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Executive Summary: 
Hampton by Hilton is the part of Hilton worldwide. It has a strong brand reputation. In this report I have conducted the SWOT and PESTEL analysis. The report analyses the strength ,weakness ,opportunity and the threat. It has also analysed the political impact, environmental effect, social, economical and legal aspect. This report investigating the facts and finds the reason why their business is not at the level they are expecting.
SWOT analysis:
Brand reputation:  
The strong brand reputation is the main strength of the hotel. It has the loyal customer who uses the Hilton brand wherever they travel around the globe. The Hampton by Hilton can use their brand reputation to the marketing strategy. This brand reputation is the strength of the Hampton by Hilton hotel
Location:
 the Hampton by Hilton  hotel  is situated in the historic city of Oxford. A huge number of tourists visit the Oxford university every year. This is an opportunity for the  hotel to attract the leisure traveller. The hotel is situated in the outskirt of the oxford city. Location of the hotel near the oxford science park and Oxford business park. It is only 4 miles away from the city centre. The area is almost always traffic free. The Oxford science park is in walking distance, takes 2 min. the next door of the hotel is a leisure centre where Vue cinema, bowl plex and restaurants are available. The hotal has an easy access to the main train station of oxford city centre. It is only 4 miles from the hotel. The didcot park way station is 14 miles away. It has a good transportation link with M40 and A34 motorways. It will save time and the cost of travel for the hotel customer (guestreservation.com,2023).
Guest reviews : most of the guest reviews is very encouraging. Specially the cleanliness is the most liked category in the hotel. The issues arises with the serving of the breakfast. The hotel provide free breakfast with the rooms. The hotel needs to consider the quality of the breakfast and concentrate to serve the breakfast hot and in time.(booking.com)
Carpark facilities: there is a free car park parking facility available in the hotel. Which should be an advantage for the guest. Sometimes this advantage become upsetting for the guest. The car park is free to park but the guest need to register their car registration number in the reception. Otherwise the guest will receive a penalty notice as the car park is monitoring by the third party. A customer leaves a guest review that they park their car and forget to register in the reception. That leads to a penalty notice which make them upset.
To solve this problem the hotel can put a digital number plate reader at the entrance of the carpark.(TripAdvisor.com)

Thames water treatment centre:
 there has been an external environmental factor that affect the customer stay at the hotel. A bad smell arises from the treatment centre which causes the guest discomfort in the hotel occasionally. The entrance of the hotel is directly facing the water treatment centre which causes the entry of the smell straight to the hotel reception. To solve this problem the hotel can alter the entrance and change the direction of the entrance.(thekassamstadium.com)
 By making  a porch at the  hotel entrance with glass decoration not only  can resolve the problem  but also create the better looks of the hotel
Improve the quality of service.: 
the service of the hotel has been appreciated by the most customer. Still there is some opportunities to improve. Specially in the restaurant sector. The Hampton by Hilton hotel providing free breakfast with the rooms complementary.  The other competitors of the hotel in this area also giving the free breakfast with the room.  The standard of the breakfast can be improved, and the staff should be trained to serve hot breakfast because the time in the morning is very short and at the same time every guest will expect their breakfast.the hotel can provide extra helping hand to the serving of breakfast. It is essential that the every guest get their breakfast hot and in time. 
If necessary, the hotel should recruit part time people for the morning busy time for serving breakfast.to maintain the brand standard needs to do  something special by  Hampton by Hilton hotel  and it could be  providing free tea and coffee for all day. This will separate them and give them upper hand on their competitors the area.

Reduce pricing to attract more guest :
 the main competitors of the Hampton by Hilton  in this area are Holiday Inn Express hotel and Premier Inn hotel. They are providing same sort of service with the lower price in this region.
PESTEL analysis:
Political : the Brexit has affected the hospitality industry . lots of previous staff has left the country because of the Brexit. That causing the industry shortage of staff. 
To solve this problem hotel needs to arrangements for new recruitment  of right people and arrange staff training.
Social: the people are buying electric vehicles. The hotel guest has new expectation for the charging their electric car in the hotel car park.
To fulfil the demand of the guest the hotel should establish charging point in their car park. 
Technological: Hampton by Hilton using the technological support to operate their check in check out, contact less payment and the mobile app.
The hotel can also introduce smart rooms that allow guests to control the lighting, temperature, and entertainment systems from their smartphones (Renault, 2018).

