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The Hilton Hotel is famous in London and is a five-star hotel. Hilton is a group of hotel businesses that diversified its business worldwide. The Hilton hotel at Kensington has various tourist attractions around the place where it is situated, making it attractive to visit. Despite covid 19 hitting hard, the hotel still performed well during the pandemic years.   On travel agency websites like booking.com or Expedia, the hotel scores 8.2 and 7.6 on a scale of 10 (Chang et al., 2019). However, the hotel has various issues, which will explore later in this report.
Inspire Consultancy Service has been appointed to conduct thorough research on the hotel to find the issues and explore the solutions to mitigate them. To gain an overview of the external environment of the hotel, PESTEL analysis had used in that report. The external analysis shows that Brexit and the pandemic caused changes in the hospitality industry (Gregoric, 2018). Various changes like immigration policy and safety protocols are strictly followed by the government, which is an influential external factor for businesses. Besides, many people became unemployed during the pandemic; therefore, Hilton also had to lay off 22% employees (Chen et al., 2020). The Hilton Hotel at Kensington needs to hire skilful employees and motivate them to increase work efficiency, which can help the business achieve its organisational objectives (Lin, 2016). Employee satisfaction is related to consumer satisfaction because changes in employee satisfaction also bring changes to consumer satisfaction (Rahman, 2021). Maintaining up with guest habits and industry developments is crucial if businesses want to provide the best possible experience to customers. The ability to deliver quick, professional and high-quality service to guests is no longer a luxury but a need for enterprises. Offering exceptional service to customers will strengthen loyalty to the business. In addition, delighted visitors will promote the hotel to others and increase repeat business. As a result, a business's customer service is crucial to its growth plan since it may boost its reputation and set it apart from rivals.
For internal evaluation of the business swot analysis has been conducted, which has given insight into strengthening weaknesses. While conducting the SWOT analysis, it was found that the hotel has the infrastructure and service problems. The hotel needed help with fittings and room layout. Besides, service-related problems like cleaning, processing, and serving food had issues.
Based on the priority, the problems that the hotel is facing are ranked. The strategic management tool SOSTAC has been applied to outline the problems. Below, the problems have been ranked based on their priority,
· Fixing the appliances and equipment
· Fixing the room and bathroom fittings
· Changing the room layout where necessary
· Interacting with employees in order to identify they are motivational factors
· Hiring experienced chiefs and employees
· Ensuring diversified menu and food availability
· Increasing the capacity of the hotel restaurant
Based on the consumer reviews and audit, the above problem-fixing list has been ranked. Besides, discussions with the employees also help explore the hotel's previous problems (Teoli et al., 2019). Employee enthusiasm also is an issue that has been raised because laying employees that had been impacted the psychology of the employees (Lin, 2016). The current chef of the hotel is very competent. However, many hotel customers required vegetarian items, which needed the current chef, and that identified the hotel required to hire a new chef skilled in preparing vegan dishes. By this, the hotel can include a wide range of vegan dishes in its menu to satisfy customer needs. A new chef with an updated menu will also enhance the service's swiftness, including a wide range of food items. 
The pool and spa area's cleanliness is another concern for the hotel management, and therefore change in the cleaning management is required. The hotel can employ employees assigning the particular job to the Employees on a routine basis to ensure the cleanliness of the area. Housekeeping and room service management also need to be restructured.
An action plan has been prepared by exploring and identifying the issues alongside the solution to the problem. The needed time frame and cost have been illustrated below in a table:
	No.
	Problem
	Solution
	Date of
Completion n
	Est. Budget

	01
	Bathroom fittings and fixtures have been cracked. 
	The room identification for fixes and repairments and providing tools accordingly.  
	10/04/2023
	£20,000

	02
	Utilities that have been broken
	Identification of broken USB cables and landline phones. 
	 10/3/2023
	£30,000

	03
	Light systems that are inadequate.
	Arranging new lighting systems containing both dim lights and bright lights. 
	 10/3/2023
	£10,000

	04
.
	Properly planning room layout
	Arranging the room more conveniently for the customers. 
	 10/05/2023
	£300,000

	05
	Menu
	Including vegan and vegetarian options on the menu. The costs will depend on recruiting new chefs and purchasing new materials. 
	10/04/2023
	£30,000

	06
.
	Bar set-up
	The bar will be set up with 20 stools. 
	10/03/2023
	£16,000

	07
.
	Lack of employees for the cleaning services. 
	Recruiting, onboarding and developing new
Employees
	10/04/2023
	£60,000

	08
.
	Employees need to be more engaged. 
	Increasing the activities that encourage employee participation and engagement. 
	First event within 10/03/2023
	£40,000


An action plan for three months has been illustrated above. The main motive for providing the action plan is appropriate to fix the issues.


