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Executive Summary
The following report has chosen the Hilton Garden Hill Inn as the topic and discussed its scope and analysis of it in detail. The Hilton Garden Inn is a top-rated hotel with a great location, outstanding service, and top-notch amenities. The hotel strictly ensures a safe and sanitized environment for guests amidst the COVID-19 pandemic. The staff excels in customer service and gives tailored recommendations to make guests feel more comfortable. Hilton Garden Inn provides amenities for a comfy stay: Wi-Fi, fitness, business centre & pool and uses technology for a better guest experience like mobile check-in, digital assistants, and contactless payment. The hotel excels in cleaning/safety, customer service, amenities, tech, and community engagement for business/leisure travellers. Accordingly, the present report has explicated the extent and potentialities of the hotel, comprising an analysis of its positive attributes and limitations. This report has evaluated the external and internal business environment of the hotel through the utilization of PESTEL and SWOT analysis. Furthermore, a TOWS analysis has been incorporated to provide insight into potential future strategic planning efforts aimed at garnering further success. The present report endeavours to assess both the favourable and unfavourable aspects of the hotel in question to address concerns regarding its operations, guest services, and personnel management, among other related matters. Several creative methods have been depicted to illustrate ways in which their tactics can be strengthened based on the underlying issues. The present discourse underscores the need for a contextualized summary of the findings as noted. Following established protocols, a comprehensive plan of action has been formulated to address the concerns at hand, including a thorough assessment of the required budgetary resources for effective mitigation efforts. Under the outlined course of action, the present report proffers a set of pertinent proposals to the Hilton Garden Inn, to ensure its sustained viability and profitability in the long term. There are multiple methodologies that can be utilized to scrutinize the concerns put forth at the Hilton Garden Inn, namely PESTEL analysis, SWOT analysis, and TOWS analysis. The utilization of said techniques is often deemed essential in the process of problem analysis and strategic planning, as it enables an in-depth comprehension of the situation at hand and the identification of possible resolutions. The PESTEL analysis framework directs attention towards the extraneous environmental factors that exert an impact on an organization or industrial sector. These factors typically include the Political, Economic, Sociocultural, Technological, Environmental, and Legal components. The utilization of a PESTEL analysis can aid in the identification of external factors that could potentially be attributed to the difficulties faced by the hotel, for instance, alterations in regulatory frameworks, fluctuations in economic conditions, or modifications in societal patterns. A SWOT analysis is a program that assesses the strengths and weaknesses of an organization's internal resources and capabilities, along with external opportunities and threats. This report undertakes an assessment of the internal strengths and weaknesses of the hotel, with an accompanying analysis of the external factors that may impact its overall performance. The identified concerns pertaining to the hotel can be mitigated through the identification and amplification of its strengths and potentialities. The TOWS analysis constitutes a strategic extension of the SWOT analysis by providing an array of strategic alternatives. The process involves the alignment of internal strengths and weaknesses with external opportunities and threats to create strategic approaches that are effective. The Hilton Garden Inn has acquired a comprehensive understanding of the difficulties faced through the implementation of the aforementioned analytical methodologies. Furthermore, they have evaluated prospective remedial measures and formulated a strategic course of action to efficiently tackle such issues. Ultimately, the present discussion has culminated in the formulation of a comprehensive strategy designed to counteract the adverse challenges presently confronting the inn. Determining the optimal allocation of both financial resources and time management will be vital in the implementation of this plan.

Introduction
The following report will be going to provide a consultancy on a particular hotel property, named Hilton Garden Inn. Therefore, to do so, the report will first demonstrate the scope and opportunities of the hotel including its strength and weaknesses. a brief description of the hotel will be provided significantly. Then, with the help of PESTEL and SWOT analysis, the context will assess the external and internal business environment of the hotel. Moreover, a TOWS analysis will also be included to provide a notion regarding their future strategic planning to achieve additional success. After that, the report will uphold the positive and negative sides of this hotel to address the issues regarding their operation, service as well as staff and others. some imaginative ways will also be portrayed based on the issues through which their manoeuvres can be enhanced. Then the context will summarise the results regarding the findings which will be noted. Accordingly, an action plan will be developed along with predicting the budgets for mitigating the issues. Following the action plan, the report will recommend some suitable suggestions to the Hilton Garden Inn for its long-run sustainability and profitability. Several methodologies, including PESTEL analysis, SWOT analysis, and TOWS analysis, can be used to analyse the issues raised at the Hilton Garden Inn. These techniques are frequently used in problem analysis and strategic planning to acquire a thorough grasp of the situation and find potential solutions (Johnson, 2005). PESTEL analysis focuses on the external factors impacting a company or industry, such as the Political, Economic, Sociocultural, Technological, Environmental, and Legal elements. A PESTEL analysis would support in recognising any external elements that may be contributing to the hotel's problems, such as changes in regulations, economic situations, or social trends. SWOT analysis looks at an organisation's internal assets and dimness as well as peripheral opportunities and threats. This analysis would provide an evaluation of the hotel's internal capabilities and limitations, as well as external elements that could affect its performance. The hotel can solve the identified concerns by identifying its strengths and possibilities. TOWS analysis expands on the outcomes of SWOT analysis to offer strategic options. It entails aligning inner strengths and weaknesses with exterior opportunities and intimidations to develop effective tactics. TOWS analysis would allow the hotel to investigate various possibilities and create action plans to address the issues, using its strengths and capturing chances while reducing weaknesses and managing threats (Buttrick, 2009). Using these analysis approaches, the Hilton Garden Inn will obtain a holistic awareness of the challenges, examine potential solutions, and establish a strategic approach to effectively address them.


