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[bookmark: _Toc1829816437]Executive Summery
[bookmark: _Int_8IDsnKAj]The following report was based on an analysis of several issues that Hilton faces when running within the US market. The first problem is the enormous number of employees in the workforce, which affects their agility to achieve more profit, as general salaries have increased, and then the cost of training. The report even addresses negative online reviews that certain customer base has posted on the online websites, which influences the decision making of other customers after reviewing the comments. In this situation, it is especially important for the company to handle this situation by hiring employees who can supply a personalised experience to the customers facing problem. The report effectively analysed the internal and external environment of the Hilton company through SWOT and PESTEL analysis. Opportunities and threats were clearly assessed, along with Hilton’s strengths and weaknesses. The company even has a large amount of debt that affects its ability to invest in the technical aspects of the company. The data in this report clearly shows that customers are strongly attracted to the various technology features they see when evaluating services at hotels like Hilton. An increase in inflation also arises when the company cannot achieve best profit from its operations. Due to inflation, the services provided to customers have increased. This forces the company to look for other sources of raw materials that can be used to change its services to meet the needs of customers. Hilton tried to merge with other organisations. This allows them to offer more benefits to services offered by the hotel. The report even mentioned the TOWS matrix, which allows the company to focus on practical solutions that can be drawn from the strengths, weaknesses. Opportunities and threats facing Hilton. These potential outcomes help the company find the right strategy to improve its operational capability. The report even includes information on the STAR model, which is essential to uncover potential areas where the company need to improve and have a solid strategy to improve customer satisfaction. A graphic representation of the STAR model implemented at Hilton is also displayed. The report even focused on the use of McKinsey’s 7S model, which effectively analysed factors such structure, strategy, capabilities, system, shared values, style and personnel to understand Hilton’s operational capabilities and strategy, The report even improved the understanding of the problem tree by mentioning each problem by source. Finally, the report discusses practical solutions that Hilton could implement to overcome the challenges within the market. The five forces analysis of Hilton Worldwide Port helps to clarify the nature of the competition, the level of Hilton, and how Worldwide should respond to it while also offering solutions. The information in the report clearly shows that despite the company’s strong global market presence and strong employee base, they are facing certain issues that affect meeting customer needs. Hilton needs to focus on many ways to adapt to changes in the global market.

















[bookmark: _Toc1414712482]
Introduction
[bookmark: _Int_6YBvBYMU]The main purpose of this report is to successfully analyse the operations of Hilton USA and try to understand the positive and negative facts that affect their ability to run the market. The report looks to focus on the use of SWOT analysis and PESTLE analysis to understand Hilton’s strengths and weaknesses and how to use them to gain better opportunities and mitigate threats. The report tries to analyse the various areas where the company is performing well and the areas, they need to focus on to increase the accuracy of their services. The company’s main problem will be the presence of a large workforce. It is increasingly difficult for the company to manage such a large workforce because it must pay more costs behind the negative reviews. During their online marketing and their operations through online platform's, a certain data protection incident occurred. This is also evaluated as potential weakness of their system (Grano, 2021). They will also focus on Hilton’s prominent level of debt to understand areas where their operations are stretched. Another big problem that Hilton is currently struggling with its over-dependence on the US market. We will also analyse these issues in detail to know the possible solution and its impact. The purpose of the report is to conduct both a SWOT analysis and PESTLE analysis to assess the internal and external environment I which Hilton currently works. The report highlights the TOWS matrix to help understand Hilton’s strengths it allows them to moderate their threats (Zang, 2023). The company’s options also focus on addressing Hilton’s weaknesses as a company. Finally, Porter's Five Forces model is analysed, which decision-makers can use to evaluate Hilton Worldwide competitiveness in the hotel and motel sector (Goyal, 2021). Hilton Global The type and extent of competition and how Hilton Worldwide can manage it can be better understood and managed through Porter's five forces analysis.