[bookmark: _Toc127322170]Introduction
Hilton Hotel at Kensington is located at Holland Park Avenue, Kensington, London. Various tourist attractions are situated near the hotel, making it an attractive place for tourists. Such as Holland Park, Ladbroke square garden and Avondale Park are available near the hotel (hilton.com, 2020). Hilton Kensington is well known for good customer service, food pricing and placement of hotels. Despite having good aspects, many consumers are disappointed with the hotel's service (Watson et al., 2017). Despite going through the pandemic, hotel Hilton recovered but still has issues regarding customer service and Management (Huckestein and Duboff, 2021). This report describes the problems that are building up in the hotel and provides solutions to the current and existing problems.
To find the problems, Inspire Consultancy Services has been appointed. Consulting firms help enterprises strengthen their efficiency in a particular area by offering advice and recommendations (Buttrick, 2009). For identifying the problems within the hotel, external analysis is conducted with the PESTEL framework, and internal analysis is conducted with the SWOT framework. So, based on those two types of analysis, a Holistic overview of the problems the hotel faces will be demonstrated in that report. Besides that, the prospects of future opportunities and solutions to the problems can also be found by exploring those issues. In order to rank the issues based on their priority, a situational analysis tool known as the SOSTAC model has also been used in that report. The business can know which problem must be solved or mitigated first. So with the models and frameworks, the problems or issues the hotel faces will be illustrated in that report alongside providing an action plan so that the hotel can mitigate the issues properly and timely. By this, the hotel can create a loyal customer base, return their customer, and get positive feedback on the review sites or booking sites.
[bookmark: _Toc127322171]Scope and analysis
[bookmark: _Toc127322172]Hotel background
According to TripAdvisor, the Hilton Hotel at Kensington is one of the top five-star hotels in London. A few minute's walkways, holland park and Ladbroke Square Garden are situated (Bohdanowicz and Martinac, 2017). All the essential and tourist places of that area are situated within a few minutes walk away, which makes the placement of that hotel suitable and attractive for visitors or guests.
Amenities
This five-star hotel provides all the necessary and exceptional amenities to the guest, such as all-time front desk service, car parking and convenience stores (Maxwell and Watson, 2017). Besides that, the hotel provides free Wi-Fi, indoor posts, massage rooms, and a ballroom for guest service (Bohdanowicz et al., 2016). Customers can also enjoy lunch, dinner and breakfast in their indoor restaurant and order food in their room served by the home service of the hotel.
Room features.
Including cosy rooms, the Hilton Hotel at Kensington has about 150 rooms containing air conditioners, TV and other accessories (Dzhandzhugazova et al., 2022). For the security of the guest's laptops, the hotel provides safe laptops in every room, and refrigerators are also available. The washrooms contain modern toilets and features that guests might need (Bader, 2015). However, as many guests praise the room services and features, many are unsatisfied with those and provide negative feedback about the cleanliness and bathroom fittings (Lin, 2016). As per feedback from the guests, this hotel is situated in an excellent site; from there, anyone can get to shopping malls and tourist places within walking distance. Besides that, they also have given feedback that the rooms are spacious and the neighbouring greenery can be enjoyed from the hotel room's balcony. The hotel also provides presidential suits for exclusive guests and provides room service 24/7 (Dardeer et al., 2017).
Covid-19 Measures
The Coronavirus pandemic has spread widely. The service-based sectors needed to take precautions so that the virus does not spread (Williams, 2019). For this, Hotel Hilton offer is taken the necessary steps, and those measures are given below:
Improved cleanliness:
· Every guest needed to use sanitisers
· With disinfectant, the hotel rooms are cleaned timely
· Bedsheets and towels are washed at high temperature
Social distancing and precautions:
· Check-in and check-outs are contactless.
· Contactless transactions were introduced by using various digital payment methods.
· Disinfectants and hand sanitisers (Chang et al., 2019)
· Room services are contactless
However, focusing on the safety measures, the hotel has fallen behind in providing some services such as,
· Room services became slower.
· Spa and pool cleanliness could not be done promptly
· The cost of the food matches the quality of the food
· Street noises and others
As the changes are happening rapidly, the external environmental change, which denotes the industry and other factors of the country, needs to be adequately analysed. In that case, PESTEL analysis is a valuable tool.
[bookmark: _Toc127322173]PESTEL analysis
For analysation of the macro environment factors or elements, Western analysis is a widely used framework hair below is the Pastel analysis of Hilton is conducted:
[image: What is A PESTEL Analysis with Examples | EdrawMax Online]
[bookmark: _Toc127303329]Figure 1:PESTEL analysis
Source: (Rahman, 2021)
	Political environment: 
· Increased tax on tourism
· Reduced tourist activities because of lockdown and social distancing rules as per governments
· Changes in the rules for travelling due to Brexit
Economic environment:
· Volatility in GDP growth rate (Gehrels and Blanar, 2022).
· Depreciation of the value of GBP or pound against the US dollar
· Less European tourist visits
· Raising inflation rate due to issues like covid-19 pandemic (Griffy-Brown et al., 2018).
· The increasing cost of living
Social environment:
· The lifestyles of consumers changed drastically
· Rising tariff cost occurred fewer travellers to London than before
· Fear of getting infected by coronavirus due to physical interactions
Technological environment:
· The digital booking and payment methods eased and mitigated various problems
· By third-party booking sites, customer service can be ensured
· The usage of the hotel's app ensures customer service
Environmental factors:
· Comprehensive Promotion of sustainability (Lin, 2016).
· Less use of non-renewable energy
· Recycling the elements
Legal environment:
· Changes in Immigration rules and policies created shortages of staff.
· Shortage in Hospitality staff
· Changes in health safety protocols because of pandemic