Company Background
Hilton Garden Inn Hays is the chosen organisation in this study that is a part of the Hilton Hotel Group which is a global brand in the hospitality sector. The hotel property is situated in a strategic position that is considered the heart of Hays for gaining the attention of targeted customers. The hotel is within walking distance from the Sternberg Museum of Natural History and Fort Hays State University. Guests of this hotel will receive easier access to the businesses, transportation hubs and tourist attractions increasing the reasons for choosing this particular business. Hilton Garden Inn Hays provides various opportunities for the guests as various amenities are present. The Hotel offers different types of hotel rooms to their customers for meeting their unique expectations. Amenities such as comfortable hotel beds, workstations, TV, and complimentary WiFi are available in the rooms of this hotel. Along with that, guests in this hotel can enjoy a fitness centre, indoor pool, room service, meeting rooms, pet-friendly rooms and connecting rooms (hilton, 2023). Hilton Garden Inn Hays is comfortable hosting almost 400 guests in 7800 sq. ft. of convention space. Digitalisation has been adopted by the organisation to meet the growing expectations among their customers. Digital key and digital check in the hotel is allowed to reduce human interaction and the organisation is passionate about providing high-quality service to their employees. However, some complaints regarding the services based on the organisation can be witnessed in reviews by guests on various review sites. The dog-friendly hotel created inconvenience for the guests as they were not informed beforehand about the guests staying with dogs on the same floor. 

PESTEL Analysis
	Factors
	Description
	Positive Impact
	Negative Impact

	Political 
	The world political situation negatively impacted the businesses operating in the hospitality business. Hilton Garden Inn Hays primarily operates in the USA and the political stability of this country is helpful (theglobaleconomy, 2023). Further, government support is present in this country that helps businesses in thriving. 
	“2022 National Travel and Tourism Strategy" is one of the government strategies that has positively impacted the tourism industry (trade.gov, 2022). This facilitates tourism within the country and promoting this organisation in the world positively influences the financial performance of the business. 
	The Russia -Ukraine war is a global political incident that can negatively impact the business of this organisation. Billions of losses were encountered by the tourism industry and Hilton Garden Inn Hays also suffered (UNWTO, 2023). 

	Economical 
	The global economy as well as the economy of the United States is suffering from inflations. According to the financial Times inflation rate in the US is 5.9% in April 2023 (Romei & Smith, 2023). According to Frick (2022) in the year 2022 US witnessed the worst inflation of all time. 
	The higher inflation rate allows the hotel to increase the charges for the rooms and their services for earning more profit. The flow of money is increased due to inflation giving customers an opportunity. 
	A high inflation rate decreases the value of money. The operational cost of Hilton Garden Inn Hays will significantly increase as a result of such a situation. 

	Social 
	Social trends and demands are continuously changing and Hilton Garden Inn Hays needs to keep up with trends for meeting customer demands. Burnes (2014) emphasized the need for change and this organisation needs to continually change for meeting the changing needs. 
	Following social trends and customer preferences can positively impact the business of the organisation. 
	The inability to keep track of the changing demands among the customers of Hilton Garden Inn Hays can negatively influence the business. 

	Technological 
	Technology has become an inseparable part of the tourism industry. Tourists expect online booking, self-check-in and smart rooms in the hotels. 
	Hilton Garden Inn Hays uses technologies such as online booking or digital key cards that can positively impact customer satisfaction. 
	However, the absence of more competitive technologies in the hotel can negatively influence its position in the competitive sphere. 

	Environmental 
	The hospitality industry largely impacts the environment and taking steps toward sustainability is very important for businesses in this industry (hospitalitynet, 2022). 
	Sustainable business operations of Hilton Garden Inn Hays can help attract customers concerned about the environment. 
	The absence of this type of strategy will influence the image of the hotel negatively and financial performance will be negatively influenced. 