Environmental: the pandemic also lead the hospitality industry to lose their staff. During the pandemic the staff furloughed . lots of staff has find another job and left the industry. For example, food delivery and driving taxi.
Action plan:
Investing in the staff training: first of all the hotel should arrange an staff training and development programme. immediately
Investing and monitoring the kitchen facility: regular monitoring of the kitchen staff and  the kitchen compliance. immediately
Investing in marketing: the hotel should create a new marketing plan immediately.
Reduce the pricing: the hotel price is higher than the competitors, reduce the pricing as much as possible. immediately
Invest in staff engagement party: engage staff are the happy staff. Happy staff makes customer happy. Arrange staff engagement party at the end of 2023
Invest in carpark: provide EV charging point at the car park. As soon as possible
 Make a digital number plate reader barrier at the car park entrance. Can be done after 6 months
Invest in infrastructure: build a porch at the hotel entrance to avoid directly facing the Thames water treatment centre. It will reduce the bad smell entering the hotel. Wait until the other job done. 

1.Introduction:
a consultancy report has been conducted for the Hampton by Hilton hotel which is a brand of Hilton international hotel chain. The hotel is situated in a nice location in Oxford. The purpose of the consultancy report to find out the weaknesses of the business and threat, analysis of strength where the hotel is doing better. It also finds out the opportunity where the hotel can improve their business and profit.
 In this report I will address the strength of the hotel , where it can utilise their strength to become the leading hotel brand in the hospitality industry. A brand recognition is the most valuable strength of any hotel. The location of the hotel, the area where it situated and how they operation could be the strength.  The aim of this report is to increase the business.
 Full research has been carried out to find the weaknesses of the Hampton by Hilton hotel. Research has been carried out by the method of  SWOT analysis, PESTEL analysis and TOWS analysis. Year 2018-2020 these two years had been very difficult time for the hospitality industry. Covid-19 gave a tough time for the hotel industry.  It has huge impact on the hotel industry. It decreases the travel movement not only business traveller but also for the leisure customer as well. After the pandemic the hotel industry also suffered from the staff shortage which leading the industry to maintain their quality and standard of the service. This is why the industry is struggling to fulfil the expectation of the guest. This report will help to  identify the issues, solve the problem, improve the service . it will make the hotel to fulfil the demand and expectation of the guest and help to generate revenue for the Hampton by Hilton hotel. 
 
2.Scope and analysis: 
Hampton by Hilton hotel in oxford  is a beautiful hotel, it offers the business class customer along with the leisure customer. It has a spacious car park which is free for their guest. Free wifi  service is available in the hotel. The hotel offers free breakfast for their guest. In the room the hotel offers desk and a chair for the business class customer. Room also included with the flat screen TV. There is walk-in power shower available in each room. As the modern days customers are health conscious, the Hampton by Hilton hotel provides 24-hour fitness centre for their guest and it is free to use. There is a on-site bar is available  in the hotel. Bar will serve various range of drinks. It also serves hot and cold food and beverage. (Guestreservation.com,2023)

The hotel offers various variety of the rooms for their guest. Queeen room with the mobility access, Queen room without mobility access. Queen room with sofa bed, twin room, family connecting room for the family with their children.  Mobility access room allows the disabled customer to get access to the room  and the bathroom. There are rooms available for business customer, the leisure customer along with family. For the business customer the hotel provides desk and chair in the room for their work to be done. The family connecting rooms to attract the family to stay in the hotel. Every year many people visit oxford as the city has a historic and famous university ‘Oxford University’ situated in the city ( Guestreservation.com,2023).

The hotel is situated 4 miles away from the Oxford city centre. It has a easy access to the city centre as the hotel located near the ring road. Ring road connecting two motorways M40 and A34. This allows the transportation easier for the guest. It is the best location in oxford to avoid the traffic and save the time. The famous heathrow airport is 47 miles away from hotel and the Gatwick airport is 85miles. Bicester village is 18.5 miles far from the hotel .one can take taxi to this famous shopping centre or can drive car to the Bicester village within half an hour. Bicester village is famous designer outfit centre with affordable price. Vue cinema from the hotel is only 0.20miles. anyone can easily walk there in two minutes (Hilton.com,2023).

