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[bookmark: _Toc148288635]Executive Summary
The decline in the number of visitors that stay at the Hilton Vancouver Washington, together with the subsequent reduction in demand for cleaning, bell service, cleanliness, and technical updates, led to a decline in the money generated by the establishment. Despite the hotel's long history; recent guests have reported that the service at the establishment, particularly in the areas of housekeeping, cleanliness, and technology, has been less than satisfactory. KPMG, a global management consulting company, was brought in to assist Hilton's senior management in investigating the issues and determining their root causes. The company conducted a PESTLE study, a SWOT analysis, and a TOWS model to examine the external environment, the issues that existed inside the organisation, and potential remedies. KPMG's mission is to determine the fundamental problems facing customers, provide actionable answers, and earn the clients' confidence. The Hilton Vancouver Washington is a popular option for tourists because of its advantageous position close to the many sites of interest and amenities. 
Because of the COVID-19 outbreak, the Hilton Vancouver/Washington, which is known all over the globe as an emblematic symbol of five-star service, had to seal its doors. A PESTLE analysis was carried out to gain insight into how a variety of environmental variables contributed to the hotel's turnaround. The hotel has been experiencing issues recently as a result of a variety of different problems, including political unpredictability, economic instability, social preferences, technical challenges, environmental concerns, legal complexities, and a shortage of available staff. As a direct consequence of the plague, hotel guests today choose modern architecture and interior design over the opulent furniture of the Renaissance period. As a direct consequence of its high energy consumption, the hotel has both technical obstacles (such as failed connections and poor connection speeds) and environmental concerns (such as issues with sustainability). The company's reputation has taken significant damage as a result of legal issues, and a lack of available employees. As camping becomes more and more common, there is a corresponding decrease in demand for high-end hotels such as the Hilton Vancouver/Washington. By better educating its customers, Hilton may be able to contribute more to the promotion of environmental and social responsibility. The Hilton Vancouver Washington has several issues, including plumbing that is unpleasant, outdated lighting, and very limited room for guests' goods to be stored. The hotel may be able to overcome these issues by updating to modern fixtures that are less complicated. In addition, to make things more convenient for guests, wireless charging stations and high-voltage USB connections could be placed. If the Hilton Vancouver/Washington wishes to maintain its position at the forefront of the luxury travel industry, it must handle the challenges it has with its infrastructure, the feedback it receives from customers, and the management of its reputation. Hilton must rectify these issues if the company want to recapture its former glory and maintain its position as a preferred choice among tourists. The guests want a more modern look, which may be achieved by reducing the amount of furniture in the space while simultaneously boosting the quantity of modern amenities. There is a possibility that the ancient style of the hotel and the tinted reflecting glass contribute to an oppressive atmosphere by preventing natural light from entering.
The following issues, solutions and regarding budget have been identified in the consultancy report:
	Issues 
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget 
$

	Fitting
	At some point in the not-too-distant future, every component of a lavatory should be upgraded to a computerized, high-tech version. (Kangas et al., 2021)


	Toilets that are more environmentally friendly, in addition to being sustainable and highly efficient (Ghazinoory, Esmail Zadeh and Memariani, 2007).
	4 months
	February, 2024
	12000

	Lighting
	Alterations to the outside of the windows, including the installation of new glass and fresh paint. (Sammut-Bonnici and Galea, 2014)
	Enhanced light from the sun, less reliance on electrical power, and superior sustainability (Helms and Nixon, 2010).
	3 months
	January, 2024
	1500

	Preservation of food
	12 fridges need to be immediately changed
	Sufficient drinking
	2 months
	December, 2023
	14500

	Competition
	Hilton Washington needs to be active and qualified enough
	Market leader
	2 years
	January, 2026
	On-going expense

	Dependency
	It is tough to reduce dependency but internal strength is needed (Gurl, 2017)
	Strong enough
	2 years
	January, 2026
	On-going expense

	Amenities issue
	Deciding on an appropriate modern look and implementing any required improvements to the building's fixtures and fittings.
	Visitors with Excellent Ratings and a High Level of Satisfaction (Teoli, Sanvictores and An, 2019).
	3 months
	January 31st 2024
	It has been determined that freshening up the inside of each room would cost a total of £15 000.