[bookmark: _Toc92492369]Scope and analysis
[bookmark: _Int_rF86K4Kx]Hilton, Chicago is one of the largest hotel chains in the United States. The Hilton Chicago (formerly the Stevens Hotel) debuted as the biggest hotel in the world on May 2, 1927 (Hilton Chicago, no date). The company has successfully attracted customers to its business and focused on business or leisure hotel services.  The environment is amazingly comfortable for the customers, which is showed by the slogan of “Classic meets Cool”. The operation of the hotels spans several counties by showing the diversified culture that they feel is especially important to understand the needs of the customers. The hotel is headquartered in Tyson's, Virginia USA, (Jia et al., 2022). The latest data shows that the company has access to around 7,165 locations in its operations, which allows them to cater for business, leisure, casual stay, etc, depending on the need of the customers. The company has more than 983,465 rooms in 118 countries, which shows the capacity it has for customers. Thus, it is one of the largest multinational hotel chains from the USA. The company was founded in 1919 and has been growing ever since (Lee and Legendre, 2023). The organisation’s workforce is also extraordinarily strong, with approximately 159,000 employees currently working within the hotel chain across all operating hotels worldwide (Statista, 2022) The internal environment in which the company works van be analysed through the SWOT analysis, where every detail can be understood about the strengths and weaknesses of the Hilton company.







[bookmark: _Toc856640203]SWOT Analysis

	
Strength

	Weaknesses

	

· Global presence
· Large customer base
· Satisfied workforce
· Effective customer retention schemes
· An important level of service customisation

	· Large Workforce
· Negative reviews online
· Data breach
· Important levels of debts
· Over-dependence on the US market

	
Opportunities

	Threats

	
· Social media marketing
· Expand further into developing countries.
· Mergers and Acquisition

	
· Rising inflation
· High Competition
· Russia-Ukraine Conflict



(SWOT table by Andrusko, 2023)


[bookmark: _Int_k5dQj9fR][bookmark: _Toc2134978294]Analysis of Hilton/s strengths
[bookmark: _Int_bW18qpQ0]Hilton, Chicago is a global brand focused on offering hotel-based services to customers in different counties. The company has achieved success in different nations with its diversified culture and employee’s experience and knowledge of the culture of the operating nation (Ertuna et al, 2022). The company is also confidently changing its operations, as it has many loyal customers. The strong point behind the large customer base is the certainty that a certain amount of revenue will be generated from the operations. The company has successfully supplied some flexibility to its employees, which has increased overall employee satisfaction. The company was also included in the “Top 100 Lucky List of Best Companies to Work For” (Deng, 2022). This recognition makes it an ideal company for employees. Hilton has successfully offered several customer retention programs that help attract customers to the services offered by the hotel. This strength is further enhanced by the fact that the company also focuses on customising services for its loyal customers, which is especially important for many customers acting as a point of purchase decision.
[bookmark: _Toc118322354]Analysis of Hilton’s weaknesses 
The company has a significant workforce, which has its advantages, but also disadvantages. A significant amount of money and resources are invested in them to make sure they can become competent enough to improve the hotel’s overall ability to meet customer needs (Scrape Hero, 2023). The increase in Hilton’s operating costs will have the effect of reducing profit margins. Social media has become an essential tool for reaching customers. However, the hotel has recently come under a lot of criticism for the services they offer. This is not only damaging the image of the hotel, but also becomes visible to other customers who can see the reviews. For example, costumer review from Trip Advisor:

Hilton Chicago not for me
[bookmark: _Int_KkxgZ3oR]“Really disappointed with this Hilton. As a Hilton honours member I expected better from a 4 star hotel. Rooms were small, bed uncomfortable. Woke up with pain in the back. No proper breakfast facilities Definitely would not stay there again.” (TripAdvisor, 2023).

[bookmark: _Toc1041694144]Analysis of Hilton’s opportunities
There are certain opportunities for Hilton, such as the use of social media marketing, which can effectively focus on increasing its reach to many more socially active customers (Faull, 2023). Hilton can also focus on expanding into new countries where there in and opportunity for a luxury-based hotel service that can be customised according to customer needs. Hilton can also focus on using a merger and acquisition strategy that allows them to go with and existing company that has been successful in the country they are expanding into, (The Strategy Story, 2021)
[bookmark: _Toc1168439282]Hilton’s threat analysis
[bookmark: _Int_wcB0JSsB]There are certain threats that a company faces while using as a multinational. Rising inflation has become a major's threat as the price of the resources and services offered by the hotel to customers is increasing. On a post-earnings discussion with analysts, Hilton Chief Executive Christopher Nassetta said, "We know there's an inflationary problem here in the United States and many other places around the world." He said that a downturn in the larger economic climate will damage the firm. This has a direct impact on their ability to generate profit. Due to its global presence, the company faces intense competition in the market, which affects its ability to attract customers to its services (Reuters, 2021). The reason for the recent Russian-Ukrainian conflict in Hilton’s business is the decline of several sources and all the money spent by customers to get luxury hotel services (Chon and Zoltan, 2019).