The Hampton by Hilton hotel complies with ADA guidelines. They provides visual alarm for the hearing impaired person and wheel chair accessible ramp. The car park is van accessible, the bathroom door is specially made wider than average for wheel chair access. The door is atleast 32 inches wide so the wheel chair can easily go inside(Hilton.com,2023). 

According to the vio.com the reservation site, 23% business class customer stays in the Hampton by Hilton hotel, 37% couple, 29% family and 8% stays as a group. There is an opportunity to increase the number of business customer and the leisure customer to concentrate.  As the oxford science centre and the oxford business park close to the hotel there is the big opportunity to target the business class customer. In recent feedback the customer  liked the cleanliness more.(Vio.com,2023).
 On research the customer review is overall 8/10 which is very good for the hotel (booking.com,2023)
 After the Covid 19 pandemic the customer started to expect the contactless check in and check out, contact less payment. The hotel provides digital key system which allows the guest to wireless hotel services to ensure a secure stay. It will likely be challenging to meet these expectations due to few resources or capital bandwidth, but it is imperative to do so  (Coffinet, E. 2020).
SWOT Analysis :
	Strength
	Weakness

	Brand reputation.
Location
Disability access
Guest reviews
	Service
Carpark facilities
Thames water treatment centre

	Opportunity
	Threat

	Improve the quality of service. 
Maintain brand standard.
Reduce pricing to attract more guest
	Holiday Inn Express hotel 
Premier Inn hotel



The brand reputation of the Hampton by Hilton hotel is the main strength, it is already known to the people. The Hilton has their own loyal customer group. these loyal customer always choose their own brand so, It is the advantage of the Hampton by Hilton  hotel than other hotel near this area. Location of the hotel is also a strength of the hotel. The marketing should highlight the location as easy access to the ring road which connect the M40 motorway and A34 motorway(Hilton.com,2023). 
From the train station one can quickly reach the hotel via ring road by a taxi. The taxis are always available at the train station, or customer can book with the private hire company to pick up. 
The near by hotel  holiday Inn Express hotel providing the same range of service. But their pricing is highier than Hampton by hilton hotel. This is an advantage for the hotel.
Car park is free for the guest, but sometimes this free car park cost the guest more than the parking fees. The customer needed to register their car registration number in thr reception to avoid parking ticket. If a customer forgot to register at the reception they will get parking ticket as the parking is monitored by third party.(hilton.com,2023). 
When customer get penalty notice they become upset and leave a bad customer reviews.it is the weakness of the parking facility.
The opportunity of the hotel is to improve quality of the service and maintain the brand reputation. To improve the quality of the service the hotel should consider  staff training , regular team meetings and good and effective communication. Hotel needs to concentrate on staff engaement.Engage employees are always happier .if the staff is happy at their work they will never leave.if the staffs leaves then hotel needs to recruit new staff, they needs to be trained that cost the hotel more. An engage staff never takes sick leaves unless they are actually ill. If the staff takes less sick days, there will be less shrtages off staff. Shortage of staff make the hotel to compromise the quality and standards.engage staff always work hard to prove themselves. They make the customer happy an create an wow moments for the customer. The customer will never forget the wow moment and it will create the experience for theguest . guest will leave good feedback. That will promotr the markrting of the hotel with no extra cost. Satisfied customer generate more revenue for the hotel business.(Torbenrick.eu)



PESTEL analysis:
	Political

	Brexit has a huge impact on the hospitality industry.
Product cost increased 

	Environmental

	Covid 19 has affected the hotel sector
Thames water treatment centre

	Social

	Social trends of Airbnb that is cheaper than a hotel

	Technological

	Digital keys, contactless check in and check out

	Economical

	Due to the political war the economy has been down,
Living cost rise
Less job for pandemic
Inflation