	Cleanliness
	The addition of employees, the maintenance of a regular cleaning schedule, and supervision (Sarsby, 2016)
	Visitors will have a better mood if the surroundings have been cleaned up more (Humphrey, 2005)
	Daily basis
	On-going
	On-going

	Inefficiency issue
	Arrangement of training (Benzaghta et al., 2021)
	Efficient employee
	2 months
	December 31, 2023
	3000

	Staff shortage
	50 employees needed to be recruited 
	Smooth customer service will be ensured 
	2 months
	December 31, 2024
	30000
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[bookmark: _Toc148288636]Introduction
[bookmark: _Toc135354897]There are just a select few hotel brands that have achieved the same level of global renown as Hilton Hotels & Resorts. This study will work on Hilton Vancouver Washington built in 2005. Its location is 301 W 6th St, Vancouver, WA 98660, United States. Here standard room size is approximately 230 sq. ft. Rent varies from $46 to $585 at Hilton Vancouver Washington. The generosity and thoughtfulness of people all across the world is where the Hotel Hilton Vancouver Washington wants to take things (Agustina and Yosintha, 2020). To successfully fulfil their mission, they need all of their customers, workers, and shareholders to choose us as their first choice. It derives a significant portion of its income from the hospitality and tourism industries and places a high premium on providing tourists with really memorable experiences.  Due to COVID-19, Hotel Hilton Group's comparable revenue per available room had a 22.6% decrease for the three-month period that ended on March 31, 2020. This has also happened to Hilton Vancouver Washington. As a direct and immediate consequence of the epidemic and the accompanying drop in the number of tourists visiting from other countries, Hilton Vancouver Washington's revenues also fell. Despite the hotel's long and successful history in the hospitality industry, recent guests have expressed disappointment with the hotel's lacklustre performance in a variety of service categories, including housekeeping, bell service, cleanliness, and technology, among others (Yüksel, 2012). Concerns that are tarnishing the hotel's reputation and causing widespread displeasure among guests will be investigated, along with the factors that are contributing to these problems and suggestions for how they might be resolved.  This report will also emphasize some of the property's good and exceptional customer service qualities, such as maintaining a high level of customer satisfaction and investigating methods to raise that level in light of the current challenges. Additionally, this report will highlight some of the property's other positive and great customer service characteristics. KPMG has been brought on by the management of Hilton as a consultant to solve the issues and investigate the factors that led to them (Atkinson and Brander Brown, 2021). The mission of the consulting company is to conduct an exhaustive investigation into the matter to pinpoint the fundamental problems, provide workable solutions, and earn the confidence and continued business of their customers. KPMG applied the PESTLE analysis to examine the external environment, the SWOT analysis to evaluate the internal issues, and the TOWS model to evaluate both the existing state and the potential solutions. The Hilton Vancouver/Washington has redesigned its hotel in response to the challenges posed by COVID-19, offering innovative solutions to the problem of harmonising physical and psychological distance. This will assist the hotel in continuing its long-standing heritage of offering outstanding service to both its personnel and its patrons. The consulting company may then make use of these studies to focus on the primary causes of the problem and determine the most effective possibilities for a solution that will last.
[bookmark: _Toc148288637]Analysis
[bookmark: _Toc135354898][bookmark: _Toc148288638]Background of the Hilton Hotel
This hotel in Vancouver, British Columbia, is situated in a very accessible location just outside of Portland, Oregon, and provides easy access to the many sights, sounds, and activities that are available in the city. The Hilton Vancouver Washington has a prime location within walking distance to a diverse collection of boutiques, art galleries, and eateries (Song, Sun and Jin, 2017). Cedar Creek Grist Mill, a historic landmark, as well as Esther Short Park and the wonderful trails of Gifford Pinchot National Forest are all easily accessible by car and within proximity to one another (Bader, 2015). 
[bookmark: _Toc148288639]Property Amenities of the Hilton Hotel
The Hilton Vancouver/Washington is an environmentally conscious hotel that prioritizes the comfort and convenience of its guests. For the comfort and convenience of its guests, the hotel has a modern fitness centre as well as spacious meeting rooms. The hotel offers a large lobby, quite a few eateries, and a complimentary wireless internet connection throughout the whole property (Sammut-Bonnici and Galea, 2014).
[bookmark: _Toc148288640]Room Categories and Features at the Hilton Hotel
Table 01: Categories and features
	Room categories
	Features
	Price

	2 Queen Beds (refundable)
	2 Queen Beds - Free WIFI.
Sleeps up to 2
Free cancellation
The pet fee is USD 50 per stay.
	$219.00


