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Executive Summary 
London city is full of hotels and resorts and more than 30 million visitors visit this city in a particular year after the COVID situation. Before COVID the number was higher than this. Therefore, hotel businesses always try to provide their best within the city. Among the different luxurious hotels that are available in London city, London Hilton on Park Lane is one of the finest ones. The visitors of this hotel have provided more than 8.5 ratings on online sites and therefore, this hotel is a huge attraction for guests in recent times and earlier times (Sharma, 2021). 
The Expert Consultancy Service has found some necessary impacts of different internal and external factors. This consultancy firm has used a PESTLE analysis for measuring the external factors of the firm (Gursoy & Buttle, 2021). Among different factors of the external environment, the Brexit rules applied by the political parties among the EU nations have been proven as the worst barrier to obtaining skilled workers from other nations. Increasing the dollar rate of the economic environment has been impacting the number of visitors visiting in a year in the London city. Moreover, the change in the lifecycle of the local people after the COVID situation has also impacted the social factors for the hotel (Zoeteman, 2021). Technological factors are also present in the hotel like they are offering online bookings for the guests. The payment law of legal factors has been impacting employee requirements. For ensuring a better environmental factor London Hilton is investing on different CSR programs. 
From the analysis of SWOT factors by Expert Consultancy Service, the internal environment has been also identified. Among the different strong sides of the hotel, the goodwill that the firm is carrying since 1963 is one of the major ones. Further, luxurious services provided by the firm are also well recognised among the guests. Some absence of renovation in different infrastructures is one of the common weaknesses that the firm is currently encountering (Okello & Novelli, 2019). If the firm can use the mobile application in the name of London Hilton, then the digital opportunity of the firm can be obtained. Further, the competitive environment of the hotel business can be a threat to London Hilton. Moreover, the SWOT analysis will also support the firm in analysing the weak areas of the firm that can create issues. This analysis of the firm will make sure that the firm is capable of utilising the opportunities that are available in the market and this will also provide awareness so that the firm can be ready to witness the issues that may arise while participating in the business process Here are some of the findings of the positive and negative aspects of the hotel-
	Positive Aspects

	Room service
	· 24/7 Wi-Fi service.
· 24 hours on-call service.
· Dry cleaning.

	Cleanliness
	· Using disinfection weekly.
· Daily cleaning of the floor.

	Food menu
	· Buffet.
· 24/7 coffee. 

	Security
	· Automation door lock
· 24 hours guard

	Negative Aspects

	Hotel Infrastructure 
	· Bathroom fittings
· Water pressure
· Retro lobby/old reception

	Insufficient resources
	· Insufficient dine-in opportunities.
· Insufficient indoor games equipment. 
· Insufficient gym equipment.

	Others 
	· Sound in hotel rooms. 
· Employee management


The positive aspects of London Hilton are uplifting the goodwill of the firm. These positive aspects are room services, cleanliness, food menu and some security measures. On the other hand, there are certain negative aspects too. These negative aspects of London Hilton are certainly obtaining some negative reviews from consumers. These negative aspects include hotel infrastructure, insufficient hotel resources and some other factors such as sound in the hotel rooms and employee management issues (Gregory & Hughes, 2020). In spite of having negative aspects, the firm is still shining in the hotel market of London city due to the extraordinary services provided by the firm that is uplifting the goodwill and well-being of the hotel. Here is the action plan for mitigating the issues of the firm-
	Identified Problems
	Required Solutions
	Time

	Front Lobby
	The front lobby needs to be renovated and all the furniture in the front lobby will be changed. 
	3 months 

	Gym equipment
	Some necessary equipment needs to be included in the exchange of the old ones. 
	1 month 

	Bathroom fittings
	All the old fittings of the bathroom of the rooms will be changed with the new ones
	4 months 

	Insufficient water pressure
	Necessary water pipes will be changed and water tanks will be refilled in time.
	1 month

	Indoor games
	Some necessary indoor game equipment needs to be brought immediately.
	1 month 

	Insufficient dine-in space
	Some rooms near the dine-in room can be attached to it through renovation. 
	5 months 

	Furniture of the reception room
	The furniture in the reception room must be changed. For example, the front desk. 
	3 months 