	Legal

	New legislation after pandemic costing more for the hotel industry



The  Brexit  has affected the hospitality industry. European employee has left and that is creating staff shortage, the product cost has been risen due to the import tax.
Covid 19 costing the hotel industry a lot. After the pandemic the rules and regulations changed and the customer expectation,which is high now. For examples, the hotel has to maintain high standard of cleanliness causing the hotel to hire more staff and cost extra money. As the inflation raised, the living cost went high as well. The employee expected to rise in their pay. If the hotel does not raise the pay they will leave the job and look  for other jobs. Hotel also provides contactless key for the check in and check out. Digital key is the extra new cost for the hotel to fulfil the customer expectation. The pandemic has accelerated the shift towards digital channels, and the hotel may need to invest in technology to offer contactless services and improve the customer experience (Bush, 2016).  
3.Main body:
Hampton by Hilton hotel is the brand of Hilton worldwide. It has their own strong brand reputation.  Hilton worldwide is an American multinational hospitality company. Hilton worldwide has a broad potfolio of hotel and resorts. They are known for their unique style and quality of service.(Hilton.com,2023)
 SWOT analysis for hamppton by Hilton oxford has been conducted to find the strength , weakness , opportunity and the threat to the business

   STRENGTH                                           WEAKNESS
	Brand reputation.
Location
Disability access
Guest reviews
	[bookmark: _Hlk129002448]Service
Carpark facilities
Thames water treatment centre
	

	Opportunity
	Threat
	

	[bookmark: _Hlk129004500]Improve the quality of service. 
Maintain brand standard.
Reduce pricing to attract more guest
	[bookmark: _Hlk129023013]Holiday Inn Express hotel 
Premier Inn hotel
	


 
[bookmark: _Hlk129023119]The strong brand reputation is the main strength of the hotel. It has the loyal customer who uses the Hilton brand wherever they travel around the globe. The Hampton by Hilton can use their brand reputation to the marketing strategy. loyalty programme offers by the Hilton Worldwide is the unique style for their loyal customer to fulfil their expectation. 
[bookmark: _Hlk129023191]The location of the Hampton by Hilton in the historic  city  of Oxford is the another strength of the hotel. Oxford university is a worldwide famous university situated in the Oxford. A huge number of tourists visit the Oxford university every year. This is an opportunity for the  hotel to attract the leisure traveller. The hotel is situated in the outskirt of the oxford city. Location of the hotel near the oxford science park and Oxford business park. It is only 4 miles away from the city centre. The area is almost always traffic free. The Oxford science park is in walking distance, takes 2 min. the next door of the hotel is a leisure centre where Vue cinema, bowl plex and restaurants are available.(guestreservation.com,2023)
 Weaknesses:
Service; the service quality of the hotel has been appreciated on the customer feedback such as cleanliness. The free breakfast has been included in the room facility of the hotel; however the quality of the breakfast has not been meeting the customer expectation. The serving of the break fast was not appreciated on the guest review. Recently  on the guest review the couple has mentioned that their breakfast was cold and the dishes is not at the standard as they expected. These  incidents make the guest unsatisfied and make them to leave a bad guest review. 
4/10 Poor
Andy
Travelled with group
23 Feb 2023
Liked: Cleanliness
Disliked: Property conditions & facilities
Terrible breakfast
While thThe e hotel was generally clean and relatively comfortable, the breakfast offer was very disappointing. The hot buffet was missing several items namely eggs, bacon and sausages! It was also very short on other items with long waits for replenishment meaning a very disjointed breakfast.(9Expedia,2023)



[bookmark: _Hlk129023388]Carpark facilities: there is a free car park parking facility available in the hotel. Which should be an advantage for the guest. Some times this advantage become upsetting for the guest. The system for parking is not uptodate. If the guest park their car in the carpark they need to register their car registration number in the reception. A customer leave a guest review that they park their car and forget to register in the reception. That leads to a penalty notice which make them upset.(hilton.com)
[bookmark: _Hlk129023436]Thames water treatment centre: there has been an external environmental factor that affect the customer stay at the hotel. A bad smell arises from the treatment centre which causes the guest discomfort in the hotel occasionally. The entrance of the hotel is directly facing the treatment centre. By making  a porch at the  hotel entrance can resole the problem by redirecting the facing of the entrance.(thekassamstadium.com)

Opportunity:
Improve the quality of service : the hotel has the opportunity to improve the quality of the services. Regular team meeting can be done to improve the service quality. Staff engagement  is important to the hospitality industry, a good and efficient communication is necessary in between the staff and the guest. full training can be provided regularly to improve the quality of service for the hotel guest.
Maintain brand standard.: as the brand reputation is the key element, the hotel should maintain the high standards.
Reduce pricing to attract more guests.:  there is a  direct competition with the hotel  holiday inn express. This hotel is in sharing the same compound as the  Hampton by Hilton hotel. Their pricing is lower than the Hampton by Hilton hotel, they also offering the same service with lower price. The Hampton by Hilton have to consider the pricing and reduce the cost of hotel stay. 
The pandemic has left a challenge for the hospitality industry. It depends on the hotel how they adjust the policy to overcome the situations. It is important to tackle the challenge for hospitality industry by adopting  new technology, investing on the staff and the pricing strategy.	                         