	Legal 
	While operating in a market the hospitality industry needs to ensure that the legislation of the country is followed. The employment laws and minimum wage should be followed.  For example, the hotel must pay $7.25 per hour to their employees as per the legislation (Labor laws and worker protection, 2023). 
	Complying with the legal regulations of running a business in the US has helped Hilton Garden Inn Hays in gaining a reputation. 
	The violation of legislation or the rights of employees damages the reputation and leads to financial fines.  



Summary
PESTLE framework can be helpful for the organisation in understanding the external forces that are impacting the internal operations of an organisation. Though the political stability of the US that is the market for Hilton Garden Inn Hays is decreasing it can be considered a stable country. The stability has positively influenced the business of the organisation and facilitated its growth. The Russia-Ukraine war is a global political incident and the businesses within the borders of the US were also hugely affected by the effect of the war. Economic factors such as high inflation can affect the financial performance of the hotel. While the increased flow of cash allows an increase in the charges of rooms, it can also lead to higher operational costs. Keeping up with the social trends and changing technology in society is essential for Hilton Garden Inn Hays to meet customer expectations. Along with that, Hilton Garden Inn Hays needs to follow sustainable strategies for reducing harmful effects on the hospitality business in the UK. 
SWOT Analysis
	Strengths
	Weaknesses

	Brand Reputation 
Hilton Hotels is one of the responsible and established brands in the global hospitality industry. This brand is known for providing high-quality services around the world and this brand image in the market is one of the positive factors for the Hilton Garden Inn Hays. The reputation of being the third strongest brand helps this hotel in attracting tourists from different corners of the world (brandfinance, 2022). 
Strategic location 
The location of Hilton Garden Inn Hays is one of the primary factors in the hotel as it can attract visions coming to the location for various motives. Transportation facilities are also available for the guests staying in the hotel and many important sites are in the walking distant. 
Environmental Sustainability 
Hilton Garden Inn Hays has incorporated various sustainable practices being a Hilton Group (hilton, 2023). The practices such as waste management and energy-efficient processes can help the hotel in attracting environmentally conscious tourists. 
	Limited amenities 
Hilton Garden Inn Hays many amenities to their customers however in comparison to competitors they have a limited range of facilities to offer their customers. For example, Hilton Garden Inn Hays does not have a smart room or complementary movie library for their guests which has become a weakness. 
Staffing challenges 
Recruitment and training costs for the staff have increased over time becoming a weakness for hotels. Acquiring skilled employees or training their existing ones is a challenge for Hilton Garden Inn Hays making it a weakness. 
Limited marketing Budget 
Marketing is an important part of business organisations for reaching the targeted audience. Hilton Garden Inn Hays has a limited budget for marketing programmes and that is a weakness hindering the growth (Milano, 2023). 

	Opportunities
	Threats

	Growing tourism market:
According to the official data by UNWTO rapid growth in the tourism market can be witnessed in recent times as travelling increased by 57% in the year 2022 after the restrictions were over (UNWTO, 2022). The brand reputation can create an opportunity for Hilton Garden Inn Hays in attracting more tourists. 
Collaboration with local businesses:
Hilton Garden Inn Hays has the opportunity of collaborating with local businesses for cross-promotion. The strategic location allows the organisation to work with various tourist attractions and event organisers for increasing profitability. 
Technical advancements 
Technical advancement in the hospitality industry is an opportunity that Hilton Garden Inn Hays can utilise for meeting their organisational goals. Willie (2019) opined those technologies such as blockchain is changing the way of doing business in the hospitality industry. 
	Competitive landscape:
The weakness of Hilton Garden Inn Hays regarding limited amenities can lead to a disadvantageous position in the market. Competitors with better facilities in the market are more likely to gain an advantage in the market resulting in lower income from the market. 
Economic fluctuations
An external threat of economic fluctuations is also present that can negatively influence the financial performance of the organisation. 
Inability to meet customer demands 
The demands of the customers are changing with each passing day and the low investment in marketing is Hilton Garden Inn Hays negatively influencing the situation (smeharbinger, 2021). 



Summary 
Hilton Garden Inn Hays has a strong brand reputation, commitment towards environmental sustainability and strategic position. This strength helps the organisation in attracting a large number of customers and gaining financial stability. Weaknesses of Hilton Garden Inn Hays are its low budget for marketing, limited amenities and challenges related to staffing. This situation can lead to the threat of losing competitive advantage in the market and meeting the changing customer demands. Opportunities are also present for the organisation as the global tourism market is expanding and new technologies are emerging that help in understanding customer preferences. 