[bookmark: _Toc127322198]Table 1: PESTEL Analysis
Source: (Self-Made)
Because of various ongoing issues such as Russia Ukraine war, the coronavirus pandemic and the Brexit decision and implementation of the UK have caused sufferings for the hospitality industry of the UK as those issues made changes in the social and economic environment (Sun et al., 2022). Closures of the businesses, alongside frequent lockdowns and job uncertainty, caused the employees related to the Hospitality management to leave or change their jobs. Hilton Kensington also had to face the issues raised because of the political changes, as international visits to London reduced by about 88% in 2021 compared to 2019 (Wanhill, 2020). The safety measures and lockdown rules poorly affected the business of Hilton as it had to remain closed because of those issues.
The frequently raised job uncertainty shoes are for making it a tight space for the employees of the Hospitality Management industry. Hilton Hotel at Kensington also had to lay off some employees because the business struggled to survive its business model. Therefore, they had to lay off some of their employees forcibly.
Another alarm in concern is the inflation rate of the UK as the country is facing a 40-year high inflation record affecting the citizens of that country as the cost of living raised much higher (McCormick, 2020). Spending levels became lower because food, energy and fuel costs have been raised. From that perspective, the hotel also faces issues in meeting those spending.
Today most business works such as marketing management and those related activities are efficiently conducted with the help of modern technology. 
Hilton Hotel at Kensington is the same. They also use modern technology to increase work efficiency and management (Mekhruza et al., 2022). The hotel has affiliations with booking.com, expedia.com and traveladvisor.com or similar booking websites (Miller, 2021). Besides that, the hotel has its mobile app on which customers can directly contact the hotel's customer service for booking or acquiring information. The hotel has a good reputation for customer service as it gives the best Accommodation services during peak Times. 
[bookmark: _Toc127322174]SWOT analysis
With the help of SWOT analysis, the hotel can find out what it is lacking and, based on the findings, can conduct or take necessary steps for improvements. The SWOT stands for Strength, weakness, opportunities and threats. Here below, the SWOT analysis is provided:
	Strengths
· Promising location
· Verified Review Websites
· Massive rooms in Proportion to their Size 
· Usage of the technologies 
	Weakness
· Costliness of the restaurant and room services
· Poor fittings and furniture 
· Complain about the cleanliness of the restaurant 
· Lack of skills in management and employees 

	Opportunities
· Attract many customers shortly 
· Outstanding and diversified food menu and interior design of the food menu
	Threats
· Inflation rate
· Various types of government policies 


