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[bookmark: _Toc131817372][bookmark: _Toc140876123]Executive Summary
This report conducts thorough analysis of Hilton's strategic direction, with its main focus on the delivery of innovative customer care, future resilience, and sustainable competitive advantage. The report uses several analytical tools, such as PESTLE and SWOT to produce insights based on the analysis of its internal and external factors that mainly affect the performance of Hilton Hotels and Resorts.
The report then moves to identify the main issues in the strategy of Hilton Hotels and Resorts by evaluating the potential growth options with the use of Ansoff Matrix. The report then critically discusses how political, economic, social, technological, legal and environmental factors impact the strategic direction of Hilton. Basing of these analyses, the report then produces a revised strategy for the Hilton hotel with its main focus on enabling the hotel to provide personalised care and product innovation. 
The conclusion of this report presents a discussion on the corporate, business and functional strategies that Hilton Hotels and Resorts can adopt along with revised vision statement, mission statement, rewritten core objectives and statement of corporate values that are in line with the revised strategy. The report in sum provides a roadmap for Hilton’s future to maintain its competitive edge for delivering winning customer care in the context of ever-changing landscape of technology. 
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[bookmark: _Toc131817373][bookmark: _Toc140876124]Introduction
Strategic management is the process of formulating and implementing the major goals and initiatives taken by an organization's top management, based on an analysis of resources and an assessment of the internal and external environments in which the organization competes. It involves setting the overall direction of the organization, defining its objectives, developing and implementing strategies to achieve those objectives, and allocating resources to execute those strategies (Lynch, 2015).
It is important for organizations because it enables them to anticipate and respond effectively to changes in their environment, whether they are technological, economic, political, or social. By developing and implementing effective strategies, organizations can position themselves for long-term success, sustain their competitive advantage, and achieve their goals (Grant, 2021).
Innovative customer service is becoming increasingly important for organizations to differentiate themselves in a crowded marketplace, and strategic management plays a crucial role in enabling them to do so. By conducting a thorough strategic analysis, organizations can identify opportunities to deliver more personalized and innovative customer service, and develop strategies to achieve this goal (Luo et al., 2019).
Future resilience is also a key concern for organizations, especially given the uncertain and rapidly changing business environment. Strategic management enables organizations to identify potential risks and challenges, and develop strategies to mitigate or overcome them, thereby increasing their resilience and ability to adapt to changing circumstances (Fiksel et al., 2014).
Sustainable competitive advantage is another critical outcome of effective strategic management. By developing and implementing strategies that are difficult to imitate, organizations can establish a sustainable competitive advantage that enables them to outperform their competitors over the long term (Huang et al., 2015).
Therefore, this report focuses on the strategic analysis of Hilton Hotels and Resorts, a multinational hospitality company, and proposes a new way forward for delivering innovative customer care, ensuring future resilience, and sustainable competitive advantage. It conducts a thorough strategic analysis of Hilton Hotels and Resorts with the use of strategic frameworks including SWOT analysis and Mckinsey 7s framework for internal analysis and PESTLE analysis for external analysis. It will go on to critically evaluate the strategic options for more personalized customer care and taking into consideration the wider implications of the proposed strategy on different areas of the organization by using models such as Porter’s Five Forces, VRIO framework, forcefield analysis and Ansoff Matrix. 
[bookmark: _Toc131817374][bookmark: _Toc140876125]Internal Analysis 
[bookmark: _Toc131817375][bookmark: _Toc140876126]SWOT
A swot analysis is conducted to perform and internal analysis of Hilton Hotels and Resorts. 
[bookmark: _Toc131817376][bookmark: _Toc140876127]Strengths:
[bookmark: _Toc140876128]Strong Global Presence: 
Hilton has a widespread global presence with over 7215 properties in more than 122 countries and 19 brands under its name making it one of the largest and fastest growing hotel and resorts chains in the world that served over 200 million guests (Hilton Hotels and Resorts, 2023a).
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Figure 1: Hilton's Global Presence. Source: (Hilton Hotels and Resorts, 2023a).
