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Executive summary
The problem or issues at stake 
Discussion of this current assignment analyses that within the organisational structure of Hilton Hotel there is the presence of several issues that are offering challenges to the business of this hospitality organisation. In that regard, it is noticed that staff retention is one of the most effective issues that the leaders of this organisation are facing within its business after the outbreak of COVID-19. Thus, the post-pandemic situation also created hurdles for the management team of this brand to maintain the availability of sufficient staff within the business and that also resulted in the decreased productivity within the business. Therefore, the newly appointed employees of Hilton Hotel lack proper skills in the delivery of the satisfactory services to the customers and the process also denoted that most of the employees of this organisation do not have proper skills in managing time, team operations, and other organisational works. For this, the customer services of this company are affected and that created negative feedback among customers regarding the service quality of this organisation in the US. Furthermore, the loss in the number of employees within the organisation also resulted in a decreasing level of income for Hilton Hotel and it affects the sustainability of the company within the existing business market. 
Findings (including facts and figures)
The report has analysed some issues along with some positive factors Hilton Hotel they have been facing. Some problems that they have faced during the pandemic have affected their business operations. The hotel has faced issues with employee training, revenue and customer reviews. In terms of employee training, Hilton Hotel has focused on the skill development of its staff members by partnering with IYF. This helps in enhancing their knowledge and skills regarding hospitality-related activities. Other than that, they have introduced 5 modules based on employee training through which the staff members have been able to become more capable. In terms of annual revenue, This has declined by 54.43% in the year 2020 from the year 2019. Thus, they need to focus on their pricing strategies and also try to attract the existing customer base rather than focusing on gaining new customers. In this way, their revenue can be increased. Lastly, they have also faced issues due to negative customer feedback. On their Facebook page, Hilton Hotel has received a 1.7 rating out of 5 which impacts their brand image. Therefore, for making customer reviews, they must enhance external business communication to interact with their guests more. In this way, people can provide services to their guests and their brand name can also be improved. 
Analysis of these findings
Along with the problems in Hilton Hotels as a whole, this hotel chain faces some issues with its different areas. In these areas, Food & Beverages, Rooms, Staff members, Venue design & environment, Menu choices, and Staff training are all included. Some of these sections of the hotel are positive, however, some areas have some issues. The particular problems that Hilton Hotel faces in this are the lack of workforce, not enough creative imagination in the Food & Beverages department and inadequate customer services based on their menu choices. The hotel chain does not properly use much imagination through which they can innovate their services in the Food & Beverages section. Other than that, their workforce has decreased due to the pandemic. Along with this, the customer reviews regarding the menu choices are also not very good. These are some of the departmental issues that the hotel comes across. 
Recommendations to the client
It has been recommended to the management of Hilton Hotel to overcome these issues in order to make their business operations more effective. For overcoming the issue of lack of imagination, the hotel should focus on the ideas other hotels are using in their Food & Beverages section. Through this, they can become more effective and provide proper services to their guests. Moreover, they need to concentrate on hiring skilled staff members so that their lack of workforce problems can be resolved. By hiring more staff members, the hotel can become more productive as there will be more skilled members to provide the best services. Lastly, to overcome the problem with customer reviews it has been suggested that the hotel needs to take charge of asking about any allergies to people while receiving any order. 
Conclusion
This part of the report has provided the aspects which have been discussed in the whole report. All the parts of the report have been written here along with the gist. The things that have been learned from each section have also been discussed in this part. 