Positive and negative aspects of Hilton Garden Hays 
The well-known Hilton Garden Inn is a hotel with a variety of amenities and services that is situated in Hays, Kansas. Both the good and bad things about the hotel will be considering several factors like the food and drink, lodging, service, and overall experience.
Positive aspects
Dining options
The Hilton Garden Inn, at Hays, offers a variety of food alternatives, which is a plus. The Garden Grille and Bar offer patrons a quick and pleasurable dining experience. It is open for breakfast and dinner. The food options are varied and accommodate various tastes and dietary requirements. Visitors frequently laud the high calibre of the meal, and the attentive service furthers a satisfying ingestion experience.

Accommodation
Another benefit of staying at the Hilton Garden Inn is the accommodations. To ensure everyone's comfort and convenience, the hotel offers a selection of guest rooms, including accessible ones. The accommodations are kept up, spotless, and furnished with contemporary conveniences like streaming TV and room service. Visitors will have a relaxing stay owing to the cosy beds and roomy layouts (Mekhruza et al., 2022).
Premier event spaces
The Hilton Garden Inn at Hays also excels at offering first-rate event venues. The hotel has a huge ballroom and 7,800 square feet of convention space, making it suitable for holding a variety of events and gatherings. With space for up to 400 guests, the facilities are a great option for conferences, weddings, and other special occasions. The expertise of the employees and the meticulous organisation of the event enhances the entire experience of holding an event at the hotel ( Tripadvisor, 2023).
Dedicated staffs
The Hilton Garden Inn employs a committed staff that works hard to give customers outstanding service. The staff is welcoming, approachable, and responsive to the needs of the customers. They are prepared to help with any questions or requests and are educated about the neighbourhood. The pleasant contacts with the personnel play a big role in the overall satisfaction of the hotel stay.
Wide Range of Offerings
For satisfying the needs of different market sectors and consumer preferences, Hilton Garden Inn offers a wide variety of hotel brands. The brand offers lodging options to suit various travellers' demands and budgets, ranging from luxury and upscale facilities to mid-scale and cost-effective solutions.


Consistent Service Standards
High service standards are upheld by Hilton Garden Inn across the entire property, guaranteeing a constant visitor experience. The brand places a high priority on providing great customer service, which promotes client retention and good word-of-mouth.

Issues (negative aspects)
Parking issue
The Hilton Garden Inn, located at Hays might, however, still stand to improve in a few key areas. The few parking options are one feature that occasionally draws criticism. Although the hotel provides free self-parking, it can be difficult to obtain a spot, especially during busy times. For visitors arriving by automobile, this difficulty could have a detrimental effect on their overall experience.
Cost of accommodation
The hotel consumed a great brand reputation, and they charged quite a high price for their stays starting from $161. However, this is a 3-star hotel, which needs to be more affordable for their tourists. moreover, as per the rate, the amenities need to be improved which sometimes creates an issue for this property ( Hilton, 2023).
Network connectivity
The property's wireless internet access is another thing that should be improved. Despite the hotel's promotion of complimentary Wi-Fi, several customers have complained about poor or sporadic internet service. Both business and leisure travellers need access to dependable, fast internet in the current digital era. Enhancing the Wi-Fi infrastructure would make for a more comfortable and enjoyable stay for visitors (Mercan et al., 2021).


Neglected maintenance 
Some visitors complained that certain amenities, such as the saltwater pool and an outside door, were not available or weren't working properly. These problems were said to be awaiting components or repair.
Limited Amenities
Some visitors complained that certain amenities were inadequate or subpar. Points for improvement included the lack of blackout drapes, sluggish bathroom drainage and a loose toilet paper holder (travelweekly, 2023).
Lack of Keurig pods
One visitor complained that there were no Keurig pods in their room, which might be an indication that essential amenities were not properly stocked.
Dog faeces on the grounds
Many visitors reported their dissatisfaction with the presence of dog waste on the hotel grounds. The grounds were not well kept despite the hotel being a dog-friendly establishment with a pet fee, which contributed to this cleanliness issue. 
Unprofessional behaviour
One of the visitors spoke about a bad experience they had with a staff worker who was called impolite and disrespectful. It was made clear that the staff member requested military orders before requesting to speak with management before leaving.
Lack of Inclusion of Breakfast
Several guests complained that breakfast was an extra expense and was not included in the accommodation rate. Some visitors were startled and dissatisfied by this as they had anticipated a free breakfast or a less expensive dining alternative.