	Room layout
	Necessary paints will be needed for the rooms and some changes in furniture require. 
	6 months 

	Employee management
	Employees struggling with customer handling must go under some training programs
	3 months 


This action plan that has been prepared by the consultancy firm will support London Hilton in mitigating the issues that have been experienced by the firm in recent times. Moreover, the action plan will also support obtaining goodwill for the hotel (Gould-Williams, 2021). After the COVID situation, people have started visiting London city and therefore, it will be better for the hotel to implement the action plan as soon as possible. 
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This report aims to identify different issues and challenges that London Hilton on Park Lane is currently facing. This hotel has been working from a very early age in London. This hotel is also renowned to consumers around the city and those from outside the city. But there are certain issues that the hotel is currently facing (Mahapatra, 2021). This report aims at identifying those issues and problems that can impact the service provided by the hotel. Among the different problems, this hotel faces is insufficient catering for the nation's consumers. Many consumers have complained that the hotel cannot provide proper catering service when they go for different services from the hotel. Some consumers have also complained that they need to wait in line to take the buffet served in the morning (Lundmark, 2020). This type of feedback from consumers can highly impact the firm negatively and therefore, it is considered one of the worst issues that the firm is currently facing. Another issue that the firm is facing currently is that the lobby of the firm provides a retro vibe. Many consumers have complained that they need to pay for expensive hotel service when they come to Hilton on Park Lane but the lobby of the hotel does not give a new and standard vibe. Rather, the lobby of the firm is too old and provides a retro vibe to the consumers. 
There are some other issues that the hotel is currently facing. These issues and further analysis will be done by Expert Consultancy Services. This report will bring a proper SWOT analysis of Hilton of Park Lane. This SWOT analysis will help address the hotel’s strong areas that can be used for mitigating or addressing the issues that the firm is facing (Harry, 2021). Again, this report will also carry out the PESTLE analysis of the hotel. A particular hotel business is highly influenced by PESTLE factors. In this case, the analysis of the PESTLE factors of London Hilton on Park Lane will provide insight into whether the exterior elements of the firm are suitable for addressing the business procedure or not. 

[bookmark: _Toc120355460]Scope & analysis
[bookmark: _Toc120355461]Background of London Hilton on Park Lane
London Hilton is one of the finest hotels available in London city. This hotel has been providing its different services as a well-established five-star hotel. The review and feedback from the consumers of the hotel show that this hotel has been providing services that are no less than a luxury five-star hotel.  This hotel has been operating since 1963 and at that, and the name of this hotel was Hilton Hotel. The service of this hotel can be found at 22 Park Ln, London W1K 1BE, UK. Guests from all over the world can have the five-star hotel service from this hotel with pre-booking conditions (Hilton, 2020). 
Available services of the hotel
As a five-star hotel, the London Hilton on Park Lane has all types of specialised and luxurious services available. This hotel always ensures a proper Wi-Fi connection for the guests. 24 hours call service is available for the guests. Moreover, the front desk or the reception room always remains open so that the guests can ask for their requirements at the desk. The dry-cleaning service is also available in the hotel (Saraite, 2019). Hilton hotel also provides a proper dining opportunity for the guests so that the guests need not go out in search of food. There is 24 hours gym service, massage room service and some indoor games are also available in this hotel. The guests can further enjoy instant coffee service over a single call. 
Room and Dine-in Services
The hotel has been operating in a location 100 metres with a building of 28 storeys. This hotel has a total of 453 rooms and all the rooms are ready to provide hospitality services to the guests. Moreover, the hotel is also containing a total of 6 restaurants which is also rare in the hotel industry. In the hotel rooms, there are available 24-hours room service. This hotel room also provides personalised Wi-Fi services to the guests so that the guests do not need to use shared Wi-Fi connections (DeMicco & La Forgia, 2020). All kinds of hotel services of the Hilton London can be obtained from the room. A person can enjoy clean toiletries and tub service from the hotel. Moreover, there will be fresh flowers for the guests to enjoy. There will be also a 24-hour air conditioning service for the guests.
In terms of dine-in service, London Hilton provides three-time meals for the guests. In all the meals the guests can enjoy a buffet service from the hotel (Bergsma, 2020). Moreover, the guests can also enjoy room service for the food and braveries. Whether the guests can choose the dine-in service or the guests can go for room service and in this case, the service providers will provide the food items in the room of the guests. 
Safety measures of the hotel
Automation door lock: The guest of London Hilton will enjoy the automated lock on the doors of the hotel. Here, the doors of the hotel will be opened and closed only by the guests and the hotel authorities (Ettenger & Hogenson, 2019). 
24-hour guard: There will be 24-hour guard service in the hotel walk through the hotel so that the guests can feel secure and at the same time they are responsible for any inconvenience in terms of security. 
Safe vault: London Hilton also provides a safe vault service for guests. In this case, if the guests want to keep their valuable items in a safe place, then they can certainly use the safe vault of the London Hilton. 
Besides the services safety services provided by London Hilton, there are some other services that the hotel always ensures (Korstanje, 2021). Among them, cleanliness is the core thing that the hotel always provides priority. For ensuring cleanliness, the service providers who are related to ensuring cleanliness try to disinfect the rooms and other areas of the hotel every week. Moreover, the towels, bedsheets and other necessary laundry items are cleaned at an appropriate temperature so that the virus or bacteria cannot attack the guests. 
For further analysis of the scope of London Hilton on Park Lane, it is necessary to analyse different internal and external factors of the firm so that the scope and area of operation can be known about this hotel (Minazzi, 2018). For analysing the external factors of London Hilton, there will be used the PESTLE factors and for analysing the internal environment of London Hilton, there will be provided the SOWT analysis of the firm. 
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The PESTLE factors of London Hilton will provide an idea of the external factors that can directly or indirectly impact the activities or operation of the hotel (Varghese, 2019). Here are the external factors of London Hilton-
	PESTLE Factors
	Description