[bookmark: _heading=h.n26hv6sufjr]Introduction 
[bookmark: _heading=h.tgdbebyw406f]Purpose of the report 
The main purpose of this report is to analyse the issues or problems that Hilton Hotel UK is facing in managing its business operations in a successful format. On this note, this report stresses the focus on offering consultancy to the leaders of this hotel for improving organisational operations to enhance sustainability within the business. 
[bookmark: _heading=h.tbl0j21uhj4d]Problems/ issues to be addressed
Based on the overview of the reports, it is noticed that after the COVID-19 pandemic situation the Hilton Hotel is facing issues in managing organisational operations in a developed format. The lack of availability of sufficient staff within the organisational structure is offering operational issues for the company. Therefore, the loss of employees within the company resulted in a decreasing level of income on business and that offers operational issues to this brand. The reduction of demand for services among customers after the pandemic situation also caused operational issues for the Hilton Hotel (Hilton, 2022). 
[bookmark: _heading=h.c8qgvyhcs0ra]Methods to be used 
In the case of the performances of this report, different methods such as SWOT and PESTEL will be used. The involvement of SWOT analysis within the report must help to analyse internal areas of business. Thus, this specific analysis helps a person or organisation in the identification of strengths, weakness, opportunity, and threats that are associated with the business operations or organisational projects (Teoli et al., 2019). For this, it is identified as the situational analysis as it allows the users to analyse the current situation that is presented within the business and helps to take effective action considering the situation (Benzaghta et al., 2021). On the other hand, PESTLE analysis stress focuses on the delivery of clear knowledge about the key external factors that offer strong influence to the organisation such as political, economic, social, legal, technological, and environmental (Shtal et al., 2018). Usage of this analysis method helps the users to take guidance about the external environment of business. Results that are acquired from this analysis must help the leaders of the organisations to take strategic decisions in business for ensuring success (Leyva Vázquez et al., 2018). 
[bookmark: _heading=h.8qfifdqdyy3p]Scope and analysis 
[bookmark: _heading=h.ccp00xdo5uv]Description of the hotel
Hilton hotel is one of the largest hospitality organisations that operates its business in the global business market. The headquarter of this brand is located in McLean, Virginia within the context of the US. This hospitality organisation has its services in approximately 584 locations. A clear analysis of the overall organisational services of Hilton Hotels stated that this organisation has approximately 1.07 million hotel rooms worldwide (Statista, 2022). Within the international business market of the hospitality industry, Hilton Hotel has been operating its business for the last 103 years (Hilton, 2022). In the current context, it is noticed that global customers are highly satisfied with the services that Hilton Hotels is offering to them as the services of this hospitality industry are luxurious enough to satisfy consumer needs. On this note, customers of this hotel offer a rating of 3.9 out of 5. In that case, approximately 4,150,603 reviews of consumers within the website of the company and also on other social networking sites are reviewed and that indicates that the majority of the customers are offering 5-star ratings to this brand for its excellent services (Charlotte, 2022). On the other hand, it is noticed that the Hilton hotel includes an honors program within its customer services to improve the stickiness of customers. Within this program, customers get incentives and also get points which help them get free rooms along with other facilities such as wifi and room upgrades (Maddux, 2022). On the other hand, it is noticed that the management team of Hilton Hotel also gets negative reviews from customers on social media platforms. In that case, this hospitality organisation has acquired negative reviews from customers on Twitter for the rude and arrogant behaviour of staff towards the consumers (B2bmarketing, 2022).  
[bookmark: _heading=h.1vmoktpnt6g5]PESTLE analysis
	Political 
	Political instability serves negative impacts (Henry, 2022)

	Economical 
	GDP of the UK is growing and that serves positive impact to the business of Hilton Hotel (Prezi, 2022)

	Social 
	Growth of population in the UK and other countries increases demands of hospitality services 

	Technological 
	Adoption of technological advancement in business enhances customers services (Essaypandas, 2022)

	Legal 
	Government interventions in terms of employee law and customer law created hurdles (Shekhar, 2022) 

	Environmental 
	Changing climate is identified as serious threats to Hilton hotel


Table 1: PESTLE analysis 
(Source: Self-created)
Political
The decision of the UK to leave the European Union is offering political instability within this country and that is creating barriers for the hospitality organisations like Hilton Hotels to operate its business in the international business market (Dudovskiy, 2022). Therefore, the left process of the EU also created a trade war and for this, the hotel industry is tremendously affected. The process reduces the profitability of the hotels such as Hilton Hotels. 
Economic
The current GDP of the UK is approximately $3.198 trillion and the increasing GDP of this country is creating opportunities for Hilton hotels to manage their growth in business by acquiring high revenues (Ons, 2022). Due to COVID-19, the interest rates in different countries became low and that served adverse effects on the profit rates of Hilton Hotel in the international business market. 
Social
Hilton hotel has a strong brand recognition within the global business market band that helps this brand to attract global customers to its services. Thus, the changing lifestyle of the customers also creates interest among them to avail services from this hospitality organisation and that resulted in the increasing sales of the company (Fernfortuniversity, 2022). On the other hand, it is noticed that the growing population of different countries and especially in the UK also enhances the demand for hotel rooms in Hilton hotels and that helps in managing potential business growth (Embapro, 2022). 
Technological
Mobile phone driving empowerment and access to gather information is acquired by the leaders of Hilton hotel based on the implementation of developed technologies within its business. In that case, it can be mentioned that the technology transfer and licensing process created issues for Hilton Hotel and that also created fear of creating competition in business. Moreover, the engagement of developed technologies allows Hilton Hotels in lowering the overall costs in organisational operations and that helps in earning high profits (Swotandpestle, 2022). 
Legal
Hilton Hotel is showing greater awareness to their customers and that helps this brand to maintain consumer law within a business based on the delivery of satisfactory services to the customers. Thus, the maintenance of the health and safety act of 1974 helps this company to maintain legal obligations in business (Tang, 2020). 
Environmental
Changing climate of different countries created challenges for Hilton hotels to deliver its hospitality services to the customers in a developed way. Therefore, the adoption of an effective plan for recycling waste helps this company to adhere to the regulations and expectations of the customers. 
[bookmark: _heading=h.jqkpihneo06d]SWOT analysis 
	Strengths 
	Weakness 