[bookmark: _Toc140876129]Well-Established Brand: 
As a company founded in 1919 with more than a century of experience, Hilton is a well-recognized and respected brand in the hospitality industry, known for its quality service and luxurious accommodations (Hilton Hotels and Resorts, 2023b).
[bookmark: _Toc140876130]Loyalty Program: 
The company's Hilton Honors loyalty program has a large membership base of over 150 million members, which contributes to customer retention and repeat business making it competitive around the world (Hilton Hotels and Resorts, 2023b).
[bookmark: _Toc140876131]Strong Financial Performance: 
Hilton has consistently achieved robust financial performance. In 2022, the company’s annual revenue increased to $9.34 Billion showing an increase of 40.48% from 2022 where the revenue stood at $8.73 Billion (Macrotrends, 2023). 
[bookmark: _Toc140876132]Weaknesses:
[bookmark: _Toc140876133]Dependency on Economic Conditions: 
Hilton's financial performance is susceptible to economic downturns and fluctuations in global travel patterns. The COVID-19 pandemic, for instance, significantly impacted the company's operations and financial results along with the war in Ukraine resulting inflation. This inflation impacted Hilton as travel around the world and customers inclination towards travel decreased (Hilton Hotels and Resorts, 2023b).
[bookmark: _Toc140876134]High Debt Levels: 
Hilton carries a significant amount of debt totalling $8.9 Billion, which could pose challenges during periods of financial instability or rising interest rates as is experience in this inflationary period (Hilton Hotels and Resorts, 2022).
[bookmark: _Toc140876135]Limited Control over Franchise Operations: 
A substantial portion of Hilton's properties operate under franchise agreements, which limits the company's control over the customer experience and operational standards (Hilton Hotels and Resorts, 2023b).
[bookmark: _Toc140876136]Opportunities:
[bookmark: _Toc140876137]Growing Global Travel Industry: 
The global travel industry is expected to rebound post-war inflation period and experience economic recovery, providing opportunities for Hilton to capture increased demand and expand its market share (Statista, 2021).
[bookmark: _Toc140876138]Emerging Markets: 
Hilton can further expand its presence in emerging markets such as China, India, and Southeast Asia, where there is a rising middle class and increasing travel demand (Hilton Annual Report, 2021).
[bookmark: _Toc140876139]Focus on Sustainability: 
The growing trend of environmentally conscious travelers presents an opportunity for Hilton to enhance its sustainability practices and attract eco-conscious customers (Hilton Annual Report, 2021).
[bookmark: _Toc140876140]Threats:
[bookmark: _Toc140876141]Intense Competition: 
The hospitality industry is highly competitive, with many global and local players vying for market share. Competitors like Marriott, InterContinental, and Airbnb pose a threat to Hilton's market position (Statista, 2021).
[bookmark: _Toc140876142]Regulatory Challenges: 
Hilton operates in various countries, making it subject to different regulatory environments and potential changes in laws, taxation, and labour regulations (Hilton Annual Report, 2021).
[bookmark: _Toc140876143]Disruption from Online Travel Agencies: 
Online travel agencies (OTAs) and sharing economy platforms have changed the way people book accommodations, potentially impacting Hilton's direct bookings and pricing power (Hilton Annual Report, 2021).
[bookmark: _Toc131817380][bookmark: _Toc140876144]External Analysis 
A PESTLE analysis is conducted to perform and external analysis of Hilton. 
[bookmark: _Toc131817381][bookmark: _Toc140876145]PESTLE 
[bookmark: _Toc131817382][bookmark: _Toc140876146]Political:
Political factors play a significant role in shaping the business environment for Hilton in the UK. Several political factors can influence the operations, regulations, and market conditions of the hospitality industry in the country. The reason the research contains information and analyses on Covid-19 because the last annual report of 2021 specifically focused on Covid-19 as a major turning point that impacted the hotel and resorts industry (Hilton Hotels and Resorts, 2022).