 

Political:  Brexit has an important role in the hospitality industry. Lots of European staff left. To replace these experience worker hotel industry recruit new staff and gone through training and development programme . this is cost effective for the hotel. Brexit and Ukraine war make the inflation rise and the cost of living increase. It also increase the product price.

Environmental:  covid 19 has an enormous effect on the hospitality industry. Lots of staff  has left the industry . during the Covid19 pandemic lots of staff gone through furlough scheme.  Most of them has never come back to the same industry. Old staff of the hotel industry gone to different work after the pandemic. that makes the hotel industry  fall in shortage of staff. To resolve this problem the hotel have hired new  staff . during the staff hiring the hotel should consider the choice of right people . The hotel can create a culture of learning and development by providing staff members with opportunities to attend conferences and workshops, network with industry professionals (Hu, Cai and Kavanaugh, 2001),
the hotel should organise training and development programme for the staff. The staff engagement is essential in the hospitality industry. Happy staff enjoy the work and give their best. They go extra miles for customer satisfaction. They create wow moment for the hotel guest. The hotel can organise staff engagement party yearly. Regular team meeting increase effective communication in between the staff.  To keep the staff permanently, the staff needs the job security. The staff should receive the opportunity to develop career in the industry. Increase facility encourage staff to stay in the industry. (torbenrick.eu)



TECHNOLOGICAL:
Technology playing a vital role in enhancing the customer experience (Vujić, 2022). Investing in technology and social trend become the essential part for hotel industry. After the pandemic all most all the hotel invested in technology to develop or improve the technological use in their hotel. Contactless check in and check out  with the digital key has becomes the essential part of hospitality industry. The Hampton by Hilton hotel using digital key system and that should stay in operation. Free Wi-Fi , contactless payment, Hilton honour mobile application is the part of technological implementation. These are now adays an expectation and demand from the modern days customer in the hospitality industry .they should stay in operation (Hilton.com,2023). However, the car park can use a digital number plate reading technology to improve the guest experience. Guest will not need to register their car at the reception.
“Investing in technology to enhance customer experience and capture a new segment of customers who prefer technology-driven experiences’’ (Furgison, 2018). The Hilton hotel should continue to  improve, and use their technological application. 
The hotel can implement sustainable practices is by investing in energy-efficient lighting and HVAC systems (n.arloid.com, 2022). Hampton by Hilton hotel should consider the establishment of an EV charging point in the Carpark. That will be an unique feature for the hotel. The  number of electric vehicle is increasing very rapidly. The guest will expect the hotel will provide the charging point within the hotel area. To fulfil the guest expectation it will be essential to provide EV charging point in the hotel car park. 
Economical:  the hotel should consider the financial and economical condition of the society. Comparing the other hotels and competitors in the area the Hampton by Hilton hotel should consider their price. The hotel should reduce the pricing at least by 10% without the compromise of the quality of service  and the product. Observation of workplace practices may also be used to supplement the audit methods (López-Andreu and Hamedani, 2019).
TOWS analysis: A TOWS analysis is a strategic planning tool. It will help to identify the issues ant how to overturn these issues into the strength of the hotel.
4.Findings and Results: 
SWOT and PESTEL analysis will find out which elements influences the hotel business. These analysis will evaluate the internal strength,weakness, opportunity and also finds the external challenges from competitors, political,economical social ,technological ,environmental and legal (Peterdy,2022)
I have discussed below:

[bookmark: _Hlk129043074]Brand reputation: 
The strong brand reputation is the main strength of the hotel. It has the loyal customer who uses the Hilton brand wherever they travel around the globe. The Hampton by Hilton can use their brand reputation to the marketing strategy. This brand reputation is the strength of the Hampton by Hilton hotel