[bookmark: _Toc127322199]Table 2:SWOT analysis
Source: (self-Made)
Strengths:  One of the primary advantages of the Hilton Hotel at Kensington is its location, which puts various points of interest and metro stations within walking distance of the establishment (Bohdanowicz, 2016). It has been stated that a good number of hotel visitors are pleased with the breakfast service, which can be verified on review websites (Applegate et al., 2018). In addition, the hotel has massive rooms in proportion to their size. Additionally, utilising technological tools such as mobile applications can give the company a potential advantage over its competitors. (Alford and Clarke, 2019).
Weakness: The costliness of the restaurant and room prices of the hotel created a negative impression on many customers as per the customer reviews, which can be found on different booking sites (Sensier et al., 2022). Besides that, the fittings and furniture could be better according to some customers. Many customers also complain about the cleanliness of the hotel rooms, pool, or Spa area because the lack of efficiency in management and employee skills caused those issues.
Opportunities:  As the restaurant is situated in a prime location for this reason this can attract many customers in the future also. Besides that, the hotel should conduct marketing about their outstanding breakfast service alongside their hotel rooms with modern interior designs.
Threats: The increasing inflation rate, various changes in government policy and a shortage of workers have increased the cost of managing hotels (Yu and Huimin, 2020). Therefore, the hotels have to increase their pricing also. These small Cottage style hotels and Airbnb will give tight competition to the Hilton Hotel.
[bookmark: _Toc127322175]Main body
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Despite good safety and cleanliness, the hotel has faced bad customer reviews because of food prices, washroom fittings, Etc. According to some guests, the rooms need refurnished and recoloured (Atkinson and Brander, 2019). Some guests also disliked the pool and spa area as refurbishments and proper cleanliness maintenance is required for those areas (Bohdanowicz, 2017). 
The above issues can be divided into two sections one is internal, and another one is external. The staff behaviours and the related issues fall under the internal issues, and the infrastructural issues fall under the external issues category. Those issues have been described below:
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The infrastructural issues are given below:
· The layout of rooms: The seating arrangements in the room need to be in the correct order. For instance, the television set in some rooms is positioned at an acute angle, which makes it difficult to view the television while lying down (Chen et al., 2020).
· Fittings: Cracks have appeared on the surfaces of the fittings in the bathroom, and some of them are no longer in working order. One of the broken shower heads can be found in one of the restrooms. This is just one example. As a result, the management of the hotel needs to conduct an inspection of each of the rooms and either fix or replace the fixtures or fittings that are present (McCormick, 2020).
· Complementary service or products: Given that it is a five-star Hotel, the hotel ought to provide complimentary products such as earbuds and dental floss; however, the Hilton Hotel at Kensington only provides these products if a guest specifically requests them to do so.
· Cracked utilities: The rooms have a variety of broken utility and electrical ports and switches, which can be an annoyance to the guests staying there.
· Lighting issues: In-room lighting issues are available because of damaged lights. Therefore, guests had to face problems due to this issue, and many had negative impressions of the hotel.
Steps to be Taken
Room Layout
A hotel's layout of rooms is just as important as the hotel location (Wood, 2018), and Hilton Kensington Hotel should remember it. This hotel has 50 rooms containing TVs in the wrong place and order. In some other rooms, it is noticed that the positioning of chairs and table cause hindrance in the movements of the people living in the room. That should be looked at immediately. A total of 35 rooms require refurbishment, meaning they must tear down the walls and redecorate them. All the other rooms at the establishment do not require any change. 
Bathroom Fittings and Fixtures
A five-star hotel should always maintain its quality which means there is no room for errors and certainly not for cracked or dirty basins, washrooms, drains, and other amenities (Loughnan, 2020). In some rooms of the Hilton Kensington  Hotel, these problems have been found, and it is wise for the hotel to take care of this as soon as possible. 
Lighting Issues: Usually, at a five-star hotel such as the Hilton Kensington Hotel, there should be two lighting facilities (Jones, 2019). People can use the bright or dark light function to their liking as per their needs. Broken Utilities and Others: The first thing for the Hilton Kensington Hotel is to replace all the broken or damaged utilities and replace any old compliances with new ones within thirty days. This task will require a lot of time and money to complete.
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This part is mainly concerned with the people related to cleaning duties. Guests have complained that the changing room near the poor and the spa room floor needs to be more precise. The bathtubs, basins, and floors of rooms in the hotel are also reported as unsanitary (Alford and Clarke, 2019). When guests complain, the front desk replies quickly and positively, but the room service people are slow and negligent in their duty. In this situation, many guests have left a negative review, saying that the amenities and services provided by Hilton Kensington Hotel are not worth the hotel's fees. Although the restaurant in the hotel claims to have vegan options, it often fails to deliver many vegan items (Ramanathan and Ramanathan, 2017). The rooms and the food quality could be better than the price, and spa service is also fundamental. 
Steps to be Taken
Cleanliness
The rooms at the Hilton Kensington are not cleaned regularly and sometimes are cleaned while guests have just arrived at the room. The same irregularity is also seen in the changing and spa rooms (Ding et al., 2020). To investigate the matter, the cleaning staff was asked to brief the situation, and they showed that only a few people in the cleaning team could not regularly clean all the rooms and other areas (Maxwell and Lyle, 2019). There is also no cleaning routine because of the failure of the supervisors and lack of service people per room, and it has become very tough for them to maintain cleanliness. 
Room Services
Room services are the most significant aspect of a hotel, and customers look forward to receiving quick and functioning room service at a five-star hotel (Atkinson and Brander, 2019). Because the hotel is a service-oriented business, it should focus on providing good services. Some of the common complaints of the guests are as follows-
· Prolonged response
· A long time is needed to connect between segments of the workforce.
· Low quantity of complementary products.
The hotel is facing issues because it needs an adequate number of employees in the service and cleaning department. The Covid-19 pandemic has impacted the hotel, and many had to be let off. New people handling the current situation need more time and training to adapt to the fast service industry standards (Brotherton and Shaw, 2020). The hotels need to look into it and hire some senior staff or train the new ones more efficiently. 
[bookmark: _Toc127322179]Restaurant Menu and Services
The restaurant has also been criticised for the quantity and quality of its food and the options it provides for customers. The guests receive the breakfast well, but the other meals must live up to their standards in terms of quality and presentation. Breakfast is the only meal that meets their expectations. The most urgent problem for guests is that the menu advertises vegan options but needs to provide those options (Harris and Watkins, 2021). This is because out of our six working chefs, only two are skilled in preparing vegan dishes. Because they also have to work on making main courses and desserts, they need help to offer customers a greater variety of vegan options (Salvioni, 2016). This is why we are unable to offer vegan options. Additional vegan chefs will be hired to solve this problem, and the menu will be expanded. This will ensure that restaurant customers can access various delicious options, regardless of their dietary preferences, including those suitable for vegans and meat eaters.
Employee Development
It has been made clear from inspections that there is a hotel service shortage (Quek, 2021). There are only thirty people on the cleaning crew; three of them are assigned to the pool and spa and ten of them are assigned to the corridors, and the rest of them are working in the rooms that include washrooms, bathrooms, and everything in the room (McGunnigle and Jameson, 2018). These numbers show the need for more people in the service department and the hotel. Most significantly, these crew members are new hires and need to be more experienced, so a good training session is required.
The first step was to identify the problem, which has been done now for the solutions; two things needed to be done immediately (Cai and Hobson, 2017). The first one involves changing the cleaning routine and invoking a new and improvised cleaning routine. Secondly and most significantly, hire new service employees immediately. 
Before hiring new employees, an assessment of current employees needs to be done. The assessment shows that employees are willing to work in the hotel, but their performance could be better due to a lack of personnel and adequate supervision (Strand, 2021). Based on these data, the new employees and the existing employees need to work together in sync to keep the hotel from falling apart (Zhang, 2017). They need to bond first to work in sync. Following these suggestions, the hotel will regain its customers and continue its business. 
[bookmark: _Toc127322180]The Strategic Model
The SOSTAC model will help the hotel to identify its problems and provide tactical solutions that align with the objectives of the business. Following this model, the hotel's problems are controlled and manageable. The following figure depicts the SOSTAC model-
[image: The use of SOSTAC framework to develop an effective marketing plan for a  Small Medium Enterprises -SME. | by Noma Zonke | Medium]
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Source: (Reed, 2019)
Situation- Although it is a five-star hotel, it has some bad reviews by guests, such as unsanitary rooms, slow service, high rent, not enough staff, not enough vegan options at the restaurant, Etc (Watson et al., 2017). All these problems are identified, and actions have been taken to take care of the problems within three months. 
Objectives- The main objective is to get customer loyalty back for Hilton Kensington Hotel within three months. 
Strategy- Refurnishing the rooms, changing broken and old amenities, hiring more service people, making a cleaning routine, adding more vegan options to the menu, hiring new chefs, and hiring adequate supervisors, Etc is the primary strategy for Hilton Kensington Hotel. 
Tactics- Firstly, a planned strategy is needed, followed by allocating resources and taking current employee feedback. 
Action- First, managers need to distribute responsibilities among managers and then build a team to hire experienced new service employees and manage them (Griffy-Brown et al., 2018). Moreover last but not least, ensure that the core plan is followed efficiently to get good results. 
Control- This step involves setting up a standard and measuring the plan's progress by comparing it with the pre-set standards. It is estimated that six months will be required to do so. 
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The main body and the scope section highlight various interesting facts about the Hilton Kensington Hotel, all of which contribute to the hotel's popularity among guests. One factor contributing to the hotel's popularity among guests is its location in the heart of London (Mwiti, 2020). The scope section contains an analysis of the positive aspects of the hotel, which can be found in the previous section. If the hotel can improve the quality of the experiences it provides to its guests in the areas mentioned, it has the potential to become one of the best in the United Kingdom (Holcomb et al., 2017). Specifically, the hotel has the potential to become one of the best in the area of although certain unfavourable aspects of the hotel have come to light in more recent times, the hotel continues to provide very exquisite breakfast, front desk service, location benefits, and other management services for events and meetings (Applegate et al., 2018). Here below, the essential findings and results are discussed as follows-
Room and Washroom Services
	Particulars
	Findings

	Sluggish room service.
	The room service section needs at least ten more people for faster service.

