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Executive Summary
Hilton Chicago, following its opulent design and highlights of history, has always held a special place in luxury hospitality and its customers including royals, stars and business tycoons. Nevertheless, in the last few years, the hotel has come across several operational shortcomings which have hurt its name and credibility, as well as customer satisfaction and overall poise. Inconsistencies in service delivery, obsolete in-room facilities, poor brand recognition, lack of sustainable development, lack of employee engagement, ineffectiveness of the operational system are some of the critical issues. These challenges have contributed to a reduction in the rate of occupancy, rise in the number of negative customer reviews, and a declining competitive advantage in the luxury hospitality sector.
Hilton Chicago has been enduring a steep decline in guest satisfaction ratings for a while now. There was enough indication of the areas of service delivery available on online review sites which indicated that there was a 20% increase in negativity directed at service delivery and the quality of the room facilities. In addition, the marketing approaches used by the hotel have not appealed to the intended audiences and thus caused an overall reduction of 15% in bookings. A specific employee satisfaction survey conducted revealed an alarming concern that 30% of the workers feel cut off from their duties, and this feeling has been instrumental in the declining level of service quality, as well as the customer experience in the hotel.
A more detailed analysis has pinpointed a number of important suggestions regarding the operational and strategic problems. One, however, has to realise that it has always been a problem with The Hilton Chicago to deliver either the same quality services over various problems which seem to arise from low personnel management training and vague guidelines. Over 40% of the guests’ survey respondents describe that they encountered service which does not conform to the services envisaged by such luxury hotels as the Hilton Chicago. Such lack of consistency not only negatively impacts the guest experience but also adversely impacts the marketing image of the hotel.
It has come to the knowledge of the management that most of the hotel’s room facilities are rather old, as 35 percent of the hotel guests said they were unhappy with the accommodation rating. Adverse reactions from such feedback have led to lower levels of customer satisfaction rating and a reduced experience of the additional services offered to the client. Rivalry in the field of luxury hospitality development that has its emphasis on modern day opportunities that guests look for and challenges the more conventional approaches of the establishment. For hospitality. For instance, the hotel’s digital strategy planning has also been ineffective as engagement across social media with and online exposures has been low. Engagement metrics depicting the current state of activities allow therefore the evaluation of only the present web site 25% lower than last year relative to several past years which makes it hard to extend the market base of the hotel to new customers while improving brand identity. Also, the poor marketing strategy approaches has also prevented the hotel from appealing to the new customers and retaining the current customers.
Another highly regarded finding is that the hotel does not have sustainable ethics in its operational practices which has put this segment of the market at risk as there are consumers who are aware of the environment. A survey showed that approximately 60% of the targeted guests are willing to stay in hotels on the grounds of sustainable practices being followed by those. 
To make things worse, high staff turnover has also been associated with lack of engagement and engagement making service and service delivery poor. Survey findings suggest that only 45% of the working population chooses to deliver optimum performance in their strategies which are likely to influence how interactions with customers occur. There were types of setbacks related to operations management with regards to excessive time spent at how long guests took to check in and out.
To address these challenges, this report provides several practical suggestions. First and foremost, a well-defined and coherent service ethics training plan must be instituted at Hilton for the purpose of improving the service quality and the suitability of staff behaviour in regards to the luxury brand of the hotel. This training should consist of regular workshops and performance assessments such that the employees are able to uphold the standards expected from Hilton. Investing in the refurbishment of in-room facilities is necessary and needs additional attention. The inclusion of the latest trends and smart gadgets will improve the service provided and fit the demands of the guests. There is now need for this to be done rather urgently and in a structured approach which correlates such improvement with time. There is a need to come up with a sound internet marketing strategy. This call strategy should aim at improving familiarity with the brand and engagement with the brand using social sites, paid ads, and content marketing.
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[bookmark: _heading=h.gjdgxs]Introduction
The Hilton Chicago Hotel is a world renowned, one of a kind, 1,126 room hotel in the heart of downtown Chicago providing a unique blend of historic charm and contemporary luxury. This landmark hotel opened in 1927 with stunning views of Lake Michigan and Grant Park and is a first choice for business and leisure travellers alike. A sanctuary of plushness since its inauguration in 1927, the Hilton Chicago boasts more than 1,500 just so elegantly appointed rooms, state-of-the-art meeting facilities and a rich history of hosting high profile events, all reflecting the city’s iconic architectural grandeur and its vibrant culture (Hilton.com, 2024). Nevertheless, the big name and location of The Hilton Chicago does not correspond with the actual experience because the hotel is actually undergoing decline of its net satisfaction rating to tourists which is jeopardising its market stronghold. Guest comments submitted in responded that concerns of room readiness and service to extend beyond check-in were noted and have been addressed, suggesting inadequate support for guest complaints about overall service ability and potential to support expectations without total re-enforce of brand (Lewis, 2024).
In view of these difficulties, the hotel management has come to the decision to hire Premier Consulting Solutions, an organisational consulting company intended to increase the level of effectiveness of operations as well as that of the clients in the Hotel Industry. Premier Consulting Solutions, which has grown its operations since its incorporation in 2010 and has its headquarters in London has carved a niche as a provider of specialised services to high-end companies all across. This consultancy takes an integrated approach of strategy engineering, enhancing operational efficiency, and bolstering the customer experience. Its personnel consist of diverse professionals with vast experience in the area of hospitality management, marketing, and organisational psychology. Premier Consulting Solutions has a well-defined understanding of the operational barriers that The Hilton branch faces thanks to the efficient application of systematic techniques and principles.
The purpose of this report is to elaborate on the reasons for the decrease in customer satisfaction regarding services provided by The Hilton Chicago by employing several methods of analysis, such as PESTEL and SWOT, as well as TOWS.
In order to generate more strategic alternatives, the TOWS matrix will be used which complements the SWOT analysis. This will help in developing practical plans of action that make use of the hotel’s strength and take advantage of available opportunities while countering the threats and minimising the weaknesses. For example, there are constructive measures that the Hilton Chicago has that training programs for the staff and real-time monitoring of service staff would help the Hotel deliver better services to the customers.
The issue of customer dissatisfaction is of particular concern to The Hilton Chicago, as it affects hotel positioning, customer loyalty, and profitability in a most competitive market. In this case, the hotel stands the risk of ruining such a good reputation and is likely to be out manoeuvred by its rivals by disappointing their guests. Therefore, this report will explain the reasons as to why this problem is up and offer methods to address the problem effectively. The intention is to provide The Hilton Chicago with concrete and practical suggestions, which will help not just reinstate its long lost reputation for excellence but also raise the bar for the experiences of its guests. The information generated from this consultancy will eventually put The Hilton Chicago back on the map as one of the leading luxury hotels in London, hence maintaining the sustainability of the business within the hospitality sector.