	2 Queen Beds With Park View (refundable)
	2 Queen Beds With Park View - Free WIFI and Fridge.
Sleeps up to 2
Free cancellation
The pet fee is USD 50 per stay.
	$247.33

	1 King Parkway Mobility Hearing with Tub (refundable)
	1 King Parkway Mobility Hearing with Tub - Free WIFI and Fridge.
Sleeps up to 2
Free cancellation
The pet fee is USD 50 per stay.
	$257.33

	2 Double Patio Mobility Hearing Accessible Roll-in Shower (refundable)
	2 Double Patio Mobility Hearing Accessible Roll-in Shower - Free WIFI and Fridge.
Sleeps up to 2
Free cancellation
The pet fee is USD 50 per stay.
	$264.00



[bookmark: _Toc148288642]Issues identified by the hotel
A recent visitor to the hotel expressed dissatisfaction with its level of cleanliness, even though its sanitation and hygiene practices are among the most advanced in the business. The service in the guest rooms is mediocre, there is not enough natural light, the design is outdated, and the outlets are not reliable. The basic amenities cost twice or more what they do elsewhere, and the basic amenities cost more (Martin, 2022). As a direct consequence of the severity of these issues, the hotel's position in the rankings of the world's most luxurious places to have a holiday has taken a significant nosedive. If the Hilton Vancouver Washington is going to reclaim its previous splendour, these issues need to be rectified as quickly as possible.
Table 04: Issues
	




Issues
	Negative feedback regarding infrastructural issues 
	Lightings

	
	
	Fittings

	
	
	Preservation of food

	
	Scope related issues 
	Competition

	
	
	Dependency

	
	Reputation-related issues regarding interior problem
	Amenities related problem

	
	
	Cleanliness problem

	
	Staff related issues 
	Inefficient

	
	
	Shortage



[bookmark: _Toc148288643]Negative feedback regarding infrastructural issues
· Fittings: The Hilton Vancouver Washington’s bathroom fixtures are a significant source of discomfort. It would be more sensible to replace them with more modern, uncomplicated bathroom fixtures if we were to do so. There are fixtures in over one fourth of the bathrooms that are either wobbly or otherwise in need of repair in some other way (Gregoric, 2014).
· Lightings: The hotel should consider upgrading some of its older power outlets so that it can better accommodate the needs of its guests. In addition, visitors to the property reported that the power outlets in their units were broken. Installing both wireless charging stations and up-to-date high-voltage USB ports is one potential solution for resolving this problem.
· Preservation facility: This is a severe problem that has been reported in 15 different rooms and needs to be solved as soon as possible. As a consequence of the advanced age of the structure as well as the fact that it has not undergone significant refurbishment for more than six years, a few of the freezers located in the in-room bars are noisy and are unable to successfully keep drinks cold. All of the freezers that are included inside the rooms should be subjected to a thorough examination. It has been determined that the refrigerators in 12 of the rooms are either broken or not functioning properly and so need urgent repair (Maxwell and Lyle, 2022).
[bookmark: _Toc148288644]Scope related issues
· Competition: Due to the rise of websites that provide short-term rentals, such as Airbnb and VRBO, the hotel industry is now facing increased levels of competition. Customers of huge hotel chains such as Hilton Vancouver Washington may be persuaded to check out these alternative booking sites due to the appealing prices and unique experiences that are provided by these sites (Menon and Williams, 2014).
· Dependency: The fact that the corporation does not own any of its properties may be to blame for its failure to exercise complete control over hotel operations and to uphold brand standards (Wajid and Zafar, 2021). Given that franchising makes up more than 90 per cent of Hilton's growth strategy, the hotel chain like Hilton Vancouver Washington’s success is dependent, to a considerable extent, on the efforts of its franchisees. Hilton’s brand reputation and financial performance may suffer if franchisees are unable to maintain the company’s excellent service standards or if they are experiencing financial difficulties of their own (Maxwell and Watson, 2016).
Reputation-related issues regarding Interior problem
· Amenities-related problem: Guests in today's world have a preference for a more modern look. It is advised that one maintain the amount of furniture in a room to a minimum to accomplish this goal. This consists of the bed, the couch, the working table, the bedside table, the television, and the table lighting (Buye, 2021). 
· Cleanliness problem: Hotel customers of the Hilton Washington have expressed dissatisfaction with the hotel’s lack of cleanliness and services, among other issues. There should be sufficient personnel at each level’s cleaning and room service stations so that the problem may be resolved. This is the sole method available for determining whether or not the cleanliness criteria have been reached (McNeill and McNamara, 2019).
[bookmark: _Toc148288645]Staff related issues
· Inefficient: The hotel's room service may need some improvement, and the fact that the serviceman is often 10-15 minutes late is a major inconvenience for hotel guests. This problem may be alleviated if additional people were assigned to the room service department. In addition to that, there must be a room service counter set up, which ought to be maintained by floor managers (Carruthers, 2009).
· Shortage of personnel: Since the pandemic, the hotel has suffered from a serious scarcity of personnel, which has resulted in problems for customers who depend on the high standard of the services offered there. Even if effective management of employees is one option, the most important factor in the company's long-term performance is the recruitment of sufficient numbers of talented individuals. Because of the increased demand for services, the business has to hire an additional 50 people to staff its operations (Mekhruza et al., 2022).
[bookmark: _Toc148288646]PESTLE Analysis of the Hilton Vancouver/Washington
The Hilton Vancouver/Washington is not just a historical landmark of Washington but also an international symbol of the finest in five-star service. The hotel remained closed for the whole of the epidemic caused by COVID-19. Since then, real estate has still been in the middle of the recovery era; in this part, we will perform a PESTLE analysis to investigate the effect of external variables (Harris and Mongiello, 2022).
Table 02: PESTEL analysis
	Political
	· More visitors through political stability
· Political riots may discourage visitors from travel