	Broken bathroom and basins and other fittings
	These faulty, broken, or old things should be replaced within two months. 

	Inopportune room layouts
	Although it is not on top of the list, it should be taken care of within two months. 

	No proper light functions
	Low-powered lights need to be changed quickly and focus on changing to two types of lighting functions. 


[bookmark: _Toc127322200]Table 3: Room and Washroom service
Source: (Self-Made)
Because guests rely on the telephones in their rooms to make service requests and communicate with the front desk, any broken or malfunctioning telephones must receive immediate attention from the hotel staff (Rahma and Arvianti, 2020). The fact that the guests had to make multiple phone calls to the front desk to get a service in their rooms because the services were so slow was a source of dissatisfaction for guests . In order to find a solution to this problem, it is recommended to look for new employees who possess the necessary skills (Balmer and Thomson, 2019). Besides that, the business can provide motivational factors to the employees, which can boost the morale of the employees, ensuring boosted workability of the employees. Because the Hilton Kensington Hotel is a service-based business, the hotel must keep its employees motivated both monetarily and psychologically so that it can continue to provide the highest possible level of service. This can be accomplished by providing the hotel's employees with a competitive salary and benefits package.
[bookmark: _Toc127322182]Cleaning Services
The cleaning services consist of three sectors: room, outside, spa and pool. 
	Particulars
	Findings

	Room cleaning
	Lack of staff required for cleaning the rooms.

	Spa and Pool
	The pools and spa centres get unhygienic very soon, so these must be cleaned every thirty minutes.

	Outside
	Staff is currently only needed for the outside cleaning of the hotel.


[bookmark: _Toc127322201]Table 4: Cleaning Services
Source: (Self-Made)
At this time, the most significant problem that the hotel is dealing with   the need for more employees who are required to clean and maintain the rooms. No cleaning schedule organises the complete cleaning service on a component-by-component basis and assigns the employees, particularly to different parts, so that there is always someone looking after the rooms in shifts (Hantuli, 2016). This is because no cleaning schedule organises the complete cleaning service on a component-by-component basis (Holcomb et al., 2017). A cleaning schedule will help organise the entire cleaning job, and the given tasks will be aware of both what needs to be done and when it needs to be done because they will have a schedule to follow. The company can efficiently manage its cleaning services by organising them. 
The outside areas of the hotel only require cleaning occasionally or frequently. So, the outside areas only need less attention for cleaning than the other areas. 
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The foods being sold at the hotel restaurant need to be delicious and appealing to the customers to create an overall positive impression. Therefore, hotel Hilton needs to focus on the quality of food. Many guests said food is expensive, and the menu needs to be diversified (Czyzewska, 2019). On the menu, most items are made from meat which is inconvenient for vegans. Therefore, the business should add vegan items to the menu. However, the need for a chef with expertise in making vegan items makes it difficult for the business, making it mandatory to hire a new chef with experience and expertise in making vegan items (Lewis, 2018). The breakfast service of the company is a very well-liked one. The guests often expect the breakfast to be complementary. However, it is affordable. The breakfast costs £10. The other issues related to the breakfast service of Hilton hotel are mentioned below-
	Particulars
	Findings

	Need of Chefs
	There need to be more adequate chefs for preparing breakfast. 

	Serving
	The waiters are very slow in servicing the customers. 

	Change in Menu
	There are no options for vegan and vegetarian customers.  

	Bar set-up
	Lack of proper bar tools by 20.


[bookmark: _Toc127322202]Table 5: Restaurant and Food-related Services
Source: (Self-Made)
The restaurant of the Hilton hotel has a soothing and refreshing ambience. The seating arrangement seems a little traditional-looking, but it can be altered to a more lucrative one. Also, most of the tables in the restaurant are set up for two or more people. However, it can include more single-sitting arrangements for solo travellers visiting the hotel.
The food and beverages served by the Hilton hotel are good in quality and quantity (Hotels, 2020). However, the food and beverages services, like taking orders from the customers and delivering food to them, are very challenging for the chefs and the waiters due to the need for an adequate number of employees and staff. So, the hotel needs more chefs and waiters to keep the services flawless (Rutherford, 2021). The restaurant's menu is also delicious but contains no vegan or vegetarian options. So, this must be taken care of by the hotel as well. According to the availability of the ingredients, multi-cuisine items can be prepared and served.  
[bookmark: _Toc127322184]Employee Management
The COVID-19 pandemic virus and Brexit have combined to make this a transitional period for the hospitality industry in the United Kingdom. Many laws, including immigration, have been modified directly due to Brexit (Waller and Abbasian, 2022). Because of this, the number of people looking for work in the UK has grown, increasing the unemployment rate (Keogh-Brown et al., 2020). During the time that COVID-19 was active, nearly 335,000 people employed in the hospitality industry were forced to leave the United States and return to their native countries (Estrada, 2021). Consequently, the hospitality industry experienced a shortage of skilled and talented employees and staff members (García-Gómez et al., 2021). The current legislative changes in the United Kingdom have created an environment where workers are understandably anxious about their jobs, pay, and working conditions. Therefore, businesses like Hilton Hotels are also required to compete against this obstacle.
Hilton Hotels must recognise the expectations of the employees to arrange and provide enough opportunities and facilities to the employees. The issues regarding hotel employees are elucidated below-

	Particulars
	Findings

	Job Security
	The schemes related to retentions and appraisals, as well as furloughing policy, must be adequately communicated with the employees. 