Customer Service Issues
A few visitors complained that the hotel's customer service was lacking. One visitor reported dealing with an unfriendly and unprofessional front desk employee who demanded military orders without offering any additional assistance. Another visitor complained that the staff wasn't paying enough attention.
Cultural Adaptation
Operating in an area where people of many cultures congregate presents obstacles to cultural adaptation. Hilton Garden Inn must make sure that all its services, facilities, and business practices reflect both regional and worldwide cultural norms and preferences. Ineffective adaptation could result in misunderstandings, guest discontent, or unfavourable evaluations.
Quality Consistency
Given that the hotel is renowned for its high level of service, maintaining consistency in quality throughout the resort can be difficult. Standards of upkeep, cleanliness, and customer service may vary throughout locales. To make sure that all properties live up to the standards set by the brand, Hilton Garden Inn needs to implement strict quality control procedures and conduct routine audits (Kipping, and Clark, 2012).
Employee Training and Turnover
Effective training programmes are needed to manage a diverse workforce, assure consistent service delivery, and uphold Hilton Hotels' standards. To provide staff with the essential training and education, the brand must make significant financial investments in both comprehensive training programmes and continuing professional development. Additionally, worker turnover can affect the quality of services, thus Hilton Garden Inn should put strategies in place to reduce turnover and keep talented employees on staff (O’Mahoney, 2021).


Market Competition
Due to its location in a well-liked tourist area, Hilton Garden Inn faces stiff competition from both foreign hotel companies and regional lodging establishments. To keep a competitive edge in each market, the hotel needs to consistently develop and diversify its products. This could entail catering to local tastes, adding distinctive amenities, or using technology to improve the guest experience.
The issues are mainly intended for management techniques, staff-related and operational problem-related. The Hilton Garden Inn can improve its position and presence by addressing these drawbacks and capitalising on their beneficial characteristics.

Imaginative ways in which the operation of Hilton Garden Hays can be improved
In Hays, Kansas, there is a mid-range hotel called the Hilton Garden Inn. Despite most of the evaluations being favourable, there is always space for improvement. This section will look at some creative ways that Hilton Garden Inn's operations could be improved to give its customers an even better experience. Here are some creative ways the Hilton Garden Inn could be enhanced considering the feedback from guests:
Dog waste management
Dog faeces were reported to be present on the hotel grounds by several reviewers. The hotel can resolve this problem by adopting a more aggressive cleaning strategy and conducting routine property patrols to maintain cleanliness. To promote ethical pet ownership, they may also want to consider offering dog waste bags and handy disposal locations (Otley, 2022).
Prompt maintenance response
The pool, the outside entrance, and the in-room facilities all received complaints from several visitors. The hotel can prioritise timely upkeep and repairs to take care of any problems as they develop to enhance the visitor experience. Regular inspections and planned maintenance checks can assist in avoiding such problems before they arise.
Improved communication
Two visitors raised concerns about the availability of the military discount and the dearth of Keurig pods in the room. By improving communication, workers and visitors can avoid misunderstandings and guarantee that their needs are addressed. The general level of customer satisfaction can be raised by providing clear rules and training for staff employees on discount procedures and in-room amenities (Whittington et al., 2020).
Enhanced cleanliness
Although many visitors commended the hotel for its cleanliness, one reviewer brought out some problems in the lavatory. The hotel may concentrate on upholding exemplary standards of cleanliness across the facility, paying close attention to specifics like drain functionality, toilet paper holder stability, and general cleanliness in all locations.
Customer service training 
There were a few complaints concerning rudeness and unprofessional behaviour, even though the majority of visitors had a nice contact with the employees. Constant customer service training for all employees, emphasising the value of professionalism, empathy, and attention to client demands, can assist assure constant and great service (Newton, 2010).
Breakfast inclusion options
One reviewer brought up the extra expense of breakfast. The hotel can think about offering various breakfast packages, such as a free continental breakfast or a reduced price for a full cooked-to-order breakfast, to give visitors more choices. This can accommodate various tastes and financial constraints while improving the overall value for visitors.
Eco-friendly Initiatives
The hotel can lessen its influence on the environment by using environmentally friendly practices. This may entail putting in energy-efficient equipment, utilising renewable energy sources, encouraging recycling and trash minimisation, and giving visitors choices for lowering water usage (Abardeh, 2022).
Enhanced Guest Services
The Hilton Garden Inn is willing to go above and beyond to satisfy guests. This can include special welcome gifts, a professional concierge service, and support for making reservations and recommendations in the area. A complimentary shuttle service to surrounding attractions is another amenity that can improve the overall guest experience. This hotel brand will introduce organic living, within budget, named Spark (TEDDER, 2023).
Innovative Technology
Adopting cutting-edge technologies and making transformations accordingly can improve guest convenience and streamline operations. The hotel can implement keyless entrance and smartphone check-in technologies so that visitors can skip the front desk and get straight to their rooms (He et al., 2023). The visitor experience can be improved by implementing smart room technologies including voice-activated controls, automatic temperature and lighting systems, and in-room iPads for guest requests (Kotter, 2012).
Unique Dining Experiences
Offering distinctive and unique culinary experiences would help the hotel improve its dining selections. This can be done by holding themed dining occasions, working with neighbourhood chefs to open pop-up restaurants, or setting up guest cooking lessons and demos.
Wellness and Fitness Offerings
Travellers who are concerned about their health may be drawn to improved wellness and exercise facilities. The Hilton Garden Inn may think about adding cutting-edge equipment to its fitness centre, providing free fitness courses or personal training sessions, and offering wellness amenities like spa services or relaxation places.