	Political Factors
	· Brexit rules
· Tourism Tax
· Political Opinion  

	Economic Factors
	· Dollar rate
· Inflation rate
· Hotel room cost 

	Social Factors
	· Lower number of visitors
· Changing the lifestyle of local people 

	Technological Factors
	· Obtaining support from other booking companies.
· Online booking.
· Online payments. 

	Legal Factors 
	· Payment law
· Brexit barriers of workers. 

	Environmental Factors 
	· Investment on CSR.
· Contributing to renewal energy and promoting sustainable operation.


New travel rules within the EU countries by Brexit can create issues for London Hilton. Raising the tourism tax in the UK can create worries for the hotel. Changing the opinion of different political parties can also impact this case. Due to the rise of the dollar rate, a lower number of visitors are coming to visit the UK from other nations of the EU. The inflation rate is rising in an alarming way that has a direct impact on the cost of materials of food items (DeMicco & Poorani, 2020). The charges for hotel rooms are not increasing compared to the charges of living cost is increasing.
Since the travel cost has been increased by the UK government, a huge number of visitors are not coming to visit the nation. People of the UK are changing their lifestyle as the inflation rate impacting on their living costs. London Hilton has been using booking services from different hotel booking companies (William, 2021). Ensuring online booking is a common feature of the hotel. It is also allowing digital payment for the guests of the hotel. 
[bookmark: _Toc120355463]SWOT Analysis of London Hilton on Park Lane
Certain strong and weak points of London Hilton can define the internal factors of the hotel. Here are some of those factors-
	Strengths
	Weaknesses

	· Strong goodwill.
· Availability of numbers of restaurants.
· Advance and luxurious service. 
	· Absence of renovation. 
· Absence of international recognition. 
· Low involvement of owners. 

	SWOT Analysis

	Opportunities
	Threats

	· Introduction of own mobile app. 
· Changing Brexit laws. 
· Training the workers.  
	· Shortage of workers. 
· Availability of advanced services. 
· Increasing the cost of resources. 