[bookmark: _Toc1314834425]PESTEL Analysing

[bookmark: _Int_Me3QUov6]Pestle analysis is a popular strategic tool for assessing the macro environment of organisations worldwide. The framework categorises the six forces of politics, economics, socio-culture, technology, environment and law. It is simple setup enables managers to expect future business threats and take step to avoid or minimise their impact by incorporating them into the organisation's strategic decision-making (Heubel, 2022).
[image: ]
[bookmark: _Int_QYEuQ6hX](Heubel, 2022)
[bookmark: _Int_u31bfuEv]Political Factors Affecting Hilton Hotel – Political stability in the nations where they work is important. The company is highly dependent on domestic sales, for which the support received from the US government is especially important. The assess people have to a give nation decides the range of customers who visit the hotel chain in that country (González-Mansilla et al, 2019). The recent Russia-Ukraine had had an impact on Hilton’s operations. 
[bookmark: _Int_9ZotkSiD]Economic Factors Affecting Hilton Hotel –Rising inflation posed a serious threat to the company as operating costs increased significantly. The current US inflation rate is 4.93, which shows that the country’s finance is in decline this disrupt it is the financial stability of the Hilton company. This also affects the purchasing power of customers in the United States (Foster et al, 2019). There are several exceptionally low interest rates because of COVID-19 to entice various investors to invest in the nation. Compared to earlier, the loan is now quite reasonably priced. This means that the availability of affordable loans is a strong opportunity for hotels to grow and diversify their operations, (MBA SKOOL, 2021).
[bookmark: _Int_WtM3oBEZ]Social Factors Affecting Hilton Hotel – In term of social factors, the travel and tourism trend decide the rate at which the Hilton hotel chain can run in terms of attracting customers. The income level of Hilton customers also affects the success of offering personalised services (Zhang, 2023). The location and the availability of transportation services also find the accuracy with which the hotel attracts customers to it is business. 
[bookmark: _Int_6Re2WUAi]Technology factors affecting Hilton Hotel - Hilton has been successful in utilising a variety of technical developments, allowing them to offer self-service options and a cashless payment system within the hotels. Another piece of technology used in the hotel at check-in is the digital key (Hospitality Online, 2023). The hotel's technology also includes updates to the Wi-Fi network's architecture, digital meeting rooms, entertainment options, and cloud services. 
Legal factors affecting Hilton Hotel - Hilton heavily focuses on the health and safety of its employees through the Health and Safety at Work Act 1974. The hotel also implements an equal opportunity facility for the employees as well through the Equality Act of 2010. One of the most important legal factors that the hotel has considered is related to consumer rights and laws. 
Privacy Laws: To secure customer information and stay out of trouble with the law, Hilton must abide with privacy laws in the nations where it conducts business. 
Labour Law: The employment and administration of employees are affected by labour regulations, which might differ from nation to country. Hilton must abide by these rules (B Marketing Plan, 2021).

Environmental factors affecting Hilton Hotel - Carbon emission reduction has been a major area which has been focused on by the Hilton Hotel within their operations. The hotel also aims to address the rising waste generation by implementing new personnel for the waste management process to be conducted effectively (Alotaibi, 2020).

[bookmark: _Toc1479867054]Galbraith’s Star Model
The STAR model is a useful tool that can be used as a business proposition model to find possible areas where the firm needs to strengthen its position and develop a stable strategy that will increase its ability to satisfy client requests. The model offers a visual presentation of the five factors upon which the accuracy of the organisation depends on. These five factors are the people, strategy, structure, processes and rewards (Eirich et al., 2019).

[image: ]
(Atencio et al., 2020)

[bookmark: _Toc1205108599]McKinsey 7-S Model 
You may examine Hilton's "organisational design" using the 7S model. The seven major components of the model—Structure, Strategy, Skill, System, Shared Values, Style, and Staff—and their effects on hotel operations throughout model implementation may be easily recognised (Jurevicius, 2023).