Government Stability and Policies:
The political stability and policies of the UK government directly impact the hospitality industry, including hotel chains like Hilton. Changes in government can lead to alterations in tax rates, regulatory frameworks, and labour laws, affecting the company's financial performance and operational strategies. For instance, shifts in tax policies may impact Hilton's profitability, while changes in labour laws could influence the company's workforce management and labour costs. For example, the UK government's decision to increase the National Living Wage to £9.50 per hour in 2021 had an impact on labour costs for the hospitality sector, including hotels like Hilton (The Guardian, 2021).
Brexit and Trade Relations:
The UK's decision to leave the European Union (EU), known as Brexit, has implications for international trade and travel. Changes in trade agreements, customs regulations, and immigration policies can affect Hilton's supply chain, cross-border operations, and workforce mobility. Further, the rampant 2.6% hike in inflation across the world due to Ukraine war has also slowed the international travel as oil prices have gone up . It can also impact the volume of international tourists visiting the UK, affecting Hilton's hotel occupancy rates.
For example, following Brexit, the UK's trade relations with the EU have been subject to negotiations and changes, potentially impacting the movement of goods and services, including hospitality offerings (BBC News, 2021).
Health and Safety Regulations:
The UK government's health and safety regulations, particularly in response to public health crises like the COVID-19 pandemic, can significantly affect the hotel industry. Compliance with health protocols, social distancing measures, and travel restrictions can impact Hilton's operations, revenue, and customer demand. During the COVID-19 pandemic, Hilton and other hotels in the UK had to implement stringent health and safety measures, including reduced capacity, enhanced cleaning protocols, and contactless services to ensure the safety of guests and employees (Hilton UK, 2021).
Tourism Policies and Marketing Initiatives:
The UK government's promotion of tourism and investment in the hospitality sector can have a positive impact on Hilton's business. Supportive tourism policies, marketing campaigns, and incentives to attract domestic and international travellers can boost the demand for hotel accommodations and conferencing facilities. The UK government's "Eat Out to Help Out" scheme in 2020, which offered dining discounts, encouraged domestic tourism and increased footfall in restaurants and hotels, benefiting the hospitality sector, including Hilton (The Guardian, 2020).
Environmental Regulations:
The UK government's environmental regulations and sustainability initiatives can influence Hilton's operations and corporate responsibility efforts. Compliance with energy efficiency standards, waste management, and carbon reduction targets may require the company to invest in eco-friendly practices. The UK government's commitment to achieving net-zero emissions by 2050 (UK Government, 2022) may drive Hilton and other hotel chains to adopt greener practices and explore renewable energy sources to align with the country's environmental goals.
[bookmark: _Toc140876147]Economic:
Growth and Consumer Spending:
The economic growth rate and consumer spending in the UK directly influence the hospitality industry's performance, including hotel chains like Hilton. A growing economy and increasing consumer spending can lead to higher demand for hotel accommodations and premium services. During periods of robust economic growth, such as in 2019, the UK's GDP increased, and consumer confidence was high, resulting in a surge in domestic and international travel, benefiting Hilton's revenue and occupancy rates (Statista, 2019).
Exchange Rates and Currency Fluctuations:
Hilton, being an international hotel chain, is exposed to currency fluctuations, particularly in the context of the UK's relationship with global markets. Exchange rate movements can impact the company's revenues, expenses, and profitability, especially when a significant portion of its revenue comes from international tourists. Following the Brexit referendum in 2016, the depreciation of the British Pound (GBP) against major currencies affected Hilton's earnings from international visitors as their spending power decreased (BBC News, 2016).

Inflation and Cost of Living:
Inflation and changes in the cost of living can influence Hilton's operational costs and pricing strategies. Rising inflation can lead to higher operating expenses, including utilities, wages, and supplies, which may impact the company's profit margins. Due to the Ukraine and Russia war the world especially, Europe has experience high headline inflation of 2.6% which has caused consumer spending on lavish activities such as vacation to decline (Arce et al., 2023). During periods of high inflation, Hilton may need to carefully manage costs and consider price adjustments to maintain profitability while remaining competitive in the market (Office for National Statistics, 2022).