[bookmark: _heading=h.30j0zll]Analysis
Hilton Chicago these days suffers from the lowest customer satisfaction ever recorded, which causes negative effects on numerous aspects of business operations and the reputation of the company as a whole. This particular analysis aims to address the core problems, ascertain their causes and assess the effects of these for the hotel
1. Declining Customer Satisfaction: The most vexing problem evident that has been raised in each and every part is the drop in customer satisfaction index. Statistics provided in the last report from TripAdvisor confirms that the guest relations manager's performance ratings have lowered from 4.8 to 4.3 within a year, mostly based on the customers’ feedback on the services received and cleanliness of the establishments (Tripadvisor, 2024). Patrons have complained of receiving poor service with request responses that are outrageously slow, or the other way, clear staff abuse of the guests. There is a negative impact when most of the travellers and tourists visit the website of the hotel looking forward to booking a room and read many reviews rather than one from Tripadvisor.
2. Service Consistency: Service inconsistency has been found to be a problem that is worthy of attention. In a survey carried out by the hotel management, 65% of the respondents considered inconsistency of service as the worst aspect of the hotel. The high staff turnover rate at the hotel that stands at 30% a year adds more to this problem, as new staff might not have gone through enough training on the hotel’s service. Furthermore, responses obtained from exit interviews also show that people appear stressed out during rush hours, especially during peak seasons, and this does not help improve the quality of service. This will lead to dissatisfaction among guests as they are unable to render service as expected and affects the hotel’s pursuit of quality.
3. Room Maintenance: Room maintenance is another critical area which requires focus. A number of guests point out concerns about old furniture, the inoperative air condition, and cleanliness which is below their expectations. It was also revealed through a recent internal audit that almost every fourth room, which is 25%, would pass for emergency maintenance. Such carelessness can be quite damaging to the guest because luxury travellers are not just on a holiday, and they expect great logistics and great hygienic conditions. In a more recent study by Padma and Ahn (2020), luxury hotel guests stated that rooms and their maintenance were crucial determinants on the guests overall satisfaction from the big data collected from TripAdvisor.
4. Effects on Reputation, Revenue: Customers show a great amount of dissatisfaction because of the collapse of service, and such phenomena lead to damages of income as well as damages for the positive reputation of The Hilton Chicago. In such a cutthroat environment as the one with hotels, negative feedback can keep potential guests away thus making the rate of occupancy lessen. Hilton Chicago, after being at the apex of the luxury segment, will be quite at a disadvantage if these problems are not rectified.