	Economic
	· Higher interest rates, lower travel

	Social 
	· Lower preferences for travelling
· Covid-19 impact

	Technological
	· no video surveillance systems
· Data security

	Environmental
	· Uses of more energy

	Legal
	· Strong labour regulations
· Labor shortage



The inability to accurately foresee political events may have devastating effects on business. Stability in political affairs is something that every business wishes for since it paves the way for the business to prosper. Hilton Vancouver Washington benefits when there is political stability since this makes visitors more likely to visit the area. However, if there is a decrease in the number of people travelling for business or pleasure as a result of political upheaval, the hotel will not earn as much money (Matović, 2020). 
The present political and economic atmosphere could not be more consistent for any hotel firm, since the global economy is experiencing a depression, and inflation and unemployment continue to climb. Hilton's revenue stream has suffered significant damage as a result of labour shortages, a post-pandemic increase in the tax rate, and decreased travel as a direct result of the present geopolitical scenario (Huckestein and Duboff, 2019).
As a result of the pandemic, there is a growing social shame associated with staying in hotels, and changing tastes are making things more difficult. Guests are seeking a more minimalist, modern style in favour of rich French Renaissance décor, which is making things tough for hotel owners (Karapetrovic and Willborn, 2011). These sociological upheavals are also having a detrimental influence on the building. Since the electrical ports, switches, and other electronic components of the property have not been upgraded since 2017, they will need to be replaced (LEYVA et al., 2018). There were several complaints of visitors suffering various types of technical issues, such as lost connections and sluggish connection speeds (Huckestein and Duboff, 2019).
It is now possible for Hilton to mine its customer database for information like as demographics and spending patterns. If a company violates the laws of the areas in which it operates, the company might face serious penalties. Legislation about workers has a significant influence on Hilton (Igliński, 2016). When interacting with its workforce in the USA with strong labour regulations, Hilton has to proceed with caution. Hilton must ensure that its guests are not subjected to any kind of prejudice while they are on the property. If this is not the case, visitors have the legal right to sue the institution. In addition, Hilton Vancouver Washington is obligated to take measures to protect the confidentiality of its guests' personal information (Izadi, Foroudi and Nazarian, 2021). 
[bookmark: _Toc148288647]SWOT Analysis of the Hilton Vancouver Washington
Table 03: SWOT
	Strength
· Most opulent to the most wallet-friendly options of room arrangements
· Hilton Honours loyalty programme

	Opportunities
· Leveraging Technology
· Embracing sustainability

	Weaknesses
· Infrastructural problem 
· Cleanliness issue
· Cyber-attacks
· Shortage of employees
	Threats
· Uncertainty in the economy and fluctuations in economic cycles
· Intense competition
· Dependency on franchise