Unemployment Rate and Labor Market Conditions:
The state of the labor market, including the unemployment rate and availability of skilled workers, can affect Hilton's workforce recruitment, retention, and wage expenses. During periods of low unemployment and a competitive labor market, Hilton may face challenges in attracting and retaining skilled employees, potentially leading to increased labor costs (Statista, 2022).
Tourism and Travel Industry Performance:
The performance of the tourism and travel industry in the UK, including trends in domestic and international travel, can impact Hilton's business. Fluctuations in tourism numbers, seasonal demand patterns, and travel trends influence hotel occupancy rates and revenue. Due to the Ukraine and Russia war the world especially, Europe has experience high headline inflation of 2.6% which has caused consumer spending on lavish activities such as vacation to decline (Arce et al., 2023). The UK's tourism industry experienced a decline in international visitors during the COVID-19 pandemic, impacting Hilton's operations and revenue as travel restrictions and lockdowns limited guest bookings (The Guardian, 2021).
Government Economic Policies and Incentives:
The UK government's economic policies, tax incentives, and stimulus measures can have both direct and indirect effects on Hilton's financial performance. The economic policies during the Liz Truss government caused runaway inflation and dollar appreciation thereby causing decline in revenues.
Supportive economic policies and incentives may encourage business and leisure travel, boosting Hilton's demand. The UK government's implementation of the "Eat Out to Help Out" scheme in 2020, which provided dining discounts, stimulated domestic tourism, and contributed to increased footfall in hotels and restaurants, including Hilton (The Guardian, 2020).
[bookmark: _Toc140876148]Social:
Changing Travel Trends and Consumer Preferences:
Social trends and consumer preferences in the UK play a crucial role in shaping the demand for hospitality services, including hotel accommodations. Hilton needs to be responsive to changing travel preferences, such as an increased focus on experiential travel, sustainable tourism, and the demand for unique, personalized experiences. The rising popularity of sustainable and eco-friendly tourism has led to increased demand for hotels with strong sustainability practices. Hilton's "Travel with Purpose" initiative, which focuses on environmental and social responsibility, can appeal to environmentally conscious travellers (Hilton UK, 2021).
Demographic Shifts and Diversity:
Demographic changes in the UK, including an aging population and increasing cultural diversity, have implications for Hilton's guest demographics and customer expectations. Hotels need to cater to the diverse needs of their guests, such as accessibility for elderly travellers and cultural sensitivities. Hilton's focus on inclusivity and diversity in its workforce and guest experience can resonate with the UK's multicultural society, enhancing brand perception and customer loyalty (Hilton UK, 2021).
Digitalization and Technology Adoption:
The UK's high digitalization rate and widespread use of technology have transformed the way people search for, book, and experience hotel services. Hilton must leverage technology to enhance guest experiences, such as mobile check-ins, contactless services, and personalized offers. Hilton's mobile app, allowing guests to check-in, select their room, and access digital room keys, aligns with the UK's tech-savvy population, providing a seamless and convenient stay experience (Hilton UK, 2021).
Health and Well-being Focus:
The increasing awareness of health and well-being in the UK has influenced consumer preferences for hotels that offer wellness amenities and health-focused services. Hotels like Hilton can integrate wellness offerings, such as fitness centres, spa facilities, and healthy dining options, to cater to health-conscious travellers. Hilton's "Five Feet to Fitness" rooms, equipped with in-room fitness equipment and guided workout content, appeals to guests seeking health and wellness experiences during their stay (Hilton UK, 2021).
Influence of Online Reviews and Social Media:
The impact of online reviews and social media on brand perception and customer decision-making is significant. Positive online reviews and active social media engagement can enhance Hilton's reputation and attract potential guests.
Example: Hilton's strong online presence and active engagement on social media platforms, including responding to guest feedback and sharing user-generated content, can foster a positive brand image and influence travellers’ booking decisions (Hilton UK, 2021).
COVID-19 Pandemic and Travel Behaviours:
The COVID-19 pandemic has reshaped travel behaviours and guest expectations. Health and safety concerns, hygiene protocols, and flexibility in booking and cancellation policies have become crucial factors in hotel choice. Hilton's implementation of enhanced cleaning protocols, contactless services, and flexible cancellation policies in response to the pandemic aligns with the UK government's guidelines and customer expectations (Hilton UK, 2021).