PESTLE
	Factors
	Influences

	Political
	Government Policies: Policies and initiatives adopted by the local government of Chicago encourage hotel development and travel and in turn help the tourism in the city. Labour laws, environmental regulations, and safety standards are all part of what are regulatory frameworks, and these regulatory frameworks all influence the hospitality industry's operations.
Taxation: In Chicago, room rates are affected by high taxes on hotel stays (city, state, and federal taxes) that have an impact on the overall attractiveness of the city as a tourist and business traveller's destination (Sharma et al., 2022).
Political Stability: The hospitality industry has a relatively secure environment with which to grow and survive in the U.S., and particularly, Chicago.

	Economic
	Tourism Economy: Chicago is a major tourist city hosting millions of visitors a year for such events, business and leisure. Business travel is also supported by the city's diverse economy, including those in sectors such as finance, tech, and healthcare (Hahn, 2022).
Economic Cycles: Disposable income is reduced in the case of recessions or economic downturns, as the economic downturns affect the amount of leisure travel and the reduced numbers of hotel occupancy rates.
Inflation and Currency: When inflation rates are high, operations (e.g. food, labour) become expensive, and therefore reduce profitability. Furthermore exchange rates can fluctuate and cause international tourism to wax and wane.

	Social
	Changing Customer Preferences: Demand is increasing for unique, boutique style accommodation and for sustainability focused services. Influencing consumer choices is also very crucial, and social media also plays the major role.
Demographics: Having so many different demographics in Chicago a single day, from business professionals attending a conference to families on vacation, changes the kinds of hospitality services that succeed (Walker, 2022).

	Technological
	Digitalization: With the advent of online booking platforms, mobile apps and digital marketing ( including social media, SEO ) the hotel industry has changed the manner in which hotels interact and reach customers.
Smart Technology: For example, hotels in Chicago are adding contactless check in, mobile room keys and personal guest experience using data analytics (Bharwani and Mathews, 2021).
Cybersecurity: As the online exchange of more personal and financial information takes off, more and more the hospitality industry will have to work on data protection and cybersecurity.

	Legal
	Health and Safety Regulations: Current health mandates requiring sanitation and social distancing in public spaces are the result of COVID 19.
Labour Laws: Local labour laws, including minimum wage rules, working hours and employee rights, must be complied with by the hospitality industry. Chicago’s wage laws and worker protection provisions may affect operating costs (Clemens, 2021).

	Environmental
	Sustainability: Growing awareness of environmental issues has generated eco-friendly practices of the Chicago hospitality industry like energy efficient buildings, waste reduction programs and water conservation.
Green Certifications: California’s certification LEED, for example, is sought by a lot of Chicago’s hotels, to show their dedication to environmental sustainability, which can be what some eco-conscious travellers want (Pushkar, 2021).