	Monetary and non-monetary motivational Factors
	Understanding employees’ expectations and fulfilling those. 

	Recruiting skilled
Employees
	Proper guidelines in the recruitment and retention policy to ensure the recruitment of skilled employees and staff. 

	Engagement Activities
	Arranging events and parties to engage the employees more. 


[bookmark: _Toc127322203]Table 6:Employees Management
Source: (Self-Made)
The hotel must adopt a thorough plan to ensure the highest employee participation. A skilled, satisfied, and motivated workforce can correct the customers' bad or negative feedback (Reed, 2019). By this, the business can also ensure customer satisfaction, increasing the hotel's customer retention rate and effortlessly attracting new customers. The employees can be communicated with one by one to understand their views and opinions on the company's current management and leadership style and other systems related to the business operations (Siddiqui, 2020).   
Better employee engagement will help the hotel to increase its overall performance, productivity and efficiency. 
[bookmark: _Toc127322185]Action Plan
The following chart illustrates all the problems, the solutions to those problems and the timeframe for each task related to the solution. The budget required for the whole plan is also shown in the table 
	[bookmark: _Hlk127072015]No.
	Problem
	Solution
	Desired Outcome
	Time Frame
	Date of
Completion
	Est. Budget

	01
	Bathroom fittings	and fixtures have been cracked. 
	The room identification for fixes and repairments and providing tools accordingly.  
	Enhancing the positive impressions of the guests to increase brand loyalty.
	Two months
	10/04/2023
	£20,000

	02
	Utilities that have been broken
	Identification of broken USB cables and landline phones. 
	Increasing the convenience of the customers to get positive reviews. 
	One month
	10/3/2022
	£30,000

	03
	Light systems that are inadequate.
	Arranging new lighting systems containing both dim lights and bright lights. 
	Showing the customers that their feedback is important for the hotel and is being worked on. 

	One month
	10/3/2022
	£10,000

	04
.
	Properly planning room layout.
	Arranging the room more conveniently for the customers. 
	Increasing the comfort of the guests. 
	3
months
	10/05/2023
	£300,000

	
	
	

	
	
	
	

	05
	Menu
	Including vegan and vegetarian options on the menu. The costs will depend on recruiting new chefs and purchasing new materials. 
	Attracting vegan and vegetarian customers. 
	2
months
	10/04/2023
	£30,000

	06
.
	Bar set-up
	The bar will be set up with 20 stools. 
	Arrangements for solo travellers and increase sales through them. 
	One month
	10/03/2022
	£16,000

	07
.
	Lack of employees for the cleaning services. 
	Recruiting, onboarding and developing new
employees
	Increasing and enhancing customer service. 
	2
months
	10/04/2023
	£60,000

	08
.
	Employees need to be more engaged. 
	Increasing the activities that encourage employee participation and engagement
	To make the employees more attached to their jobs and increase their motivation. 	

	The first recurring event will have one month to be completed
	First event within 10/02/2022
	£40,000


[bookmark: _Toc127322204]Table 7: Action Plan
Source: (Self-Made)
[bookmark: _Toc127322186]Recommendations
Some recommendations are drawn for Hilton hotel based on the problems identified before. The hotel can take the below-mentioned steps to ensure the highest customer loyalty-
· Fixing the USB ports at first to ensure flawless internet and landline services to the customers. Therefore, the management should conduct a thorough inspection of every room, figure out where there is an issue, and then fix the issues with the help of experts.
· The management should change the bathroom cracks and remove all the moulds. 
· Arrange training for the employees and staff to increase the speed and quality of their services. By arranging training sessions, the management can improve the hotel's overall service quality, which can help the business satisfy customer needs.
· Communicate with each employee to identify their motivation or influencing factors. So, the management must discuss the work and others with the employees. By this, they can easily understand the individual staff's motivational factors, and providing them can help the business increase work efficiency.
· Planning and changing the room layouts of the hotel to make it more comfortable for the guests. 
· Rearranging the light setting as well as adding new lights to make the hotel and the rooms more lucrative. 
· Recruiting new chefs to speed up customer preparation and delivery processes. Besides, chefs with expertise in preparing vegan dishes need to be recruited so the business can add more items to its restaurant's menu.
· Increasing or including the solo-sitting arrangements in the hotel restaurants and bars attracts solo travellers and enriches their experience.  
· The hotel management needs to Recruit skilled and talented employees to provide a high-quality service to the customers. 
[bookmark: _Toc127322187]Conclusion
Delivering excellent service to guests is a top priority in the hotel sector. Even one unhappy guest may significantly affect a hotel's standing. Hotels that try to thwart common issues have a better chance of satisfying their guests and preserving their spotless reputation. The Hilton hotel is one of the most popular and well-reputed hotels in the UK. This consultancy report has been made on this hotel to help them overcome their challenges more efficiently. The hotel has been praised all these years for its high-quality service in food and beverage services, as well as room services and customer interactions. The Inspire consultancy firm has identified many underlying challenges of the Hilton hotel. The hotel is highly convenient for the people passing by the airports and stations as it is very close. Sports enthusiasts also find the hotel very convenient due to the frequent rugby tournaments held in the area. Due to the customer interaction in the front desk areas and high-quality customer service, the hotel is the number one choice for guests wanting to reside in the area. Solving the issues of the hotel according to the recommendations will help the hotel to have flawless customer service, a motivated and satisfied workforce and very high performance.
This report outlines a plan for improving and expanding services to assist management in allocating their work. Because fixing the furniture and fixtures may be done in advance of time and will create a positive image in the customers' brains, they should be attended to first. Once a schedule is developed for cleaning the pool, spa, and meeting rooms, the problem dissipates. Prompt and helpful housekeeping is essential to having a clean home whenever it has needed. Hiring a team with the right combination of skill, outlook, and energy may help with any HR problem. Maintaining enthusiastic participation from the existing workforce is also crucial.