[bookmark: _Toc140876149]Technological:
Technology Adoption and Innovation:
The UK's technological landscape is characterized by rapid advancements and widespread adoption of new technologies. Hilton needs to stay at the forefront of technological innovation to meet customer expectations, enhance operational efficiency, and remain competitive in the hospitality industry (Orderpay, 2022). Hilton can leverage emerging technologies like artificial intelligence (AI) and machine learning to personalize guest experiences (Arsenijevic and Jovic, 2019). By analysing guest preferences and behaviour, Hilton can offer tailored recommendations for services, amenities, and local experiences, as demonstrated in the McKinsey hyper personalization article (McKinsey & Company, 2020).
Mobile and Digital Connectivity:
The UK has a high rate of mobile and digital connectivity, with a large portion of the population using smartphones and other digital devices to access information and services (O’Dea, 2021). Hilton must optimize its digital platforms and mobile apps to cater to tech-savvy travellers. By enhancing its mobile app with features like mobile check-in and digital room keys, Hilton can provide a seamless and contactless guest experience, aligning with the preferences of UK travellers who value convenience and efficiency (Hilton UK, 2021).
Data Security and Privacy:
With the increasing reliance on digital technologies and data-driven insights, data security and privacy have become critical concerns. Hilton must prioritize the protection of guest data to maintain trust and comply with stringent data protection regulations in the UK. Hilton's adoption of robust data security measures and compliance with the EU General Data Protection Regulation (GDPR) ensures that guests' personal information is handled responsibly, fostering a sense of trust and safeguarding against potential data breaches (UK Government, 2022).
Internet of Things (IoT) Integration:
The proliferation of IoT devices presents opportunities for Hilton to enhance guest experiences and streamline operations. Integrating IoT devices within hotel rooms and facilities can enable personalized in-room controls and efficient energy management . Hilton could implement IoT devices in guest rooms to control lighting, temperature, and entertainment systems through a centralized app. This technology aligns with the hyper personalization concept highlighted in the McKinsey article, where guest preferences drive personalized room settings (McKinsey & Company, 2019).
Virtual Reality (VR) and Augmented Reality (AR):
The use of VR and AR technologies can offer immersive experiences for guests, allowing them to virtually explore hotel facilities, nearby attractions, and even pre-visualize event setups. Hilton could create virtual tours of its hotels, enabling potential guests to virtually explore rooms, amenities, and event spaces before booking. This innovative approach can enhance decision-making for customers, potentially increasing booking conversion rates (Hilton UK, 2021).
Contactless Payment Solutions:
The UK has witnessed a surge in contactless payment adoption by 12% to 9.6 Billion payments worldwide and this trend is likely to continue (UK Finance, 2021). Hilton should offer secure contactless payment options to cater to cashless preferences. Hilton can enable contactless payment methods, including mobile wallets and digital payment platforms, at its properties. This will align with the McKinsey article's emphasis on delivering personalized and frictionless experiences for customers (McKinsey & Company, 2020).
[bookmark: _Toc140876150]Legal:
Employment Law and Labour Regulations:
The UK's employment laws, and labour regulations play a crucial role in shaping Hilton's workforce management practices. Hilton must comply with various legal requirements related to working hours, minimum wages, health and safety, and employee rights. Hilton's compliance with the UK's National Minimum Wage and National Living Wage regulations ensures that its employees receive fair compensation for their work, promoting a positive work environment and reducing the risk of legal disputes (UK Government, 2022).
Data Protection and Privacy Laws:
Data protection and privacy laws in the UK, including the General Data Protection Regulation (GDPR), govern how Hilton handles guest data and personal information. Hilton must ensure data security, obtain consent for data usage, and promptly respond to data breaches. Hilton's implementation of robust data protection measures, such as encryption, access controls, and regular audits, demonstrates its commitment to safeguarding guest data and complying with the GDPR's stringent requirements (UK Government, 2022).