SWOT
	Strengths
	Weaknesses

	· Brand Heritage: The Hilton Chicago has been in existence for over a century, which is considered a landmark, internationally known for its luxury and elegance, serving all types of customers – from international tourists to influential guests.
· Prime Location: Hilton Chicago, located along Michigan Avenue, is proximate to many of Chicago’s most recognisable landmarks, such as Millennium Park, the Art Institute of Chicago, and the Field Museum, and to Grant Park. Because this serves as its central location, guests can walk freely and explore Chicago’s cultural and recreational highlights.
· Exceptional Facilities: It is well worth mentioning that this hotel also possesses extravagant features such as exquisite restaurants, famous afternoon tea and a variety of banquet halls, which are basically elevating every guest’s experience.
· Loyal Customer Base: A thrived loyal clientele efficiently returns for high quality service and unforgettable impressions by means of mouth marketing and repeated purchasing bônus.
	· Service Inconsistency: In relation to the services offered to visitors, they pointed out most sleeper lounges as subpar because of inconsistent staff, which resulted from higher employee turnover, consequently leads to worse service.
· Room Maintenance Issues: Guests complained that some rooms were quite what they were used to, that is more or less a step away from the ideal sanitary conditions. This is an issue that needs to be fixed quickly in order to avoid customer dissatisfaction.
· High Operating Costs: This business more so operated in the luxury segment comes along with certain drawbacks regarding the costs of employees and services provided that the inflation increased operational cost.
· Limited Technological Integration: The hotel has been slow to embrace the modern world and its advancements like the mobile check in technology and the smart room features which are now becoming core to every traveller.

	Opportunities
	Threats

	· Expanding Market for Luxury Travel: There's also a growing opportunity in this market for offering and enhancing products and marketing as the luxury travel segment is growing because of the rich clientele who wants to travel.
· Stress on Sustainability: This further states that people are becoming more conscious of environmental issues hence this can be an opportunity to improve sustainability measures and draw in Green travellers.
· Utilisation of New Technologies: Integrating new technologies can also improve service provision and enhance a guest’s experience and keep Hilton competitive and attentive to the needs of the guests.
	· Rivalry Among Competitors: The London luxury hotel sector is crowded with international hotel chains and new entrants vying for share and the Hilton hotels face competition from players bringing new ideas and strategies.
· Legal and Regulatory Changes: Regulation changes related to the hospitality sector – health, safety or similar – and other matters tend to make business operations more difficult and compliance costs greater.



TOWS
	TOWS Category
	Strategies

	Strengths - Opportunities (SO)
	· Use the Brand Heritage Against the Demand for Luxury Travelling: Make use of The Hiltons prestige and location to offer unique travel experiences to wealthy customers high on luxurious hotels.
· Improve Sustainability Practices: Market to the hotel’s regular guests green initiatives and give the impression of tic tac high-end quality hospitality that is sustainably responsible for attracting guests who care about the earth.
· Utilise Technological Innovations: Add new forms of service provision to the previous one, namely by using updated technology in guest relations (smart rooms, digital check-in) since the tourists of today are equipped with modern technological devices.

	Strengths - Threats (ST)
	· Differentiate Through Exceptional Facilities: Place the uniqueness of the hotel’s restaurants and event rooms into marketing activities in order to compensate for strong competition on the luxury market.
· Mitigate Economic Uncertainty: Take advantage of Hilton brand’s upper-class image to develop some high-end packages or loyalty programs with affordable rates in order to maintain average occupancy rate in any economic conditions.
· Strengthen Market Position with Strategic Partnerships: Create unique combinations with local partners and high-end brands in order to offer products that are different and superior to those offered by other players in the market.