[image: ]
(Jurevicius, 2023)

Structure - The organisational structure the organisational structure that Hilton emphasises is the divisional structure, which aids in the formation of specific divisions within the business to improve the accuracy and standard of the entire process. The flat organisational structure of the corporation, where communication is highly valued, supports the divisional structure of the business (News U.S., 2022).

Strategy - Product innovation, marketing inventiveness, and customer interaction are the three insight-driven pillars of Hilton's approach to engender fresh trust in the company's devoted consumers (Grano, 2021)

Skill - The principal areas that the company Hilton focuses on while recruiting employees within the organisation are the presence of the skills like creativity, interpersonal skills, and organisational skills. Hilton has shown that your hotel business will succeed if you keep your staff content. They are aware of how important retention is to the hotel sector (Bybee, CPA 2022).

[bookmark: _Int_DFIVGtef]System - Hilton is engaged in certain activities like the ‘ownership, leasing, management, development and franchising of hotels, resorts and timeshare properties, as well as the licensing of its brands to third parties” which allows them to focus on the quality and accuracy of the hotel services that they are offering to the customers. As one of the biggest and fastest-growing hospitality businesses worldwide, Hilton engages with internal and external stakeholders to learn about their knowledge, expectations, feedback, and goals (Hilton, 2021).
[bookmark: _Int_KlwUVz92]Shared Values - According to Demir and Kocaoglu (2019), the Hilton places a strong emphasis on diversity and equality while supplying services to clients. The hotel services that are provided to clients across the world vary based on their needs. The business also adheres to the principle that all employees should be treated with respect and decency. 
[bookmark: _Int_fIS8TSTK]Style - Because of the intense market rivalry, the business places a strong emphasis on utilising a goal-oriented style of operations, which enables them to set aims and evaluate staff members considering those goals (Demir and Kocaoglu, 2019).
Staff - The workforce of the organisation is also extraordinarily strong where around 159,000 employees are currently working within the hotel chain across all their operating hotels globally (Statista Research Department, 2023). Each employee is experienced and skilled in conducting the operations according to the values of Hilton. 

[image: ]
[bookmark: _Int_cJR2oK1w](Andrusko, 2023)

[bookmark: _Toc1366167397]Main body
After analysing the strengths and weaknesses of the Hilton hotel it can be clearly understood that the organisation needs to focus on their employee management better. The company has a large set of customers who are skilled in their effective departments but there is a lack of connectivity between the employees and the hotel, (Momin, 2022). This might create a gap where the employees are not able to align themselves with the goals of the hotel. For this research, there are certain areas of improvement. The management of the hotel must implement better ways to communicate across the departments as it will increase the delegation of information and focus on enhancing the relations that the employees can have with each other. This increase in communication can be achieved through the internal use of social media, face-to-face, meetings, video calls etc, (Momin 2022).

There is another management technique that can be implemented by Hilton across the different hotels they have globally. Employee appreciation and recognition can help in enhancing the motivation and determination of the large workforce that they must support a certain amount of productivity in meeting the demands of the customers (Hilton, 2022). This strategy will help Hilton in addressing the issue of having a large workforce and not being able to align the employees in a collaborative manner. 

Hilton has also been facing the recent issue of negative reviews online where several customers have written negative reviews about the service that they had received from the Hilton (Alameri et al., 2021). There are certain management-based techniques which can be adopted to make sure that the negative reviews do not affect the loyal set of customers that are available to the company. Hilton must focus on responding to reviews quickly so that they can understand the issues that are being faced by the customers within the organisation. The hotel also must focus on addressing each negative review in an offline medium and focus on using AI to remove the negative reviews from the website that they have. The hotel has received mostly positive reviews online, with 4.5 stars on Google and TripAdvisor (Xie, 2019)