Local Experiences
The hotel can work with nearby companies and attractions to provide guests with unique experiences that will make their stay genuinely memorable. This could involve led excursions to surrounding attractions, outdoor activity programmes, or cultural immersion courses (Brierley, 2006).
Community Engagement
Interacting with the neighbourhood can improve the hotel's reputation and promote goodwill. The Hilton Garden Inn can plan frequent neighbourhood gatherings, take part in neighbourhood projects, and give financial assistance to neighbourhood charities or organisations. This can not only help the neighbourhood but also forge closer ties with customers who appreciate socially conscious enterprises (Hilton, 2023 ).
Art and Design
Including regional art and design in the hotel's decor can produce a distinctive and eye-catching atmosphere. Local artwork, furnishings made of locally found materials, and displays of the area's cultural past can all give the hotel a unique flavour.
Sustainable Practices 
Reducing waste and conserving resources can be achieved by integrating sustainable practices into the hotel's operations. This can involve making use of eco-friendly cleaning supplies, setting up lighting systems that use less energy, putting into place water-saving techniques, and taking part in green certification programmes (Hilton, 2023).
Personalised Loyalty Programs
Hilton Garden Inn's customer loyalty programme can be improved by providing personalised incentives and bonuses based on guests' choices and past stays. Individualising offers and experiences for each guest can make them feel appreciated and encourage future visits.
The Hilton Garden Inn can boost client satisfaction and deliver an amazing experience for all visitors by addressing these areas for improvement (Noordzife, 2014).

Findings and results
	Departments
	Result

	Food and beverage
	The well-known Hilton Garden Inn Hays, located in the centre of Hays, has a thriving and alluring food and beverage industry that meets the many culinary needs of its visitors. The resort's on-site restaurant delivers a great dining experience and serves a variety of delicious meals that are meticulously and carefully prepared. Customers may savour a range of flavours and cuisines that appeal to both local and foreign palates, ranging from robust breakfast selections to scrumptious lunch and supper alternatives (travelweekly, 2023). Whether patrons are looking for a casual dinner or are commemorating a special event, the restaurant's warm atmosphere makes for the ideal setting for a great dining experience. Additionally, the bar at the property offers a variety of drinks, including speciality cocktails, premium wines, and cool spirits, enabling visitors to unwind and mingle in a welcoming and opulent setting. The resort also guarantees that every visitor's dining experience becomes a genuine treat because of its focus on culinary quality and first-rate service (Lacalle, 2022).

	Venue Design and Environment
	The Hilton Garden Inn Hays delivers a unique guest experience thanks to its beautifully designed facilities and inviting surroundings. The architectural design of the hotel mixes contemporary refinement with a cosy and welcoming atmosphere. Visitors are welcomed by a sophisticated fusion of modern décor, luxurious furniture, and subtle lighting that immediately conveys a sense of refined elegance as soon as they enter the vast lobby. With well-appointed meeting areas outfitted with cutting-edge technology, the venue's design effortlessly combines practicality and aesthetics, making it perfect for meetings, training sessions, and business gatherings (Lauren, 2019). With their spacious designs, plush bedding, and modern conveniences, the guest rooms provide a seamless combination of luxury and convenience. The region around the hotel offers a pleasant and attractive setting, with exquisitely planted gardens, peaceful courtyards, and breathtaking outdoor lounging spaces where guests may unwind (Bonfanti et al., 2023). Whether travelling for work or pleasure, Hilton Garden Inn Hays' venue layout and surroundings guarantee a memorable stay that is distinguished by luxury, comfort, and genuine hospitality.

	Marketing
	Within the Hilton Garden Inn Hays, enjoy the comforts and amenities like never before. The hotel is the ideal option for travellers for both business and pleasure since it blends cutting-edge services with a cosy and welcoming ambience. They also make sure to offer productive and pleasurable by providing large, luxurious rooms, free Wi-Fi, and a 24-hour work centre (Sleep et al., 2023). The on-site restaurant serves a sumptuous breakfast to get your day off to a great start, and the bar helps you unwind in the evening. The customer’s stay will be seamless and memorable thanks to the attentive team that is constantly available to help (Silva et al., 2023).