[bookmark: _Toc127322188]References
Alford, P. and Clarke, S., 2019. Information technology and tourism a theoretical critique. Technovation, 29(9), pp.580–587.
Applegate, L.M., Piccoli, G. and Dev, C.S., 2018. Hilton hotels: Brand differentiation through customer relationship management. Harvard Business School Pub.
Atkinson, H. and Brander, J., 2019. Rethinking performance measures: assessing progress in UK hotels. International journal of contemporary hospitality management, 13(3), pp.128-136.
Bader, E.E., 2015. Sustainable hotel business practices. Journal of Retail and Leisure Property, 5, pp.70–77.
Balmer, J.M. and Thomson, I., 2019. The shared management and ownership of corporate brands: the case of Hilton. Journal of General Management, 34(4), pp.15-37.
Bohdanowicz, P. and Martinac, I., 2017. Determinants and benchmarking of resource consumption in hotels—A case study of Hilton International and Scandic in Europe. Energy and buildings, 39(1), pp.82-95.
Bohdanowicz, P., 2016. Responsible resource management in hotels: attitudes, indicators, tools and strategies (Doctoral dissertation, KTH).
Bohdanowicz, P., 2017. A case study of Hilton environmental reporting as a tool of corporate social responsibility. Tourism Review International, 11(2), pp.115-131.
Bohdanowicz, P., Simanic, B. and Martinac, I., 2016. Sustainable Hotels: Environmental Reporting According to Green Globe 21, Green Globes Canada/GEM UK, IHEI Benchmarkhotel and Hilton Environmental Reporting. In Sustainable Building (SB05) Conference (pp. 1642-1649).
Brotherton, B. and Shaw, J., 2020. Towards an identification and classification of critical success factors in UK hotels plc. International journal of hospitality management, 15(2), pp.113–135.
Cai, L.A. and Hobson, J.P., 2017. Making hotel brands work in a competitive environment. Journal of Vacation Marketing, 10(3), pp.197–208.
Chang, Y.C., Ku, C.H. and Chen, C.H., 2019. Social media analytics: Extracting and visualising Hilton hotel ratings and reviews from TripAdvisor. International Journal of Information Management, 48, pp.263–279.
Chen, K.Y., Hsu, Y.L. and Wu, C.C., 2020. Mobile phone applications as innovative marketing tools for hotels. International Journal of Organizational Innovation (Online), 5(2), p.116.
Chen, Y.C., Wang, W.C. and Chu, Y.C., 2020. A Case Study on the business performance management of Hilton Hotels Corp. International Business Research, 4(2), p.213.
Czyzewska, B., 2019. The story of Hilton Hotels: ‘Little Americas’. Goodfellow Publishers Ltd.
Dardeer, M., Tag-Eldeen, A. and Salem, I., 2017. The influence of physical work environment on hotel back-of-the-house employees’ satisfaction and productivity: A Case Study on Hilton Hotels. Journal Of Tourism Research, 5(18), pp.45-64.
Ding, K., Choo, W.C., Ng, KY and Ng, SI, 2020. Employing structural topic modelling to explore perceived service quality attributes in Airbnb accommodation. International Journal of Hospitality Management, 91, p.102676.
Dzhandzhugazova EA, Kosheleva AI, Gareev RR, Nikolskaya EY, Bondarenko AP., 2022. Business administration in the hotel industry: problems and solutions. International Journal of Applied Business and Economic Research. 2016;14(14):651-60.
Estrada, J., 2021. Hilton Hotels, Corp. Available at SSRN 319161.
García-Gómez, C.D., Demir, E., Díez-Esteban, J.M. and Bilan, Y., 2021. The impact of COVID-19 outbreaks on hotels’ value compared to previous diseases: the role of ALFO strategy. Heliyon, 7(8), p.e07836.
Gehrels, S. and Blanar, O., 2022. How economic crisis affects revenue management: the case of the Hilton hotels. Research in Hospitality Management, 2(1-2), pp.9-15.
Gregoric, M., 2018. PESTEL analysis of tourism destinations from a business tourism (MICE) perspective. In Faculty of Tourism and Hospitality Management in Opatija. Biennial International Congress. Tourism and Hospitality Industry (p. 551). The University of Rijeka, Faculty of Tourism and Hospitality Management.
Griffy-Brown, C., Chun, M.W. and Machen, R., 2018. Hilton hotels corporation's self-service technology. Journal of information technology case and application research, 10(2), pp.37-57.
Hantuli, L., 2016. An Analysis of Hotel Loyalty Programs: A Case Study of the Hilton Honours Loyalty Program.
Harris, L.C. and Watkins, P., 2021. The impediments to developing a market orientation: an exploratory study of small UK hotels. International Journal of Contemporary Hospitality Management, 10(6), pp.221–226.
Holcomb, J.L., Upchurch, R.S. and Okumus, F., 2017. Corporate social responsibility: what are top hotel companies reporting? International journal of contemporary hospitality management.
Hotels, H., 2020. Resorts. Hilton Hotels Corporation Announces Global Sustainability Goals. Available online: http://news. Hilton. Com/index. cfm/news/hilton-hotels-corporation-announcesglobal-sustainability-goals-/(accessed on 12 February 2023).
