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INTRODUCTION

Problem solving skills plays important role in the recent time because it helps to solve the issues faces by individuals, organizations and businesses in appropriate manner by providing better solutions (Eppe and et.al., 2022). The current assessment will be based on Hilton Hotel, which falls under the category of leading hotels in the UK. In the hospitality industry, chosen organization is popular because of satisfactory accommodation services and products. The study will explain workplace issue, root cause analysis, situational analysis framework, range of alternative solutions, their evaluation and implementation. Lastly, the report will also justify monitoring and review techniques to assure successful implementation of a specific solution.

TASK

Work place issue

In the Hilton, employee faces issue relate to job dissatisfaction because of complaints they receive from guests about inconsistent and slow speed Wi-Fi connections in hotel rooms, due to which individual guest face challenge to utilize social media platforms and conduct other activities. Thus, number of complaints about Wi-Fi connectivity issue put negative impact on satisfactory level of customers and might be put adverse impact on customer base. The scope of identify issue is vast as it can be resolved with formation and implementation of appropriate solution.

Above determine issue put direct impact on Hilton Hotel in term of affecting its brand image and customer retention strategy in negative manner, which management takes initiative to act successfully. As it is fact that when a guest face challenge to consume any form of service or product in an organization then it influences negatively upon current and further reputation of brand. It can lead to decrease the number of product purchase or service utilization that outcome in form of decreasing profitability and productivity.

Analysing information
Root cause analysis-

In order to identify the root or cause behind issue, fish bone diagram is utilizing under the cause and effect analysis term (Soldani and Brogi, 2022). Thus, it contributes to determine and highlight a specific reason due to which customer satisfaction rating decrease. With the help of this diagram, it determines that inappropriate setting of Wi-Fi connections, lack of investment in upgrading network infrastructure and inappropriate management are the main causes behind issue occurrence that outcome in form of decreasing repeat booking, customer satisfaction and negative review online. 
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In order to filter out the possible root causes and determine actual root cause causing the difficult problem, management can take initiative to collect internal information about Hilton Hotel. As it enable them to develop the best solutions after issue reasons identification that outcome in form of enhancing the effectiveness of business operations and improving the same.
Applying situational analysis model

In the world of business, there are different types of tools, models and frameworks avail that apply in case of several organizations, for specific reason (Voukkali and Zorpas, 2022). SWOT analysis is the best situational analysis concept that apply in regard to Hilton Hotel in order to identify the issue and analyse the situation due to which it occurs. With chosen model firm and its management focuses on strengths, weaknesses, opportunities and threats that help to take right action and decision in the context of determine issue or workplace problem.
Strengths- 

Skilled workforce, brand reputation, appropriate leadership style and management systems are the key strengths of Hilton Hotel that help leaders and managers to accomplish daily work in effective manner. For example, with skilled and talented people, hotel and its administration is able to reach targets. Thus, they can satisfy customers by proving products and offering services on time, without delay that support to retain and gain the attention of potential and profitable target audience (Więckowska, Raulinajtys-Grzybek and Byszek, 2022). With talented and knowledgeable people, management can plan range of solutions that apply in case of issues. Furthermore, with right form of leadership style and effective management system, organization also obtain satisfactory outcomes, which is not that easy for any other small size hospitality organizations to do so.
Weaknesses- 

Poor management strategies, lack of investment and poor technology implementation are the worst things about Hilton Hotel that affect the way firm works and plan to perform in the hospitality industry. For instance, due to lack of investment guests in the premise face issue to connect their electronic devices with Wi-Fi in the rooms. It unable them to keep in touch with friends, family and other people as well as to share information with the same about their travel experience, which is quite essential for them to share. Along with that, poor management strategy also outcome in term of repeat booking cancellation and negative reviews that unsatisfied guest provides online. Brand image and reputation in the market also suffers at high extent, which is not suitable for further success of hotel.
Opportunities- 

Technology advancement, number of funding sources and better managerial styles are the key opportunities that employee and management within Hilton Hotel can grab, because it benefits them in unpredictable manner. For instance, with advance technology such as IOT sensors firm can provide continuous Wi-Fi service to individual guest that help to retain them and gain the attention of new when satisfy people promote venture via word of mouth promotion. Furthermore, with several funding sources or options, organization can take pleasure of investing more on network infrastructure that they improve appropriately.  
Threats-

Intense competition, continuous changes in technologies context and emerging market trends possess the biggest threats for Hilton Hotel that lead to decrease the operational and functional effectiveness at some extent. It is important for management to focus on each threat and then develop plan that benefit venture in unpredictable manner.