Location:
 the Hampton by Hilton  hotel  is situated in the historic city of Oxford. A huge number of tourists visit the Oxford university every year. This is an opportunity for the  hotel to attract the leisure traveller. The hotel is situated in the outskirt of the oxford city. Location of the hotel near the oxford science park and Oxford business park. It is only 4 miles away from the city centre. The area is almost always traffic free. The Oxford science park is in walking distance, takes 2 min. the next door of the hotel is a leisure centre where Vue cinema, bowl plex and restaurants are available. The hotal has an easy access to the main train station of oxford city centre. It is only 4 miles from the hotel. The didcot park way station is 14 miles away. It has a good transportation link with M40 and A34 motorways. It will save time and the cost of travel for the hotel customer (guestreservation.com,2023).

Guest reviews : most of the guest reviews is very encouraging. Specially the cleanliness is the most liked category in the hotel. The issues arises with the serving of the breakfast. The hotel provide free breakfast with the rooms. The hotel needs to consider the quality of the breakfast and concentrate to serve the breakfast hot and in time.


Carpark facilities: there is a free car park parking facility available in the hotel. Which should be an advantage for the guest. Sometimes this advantage become upsetting for the guest. The car park is free to park but the guest need to register their car registration number in the reception. Otherwise the guest will receive a penalty notice as the car park is monitoring by the third party. A customer leaves a guest review that they park their car and forget to register in the reception. That leads to a penalty notice which make them upset.
To solve this problem the hotel can put a digital number plate reader at the entrance of the carpark.

Thames water treatment centre:
 there has been an external environmental factor that affect the customer stay at the hotel. A bad smell arises from the treatment centre which causes the guest discomfort in the hotel occasionally. The entrance of the hotel is directly facing the water treatment centre which causes the entry of the smell straight to the hotel reception. To solve this problem the hotel can alter the entrance and change the direction of the entrance.
 By making  a porch at the  hotel entrance with glass decoration not only  can resolve the problem  but also create the better looks of the hotel.





Improve the quality of service.: 
the service of the hotel has been appreciated by the most customer. Still there is some opportunities to improve. Specially in the restaurant sector. The Hampton by Hilton hotel providing free breakfast with the rooms complementary.  The other competitors of the hotel in this area also giving the free breakfast with the room.  The standard of the breakfast can be improved, and the staff should be trained to serve hot breakfast because the time in the morning is very short and at the same time every guest will expect their breakfast.the hotel can provide extra helping hand to the serving of breakfast. It is essential that the every guest get their breakfast hot and in time. 
If necessary, the hotel should recruit part time people for the morning busy time for serving breakfast.to maintain the brand standard needs to do  something special by  Hampton by Hilton hotel  and it could be  providing free tea and coffee for all day. This will separate them and give them upper hand on their competitors the area.

Reduce pricing to attract more guest :
 the main competitors of the Hampton by Hilton  in this area are Holiday Inn Express hotel and Premier Inn hotel. They are providing same sort of service with the lower price in this region.

Political : the Brexit has affected the hospitality industry . lots of previous staff has left the country because of the Brexit. That causing the industry shortage of staff. 
To solve this problem hotel needs to arrangements for new recruitment  of right people and arrange staff training.
Social: the people are buying electric vehicles. The hotel guest has new expectation for the charging their electric car in the hotel car park.
To fulfil the demand of the guest the hotel should establish charging point in their car park. 
Technological: Hampton by Hilton using the technological support to operate their check in check out, contact less payment and the mobile app.
The hotel can also introduce smart rooms that allow guests to control the lighting, temperature, and entertainment systems from their smartphones (Renault, 2018).

Environmental: the pandemic also lead the hospitality industry to lose their staff. During the pandemic the staff furloughed . lots of staff has find another job and left the industry. For example, food delivery and driving taxi.