[bookmark: _Int_ibPj4Npe]The net income was $209 million for the first quarter which shows that the overall operations went to a downside due to the recent inflation within the market. The income was about $20 million less than the previous year (Hilton, 2023). Another major issue that the company was facing was the asset turnover ratio which was important in understanding the number of sales or revenues generated per dollar. Currently, the Hilton Worldwide Holdings asset turnover is 0.15%. The Hilton employees even rate their compensation and benefits as 3.7 out of 5. The company had also revived 7% negative reviews out of all the reviews that they posted online which shows that there are certain areas where the company needs to become more effective in terms of offering their services to the customers (Ahlawat, 2023).
The Russia and Ukraine conflict has been a major threat to the Hilton hotel chain because of the economic impact that it had on the people of the nation. The war led to a loss of US$14 billion in tourism receipts globally in 2022 (UNWTO, no date). This had a significant impact on the change in the buying decisions that were taken by the customers of the Hilton Hotel. The Hilton hotels are also facing the issue of important levels of debts which is restricting their ability to invest in certain areas which can enhance the accuracy of the overall operations that they have. The company had "$8.6 billion of long-term debt outstanding with a weighted average interest rate of 3,95%". This shows that they are going through a shortage of funds which can be invested into bringing different technologies within their operations and meeting the demand of the customers (Hilton Worldwide Holdings Inc. 2021). 

There are certain environmental issues as well which are affecting the scale of operations that the Hilton hotel is trying to have. The hotel has been a victim of the wastage of water which was happening due to the usage of their customers Hilton has developed Guidelines for the basic systems, design and landscaping of their hotels that reduce water use, energy use and light and air pollution (Sinha and Fukey, 2020). The water waste from long guest showers and huge pools was gradually increasing. In this situation, the Hotel can limit the use of water on alternate floors or rooms which will be informed beforehand before the check-in has been done. Most Priceless Resource Is Water, Hilton 2022 ESG (Environmental Social and Governance Report.

It might dissatisfy several customers but will also affect the image of the company positively. There is also a disadvantage of the waste generation which will affect the overall environmental image of the hotel. There are certain measures that Hilton can take to address the issues related to water and solid waste generation. The on-site wastewater treatment solution is a septic tank. These structures are usually fibreglass or concrete and buried beneath the ground which supplies a certain surety for the hotel to have a storage of water which can be used in different emergency situations. The septic tank usually has three layers through which the water gets purified and can be reused (Calisto et al., 2021). The company can also focus on hiring workers who are specialised in the waste management process which allows them to reduce the overall waste amount that is getting generated by Hilton Hotels. There are certain factors which show the positive changes that the company has seen financially. The Gross Income of the company increased to $2,536 million from $1,467 million which shows a clear increase and success of theory operations. However, the Gross Income Growth fell to 72.87% from 482.14% which was a clear decline in their operational ability. The sales growth of the company also increased by 13% which was quite high considering the changes within the market that they were facing (Helmold and Helmold, 2020). The above-discussed data clearly shows the positive and negative changes that Hilton Hotel had seen last year by considering all the strengths and threats that they were facing.

There were several factors which made the hotel one of the most successful hotel chains globally. The company has a range of services which they can give to their customers depending on the changes in demand which can be seen. It is very essential for Hilton Hotels to understand the political support that they are getting from the government to expand the business and increase the overall revenue being generated by the organisation (Bova, 2020). The company has also been successful in using a range of technologies which enhance its understanding of the process that is being conducted within the business area (Cardoso, 2022). These technologies have enhanced their operational ability and made it easier for them to understand the demands that they have within the market. 
Hilton is currently facing the threat of the current US Inflation Rate which is at 4.93%. The company needs to reassess their pricing strategies and research the current pricing rate which is going on within the market. However, there is a positive factor which has been very crucial for the company to consider which is the location in which they have opened their hotels globally which has allowed them to offer their customers the flexibility of access to the nearest transportation services. Hilton has been considering the presence of different tourist destinations which are visited heavily across the globe and has opened their hotel chains near these destinations which helps them to attract the customers who are visiting the destinations (Denysenko and Breus, 2020).
Hilton has been a worldwide recognised brand which helps them to the right recognition that they need while using globally. Due to the reward and recognition program of the company, Hilton has a highly satisfied workforce who have been given different career opportunities. The changes within the market can also be tackled by Hilton which allows them to focus on meeting the demands of the customers. This is possible because of the diversified and large employee base that they have (Czyzewska, 2019). These employees have been trained and offered the resources which they need to enhance their accessibility toward offering greatest productivity. The company has also been successful in growing with the trends within the market like implementing user-friendly online booking which has been a major boost in terms of increasing the flexibility of the customers. Hilton has also made the hotel management system accessible for the customers so that any issue that they might be facing after visiting the hotel can be resolved which will help in increasing the satisfaction level of the customers.