Range of alternative solutions
Solution 1- 

The first solution drives the concentration of Hilton Hotel and its management towards developing plan to invest more in upgrading their network infrastructure that benefit to connect customers with Wii-Fi service offer by the organization. It will need a significant budget for which firm need a good source of funding that help to reach targets.
Solution 2-

Along with above, another solution regarding inconsistent Wi-Fi connection issue faces by customers or potential guests is limitation as management can limit access of connection to guests. It can provide limited access of Wi-Fi to connect with devices that people uses. For example, guest can use the connection just to connect their smart phones instead of laptop, tab and other electronic devices.
Solution 3-

IOT sensor implementation is another solution that can be implement practically because it will help to improve and increase the consistency of Wi-Fi connection with devices that customers use in their rooms for purpose of uploading pictures, posting images and doing other things as well.
Evaluation of alternative solutions
	Evaluation bases
	Solution 1
	Solution 2
	Solution 3

	Pros 
	Investment option is beneficial because it helps to improve consistent Wi-Fi connections in rooms of each guest.
	By limiting number of devices that customers could connect to their wi-fi network, Hilton hotel and its employee can assure high extent of customer satisfaction along with job.
	IOT senor helps to provide continuous connection to each guest in every corner of hotel.

	Cons
	It can put negative impact on financial performance and management practices because of extra budget requirement.
	On the other hand, the decision or solution impact negatively by dissatisfying customers who want to connect each of their device to Wi-Fi network as each device might be utilize by family member, and other person coming with them.
	While, it consume time and require money as well as effort to maintain the same process and devices as well.


Implementing solutions

Gantt chart is applicable and appropriate in case of implementing second solution and that is to limit guests’ devices to connect with Wi-Fi hotel connections.
	Task Mode
	Task Name
	Duration
	Start
	Finish
	Predecessors

	Auto Scheduled
	Planning for Wi-Fi
	4 days
	Tue 4/25/23
	Fri 4/28/23
	

	Auto Scheduled
	Allocating role to IT department
	5 days
	Mon 5/1/23
	Fri 5/5/23
	1

	Auto Scheduled
	Identify number of devices
	7 days
	Mon 5/8/23
	Tue 5/16/23
	2,1

	Auto Scheduled
	Formulating strategies
	8 days
	Wed 5/17/23
	Fri 5/26/23
	3

	Auto Scheduled
	Situational analysis and strategy implementation
	6 days
	Mon 5/29/23
	Mon 6/5/23
	4,3

	Auto Scheduled
	Limiting internet access
	3 days
	Tue 6/6/23
	Thu 6/8/23
	5
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With the help of above tool, management can develop better understanding about what atctivites they are accountable to conduct and in which manner that is important for them to do so. It gives them direction about overall process that follow by team as well in systematic manner.
Monitoring and Review Techniques
1. Stakeholders

The stakeholder generally has to power in order to prevent an project from achieving objectives and goal efficiently (DesJardine, Zhang and Shi, 2023). The key stakeholder of the business are customers, Employees, creditor, Shareholders, community and many more.
2. Stakeholder analysis:

The Stakeholder matrix is an framework which is mainly used to analyse attitudes all over the key variables like interest and power. Further, the power is an capability of stakeholder in order to influence many as well. However interest is bring up as probability of having and using that power. With the help of stakeholder matrix the individual get information that can be used to find out its potential level of impact on  business decision. As for Hilton the key stakeholders are employees, customer’s, creditors and Shareholders. The stakeholder matrix also helps to manager to study the stakeholders to read how best to communicate as well as work with them which help business to get success (Yazdani and et.al., 2023). 
	Stakeholder name
	Impact 
	Contribute
	Strategy for engaging the stakeholder

	Customers 
	High 
	Customers contribute to the business growth, generate revenues as well as profitability. For hotel, customer are the important to satisfy their need to get success. 
	Advertisements and use of digital platform. 