	Staff training
	The Hilton Garden Inn Hays offers a thorough and engaging staff training programme to provide our team members with the information and abilities they need to provide our guests with great service. Our staff members get in-depth training on a variety of hotel operations topics, including front desk processes, cleaning standards, food and beverages, and guest satisfaction, through an amalgamation of practical instruction, online courses, and interactive seminars (Leonard, 2019). They place a high value on ongoing training and development, making sure that everyone in the workforce is up to speed on the most recent business trends and best practises. Their well-trained team is dedicated to making every visitor's stay at the Hotel unique and pleasurable with an emphasis on personalised hospitality and careful attention to detail (Le et al., 2023).

	Customer Service
	The Hotel offers great guest service that gives visitors a genuinely special experience. The accommodating and helpful workers go far and wide to make sure that each visitor feels comfortable and at home during their stay. Warm smiles and attentive attention are provided to you as soon as you enter the hotel. The staff is kind, knowledgable about the neighbourhood, and always willing to offer advice and support (cbi.org.uk, 2020). The customer service department at Hilton Garden Inn Hays truly committed to surpassing expectations and ensuring that each and every guest has a pleasurable and comfortable stay, whether that means assisting with check-in, setting up shipping, or addressing any problems (Dah et al., 2023).

	Room Service
	At the Hilton Garden Inn Hays, guests may enjoy a delicious and practical eating experience. Visitors may indulge in a variety of gastronomic treats while relaxing in the convenience of their accommodations with a broad selection of delectable foods and drinks. The courteous and attentive crew upholds the high expectations of Hilton's hospitality by guaranteeing fast delivery (Jung et al., 2023). The room service menu offers a variety of options to suit different tastes and dietary requirements, whether it's an entire breakfast to begin the day, a quick lunch, or a gourmet supper. The well-designed menu, which includes everything from appetisers to desserts, ensures a fulfilling and enjoyable dining experience, complementing your stay at the Hilton Garden Inn Hays (cbi.org.uk, 2020).



TWOS analysis to support the client in their strategic planning
	Threats: 
	Weaknesses: 

	Clients may proactively establish plans to reduce these risks by recognising prospective threats, such as new rivals entering the marketplace or shifting customer preferences. This analysis enables you to foresee problems and make appropriate adjustments (Makortoff, 2020).
	Clients can enhance their overall competitiveness by addressing internal weaknesses like obsolete facilities or ineffective procedures. Clients can allocate assets and carry out corrective measures to improve performance by concentrating on their areas of weakness.

	Opportunities: 
	Strengths: 

	Clients can take advantage of new income sources by identifying external possibilities, such as rising markets or growing travel habits. With the aid of this study, customers may identify unrealized potential and create plans to take advantage of these chances to grow their client base and gain market share.
	Analysing internal assets, like outstanding customer service or a handy location, helps customers make the most of their special advantages. Understanding their advantages enables clients to highlight these traits and set themselves apart from rivals, bringing in more customers and gaining a competitive edge (Lacalle, 2022).



Clients of Hilton Garden Inn Hays may obtain a full insight into their business ecosystem by completing a thorough TWOS analysis They may use this analysis to build plans that are in line with their strengths, minimise dangers, take advantage of opportunities, and solve weaknesses, thereby improving their overall strategy and long-term success.

Recommendation

Enrich Guest Experience
Improve the guest experience by concentrating on providing outstanding customer service and customised experiences. Train your personnel to be on the lookout for guests' needs and to act accordingly. Systems for collecting customer feedback should be used to constantly improve service (Belcher, 2019).

Adopt Technological Innovations
Spend on technological solutions to improve visitor convenience and streamline business processes. Implement mobile check-in/out, an intuitive online booking platform, and digital service desks. Utilise data analytics to learn about visitor preferences and adjust your services.

Sustainable Initiatives
Utilise ecologically friendly procedures across the board to draw guests who care about the environment. Adopt energy-saving technology, support recycling initiatives, and provide local and organic food alternatives. Inform visitors about these programmes while emphasising the hotel's dedication to sustainability (Bianco et al., 2023).

Market Differentiation
Determine the unique selling propositions and advertise them well to create market differentiation. Draw attention to the hotel's unique qualities, such as its setting, facilities, or extra services. Create customised marketing strategies to appeal to traveler demographics and highlight the hotel's competitive benefits.