Strengths: London Hilton has been operating since 1963 and therefore, the firm has strong goodwill. This firm has 6 restaurants within the hotel which is rare in the hospitality industry. All the services provided by the firm are marked as five-star by the consumers. 
Weaknesses: The reception room is not properly decorated and there needs a renovation. London Hilton is a well-known hotel in the UK but this hotel does not have international recognition (Mustafa, 2021). Moreover, the involvement of the owners is also very low. 
Opportunities: London Hilton can introduce its own mobile application which can make the booking systems easier. The EU nations have been working on changing the laws and regulations of Brexit that can help in developing employee law (Yusriza, 2020). The hotel can also train the workers to improve the services. 
Threats: Due to the barrier in travel among different nations of the EU, there is a possibility of a shortage of workers. The other organisations in the market are bringing advanced services in the hotel industry. The cost of materials that are used in making food is also increasing. 
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It has no doubt that the London Hilton is one of the most well-recognised hotels in the UK that is famous for the luxurious services it provides. But there are certain issues that the hotel is currently encountering (Malhan & Dewani, 2021). These issues are witnessed by the hotel itself and sometimes these issues are observed from the feedback of the consumers who come to take the service of the hotel. Through the identification and analysing of the issues and challenges, it will be easy to mitigate them. Here are some the issues that London Hilton is currently facing-
Hotel infrastructure 
[bookmark: _Hlk120330489]Retro Lobby: The front lobby of the London Hilton on Park Lane is retro and provides a very old vibe. As this hotel is well known as one of the finest hotels in London, the lobby of the hotel should look new so that the guests of the hotel can have a new look. Moreover, the front desk of the reception room is also very old and, in this case, the guests of the hotel find a very retro vibe when they enter the hotel (Ryan & Page, 2019). The wall and other tables of the reception room are not also well furnished and therefore, these things do not go with a five-star hotel. 
Old Rooms: Rooms are the core attention of the guests in a particular hotel. If the hotel owners cannot ensure new and refurbished hotel rooms for the guests, it is natural that the guests of the hotel will provide different negative reviews. More than 35% of hotel rooms at London Hilton are not newly renovated and therefore, all the rooms provide a very old vibe. Moreover, the rooms are not also newly coloured (Lennon & Foley, 2018). All the rooms have been renovated a very long ago. Some of the hotel rooms of London Hilton have been renovated in recently and one can easily identify the difference between these two rooms. 
Insufficient water pressure: At the shower and other tubs in the bathroom do not have sufficient water pressure. It is one of the common requirements of a particular hotel that in the bathroom there will be available water pressure. It is also necessary to ensure the guests are getting 24/7 standard water pressure (Johnson, 2020). But in the London Hilton, the bathrooms were not provided with enough water pressure and some of the tubs in the rooms are not ready to use. Most of the guests in the hotel rooms have complained of this fact in this case. 
Insufficient dine-in space: Though the hotel has a total of 6 restaurants, the guests within the hotel need to wait for the buffet in the morning. Moreover, the guests also need to wait in line while they take lunch or dinner at the hotel restaurant (Schott, 2020). In this case, it is the duty of the hotel managers to make sure that all the guests within the hotel are having the appropriate opportunity to take dine-in service from the hotel. While the guests will be waiting for the meals and when they will not have enough opportunities to have the meals in time, they will provide a very bad review about the service of the hotel. 
Noise in the room: The rooms that are close to the lift always have noise and sometimes it is difficult to sleep in the room that is near to the lift. The guests can hear the people talking near the lift. Again, the guests can also hear the staff who are talking in front of the hotel room for providing different services to other guests (Huang, 2018). When people use the lift for going to different rooms of the 28-storeyed building, the sound of the lift can be heard from the rooms. Therefore, it is difficult for the guests to enjoy the visit while sleeping in a room at the London Hilton near to the lift.  
Insufficient indoor games: One of the attractive factors of a five-star hotel is that the hotel offers different indoor games. In this case, if the guests can have different indoor games in a particular hotel, it is normal that the guests will provide different positive reviews about the hotel. On the other hand, if the hotel does not provide sufficient indoor games, it will be difficult for the hotel to obtain a positive review from the guests regarding the hotel in this case (Yusriza, 2020). The London Hilton on Park does not have a sufficient indoor game in the hotel. 
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	Positive Aspects
	Indicators

	Room service
	· 24/7 Wi-Fi service.
· 24 hours on-call service.
· Dry cleaning.
· Food delivery in the room. 

	Cleanliness
	· Using disinfection weekly.
· Daily cleaning of the floor.
· Using disinfection for towels and other materials.