	Weaknesses - Opportunities (WO)
	· Enhance the Hitherto Lack of Service Consistency: Put funds into the staff training and development program that is concentrated on quality service and increases satisfaction of the guests turning around the weaknesses into an opportunity.
· Moving Towards the Improvement of Room Maintenance and Facilities: Take advantage of the booming luxury market and encourage the upgrading of the old rooms and facilities with new ones.
· The Application of Green Technologies: Propose green energy options that address some of the operational shortcomings which enable cost savings in the long run and attract green millennial tourists.

	Weaknesses - Threats (WT)
	· Employ Appropriate Cost Control: High operating costs should be addressed by conducting a review regarding expenses, and by identifying the areas in which savings can be attained without hurting service quality.
· Beleaguered Effectively Because Consumer Preferences Keep Fetching: Further engagement from the guests can be achieved with the help of onsite analysis and feedback, in order to make sure that Hilton adapts to a market where changes are constant.




[bookmark: _heading=h.1fob9te]Recommendations and Change Management
1. Strengthen Staff Training and Development Program Practices
Recommendation: Focus on the planning and deployment of cohesive training and development initiatives honouring the customer’s service and experience, the on-boarding process, and managing customer conflicts (Hussein et al., 2023).
Implementation: All customer-facing and supporting positions should be taken through a compulsory customer support and operational efficiency training program at the time of recruitment and induction (Kamran, 2020). This type of training, however, should not be a one-off activity but must be continuous with assessments undertaken to evaluate the effectiveness of the training in overcoming barriers to efficient service delivery. Such a system allows the new staff members to be paired with experienced employees, where the latter help the former adjust and learn the ropes in the organisation.
Change Management: In order to counter the latent opposition from staff, it is necessary to adopt a participative strategy. All employees should be engaged in both the course design and the course content topics to shape ideas to be able to know what course possesses value to them and what decisions will be taken into account.
2. Upgrade Room Facilities and Technological Integration
Recommendation: The hotel should modify the interior designs of the guest rooms and include smart gadgets to improve their experiences.
Implementation: The renovation of the guest rooms will be done in stages, through upgrading the furniture and accessories of the guest rooms, and installing smart room technology such as smart lighting, air conditioning systems with thermostat control and introduction of mobile check in systems. Careful scheduling will be undertaken to ensure there are no disturbances of the hotel guests’ activities and occupations during peak seasons (Zhang et al., 2020).
Change Management: Dealing with these revision works needs good organisation. Management plan how guests and hotel staff will be briefed about impending renovations. In advance notifying guests about the new room arrangements and offering them cheaper rooms while relocating can help ease the transition. It is necessary for the state and the hotel employees to learn and work with modern technological equipment in order to assist the guests adequately and avoid the disruption of services (Roy and Pagaldiviti, 2023).
3. Carry out the Sustainability Programs
Recommendation: Hilton Hotels should improve the sustainability of the company in order to appeal to more of the eco-friendly guests and also cut down on the costs of operation.
Implementation: Initiate measures that reduce the consumption of resources, for instance, through the installation of energy-efficient lighting, water-retaining fixtures, and reduction of drought. Getting eco-friendly products from the local suppliers and giving the guests the choice to practise sustainability, for example, towel reuse will help reduce the impact of the hotel on the environmen.
Change Management: In order to build commitment to corporate social responsibility, staff should not be passive spectators but active participants in these activities through training and raising consciousness. Each employee of the organisation has to be encouraged to adopt such changes by advancing clear guidelines for sustainability within the organisation and appropriate goals that are realistic.
4. Cost Optimisation and Financial Efficiency
Recommendation: There is a need to establish new strategic investments on cost optimization in the management of excessive service operations without diluting the service paradigm.
Implementation: A comprehensive review of all the financial functions of the hotel needs to be done for the purposes of determining any possibilities of cost cutting. This could involve bargaining and signing better contracts with service providers, energy-saving operational standards, and better management and movement of staff levels in relation to occupancy (Abdou et al., 2020).
Change Management: When proposing cost-cutting steps, explaining the reasons behind such measures is very important in persuading staff. It helps if employees are informed about the issues, hardships anticipated and their possible focuses, as such may make them feel appreciated and as part of the solution.
5. Strategic Marketing and Customer Engagement
Recommendation: A sound and well-defined marketing approach should be devised to maximise the visibility of the unique selling points that Hilton has, such as its history, location, cuisine and others.
Implementation: Market the hotel to wider audiences through the use of digital marketing strategies in the form of social media, email targeting website traffic, and SEO. The reputation of the hotel may be enhanced by organising high-status events and collaborating with elite brands.
Change Management: It is important to incorporate the marketing department in the process of formulating this strategy in order to improve its implementation. Monitoring should be continuous to the extent of protecting the endorsed marketing strategy from the current troubles. 
6. Adaptation to Changing Consumer Preferences
Recommendation: The luxury travel segment needs to respond more favourably by personalising guest experiences.
Implementation: Understanding customer preferences – this can be achieved using data analytics. Guests can be offered room configurations based on their preferences, special meals, secrecy packages, etc. Building a meaningful relationship with customers will support these efforts by removing the lack of directing capabilities (Nayal et al., 2022).
Change Management: In order to effectuate this transformation towards personalisation of service delivery to guests, the hotel’s personnel should be trained on how to interpret data and employ CRM systems (Sofi et al., 2024). Enabling the staff to understand what guests would want will ensure that they offer customised experiences, thereby boosting customer satisfaction and retention.