The hotel has faced several issues in recent times due to its over-dependence on its US home market. Despite the global presence, most of their profits come from the domestic market as an individual source of income (Dick, 2019). Forming a merger with another company within the US market can be beneficial for the hotel offering two or more services at the same time which are aligned with the pain points of the customers. Hilton has been focusing on three broad areas to enhance their customer base and gain efficiency within the competitive market. These three areas are product innovation, marketing creativity and customer connection. Hilton has developed several products which are aligned with the needs of the customers and can be considered green products. The marketing approach is conducted in a creative way because it enhances the diversity-based information that the company wants to offer to customers across the globe. One of the major strong points is that the hotel has five pillars which include hospitality, integrity, leadership, teamwork, ownership, and time. These factors direct the operations of the organisation in ensuring that the services are personalised in the right way which can be valuable to ensure that the customers are getting the right value for the products, (Grano 2021).






[bookmark: _Toc2055498479]Finding and Results
Hilton has a significant advantage in terms of focusing on the venue, design & environment that they are offering to their customers. To run a luxury hotel chain globally the above-mentioned area is very essential as it will find the feeling that the customers are having after entering the properties under the hotel chain, (Levin 2022). The company has recently taken the initiative to renovate the event rooms across all their hotel chains to offer a more flexible and accessible option for meeting professionals and guests. Offering 24/7 access to snacks and beverages has been a new feature that is introduced by Hilton adding to which an event area with a large ceiling-mounted projector has been made in order to help the professional people who wanted a meeting place or organise a workshop session which has been made possible within the Hilton hotels, (Hilton, 2019). Research shows that 63% of today's business travellers are more inspired in a busy and social environment for which Hilton has heavily focused on offering a wide range of facilities which will be personalised depending upon the needs of the professionals. The total event space has been made up to 1,579 sq. There are 14 meeting rooms in total and each room has a noise-cancellation facility. The event space even has a total of 292 rooms for the guest who might be linked to the meetings (Rocha, 2022).


	
	Internal Factors

	External Factors
	
	Strength (S)

· Global presence
· Large customer base
· Satisfied workforce
· Effective customer retention schemes
· A high level of service customisation
	Weakness (W)

· Large Workforce
· Negative reviews online
· Data breach
· Elevated levels of debts
· Over-dependence on the US market

	
	Opportunities (O)
· Social media marketing
· Expand further into developing countries.
· Mergers and Acquisition
	Strengths/ Opportunities (SO1)

The global presence and large customers help Hilton in adapting to the social media marketing strategy.
	Weaknesses/Opportunities (WO1)

The weakness of Overdependence on the US market can be addressed using the merger and acquisition strategy.

	
	
	Strengths/ Opportunities (SO2)

The elevated level of service customisation can help in expanding further into developing countries.

	Weaknesses/Opportunities (WO2)

The issue of negative reviews online can also be mitigated using social media marketing.

	
	Threats (T)
	Strength/Threats
	Weakness/Threats

	
	
· Rising inflation
· High Competition
· Russia-Ukraine Conflict
	(ST1)
Effective customer retention schemes can be used to focus on the high competition that the company is facing.

	(WT1)
The rising inflation within the US market will affect the increase of elevated levels of debt of Hilton.


[bookmark: _Int_iXAuD223](Andrusko, 2023)