5.Action plan: 
 based on the findings and the result after SWOT and PESTEL analysis  I have made the following action plan according to the urgency
	Invest in staff training
	The Hampton by Hilton hotel should consider the urgent attention to the staff training. To maintain the high quality of service and fulfil the demand of the guest the hotel staff should do their best and pay attention to the detailed. Regular team meeting can improve the effective communication and the environment of the work place.a friendly environment in work place is important for the staff to delider their best.
	      Urgent

	Investing and monitoring kitchen facility
	After the analysis and research  it is found that the guest making complain about the breakfast. The hotel is serving the cold breakfast. the kitchen should be monitored regularly. The damaged and defective  utensils in the kitchen should be replaced with the new one. The hot food storage should be checked where it is working properly. If the hot food storage is not working properly than it should be replaced.
	Urgent

	Invest in marketing
	 Marketing is the essential part in the hospitality industry.       A well-prepared marketing plan can attract new customer. I have found the percentage of the business customer is less than the leisure customer. In the marketing plan segment the market and concentrate more on the business customer. There is a big opportunity for business class customer.
	urgent

	Invest in technology and car park facility
	Hampton by Hilton hotel utilising the technology to provide quality service to their guest. On investigation it has been found that there is an issue in the parking facility. To solve the third party monitoring of the parking, the hotel can establish a digital number plate recognised barrierat the entrance of the car park.
	Gradually

	Invest in staff engagement party
	Staff engagement party motivate the staff, create friendly environment in the work place.
	End of the year2023
Christmas party

	
	
	

	Pricing for the rooms
	Comparing the competitors the Hampton by Hilton pricing in the are is slightly higher. Adjusting the price with others with same service hotel can attract new customer
	Urgent

	
	
	

	Invest in infrastructure
	As there is a Thames water treatment centre just opposite the hotel I would recommend the Hampton by Hilton to make a porch at the hotel entrance with decorative fibre glass and lighting. This will change the entrance direction and will be prevented the bad smell entering the hotel.
	At last



Finally, by implementing the above action plan and recommendations the  Hotel can differentiate itself from competitors, appeal to a wider range of customers, and increase its competitive advantage. 



6.Recommendations:
Technology:
Investing  in technology can create a memorable  customer experience with mobile check-in/out. Contactless payments and digital key access can also excite the new generation customer.The hotel can be use tech-enabled amenities (Escobar, n.d.). These amenities could be marketed as unique experience to attract customers. Digital number plate reader at the car park can reduce the hassle for the hotel guest.


Staff Training and Development:
The report suggest the Hampton by Hilton  Hotel should invest more in staff training and development programs  that will increase the quality  of service and the high standard of the hotel, a trained staff is more unlikely to leave the job and the hotel can save costing on new recruit and staff shortage.
Value Pricing:
It has been recommended that the hotel should compare the price with their competitors. Reducing the price to match with their competitors can increase the number of guest.
The hotel's pricing strategy should  aligns with the level of service quality and amenities offered (happyhotel, n.d)

Kitchen facility: investing the fact that why customer complain about the free breakfast I would suggest the regular monitoring of the kitchen. Replace damaged utensils, make sure the all compliance in the kitchen working properly. The kitchen staff should be trained properly and work accordingly.



Market Monitoring:
The consulting report recommends that The  Hampton by Hilton hotel should monitor the market regularly. The deals and offer  provide by the other hotels in the area and the competitors of the hotel should be monitors regularly. This report also suggests that it is necessary to make a new marketing plan and target the business class customers.

7.Conclusion: 
This repot has been conducted for the Hampton by Hilton  hotel situated in Oxford city . this  report based on the SWOT and PESTEL analysis.  It has been investigating the strength , weakness opportunity  of the hotel internally and the threat from out side competitors. PESTEL analysis finds the reason of the staff shortage, covid 19 impact on the hospitality industry and the reason for the decrease of quality of service. In this report the suggestions have been made for the hotel to organise training the development programme for their staff. Increase monitoring  the all sectors inside the hotel specially the kitchen sector. Monitor the breakfast serving and make sure the food is served hot and in time. The Hampton by Hilton hotel using technological support to provide service to their guest. This report advised on the technological implementation in the car park to avoid the parking hassle for the guest. The regular staff meeting can improve friendly environment in the work place. Job security ,staff engagement party and effective communication can make the staff happy. Happier staff provide quality service  and make the guest happy. Satisfied guest leave good review that increases the business and more profit.
Finally, I would like to thank the Hampton by Hilton hotel for giving me the opportunity to make this report for the hotel. I look forward to working with you in future. Thank you.
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