	Food menu
	· Buffet.
· Fresh fruits.
· 24/7 coffee. 

	Security
	· Automation door lock
· 24 hours guard
· Safe vault

	Pre-booking offers
	· Online booking opportunity.
· Zero payment cancellation opportunity. 


For the excellent room service, London Hilton on Park Lane has provided the opportunity of 24 hours Wi-Fi service for the consumers of the hotel. Moreover, the hotel has also provided this service on a free basis. The hotel has also provided quick service by the service providers. A guest can take the call service at any time while staying in the hotel. Moreover, the guests can also provide their clothes for dry cleaning (Gardetti & Torres, 2018). In this case, the whole laundry service is also free for the guests of the hotel. If the guests do not want to dine for the meals, the guests can call for the service providers to bring their meals to the room. 
To ensure cleanliness London Hilton on Park Lane use different disinfection items so that the virus cannot attack the guests of the hotel. After COVID-19 the whole hotel is highly cautious about this factor. Moreover, the service providers of the hotel also clean the floor on a daily basis. When the guests come from outside the hotel, it is possible that they may bring dust with their shoes and therefore, the hotel provides cleaning services every day (Hu & Olivieri, 2020). Again, the disinfection items are also used for the towels and other materials that are used in the bathroom of the hotel. 
The food menu of London Hilton is one of the contributing factors to the consumers selecting this hotel to stay in London. This hotel provides a buffet service for the morning breakfast and dinner. For the lunch, the hotel provides different selective foods chosen by the guests of the hotel. The guests can also ask for fresh fruits while getting the meals at the dining or in the room (Foster & Dewhurst, 2020). London Hilton always brings seasonal fruits for the guests. Furthermore, this hotel provides an instant coffee service at any time within the hotel. The guests can simply call the service providers and can ask for coffee 24 hours. 
This hotel also provides different security services to the guests of the hotel. In London Hilton, there always remain some security guards at the main gate of the hotel. Moreover, there are some guards who walk here and there within the hotel so that the best security can be ensured for the guests in this case (Cavagnaro, 2018). The hotel also ensures an automated door lock system. This locked door can be opened by the guests only and in some emergency cases, the hotel can attempt to open the door. Sometimes the guests can bring different valuable items with them and in this case, the hotel can provide a safe vault opportunity to protect their valuable items. 
London Hilton on Parks Lane also provides some pre-booking offers for the guests of the hotel. Here, the hotel provides the opportunity for online bookings. This means that people from different places of the nation and outside the nation can book the rooms through online media. At the same time, the hotel also provides cancellation opportunities for the guests (Al-Balushi, 2018). In this case, the hotel does not charge any amount from the guests if the guests cancel the booking at least 3 days earlier of the booking date. The new pay system within the country has increased the cost of salary of the employees. Due to the rules of Brexit the firm is in a shortage of workers who came from other nations of the EU. London Hilton has been investing in different CSR programs that contribute to rescuing different natural systems (Chon & Maier, 2020). This hotel is also contributing in the renewal of energy and promoting sustainable hotel operations.
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There are many positive aspects of the London Hilton and at the same, there are some issues too. If the hotel can solve the issues that the firm has been facing, it will be easy for the hotel to promote the positive aspects (Fenich, 2019). Here are some of the areas of improvement for the hotel. 
Retro Lobby: To improve the retro lobby the London Hilton needs to take some time and renovate the whole lobby. In this case, the hotel can cancel the reservation of the guests and then can improve the lobby by taking the best advice. 
Old Rooms: For developing the old rooms, it is necessary to change the furniture. After that it is also necessary to colour the walls of the room (Gundersen & Heide, 2019). All the fittings should be repaired properly in this case. Bathroom fittings should get the highest priority in this case. 
Insufficient water pressure: To ensure the water pressure, it is necessary to clean the pipe and the water tank must be filled all the time in this case. At the same time, it is also necessary to develop water tubs for the bathroom.
Insufficient dine-in space: To increase the dine-in space of the hotel, it is necessary to change the infrastructure of the dine-in place (Farias, 2021). In this case, some other rooms can be adjusted with the dine-in service so that the guests do need not to wait for long. 
Noise in the room: The rooms that are close to the lift can be used for official purposes so that the guests do not need to use the rooms (Dredge & Airey, 2017). Further, the rooms near the lift can be also used for store rooms. 
Insufficient indoor games: To increase the opportunities for the indoor game the hotel can bring a table tennis board, pull board, cards, carrom and some other gaming items can be also brought. 