Analysis of SO1 - The two main strengths that can be focused towards addressing the social media marketing strategy can be the global presence and the diversified range of customers. Since Hilton has a global presence, it will be easier for them to focus on social media marketing due to the reach that they can have towards informing the customers about the products and services that they are offering to the customers. The use of social media marketing will allow Hilton to focus on the areas where they can introduce their premium services to the customers and enhance their market reach (Genter, 2023).
Analysis of WO1 - The merger and acquisition strategy as an opportunity will allow Hilton to focus on mitigating the issues where they are too dependent on the US market for their profits. The merger will allow them to have an opportunity to use the help of other organisations whose products can be aligned with the hospitality service and eventually more customers will get attracted to the service being offered within the domestic market.
Analysis of SO2 - The strong point that the Hilton hotel has about an elevated level of service customisation can help them in expanding in different nations where those features are not being offered by other hotels. Considering the global presence, they have; Hilton can easily meet the satisfaction level of the customers depending on the needs that they have which can be implemented within the hotel service that they want.
Analysis of WO2 - The issue of negative reviews online can also be mitigated using social media marketing. The negative reviews can be addressed by focusing more on analysing the areas where the customers are dissatisfied with the service. The employees engaged within the social media marketing will be focusing on ensuring that the changes that the company has made within their services can be successfully communicated to the customers to make sure that the negative reviews can be addressed through a personalised experience (Denysenko and Breus, 2020).
Analysis of ST - The customer retention schemes have been a major strength for the Hilton hotels as they allowed them to focus on the areas where they can focus to keep customers. The threat that Hilton is facing about the heavy competition can be easily mitigated if they are able to create a loyal customer base through the personalised services that they are selling.
Analysis of WT - There is a threat which is affecting on increasing the weakness of Hilton. The rising inflation within the US market is a reason that the company must lower their profit margins and focus on supporting a standard of service for the customers despite the operational cost increases. If the situation persists for a long time, then the debt that the company has within the market will increase making their credibility weaker towards the customers.

According to the TOWS analysis of the hotel, Embassy Suites Hilton Chicago offers a variety of perspectives and resources that guarantee development. To expand its appeal and customer base in the target market, the hotel can pay special attention to the expansion of services, better management of prices, modernisation, development of marketing, and expansion into other countries. The old and stylish Embassy Suites Hilton Chicago has earned the hearts of many guests, but online reviews can greatly influence guests' decisions and due to data leaks, they must use higher protection programs. The SO (Strength-Opportunity) study focuses on the hotel's strengths and opportunities, while the ST (Strength-Threat) analysis focuses on threats and strengths. While WT (Weakness-Threat) focuses on threats and weaknesses, WO (Weakness-Opportunity) focuses on opportunities and weaknesses.


[bookmark: _Toc1834731969]Porter 5 forces model analyse

[image: ]
[bookmark: _Int_hFfEUQaI](Patric et al, 2020)
[bookmark: _Int_NllEv8YP]A writer by the name of Porter created a fundamental analytical framework known as the "5 forces model" in 1980. This tool aids in your comprehension of the elements affecting a certain industry's business climate and profitability (DCF. Fm, 2021). The approach assesses five distinct uses, including:
[bookmark: _Int_WO97OCry]The purchasing power of the model: This refers to the extent to which consumers have an impact on product costs and standards. Because there are many hotels to select from in the city and because visitors may simply choose another hotel if they are dissatisfied with the Hilton Hotel Chicago's services or rates, the power of the client (or guest) in this scenario is quite considerable.
[bookmark: _Int_TFrmQ8l1]Supplier power: Supplier power refers to how well they can manipulate supply chains and costs. Hilton may have modest supplier power since the hotel often makes substantial purchases of goods and services under a single contract, which lessens the influence of suppliers. The performance of a provider is often heavily influenced by the quantity of suppliers for a particular resource. Ideally, the negotiating power of the suppliers is diminished if a firm has a variety of suppliers to select from. The company is allowed to select the provider that best meets its requirements (CFI, 2022).
[bookmark: _Int_hNarpFo6]Threat of new entrants: This refers to how challenging it is for outsiders to break into the market. Because of the hotel's high-quality brand recognition, extensive reach, and substantial investments in infrastructure, innovation, and service quality, the danger of new entrants may be relatively minimal in the case of Hilton.
[bookmark: _Int_LZIlICv9]Among competitors rather than: The level of rivalry between enterprises within an industry is referred to as competition. Other upscale hotels in the city, such as the Four Seasons, Ritz-Carlton, Peninsula, and Waldorf Astoria, are formidable rivals of Hilton, but Hilton has advantages in terms of location, infrastructure, and service quality.
[bookmark: _Int_g1tIzqAJ]Threat of Substitutes: The potential for competing goods and services to displace a company is referred to as the threat of substitutes. Although there are other lodging alternatives in the city, Hilton has a solid reputation and a competitive edge over its rivals, so the danger of substitutes may be modest in this scenario.
[bookmark: _Int_AOOS85VR]Customers and industry rivalry are often the most significant aspects deciding the performance of the business for Hilton Hotel Chicago. The model study shows that Hilton has a secure and well-established position as one of the market's top companies, but it is still important to be aware of potential competitors and new entrants (Emba Pro, 2019).