· Strength: The hotel features a diverse collection of well-known hotel rooms ranging from the most opulent to the most wallet-friendly options. There will be a greater possibility for expansion if the company is not too dependent on any one product category or market segment. Because participants of the Hilton Honours loyalty programme are given access to a variety of unique benefits and privileges, the scheme has garnered a substantial and dedicated following over the years. Because of this incentive system, customer loyalty is improved, new business is brought in, and more direct bookings made via Hilton's channels are encouraged. Hilton Vancouver Washington has been very proactive in embracing and making use of new technologies to provide better service to its clients, enhance its operations, and reduce its operating costs. A few instances of ways Hilton are working to improve the experience of its guests include the introduction of the Hilton Honours app, digital keys, and other connected room technology (Jallow, Renukappa and Suresh, 2021).
· Weaknesses: The furnishings are antiquated, the common areas are overcrowded, and the layouts are unclear; these are all faults with the facilities. There is the problem of cleanliness issue. Because it is essential to keep the environment clean, assigning members of the staff to the role of floor supervisors is an absolute need. Inefficiency may manifest itself in a variety of ways, including wait times for customers, frustrated employees, and failure to meet expectations. There can be a scarcity of staff, which calls for cautious recruiting and selection. Training is necessary to deliver superior assistance to clients and patrons. 
· Opportunities: By investing in technology and data analytics, Hilton can increase its ability to manage its operations and income, as well as the experiences it provides for its guests. Hilton may increase its commitment to sustainability by educating its customers about important social and environmental issues. By committing to ecologically beneficial practices and investing in the areas that it serves, the firm may distinguish itself from its competitors and attract visitors who are concerned about the environment (Ortega et al., 2019).
· Threats: As with other hotel companies, Hilton is susceptible to economic downturns, which reduce consumer spending and, as a result, hotel revenues. Economic downturns, recessions, or regional crises might potentially result in lower demand for hotels and, as a consequence, reduced room rates. The customers' preferences are always changing, Hilton Vancouver Washington's service design is getting more antiquated, and other types of accommodation are becoming more popular; as a result, the rivalry is severe and will continue to grow even fiercer (Kim, Han and Ariza-Montes, 2021). Great dependency on franchising may make it internally weak. 
[bookmark: _Toc148288648]TOWS analysis of the Hilton Vancouver Washington
TOWS encourage looking at the outer environment first (threats and opportunities). Doing this enables one to have a better understanding of the strategic options encountered.
Table 06: TOWS
	
	Threats
· Spending on discretionary items is cut down when the unemployment rate is high (2.49 million).
· Second, the market for budget hotels has expanded by thirty per cent in recent years (Rahimi, Akgunduz and Bilgihan, 2022).
	Opportunities
· The last ten years have seen an exponential increase in the number of people using mobile phones and the internet (Kandemir, 2016).
· An increase in the average lifespan in the United Kingdom
· Third, there was a rise of 37% in the number of visitors coming from China, as well as a rise of 9% in the number of tourists coming from other countries.



	Weaknesses
· There will be no discounts given to travel agents.
· Package deals for holidays
· The inability to properly enforce health and safety regulations resulted in a backlash from the general public.


	Weaknesses-Threats
· Customers who have less discretionary cash will select more affordable alternatives, which will lead to a rise in market share owing to greater spending capacities (Nikumbh and Pimplikar, 2014).
	Weaknesses-Opportunities
· Because Hilton hotels do not provide its consumers the discounts and savings opportunities they look for online, they miss out on the opportunities presented by the growing usage (Firth, 2002) 
· Visitors from other countries will be looking for low-cost accommodations in the USA since the value of their national currencies is expected to rise.


	Strength.
· The number of people using review websites to read comments left by consumers is growing, as is their popularity. A recommendation from someone who is not a customer, such as a travel planner, for example (Vojinović, Stević and Tanackov, 2022).



	Strength-Threats
The favourable feedback that Hilton receives from non-buyer sources has helped propel it to the position of second biggest hotel chain in the world. Because of the enormous number of hotels that they own, they can provide for the various requirements of their clients regardless of where they are situated (Toanoglou, Chemli and Valeri, 2022).
	Strength-Opportunities
An increase in the proportion of positive customer reviews received might lead to an expansion of the company's customer base in both the domestic and international target markets. This increases their market share, which in turn makes them more competitive as the second-largest hotel chain in the world. 