[bookmark: _Toc120355468]Findings & Results 
London Hilton on Park Lane has some positive insights that carry the hotel sustaining as one of the finest hotels in London city. At the same time, the firm has some negative insights too that can lead the hotel in obtaining some negative reviews from consumers (Gundersen & Heide, 2019). In the finding area, there will be provided with the facts have been found in the scope and main body segment of the report. 
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	Findings

	Room service
	The room service is quick enough to deliver the requirements of the guests. Over a call, the service providers come to provide the services. 
It provides dry cleaning and food delivery service for consumers. 

	Cleanliness
	Appropriate workers have been applied for cleaning purposes and therefore, the cleaning activities are done well in the hotel. 
The workers also disinfect different viruses alongside cleaning the areas of the hotel. 

	Food menu
	The chiefs of the hotel work really hard for making the best food items for the guests. Therefore, the guests do not complain about the food items made by the chief of London Hilton. 
The hotel also ensures a buffet item for the guests in 2 types in a day.  

	Security
	For security purposes, London Hilton on Park Lane has appointed guards and different other security measures have been taken.
There is no need for using or inviting new members for security purposes. 

	Pre-booking offers
	In this case, the hotel has adopted technological activities so that the consumers can book their tickets on online media. At the same time, the hotel has also adopted cancellation technology without charges.  


The London Hilton is highly famous for the quick services given by the service providers over a phone call (Donaldson, 2020). Moreover, if the guests want then the room services will also include food items in the room and dry cleaners in time. For cleanliness, London Hilton has created a proper team of certain workers and their work to maintain the hotel and for this, they use different disinfection activities within the hotel (Hair, 2018). To meet the food desire of the consumers the hotel also ensures a proper buffet system which is a positive aspect of London Hilton as the food items can influence the consumers to come and take the service from the organisation. The firm is also responsible for all the security measurements and this responsibility is also fulfilled by a certain team from the workers of the hotel. London Hilton has also adopted the current technology for booking purposes and therefore, the firm has offered different online booking systems and at the same time cancellation opportunities for the guests of the hotel (Harrington , 2018). Besides these positive indicators of the hotel, there are certainly other factors that are the issues or challenges that London Hilton is currently facing.
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	Particulars
	Findings

	Hotel Infrastructure 
	The hotel lobby requires renovation within next 6 months as this is the central location of the hotel. 
The old rooms of the hotel require specialised attention so that the firm can refurbish the hotel room and can bring new design for the hotel rooms. 

	Insufficient resources
	The insufficient water pressure of the hotel needs to be fixed and this issue should be solved within the week as this can be easily solved. 
The insufficient dine-in services of the hotel require proper attention so that it can be solved this issue within the next 3 months. 
For solving the insufficient indoor gaming sources, London Hilton will have to invest a good amount in this field. 

	Sound issues
	The rooms that are near the lifts are highly in danger of the sound of different guests, and the lift. In this case, the room can be used for official purposes or as a store room. 


Most of the infrastructure-related issues are connected with the renovation of the different parts of the hotel. This means if London Hilton properly focuses on this factor, it can certainly improve the infrastructure of the hotel and can mitigate the area of complaints arising from the infrastructure (Karpljuk & Bogomolova, 2021). Here, the hotel manager will also support and advise fixing the holdings and bathroom materials. Then, the issue of insufficient resource resources requires further attention from the hotel managers. Here, this is the worst issue the hotel is currently facing. In long run, if the insufficient resources are not fixed, the consumers will provide different negative reviews (Oskam & Dekker, 2018). The insufficient resources will include daily necessary items and some items from the entertainment segment of the resources part. Some of the consumers have given some negative reviews regarding the sound that can be heard from the hotel room. In this case, the hotel management will work for solving the sound issue of the hotel by using different technics (Thompson, 2018). This sound issue can be mitigated with the help of a way that has been developed by the management team of the organisation. 
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Only identifying the issues or challenges will not be enough. In this case, it is necessary to bring the action of the solution (Walker, 2017). This action plan will provide the necessary solutions for the issues identified in London Hilton on Park Lane and will also provide the required time and outcomes of the solution. Following is the action plan that the firm will require-
	Identified Problems
	Required Solutions
	Outcomes/Result
	Time