[bookmark: _heading=h.3znysh7]Change Management Strategies
Communication Plan: It is also important to develop and implement a comprehensive and structured communication plan. All important stakeholders, be they staff members, their superiors, or even guests, when there is a major change, regular updates on the nature of that change, the timing and the benefits to be gained out of it, should always be communicated (Errida and Lotfi, 2021). With exposure then the degree of the unknown is reduced and there is a level of inclusion built among the people.
Leadership and Sponsorship: The change process requires strong sponsorship. Management should be exemplary, leading the changes that are to be implemented and addressing any factors that might hinder the changes. Some members of the team can be appointed as change champions to assist their colleagues in adhering to the changes that have been brought (Freire and Gonçalves, 2021)
Training and Support: There is a need for expanding the number of supervisors through a structured organisation of extensive training sessions on any new systems, processes, or practices that need to be adopted by the staff (Ali and Anwar, 2021). There is likely to be anxiety accompanied by new roles, and so coaching and mentoring are useful to assist with the adjustments and instil confidence.
Employee Engagement and Feedback: It is important to seek the views of employees for any change through change management feedback sessions as this will assist in addressing issues beforehand. Employees bear the company’s opinions and as a result, are willing to extend their hands towards problem-solving by making proposals (Ali and Anwar, 2021).
Recognition and Incentives: Change puts pressure on employees to do things more effectively and therefore employees who assist in ensuring that the change is performed effortlessly must be appreciated. Change should be accompanied by incentives like bonuses, awards or opportunities to further their careers which will seek to promote desirable behaviour and culture of useful change (Dhoundiyal and Mathur, 2022).
Monitoring and Evaluation: Follow-up is a necessity in the course of practice to check the effectiveness of the said approaches. It is likely for any organisation to experience normal and non-normal transformations in the course of the evaluation procedures and therefore proper measures should be put in place.

[bookmark: _heading=h.2et92p0]Ways will be used to evaluate the efficiency and efficacy of the stated plans
A performance measurement framework that will be used to measure the success of the plans for Hilton Chicago strategies will be established. Key Performance Indicators (KPIs) will be set out and regularly updated to validate progress in these various areas. To track service quality improvements, satisfaction scores, TripAdvisor reviews and other sources of high ratings feedback will be examined with the goal of increasing positive assessments. Room occupancy rates and Average Revenue Per Room (RevPAR) will be adopted as additional metrics to gauge financial performance and operational efficiencies (Remy et al., 2023).
How well employees have taken their roles will be determined through routine feedback on job satisfaction and new training programmes including feedback mechanisms. For measuring the success of sustainability programs, the volume of energy consumed, reduction of waste, and amount of eco-friendly products bought will be included in the analysis. The business success of Marketing programs will be monitored using viruses including website visitors, viral publicity maximisation, and online conversion ratios maximisation.
These KPIS will be monitored continuously and the strategies reviewed quarterly so as to evaluate these KPIs, and if required, strategic alterations will be implemented. This organised process will enhance confidence that the recommendations will be implemented and beneficial as it goes in line with the vision of  Hilton Chicago in improving customer experience, reducing costs, and enhancing competitive advantage in the market.