Upgrade Hotel Amenities and Facilities
Continually examine and improve the hotel's services and amenities to make sure they satisfy customers' changing demands and expectations. Consider updating guest rooms with contemporary decor and cosy furniture. Modernised the exercise centre with wellness programmes and cutting-edge equipment. Make adaptable meeting places with cutting-edge audiovisual gear and movable furniture that are tailored to the requirements of business travelers (Liasidou et al., 2023).

Prioritise Staff Development
Invest in thorough training programmes to empower staff and provide a supportive workplace environment. To improve the visitor experience, offer continual training in problem-solving, communication, and customer service. To inspire and keep great employees, provide them with professional development chances and recognition initiatives. Develop a culture of ongoing learning and development inside the company.

Action Plan
	Number 
	Problem 
	Solution 
	Desired Outcome 
	Time
scale
	Completion
Date
	Planned
Budget

	1
	Limited Amenities
	The hotel has the potential to augment the quality of the guest's stay by providing additional amenities. The hotel has the capability to provide its guests with various complimentary amenities, such as Wi-Fi services, access to a well-equipped fitness centre, a business centre for productivity, and a refreshing swimming pool for leisure. These amenities may prove appealing to visitors, particularly those who are journeying for business or recreational purposes.
	An opportunity for hotel managers to encourage restaurant use and increase revenue and a counterintuitive trend is seen in business centre usage. Despite the expectation that long-stay guests would require minimal use of the business centre due to travelling with their office
	3 months
	28/08/2023
	£35000

	2
	Customer Service Issues
	The Hilton Garden Inn ought to prioritise the contentment of their guests through the implementation of training protocols aimed at equipping their staff members with the necessary skills to render extraordinary customer service. It is imperative that the staff members be trained to exercise prescience in anticipating the requirements of guests and furnish tailor-made recommendations, as well as demonstrating an eagerness to provide enhancements above and beyond what is expected, in order to surpass guests' expectations.

	By providing outstanding customer service, the establishment of a positive relationship between patrons and the Hilton Garden Inn can be enhanced. Furthermore, contented patrons are prone to revisit the hotel and manifest brand loyalty, thereby transforming into authentic brand advocates.

	2 Months
	26/07/2023
	£8000

	3
	Neglected maintenance
	The establishment undertakes the routine sanitsation of frequently-contacted surfaces within guest rooms and communal spaces, in addition to implementing hand sanitising stations across the premises. One recommended solution for The Hilton Garden Inn would be to implement software for monitoring the task performance of maintenance personnel.
	The deployment of a monitoring strategy has the potential to promote the completion of staff responsibilities and the efficient provision of comfortable customer service.
	2 months
	28/07/2023
	£15000

	4
	Unprofessional behaviour
	The organisation can address its current challenges by implementing inventive training programs. The present study aims to elucidate the organisational introduction, goals, and objectives in order to cultivate a comprehensive understanding of the job roles among employees. Therefore, it is imperative that The Hilton Garden Inn provides customer service training to its employees to guarantee their apt conduct towards customers and their ability to fulfil their requests.
	The training program ultimately facilitates a comprehensive comprehension of the employees' occupational responsibilities, empowering them to execute their duties optimally to effectively fulfil the clients' expectations.
	3 months
	29/08/2023
	£15000



Conclusion
Based on the conclusions and suggestions, Hilton Garden Inn Hays has significantly improved its operations, earning a high customer preference in a cutthroat industry. The hotel improved its customer experience by offering individualised and attentive service, making visitors feel appreciated and well-cared for. Sustainability strategies have been adopted, lowering the hotel's environmental effect and attracting eco-aware guests. The hotel has improved the efficiency and smoothness of the guest experience by investing in technological advances and streamlining operations. Collaborations with neighbourhood businesses have offered one-of-a-kind experiences and a glimpse into the local way of life. In order to better satisfy the changing needs of its guests, the hotel has updated their food and beverage options, utilising fresh, regional products. Through a variety of media, a thorough marketing approach has improved brand awareness and engaged customers. Training and development programmes for employees have promoted a healthy workplace culture and produced talented and devoted workers. Customers in the very competitive sector have consequently preferred the hotel compared to rival hotels. The hotel's outstanding guest experiences, environmentally friendly practises, technology breakthroughs, local partnerships, redesigned products, improved amenities, thorough marketing, and well-trained personnel have all played a part in its success. Customers have acknowledged and praised the hotel's efforts, identifying value in the individualised service, environmental stewardship, smooth experiences, local immersion, culinary options, facilities, brand presence, and employee professionalism. The Hilton Garden Inn Hays has developed a reputation as an excellent option for travellers looking for a memorable and delightful stay by continually exceeding customer expectations. This has given the hotel a substantial competitive advantage in the worldwide market.
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