	Front Lobby
	The front lobby needs to be renovated and all the furniture in the front lobby will be changed. 
	It will not provide a retro vibe anymore. 
	3 months 

	Gym equipment
	Some necessary equipment needs to be included in the exchange of the old ones. 
	The gym will look fully furnished. 
	1 month 

	Bathroom fittings
	All the old fittings of the bathroom of the rooms will be changed with the new ones
	The bathroom fittings will not show leakage. 
	4 months 

	Insufficient water pressure
	Necessary water pipes will be changed and water tanks will be refilled in time.
	There will be good water pressure.
	1 month

	Indoor games
	Some necessary indoor game equipment needs to be brought immediately.
	There will be good measurements for the indoor games. 
	1 month 

	Insufficient dine-in space
	Some rooms near the dine-in room can be attached to it through renovation. 
	The dine-in space will be bigger through the renovation. 
	5 months 

	Furniture of the reception room
	The furniture in the reception room must be changed. For example, the front desk. 
	The reception room will look like a new one. 
	3 months 

	Room layout
	Necessary paints will be needed for the rooms and some changes in furniture require. 
	The old vibe of the room will go and it will provide a luxurious vibe,
	6 months 

	Employee management
	Employees struggling with customer handling must go under some training programs
	The employees will be able to work with different opinions of the guests. 
	3 months 


[bookmark: _Toc120355472]Recommendations 
Some necessary changes are required to bring so that the issues that the hotel is currently facing can be avoided. In following some of the recommendations have been provided that the firm needs to solve the issues-
· The room layout must be changed for some rooms. More than 40% of the total rooms of London Hilton provide old vibes and this requires proper changes. 
· The employees of the firm must be trained appropriately as they remain close to the guests more than the managers do. 
· While entering the hotel the front lobby and the reception come into sight immediately and therefore, these things require instant renovation. 
· Some necessary changes in meal time and changes in dine-in location are required as the guests need to wait for more than 10-15 minutes for breakfast and dinner. 
· The water pressure of the toilet tabs must be repaired immediately. The guests have complained of this fact several times and therefore, it requires instant attention. 
· The bathroom fittings of the hotel also require some attention from the logistics department. Some of the rooms have old bathroom fittings that do not work well and therefore, these fittings require proper change. 
· There needs a proper renovation in the gym site. All the necessary equipment of the gym has become older and some updated gym equipment is demanded by many guests and therefore, it is necessary to bring changes in the gym equipment. 
· Necessary are needed to make in the gym equipment. Here, the hotel should change the older equipment in the gym and should bring the new equipment so that the gym can be renovated. 

[bookmark: _Toc101999047][bookmark: _Toc120355473]Conclusion 
The London Hilton has been working as one of the finest hotels in London city and this consultancy report has also shown that the firm has certain positive aspects that make the hotel different from the other hotels in the city. The positive factors that are included in the consultancy report about London Hilton are really available in the hotel. For example, the room service provided by London Hilton is one of the finest services a hotel can ever provide. The workers of the hotel are quick in their service (Chyrychenko, 2018). The response time of the guests’ calls is also quick in this case. Further, this hotel is also well recognised for its cleanliness. All the rooms and the floors are cleaned every day of the week and the rooms, floors and other materials are disinfected in every week. The food menu of the firm is also well recognised among the guests of the firm. The London Hilton is also famous for its security arrangements of the hotel.
Besides the positive aspect that brings glory to the firm, there are certain negative factors or some issues that the hotel is currently dealing with. For example, the retro lobby of the firm is giving an unpleasant vibe to the guests of the hotel. Moreover, some guests have also complained about the reception room (Zholzhanova, 2020). The water pressure of the bathroom and some fittings of the bathroom in many rooms have been also criticized by the hotel guests. It has been also witnessed that the guests need to wait in line while they go for breakfast or dinner. Some necessary solutions have been provided for these issues with an action plan. 
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