[bookmark: _Toc148288649]Recommendations and Change Management
[bookmark: _Toc148288650]Findings of the issues identified 
The analysis mainly relied on client evaluations submitted across a variety of platforms; yet the findings revealed that the Hilton Vancouver Washington maintained some of the top ratings and most respected customer service standards. In this section of the report, the results and outcomes of the research will be analysed and ranked according to their relevance (Kara, 2018).
[bookmark: _Toc148288651]Fitting Issue
	Water wastage
	No more wasted water thanks to digitally controlled fixtures.

	Dissatisfied experience
	Within the next two months, there must be completion of twenty-five rooms.


A significant problem for guests is the absence of bathroom fixtures that are in good operating order. Numerous guests have voiced their dissatisfaction with the inconvenient layout of the shower (Jackson, Joshi and Erhardt, 2003).
[bookmark: _Toc148288652]Lighting Issue
	Insufficient light	
	For having natural light, windows and doors need to be transparent along with curtain

	Dullness
	It's time to repaint the walls and freshen up the space with a vibrant hue.

	Wastage of Electricity
	Reducing the energy bill by letting in the sun.


Because of its prominently exposed front, the Hilton Vancouver Washington provides the most amount of natural illumination of any hotel in the city. The older structure has sun shelters and tinted glass on the windows, which prevents natural light from entering the rooms correctly. As a consequence of this, maintaining the power of the lights requires a significant amount of effort (Berry, 2018).
[bookmark: _Toc148288653]Preservation of food
	12 refrigerator is not in function
	Fridges need to be bought immediately

	Insufficient drinks
	Fridges need to contain sufficient cold drinks.


It is impossible to have a five-star experience if the refrigerators do not maintain a cool temperature for your beverages. Because the refrigerators are in such poor condition, we have no choice except to replace them right now (Phadermrod, Crowder and Wills, 2019).
[bookmark: _Toc148288654]Competition
	High completion prevails
	Competition should be healthy. Hilton Washington should not consider competition fiercely


Because the corporation strives to satisfy its customers' ever-evolving requirements, future visitors to Hilton Washington Hotel may anticipate a digital revolution at these establishments to survive in the competition. Guests may check in and pick their rooms using the Hilton Honours app before they even step foot on the property, embracing and choosing a contactless experience (Pan, Chen and Zhan, 2019).  Guests may check-in electronically using the Hilton Honours app on their mobile device, after which they will be given a Digital Key that can be used to enter their room, the fitness facility, the pool and any other key-access area inside the hotel. After a long day of travel, Honours members may save time by checking in digitally and going straight to their rooms with a digital key. This lets them avoid the Front Desk entirely (Gazzoli, Gon Kim and Palakurthi, 2018). In recent years, cybercriminals have made hotels such as Hilton a primary target for their attacks. A data breach or the failure to safeguard customer information acceptably may result in monetary losses, legal fines, and reputational damage. These consequences can be avoided by maintaining adequate data security measures (Keogh-Brown et al., 2020).
[bookmark: _Toc148288655]Dependency	
	Great dependence on the franchise
	Hilton Washington is a branch of Hilton. Its headquarters depends on franchising which is risky sometimes as in-house-controlling depends on franchisers. The contract needs to be strong enough to mitigate risk (Dockalikova and Klozikova, 2014).



[bookmark: _Toc148288656]Amenities Issue
	Obsolete Interior
	Interior design should be adjusted with new technology

	Congested area
	Excessive design or instruments need to be kept out

	Troublesome arrangement
	Resources need to be properly placed in order


Because of these clumsy interiors, there has to be more space to walk about, which causes issues for the convenience of visitors since the room becomes claustrophobic as a consequence of the bulky furniture. It is necessary to get brand-new, up-to-date furniture (Nurmi and Niemelä, 2018). The positive side is that the hotel installed hand sanitiser stations at key areas around the property, as well as a lift sanitization air cleaner, to reduce the likelihood that guests would get ill while they are here. The elevators on the property each include a sanitising ventilation system that helps to keep the air quality in the lifts clean and healthy. s are supplied according to their unique preferences (Ho, 2014). As time has progressed, people have shown a trend of devoting more time to their jobs and taking fewer vacations. A further development in consumer choices that has an impact on Hilton Vancouver Washington is the rising number of people who choose to go camping. Due to the rise in popularity of camping, there has been a corresponding drop in demand for high-end hotels such as the Hilton. This is how Hilton is impacted by the changing preferences of its customers due to Covid-19. When Hilton Vancouver Washington was originally introduced, there were no video surveillance systems in place in any of the properties. However, due to recent advancements in security technology, such as the installation of CCTV cameras in public areas, and the hotel is now both secure and open to guests. Despite this, though, the impact that data analytics has had and will continue to have on Hilton's business operations is significant.
[bookmark: _Toc148288657]Cleanliness Issue
	Dirty bathroom, floor
	One of the workers on each level must be appointed as the floor supervisor. The number of staff members has to be increased (Berry, 2018).