	Employees/ staff 
	High 
	They play crucial role in pull in customers towards the organization. As they attain the customers therefore they are  important also affect the business perform as well. 
	Rewards and recognition

Bonus 

Promotions

	Shareholders
	Low 
	By them raises money for working capital 
	Meeting and taking their perspective as well.  

	Creditors 
	Moderate 
	Effective debts collation and monitoring
	To offer best services so that business is able to convert the customers to loyal customers. 


3. Stakeholder engagement plan:

stakeholders engagement is an process of determining, analysing, prioritize, planning as well as implementing actions intended in order to engage and also influence stakeholders. 
	Stakeholders Communication Plan

	Stakeholders 
	Power/ Interest 
	Key interest 
	Communication Vehicle
	Frequency
	Comments 

	Customers
	High
	They play an important role as they generate high revenue 
	Through social media and platform
	Very frequently 
	The business have to pay more attention to attract more customers. 

	Employees/ staff 
	High
	They manage the operation of business
	Regular meeting and planning sheet
	Very frequently 
	Monitoring progress 

	Shareholders
	Low
	They are the owner of business
	Stakeholder communication plan
	Frequently 
	Taking feedback

	Creditors
	Moderate
	Creditworthiness
	Email and websites 
	Low frequently 
	Feedbacks and satisfying their need


Monitoring and Review techniques:


Monitoring the plan is very important for business to manage all task in efficient manner. For implementing the plan it is very important for organization to meet the need and requirement of the employees, so they will perform well. Key performance indicator help business to monitor the plan in defined manner and even help organization to determine if they have to take action or not. As with the help of Key performance indicator business is able to compare the implication is in efficient manner or not. If not then business is able to take corrective action on time. 
CONCLUSION


It has been determined from above study that organization successfully enhanced customer satisfactory level and increased consumer base, because it has solved the issue that put negative impact on both elements. It has been identified that strengths and opportunities has been utilized for purpose of issue resolutions, which is possible with implementation of SWOT and other models. Furthermore, by summing up above analysis, it has been summarized that with effective communication plans and stakeholder analysis, hotel management has developed the best strategy that in return lead to increase the interest level of potential stakeholder benefit venture in varied ways.
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ROLE PLAY
Is a dialogue between an unsatisfied employee at Hilton Hotel and a management consultant about an issue of job dissatisfaction in his organization and the consultant will try to fix the complex problem.
Employee: Good morning. I'm glad you're here. We've been dealing with a complex problem at the Hilton Hotel London Tower Bridge that's been affecting our overall performance, and we're struggling to find a solution.
Consultant: Good morning, thank you for having me. Can you tell me more about the problem and its impact on the organization?
Employee: Of course. We've been receiving a lot of complaints from our guests about the slow and inconsistent Wi-Fi connection in their rooms. It's affecting their satisfaction with our hotel and is reflected in our customer satisfaction ratings. We've also noticed a decrease in repeat bookings and negative reviews online.
Consultant: I see. Let's do a cause-and-effect analysis to identify the root cause of the problem. Based on my experience, it could be due to a lack of investment in upgrading our network infrastructure or the high demand for internet bandwidth due to our large number of guests.
Employee: That makes sense. We haven't updated our network infrastructure in a while, and we've been experiencing high occupancy rates recently.
Consultant: Okay, now that we have identified the root cause, we can explore alternative solutions. One option is to invest in upgrading our network infrastructure, which will require a significant budget. Another option is to limit the number of devices that guests can connect to our Wi-Fi network to ensure that everyone gets a consistent connection.
Employee: I see. I think the first option is the best long-term solution, but we might not have the budget for it now. The second option could be a quick fix that will improve our guests' satisfaction in the short term.
Consultant: That's a good point. We can prioritize the short-term solution while working on securing funding for the long-term investment. I can help you develop a plan to implement the short-term solution and identify potential sources of funding for the long-term solution.
Employee: Thank you so much. This is helpful. I'm looking forward to implementing these solutions and seeing the positive impact on our overall performance.