Health and Safety Regulations:
Hilton is subject to strict health and safety regulations to ensure the well-being of guests and employees. Compliance with health and safety standards is essential to prevent accidents, injuries, and potential legal liabilities. Hilton's adherence to health and safety protocols, including fire safety measures, food hygiene standards, and accessibility accommodations, ensures a safe and welcoming environment for guests, aligning with the legal requirements set by the UK government (Hilton UK, 2021).
Intellectual Property Rights:
Hilton's brand, logos, and trademarks are valuable assets protected by intellectual property laws. Unauthorized use or infringement of Hilton's intellectual property can lead to legal action and reputational damage. Hilton's proactive approach to trademark registration and vigilant monitoring of potential infringements helps protect its brand identity and intellectual property rights in the UK (Hilton UK, 2021).
Contractual Obligations:
Hilton's operations involve numerous contractual agreements with suppliers, partners, and customers. It is essential for Hilton to carefully negotiate and adhere to the terms and conditions of these contracts to avoid legal disputes. Hilton's transparent and fair contractual practices in collaborating with local suppliers and vendors promote a harmonious business environment and minimize the risk of contractual disputes in the UK (Hilton UK, 2021).
Competition Law and Antitrust Regulations:
Hilton operates in a competitive market, and it must comply with UK competition law and antitrust regulations to ensure fair competition and prevent anti-competitive practices. Hilton's compliance with UK competition law, including offering competitive pricing and transparent marketing, fosters healthy competition and maintains a level playing field in the UK hospitality industry (UK Government, 2022).
[bookmark: _Toc140876151]Environmental:
Sustainable Practices and Green Initiatives:
The UK's hospitality industry faces increasing pressure to adopt sustainable practices and reduce its environmental footprint. Hilton must proactively implement green initiatives to minimize its impact on the environment and meet evolving customer expectations for eco-friendly accommodations. Hilton's "Travel with Purpose" program focuses on sustainability efforts, including reducing carbon emissions, conserving water, and promoting waste reduction across its UK properties (Hilton UK, 2021).
Energy Efficiency and Renewable Energy:
Hilton can leverage energy-efficient technologies and renewable energy sources to decrease its reliance on fossil fuels and contribute to the UK's energy transition towards a low-carbon future. By investing in energy-efficient lighting, heating, and cooling systems, Hilton can reduce its energy consumption and associated greenhouse gas emissions in line with the UK's net-zero goals (UK Government, 2022).
Waste Management and Recycling:
Efficient waste management is essential for reducing the environmental impact of hotel operations. Hilton should implement comprehensive recycling programs and seek ways to minimize waste generation (Darlington and Rahimifard, 2006). Hilton can partner with local recycling facilities and implement waste segregation practices to divert recyclable materials from landfills, aligning with the UK'as waste management regulations and sustainability targets (Hilton UK, 2021).
Biodiversity Conservation:
As part of its commitment to environmental stewardship, Hilton can engage in biodiversity conservation efforts, particularly in locations near ecologically sensitive areas. Hilton can collaborate with local conservation organizations to protect and restore natural habitats and ecosystems in the UK, supporting biodiversity preservation and enhancing the overall guest experience (Hilton UK, 2021).
Sustainable Food and Beverage Practices:
Hilton can promote sustainable food sourcing and reduce food waste in its restaurants and catering services, aligning with the growing consumer demand for sustainable dining options. By partnering with local farmers and suppliers to source organic and ethically produced ingredients, Hilton can offer guests a sustainable and authentic culinary experience, reflecting the UK's focus on sustainable food systems (Hilton UK, 2021).
Responsible Water Management:
Water scarcity is a global concern, and Hilton must adopt responsible water management practices to conserve water resources and support the UK's water sustainability objectives. Hilton can implement water-efficient fixtures and technologies, conduct regular water audits, and promote guest awareness campaigns to encourage responsible water use during their stays (Hilton UK, 2021).