[bookmark: _heading=h.tyjcwt]Possible Gains
Improved Guest Experience
One of the most important advantages that will arise from the implementation of the recommended strategies is the improvement of the performance of the overall guest experience at the hotel. Employees will be able to provide excellent service as a result of getting better implemented and advanced staff development programs (Padma and Ahn, 2020). The improved service is anticipated to increase the level of guests’ satisfaction as the level of staff’s knowledge, attentiveness, and responsiveness to the guests’ needs gets better. Higher guest satisfaction in turn increases guest loyalty and repeat visits and these are of importance in the steady flow of revenue into the company.
Increased Occupancy and Revenue
The planned marketing strategies, with a specific emphasis on the digital space and one-to-one customer interaction, should increase the competitive position of Hilton in the luxury hotels market. This is critical because ecommerce and social networks make it possible for the hotel choice to reach potential clients and hence bring up the occupancy rates any time during the year (Matsuoka, 2022). Also, effective management in booking catalyses increased revenue. In addition, the active promotion of sustainability measures is also likely to appeal to travellers, something that will additionally enhance the hotel’s appeal.
Cost Optimisation and Efficiency
Actual operational savings can be achieved through the introduction of cost efficient practices within an organisation. By coming up with efficient systems and using less harmful machines,  Hilton Chicago can incur lower overhead costs related to utilities, repairs, and maintenance. These funding sources can either be ploughed back into the business operations of the hotel or reinvested in improving the guests’ experiences, thus creating a cycle that promotes positive financial outcomes (Zhang et al., 2020). New recruits in training and enhanced development programmes can lead to greater employee engagement that increases the productivity of the employees and decreases the employee turnover ratio. A less fragmented workforce would result in lower recruitment and induction costs hence better recruitment resource allocation.
Strengthened Market Position
 Hilton Chicago should consider strengthening the brand constructing fundamentals within a strategic tilt towards new functional leadership and value added luxury niches. Service delivery improvement and the basic need for any enhancement of green practices in a hotel will give the hotel a competitive rate in the current market. Having a strong brand will not only help the organisation to attract additional clients, but it shall also assist in the positive recommendations of guests about the hotel and exquisite online reviews (Tsiotsou, 2022).
Long-term Growth and Profitability
Ultimately, the mix of the enhanced guest experience, higher room occupancy, cost saving and a stronger market position will translate into growth and profitability over the long term for  Hilton Chicago (Morrison, 2022). By taking effective measures and adopting the strategies that are popular in the hotel performance in the current situation, the hotel will always keep on doing well, meet the market demand, and uphold the reputation of being one of the best civilizations within the luxury hospitality industry.

[bookmark: _heading=h.3dy6vkm]Financial Requirements
The recommended strategies at  Hilton Chicago have several associated costs that its management must take into consideration. For instance, for staff training and development packages, this will cost a rough estimate of $150,000 annually inclusive of slimming and external trainers. This investment is very critical in promoting service plus employment exposure to the workers.
Further capital outlay would include upgrading the existing room facilities or incorporating emerging smart technology including key less entry and smart lighting systems that would cost about $1 million. This includes technology buying and installation costs, as well as recurring costs such as maintenance.
Furthermore, marketing activities seeking to improve the visibility of the brand may extend to a budget of $200,000  targeting on-line advertisements, social media adverts, or promotional partnerships that are essential to acquiring new visitors and also retaining the current ones.
Green building efforts of installation of energy-efficient systems and the provision of green building features are expected to be funded to the tune of $300,000. Nevertheless, these funds are meant to be used for the long-term economic benefits to the investors in paying fewer utility expenses and the marketability of the hotel to environmentally friendly customers.
On the whole, the whole projected up-front investment cost for these implementations should not go beyond £1.65 million. With respect to Hilton Chicago which earns huge income on a yearly basis, this amount is worth investing as it is expected to bring significant returns in terms of higher guest satisfaction leading to higher occupancy levels.
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	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent service quality
	Implement comprehensive staff training programmes focusing on service excellence, soft skills, and brand values.
	Enhanced staff performance and improved guest satisfaction, resulting in a higher percentage of positive reviews and repeat customers.
	6 months
	Mar-25
	$150,000