Huckestein, D. and Duboff, R., 2021. Hilton Hotels: a comprehensive approach to delivering value for all stakeholders. Cornell Hotel and Restaurant Administration Quarterly, 40(4), pp.28–38.
Jones, P., 2019. Yield management in UK hotels: a systems analysis. Journal of the Operational Research Society, 50, pp.1111–1119.
Keogh-Brown, M.R., Jensen, H.T., Edmunds, W.J. and Smith, R.D., 2020. The impact of Covid-19, associated behaviours and policies on the UK economy: A computable general equilibrium model. SSM-population health, 12, p.100651.
Lewis, R.C., 2018. Advertising your hotel's position. Hilton Hotel and Restaurant Administration Quarterly, 31(2), pp.84–91.
Lin, X., 2016. Strategy analysis of a boutique and lifestyle hotel: a SWOT analysis.
Loughnan, C., 2020. 'Not the Hilton'. Arena, (3), pp.39–46.
Maxwell, G. and Lyle, G., 2019. Strategic HRM and business performance in the Hilton Group. International journal of contemporary hospitality management.
Maxwell, G.A. and Watson, S., 2016. Perspectives on line managers in human resource management: Hilton International's UK hotels. The International Journal of Human Resource Management, 17(6), pp.1152–1170.
McCormick, B., 2020. Regional unemployment and labour mobility in the UK. European Economic Review, 41(3-5), pp.581–589.
McGunnigle, P.J. and Jameson, S.M., 2018. HRM in UK hotels: a focus on commitment. Employee Relations.
Mekhruza, V., Malokhat, S., Rustam, T. and Bakhora, R., 2022. PERFORMANCE OF HILTON: HOW HILTON TACKLES THE EPIDEMIC COVID-19 DISEASE. Thematics Journal of Business Management, 5(2).
Miller, G., 2021. Corporate responsibility in the UK tourism industry. Tourism Management, 22(6), pp.589–598.
Mwiti, P.K., 2020. Influence of Social Media Advertising on Consumer Buying Behaviour: A Case Study of Hilton Hotel (Doctoral dissertation, United States International University-Africa).
Quek, M., 2021. Re-organisation of Hilton Hotels International, 1958-59: a reactive crisis approach. Tourism and Crisis in Europe XIX–XXI centuries.
Rahma, V.S. and Arvianti, G.F., 2020. THE IMPACTS OF COVID-19 PANDEMIC IN THE HOTEL INDUSTRY: HOW TO OVERCOME IT? JELAJAH: Journal of Tourism and Hospitality, 2(1), pp.55-64.
Rahman, M., 2021. PESTEL analysis of the tourism industry. URL: https://howandwhat. Net/pestle-analysis-tourism-industry.
Ramanathan, U. and Ramanathan, R., 2017. Guests' perceptions on factors influencing customer loyalty: An analysis for UK hotels. International Journal of Contemporary Hospitality Management.
Reed, D., 2019. SOSTAC: The guide to the perfect digital marketing plan. Journal of Direct, Data and Digital Marketing Practice, 16(2), pp.146–147.
Rutherford, D.G., 2021. Hotel management and operations.
Salvioni, D.M., 2016. Hotel chains and the sharing economy in global tourism. SYMPHONY Emerging Issues in Management, (1).
Sensier, M., Osborn, D.R. and Öcal, N., 2022. Asymmetric interest rate effects for the UK real economy. Oxford Bulletin of Economics and Statistics, 64(4), pp.315-339.
Siddiqui., 2020. The Impact of COVID-19 on the Global economy. World.
Strand, C.R., 2021. Lessons of a lifetime: The development of Hilton International. Cornell Hotel and Restaurant Administration Quarterly, 37(3), pp.83–95.
Sun, Y., Guo, P., Ma, Z., Li, T. and Dang, S., 2022, November. UK-based external business environment analysis of outdoor adventure clothing using the PESTEL tool and its future outlook. In 2014 International Conference on Information Technology Systems and Innovation (ICITSI) (pp. 306-309). IEEE.
Teoli, D., Sanvictores, T. and An, J., 2019. SWOT analysis.
Waller, G. and Abbasian, S., 2022. An assessment of crisis management techniques in hotels in London and Stockholm as a response to COVID-19's economic impact. International Journal of Contemporary Hospitality Management.
Wanhill, S., 2020. VAT rates and the UK tourism and leisure industry. Tourism Economics, 1(3), pp.211–224.
Watson, S., Maxwell, G.A. and Farquharson, L., 2017. Line managers' views on adopting human resource roles: the case of Hilton (UK) hotels. Employee Relations, 29(1), pp.30–49.
Williams, C., 2019. Marketing process of hotel services: case: Transcorp Hilton Hotel, United Kingdom.
Wood, RC, 2018. Working in hotels and catering. International Thomson Business Press.
Yu, L. and Huimin, G., 2020. Hotel reform in the UK: A SWOT analysis. Hilton Hotel and Restaurant Administration Quarterly, 46(2), pp.153-169.
Zhang, P., 2017. A Study of the Factors that Affect Employee Performance in the UK Hotels.
Buttrick, R., 2009. The Project workout. Harlow: Financial Times Prentice Hall.
hilton.com, 2020. Kensington, Shepherds Bush, Holland Park and Chelsea Hotels | Hilton London Kensington Hotel. Available from: https://www.hilton.com/en/hotels/lhrhitw-hilton-london-kensington/ [Accessed 13 February] 
20

image3.png
SITUATION

ANALYSIS OBJECTIVES

wna|  SOSTAC )

ACTIONS TACTICS




image1.jpg
s

v




image2.png