[bookmark: _Toc140876152]Porter's Five Forces Analysis of Hilton in the Hospitality Industry:

[bookmark: _Toc140876153]Threat of new entrants:
The threat of new entrants into the hospitality and customer service market for Hilton is moderate. While Hilton has a well-established brand and a global presence (Hilton Worldwide Holdings Inc., 2021), new hotel chains or boutique hotels could potentially enter the market and offer competitive customer service experiences. However, establishing a new hotel chain requires significant investments, brand recognition, and expertise in the hospitality industry, which can act as barriers to entry (Lynch, 2015).
[bookmark: _Toc140876154]Bargaining power of customers:
The bargaining power of customers is moderate to high in the hospitality industry. Customers have access to various online platforms and booking websites that allow them to compare prices and read reviews, making it easier for them to switch to competitors if they are dissatisfied with Hilton's customer service (Deloitte, 2021). Additionally, customer loyalty programs offered by other hotel chains can entice guests to switch brands for better rewards and services (Lynch, 2015).
[bookmark: _Toc140876155]Bargaining power of suppliers:
The bargaining power of suppliers is relatively low in the hospitality industry. Hilton has established long-term relationships with suppliers for various services and amenities, such as food and beverage, housekeeping, and maintenance. While there are multiple suppliers available, the scale and reputation of Hilton allow it to negotiate favorable terms and prices with suppliers (Lynch, 2015).
[bookmark: _Toc140876156]Threat of substitutes:
The threat of substitutes in the hospitality and customer service industry is high. Hilton competes with numerous other hotel chains, independent hotels, and alternative accommodations such as vacation rentals and home-sharing platforms like Airbnb (Lynch, 2015). These substitutes offer different types of experiences and price points, which can influence customers' choices based on their preferences and budget.
[bookmark: _Toc140876157]Competitive rivalry:
The competitive rivalry in the hospitality industry is high. Hilton faces fierce competition from other major hotel chains such as Marriott, InterContinental, and Accor, which are also renowned for their customer service and global presence (Lynch, 2015). Additionally, online travel agencies and booking platforms further intensify the competition by offering a wide range of hotel options to customers (Deloitte, 2021).
[bookmark: _Toc140876158]Revised Strategy for Hilton
[bookmark: _Toc140876159]Vision Statement:
To be the world's most hospitable and customer-centric hotel brand, providing exceptional experiences that enrich the lives of our guests and team members alike.
[bookmark: _Toc140876160]Mission Statement:
Our mission is to deliver personalized and innovative hospitality services that exceed our guests' expectations, create unforgettable memories, and foster lasting connections. We are committed to creating a positive and sustainable impact on the communities we serve and the environment in which we operate.
[bookmark: _Toc140876161]Statement of Corporate Values:
At Hilton, we are guided by the following core values:
• Hospitality: We are dedicated to providing warm and genuine hospitality to every guest, creating a welcoming and comfortable environment that feels like a home away from home.
• Customer Centricity: We put our guests at the center of everything we do, anticipating their needs and preferences to deliver personalized and memorable experiences.
• Sustainability: We are committed to operating in an environmentally responsible and sustainable manner, reducing our carbon footprint, and supporting local communities.
• Diversity and Inclusion: We embrace diversity and inclusivity, fostering a culture of respect, equality, and belonging for our team members and guests.
• Integrity: We conduct our business with the highest ethical standards, transparency, and honesty, building trust with our guests, team members, and partners.
[bookmark: _Toc140876162]Statement of Core Objectives:
Our core objectives are as follows:
• To consistently deliver exceptional guest experiences and personalized services that build long-term loyalty and repeat business.
• To expand our global footprint by strategically entering new markets and offering a diverse portfolio of hospitality brands to cater to different customer segments.
• To invest in innovative technology and digital solutions to enhance the guest experience and streamline operations.
• To empower and develop our team members, fostering a culture of excellence, collaboration, and career growth.
• To contribute positively to the communities where we operate, supporting social initiatives and promoting sustainable practices.