	2
	Outdated room facilities
	Upgrade all guest rooms with smart technology, such as keyless entry, smart thermostats, and high-quality amenities.
	Increased guest comfort and appeal, leading to higher occupancy rates and improved competitive positioning in the luxury market.
	9 months
	Jun-25
	$1,000,000

	3
	Low brand visibility and marketing reach
	Launch targeted digital marketing campaigns, including social media promotions, influencer partnerships, and SEO optimization.
	Increased online presence and booking conversions, driving a rise in both direct bookings and brand awareness among potential guests.
	3 months
	Dec-24
	$200,000

	4
	Lack of sustainable practices
	Introduce sustainability initiatives, such as installing energy-efficient systems and offering eco-friendly amenities to guests.
	Reduced operational costs through energy savings, improved brand reputation, and attraction of environmentally conscious travellers.
	12 months
	Sep-25
	$300,000

	5
	Employee disengagement and high turnover
	Develop an employee engagement programme, including regular feedback sessions, incentives for performance, and career development opportunities.
	Improved staff morale, engagement, and retention, leading to a more stable workforce and enhanced guest interactions.
	6 months
	Mar-25
	$50,000

	6
	Inefficient operational processes
	Streamline operations by adopting technology solutions, such as property management systems and mobile applications for staff efficiency.
	Increased operational efficiency, reduced costs, and improved service delivery times, ultimately enhancing the guest experience.
	4 months
	Feb-25
	$100,000
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In this particular consultancy report, a wide range of problems each related to The Hilton Chicago, the ridiculously swanky hotel that combines the most lavish accommodations with impeccable services has been analysed. Such problems as varying and often poor quality of service, room facilities being too old, low brand awareness, lack of CSR, lack of employees’ efforts and poor processes within the hotel operations represent a challenge to the hotel in the short run and to its revenues in the long term.
The report has shed light on the possible directions in which certain steps should be taken in order to improve the quality of service provided to clients and their satisfaction, which will, naturally, lead to increased numbers of positive client reviews and repeat reservations. The rooms will be equipped with up-to-date facilities that would enhance the guests’ overall experience and also elevate the development prospects of Hilton among its competitors. In addition, however, well-served digital marketing plans would also create a strategy to enhance the presence of the hotel on the web.
Additionally, the undertaking of such sustainability measures will not simply lead to lower operational costs for the hotel but rather situate the hotel well in the emerging pattern of consumer behaviour towards responsible consumption hence wooing a new phase of environmentally friendly visitors. Hilton here has an opportunity for an improvement in employee engagement to the effect that the organisation will maintain a healthy working environment hence lower employee turnover and better service delivery to the guests improving their overall experience.
It is anticipated that the use of technology based operational solutions will assist in balance and streamlining that will enable the employees to meet customer needs efficiently when it comes to program delivery. This holistic response in dealing with the above mentioned problems makes the objectives all the more achievable for Hilton Chicago and its competitiveness in the market further elevated.
The consultancy team remains focused on supporting and assisting Hilton Chicago with the implementation of the strategies specified in this document and hopes to win further opportunities for collaboration in the future. To reiterate, it has been suggested that the feasibility problems must be addressed for Hilton Chicago to continue being the luxury and hospitality icon, which both business and leisure clients would look for in this destination. The team will monitor and assess the implementation of launched actions and the report proposed solutions for Hilton Chicago’s long-term welfare and ‘social status.’
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