In the not-too-distant future, guests will have easier access to further information on the cleaning processes that are followed at the hotel. In the past, cleaning was done in secret, at off-peak hours when there were fewer clients around and so less likely to observe it being done (Teeter, Alles and Vasarhelyi, 2010). Customers now find it reassuring to see members of the housekeeping staff busily working throughout the property as a direct consequence of the new, more strict cleaning processes that were adopted as part of the Hilton CleanStay programme. For example, Hilton has formed a partnership with Reckitt, the company that manufactures Lysol® and Dettol®, to raise the standard of housekeeping and cleanliness at all of our hotels around the globe by using the same products that our guests are familiar with and trust in their own homes. These products will be used at all of our locations. In addition, guests have the option of customising their stay by selecting the frequency with which specific in-room commodities, like as soap and towels (Harrington and Akehurst, 2019).  Because the vast majority of people place a high value on cleanliness and hygiene, this presents a significant challenge. Despite this, several reviews from guests have voiced significant issues about the lack of cleanliness on the resort. This is a critical situation that calls for immediate action (Nurmi and Niemelä, 2018).
[bookmark: _Toc148288658]Inefficiency issue
	Gets sometimes waits 12-15 minutes to be hosted
	Zero tolerance for employees waiting

	Employees cannot satisfy guests
	Needs to be trained in hospitality management


Throughout the whole of the stay, the room service has been a big cause of annoyance. The majority of hotel guests' experiences with room service were upsetting. This presents a significant risk to the overall quality of the service and has to be resolved as quickly as possible (Dyson, 2014).
[bookmark: _Toc148288659]Staff shortage
	50 staff are required
	Staff need to be recruited through proper selection

	Performance is not up to the mark
	Training needs to be arranged


This is the fundamental issue that arises with customer service or intangible problems, and to address it, there has to be a greater number of staff members, in addition to good supervision of their performance (Puyt, 2020).
[bookmark: _Toc148288660]Recommendations for the change management needed to be taken by Hilton Vancouver Washington 
Table 05: Necessary steps
	Issues
	Necessary Steps

	Fittings
	· Bringing a bathroom up to date by installing new, cutting-edge fixtures.
· The installation of high-tech plumbing components that save water in the bathroom.

	Lightings
	· Alterations will be made to the outside of the windows, including the installation of new tinted glass in place of the older style.
· Colour palettes for interior design that are glossy and reflect light (Alanzi, 2018).
· Setup of cutting-edge smart power outlets in a building.
· Stations for wireless charging as well as the wires that go along with it.
· In each of the rooms, there is a voice-assistant service that guests may use (Phillips and Louvieris, 2020).

	Preservation of food
	· Before checking in, please make sure the refrigerator is working properly.
· Availability of service representatives around the clock.

	Competition
	· Providing quality service to make customers repeat customers
· Focusing on word-of-mouth benefit

	Dependency
	· Great dependency on franchising firms needs to be under control

	Amenities related problem
	· Refurbished with brand-new, cutting-edge modern pieces of furniture.
· The usage of old wallpaper and gypsum artwork is being replaced by the use of contemporary paint colours and wall art.
· Rearranging the various pieces of furniture (Phillips, 2019).


	Cleanliness issue.
	· Maintaining a regular cleaning schedule.
· Please consider hiring more housekeepers.
· Having the floor supervisors examine everything again and give you their word that it's clean is a huge relief.

	Inefficient employees issue
	· The hotel is a first-rate facility that should be manned by a large crew that is committed to ensuring the satisfaction of its guests.
· Handling and distribution of luggage in an effective manner.

	Staff related issue
	· Instead of depending only on contract labour, give recruiting locals, who live in the region, the highest priority.
· Evaluation of production consistently.
· Effective management of the resources about employees de Sousa, G.C. and (Castañeda-Ayarza, 2022).