[bookmark: _Toc140876163]Strategy Formation:
Hilton's strategy would benefit from a combination of corporate, business, and functional strategies. The corporate strategy would focus on expanding its global presence through strategic acquisitions and partnerships to cater to diverse customer segments. The business strategy would center on providing personalized and innovative hospitality experiences, leveraging technology to enhance guest interactions and service efficiency. The functional strategy would involve investing in staff training and development to ensure a consistently high level of customer service and operational excellence. By adopting an integrated approach to strategy, Hilton can maintain its position as a leader in the hospitality industry while delivering exceptional customer service and sustainable business practices.
[bookmark: _Toc140876164]Ansoff Matrix Strategy for Hilton:
[bookmark: _Toc140876165]Market Penetration: 
Hilton can focus on increasing its market share in the hospitality industry by implementing aggressive marketing strategies and loyalty programs to attract more customers to its existing hotels and resorts. This could involve offering special promotions, discounts, and exclusive benefits to loyal customers to encourage repeat business and brand loyalty.
[bookmark: _Toc140876166]Market Development: 
Hilton can explore opportunities to expand its presence in new geographic markets by entering countries with growing tourism industries and high demand for upscale hotels. By identifying emerging markets and establishing new properties in these regions, Hilton can tap into the potential of untapped customer segments and diversify its revenue streams.
[bookmark: _Toc140876167]Product Development: 
Hilton can invest in product development to enhance its existing offerings and introduce innovative services to meet the evolving needs of modern travelers. This could involve integrating new technologies, such as AI-powered concierge services or personalized guest experiences, to differentiate Hilton's hotels and provide unique value propositions to customers.
[bookmark: _Toc140876168]Diversification: 
Hilton can explore diversification opportunities by venturing into related industries or offering new products and services beyond traditional hotel accommodations. For example, Hilton could invest in the development of vacation rental properties or explore partnerships in the travel tech sector to expand its portfolio and revenue streams.
By adopting a combination of market penetration, market development, and product development strategies, Hilton can achieve growth and maintain its position as a leading global hospitality brand. These strategies would enable Hilton to capture new markets, attract diverse customer segments, and continuously innovate to meet the ever-changing demands of the hospitality industry.
[bookmark: _Toc140876169]Recommendations for Hilton:
Invest in Data Analytics: Similar to the strategic option for Apple, Hilton can invest in data analytics to gain deeper insights into customer behavior and preferences. By analyzing guest data, Hilton can better understand their preferences, travel patterns, and expectations. This information can be used to offer personalized experiences and tailor marketing campaigns to target specific customer segments.
Enhance Customer Service: Building on the importance of high-quality customer service highlighted in the Apple analysis, Hilton can prioritize delivering exceptional customer experiences. This includes training staff to provide personalized interactions with guests, addressing them by name, and promptly responding to their needs and concerns. Implementing voice recognition technology could further improve interactions and provide a seamless and personalized experience for guests.
Develop Personalized Packages and Services: Hilton can explore offering personalized packages and services to meet the unique needs and preferences of individual guests. By segmenting customers based on travel purpose (e.g., leisure, business, family), Hilton can create tailored experiences that enhance guest satisfaction and loyalty. For instance, business travelers may appreciate personalized amenities that cater to their work-related needs, while families may prefer packages with child-friendly services and activities.
Utilize Technology for Personalized Experiences: Hilton can leverage technology, such as augmented reality and virtual tours, to enhance the booking process and guest experiences. Implementing augmented reality features on the hotel's website or mobile app could allow potential guests to virtually tour rooms, amenities, and facilities, providing a more personalized and immersive booking experience.
Focus on Sustainability and Eco-Friendly Practices: Given the growing importance of environmental responsibility, Hilton can demonstrate its commitment to sustainability by adopting eco-friendly practices throughout its operations. This includes energy-efficient technologies, waste reduction strategies, and eco-conscious amenities. Promoting these initiatives can attract environmentally conscious guests and align Hilton's brand with socially responsible values.
Expand into Emerging Markets: Similar to the market development strategy suggested for Apple, Hilton can explore expansion opportunities in emerging markets with a growing travel and tourism industry. Entering new countries and regions can diversify Hilton's revenue streams and introduce its brand to new customer segments.
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