[bookmark: _Toc52768039]Action Plan

An action plan is a list of the activities or steps you must take to carry out your goals. An effective action plan outlines the steps you decide are necessary to achieve those bigger goals, acting as a management strategy for your efforts. After you've selected your goals, make an action plan with detailed activities and deadlines for completing each goal (Reaburn 2023).

[image: ]
(Reaburn, 2023)

	No.
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned Budget

	1
	Negative reviews online
	To hire skilled and experienced employees who can review each negative review and address the issue that the customers are facing.
	Hilton needs to have positive reviews on their social media platforms and websites so that the customers that have access to those comments can see and build a certain trust towards the company that Hilton offers a range of personalised services that will meet their desires.
	2 weeks
	16th June 2023
	$2500

	2
	Rising inflation
	To bring in a better range of suppliers where the costs of production can be reduced to a certain extent or prevent increasing further.
	To gain a stable profit margin globally without having to sacrifice the quality of the hospitality service that is being offered to the customers.
	4 Months
	2nd October 2023.
	$20.000

	3
	Overdependence on the US market
	To involve in a merger within the US market or to select an option that will allow Hilton to focus on expanding their business into a foreign market where they haven't opened their hotel chains yet.
	To have a balanced earning scale from all their hotels even globally.
	1 Year
	5th June 2024
	$100,000





[bookmark: _Toc982372659]Recommendation

The following recommendations will be based on understanding the issues that the company Hilton is facing within the market currently and offering suggestions which can be adopted to enhance the accuracy of the overall operations. 
Attractive Vision recommends the following:
1. Hilton needs to hire a range of employees who are effective in customer service and can use the online website that the company has. The current issue that the company is facing is the negative reviews about the service that certain customers have faced earlier. The recommendation will be to highlight each negative review and focus on offering a benefit or discount for dissatisfied customers.
2. The issue of rising inflation is affecting an increase in the operational costs that Hilton has. The prices of the raw materials are increasing, and the customers are also facing a downfall in their purchasing behaviour. The recommendation can be given to focusing on changing the pricing strategy to a certain extent where the customer can be kept by helping them get the hotel services at an affordable price.
3. Hilton is also over-dependent within the US market because most of the employees and workers are available within the US labour market. The company can focus on having a merger or acquisition of a company in a developing nation where they do not have any subsidiaries. This will allow them to remove the over- dependence that they have within the US labour market. 
4. Customers enjoy the Embassy Suites Hilton Chicago hotel's innovative amenities and ideas. But when innovative technologies are used, there are several difficulties that must be overcome to supply visitors a satisfactory experience. In conclusion, it can be claimed that the Embassy Suites Hilton Chicago Hotel has evolved much throughout time, and because of its most recent makeover, the hotel has implemented several innovations in hospitality. to boost. The hotel can always make improvements in several areas, including quality and environmental preservation. However, if the hotel keeps becoming better over time, it is expected to rank among the most well-liked hotels in Chicago.

[bookmark: _Toc543037747]Conclusion
The overall report helped in understanding the market position that Hilton has and the strategies that they adopt to meet the demands of its customers. The report also supplied an overview about the company where all the details like the locations, rooms, food service, employees etc were mentioned. The report even focused on assessing the internal environment of the company and was assessed using the SWOT analysis. The SWOT analysis supplies information about the strengths and weaknesses that the company has and about the opportunities and threats that they have within the market. The report even focused on the Pestle analysis where 6 different external factors were highlighted which affected the operations of Hilton, either positively or negatively. The report also supplied a graphical representation of the STAR model that analyses the operational ability of Hilton. The theoretical model of Mckinsey's 7S was also implemented by Hilton to understand the different areas which are essential for the company to meet the demands of the customers through their operations. The positive and negative factors that dictate the flow of business of the company were also assessed across the report. The TOWS matrix was also drawn which allowed us to get different potential outcomes of the strengths, weaknesses, threats and opportunities. Finally, the Porter Five Forces model framework was analysed, which drew attention to the fact that the primary goal of Hilton Worldwide strategists and managers is to help the company create a lasting competitive advantage. The report even supplied certain recommendations which will allow Hilton to implement in their business operations to mitigate the issues that they are facing.








[bookmark: _Toc1850507]
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