[bookmark: _Toc148288661]Necessary timeline for taking the steps
Table 07: Timeline
	Immediate to be done
	Can wait
	Unchangeable things

	Fittings, Lightings, Preservation of food, amenities, Cleanliness
	Staff recruitment
	Dependency, Competition



[bookmark: _Toc135354935][bookmark: _Toc148288662]Potential benefits to be experienced by the hotel for the suggested Recommendation
· It may be possible to increase the effectiveness of management by recruiting just the applicants who are the best qualified based on their past experience and talents.
· Even if there isn't an instant need for a brand new lighting system, it should be implemented as soon as humanly feasible. It will increase the beauty of the hotel
· It is essential that supervisors and room service stations be situated in easily accessible locations on each level which will make customers satisfied
· Employees are expected to succeed in a number of areas, including communication skills and maintaining a focus on the customer which will make the hotel a truly international hotel. 
[bookmark: _Toc135354934][bookmark: _Toc148288663]Plan of Action
Table 8: Action
	Issues 
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget 
$

	Fitting
	At some point in the not-too-distant future, every component of a lavatory should be upgraded to a computerized, high-tech version. (Kangas et al., 2021)


	Toilets that are more environmentally friendly, in addition to being sustainable and highly efficient (Ghazinoory, Esmail Zadeh and Memariani, 2007).
	4 months
	February, 2024
	12000

	Lighting
	Alterations to the outside of the windows, including the installation of new glass and fresh paint. (Sammut-Bonnici and Galea, 2014)
	Enhanced light from the sun, less reliance on electrical power, and superior sustainability.
	3 months
	January, 2024
	1500

	Preservation of food
	12 fridges need to be immediately changed
	Sufficient drinking
	2 months
	December, 2023
	14500

	Competition
	Hilton Washington needs to be itself active and qualified enough
	Market leader
	2 years
	January, 2026
	On-going expense

	Dependency
	It is tough to reduce dependency but itself internal strength is needed (Gurl, 2017)
	Strong enough
	2 years
	January, 2026
	On-going expense

	Amenities issue
	Deciding on an appropriate modern look and implementing any required improvements to the building's fixtures and fittings.
	Visitors with Excellent Ratings and a High Level of Satisfaction.
	3 months
	January 31st 2024
	It has been determined that freshening up the inside of each room would cost a total of £15 000.

	Cleanliness
	The addition of employees, the maintenance of a regular cleaning schedule, and supervision (Sarsby, 2016)
	Visitors will have a better mood if the surroundings have been cleaned up more (Humphrey, 2005)
	Daily basis
	On-going
	On-going

	Inefficiency issue
	Arrangement of training (Benzaghta et al., 2021)
	Efficient employee
	2 months
	December 31, 2023
	3000

	Staff shortage
	50 employees needed to be recruited (Teoli, Sanvictores and An, 2019)
	Smooth customer service will be ensured (Helms and Nixon, 2010)
	2 months
	December 31, 2024
	30000


	
[bookmark: _Toc135354936][bookmark: _Toc148288664]Conclusion
The Hilton Vancouver Washington commissioned KMPG to do a consulting study, which brought to light numerous significant issues. The hotel has a long tradition of excellence in the hospitality industry and has a prominent location in the middle of the city. It is housed in a historic structure. Despite the best efforts of the hotel to rectify the situation, a few significant issues have been brought to the attention of the recently recruited Consultant at the Hilton Vancouver Washington. The consultant first pointed out the problems, and then they suggested a solution along with an estimate of the associated costs. The hotel has been experiencing a variety of issues ever since it resumed operations after the COVID-19 closure. The hotel's popularity and ratings are falling, despite the fact that it is run by a first-rate management team and provides guests with every conceivable facility. The hotel expects that by addressing the issues that have been harming its image, which have been highlighted by the studies that were carried out in the report's scope and analysis part, it will be able to regain the previous grandeur that it once had in time for the holiday season in 2023. Then, in the main body of the report, we highlighted obstacles and concerns, and we included the TOWS analysis, which will aid in laying out feasible solutions by examining each issue separately. Complaints about the interior, the level of cleanliness, the level of service provided by room service, porter service, free kit service, in-room technological service problems, bathroom fittings and other issues are among the most common. The problems are evaluated in the findings and results part, and the plan of action section describes how to repair the difficulties as well as the costs associated with doing so in order to bring the hotel back to the forefront of the luxury hospitality sector.
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