	· High brand recognition
· Good employee retention
· Good reputation in the market (Bhasin, 2022) 
	· Limited share in the existing business market
· Government policies affected business operations (Gowrea, 2021)

	Opportunity 
	Threats 

	· Innovation in customer services
· Digitalisation and better usage of technology
· High potential in emerging markets (Study, 2022) 
	· Stagnant growth
· Economic and political turbulence
· Intense competition (Bhasin, 2022) 


Table 2: SWOT analysis 
(Source: Self-created)
Strengths
Hilton hotel is operating its business for a long time and that helps this brand to adopt extensive opportunities. Thus, the availability of strong experiences in business creates a vast scope for this hospitality organisation to expand its business in a successful format. Therefore, the customer retention scheme of this organisation is effective enough and this creates strengths for the company to manage the availability of huge customers within its service area and which also resulted in the strong property portfolio of the hospitality brand (Swotanalysistemplate, 2021).  
Weakness
A clear analysis of the business operations of Hilton Hotel it is identified that instead of having good brand recall this brand failed to acquire high shares in the business market. The process is identified as one of the weaknesses of this hospitality organisation. On the contrary, it is observed that within different countries, government policies are also different. Thus, the presence of various government policies created challenges for Hilton Hotels to manage its effective operations within the International business market. Not only that, but due to the large size of its business, this brand lacks flexibility within business operations and it serves potential weakness to the company for acquiring success in business based on the maintenance of developed operations (Ahsan, 2021). 
Opportunity
The leaders of Hilton Hotel are focusing on the engagement of innovative ideas within business operations for the delivery of the satisfactory services to the customers considering their needs. On the other hand, it is noticed that the engagement of digitalisation and developed technologies within the overall performances of this company also creates opportunities for Hilton hotels to manage developed operations within the existing business market and it also allows this brand to acquire competitive advantages within the business (Mbaskool, 2021). 
Threats 
Within the existing business market, the Hilton hotel is facing intense competition from other hospitality organisations such as Marriott International, Starwood Hotels and resorts, and Accor hotels. The availability of competitiveness within the business market serves threat to this brand. Thus, the price of this brand is very high and the availability of strong competition on price points also creates threats to the business of Hilton Hotel (Research-methodology, 2022). 
[bookmark: _heading=h.7zaubx2k6tw3]Main body 
Employee training 
Through a clear analysis of the overall operations of Hilton Hotels, it is recognised that hospitality workers are facing challenges within their operational areas due to the presence of diverse workplaces. In that case, it is noticed that the employees of this organisation need to adopt rapid changes within their performances for meeting consumer needs. On this note, the leaders of Hilton hotel found that many of their organisational members joined the workforce of the company for the first time, and for this, they lack the soft skills to perform team works in a developed format. Within this regard, it is noticed that different soft skills such as time management, and problem-solving skills are lacking among employees of this hotel. Due to the presence of those skill gaps, the management team of Hilton Hotel suggests retaining new team members within organisational projects for the maintenance of potential growth in the business (Digitalcommons, 2022). 
On the other hand, it is noticed that the leaders of Hilton hotel met the skill deficit of the employees based on the establishment of their partnership with IYF. This partnership delivers life-skill training to the employees through the passport to success. The process helps the team members of this company to elevate their abilities for managing problems of the guests as well as customers that they are facing in case of availing services from this hospitality organisation. Adoption of clear knowledge regarding the requirements of the customers helps the organisational members to manage sensitivity within the consumer service area and that also creates effective paths for the maintenance of a successful curriculum within the hospitality services of the company (Prezi, 2022b). Thus, the engagement of partnership with the IYF team helps Hilton hotel to create tailored hospitality-specific instructions to operate the overall operations of the company considering the changing demands of the global customers. On this note, it is noticed that within the skill development program of the employees, approximately 67 trainers are included within the human resource team to offer effective training to the thousands of employees for the betterment of their workforces in the operational areas (Passporttosuccess, 2022). 
Therefore, a set of approximately 5 online modules are also adopted from the PTS of the hospitality curriculum of Hilton hotel. Furthermore, a learning approach is also included within the operational area of this hospitality organisation and that helps the members of Hilton hotel to enhance their working abilities in just six months and it is seen as the achievement of a milestone for the employees in regards to the person training program. Within this respect, it is encountered that at the Hilton properties approximately 15,000 young people are adopting developed training. According to the survey it is encountered that among all the team members of Hilton hotel approximately 96% of the team members are getting ITS training and after six months of the training approximately 40% of the members were promoted to higher positions (Managementservices. Hilton, 2022). 
How to improve employee skills 
Instead of the presence of different skill development programs within the organisational structure of Hilton Hotels, the leaders of this hospitality organisation must embrace developed strategies as well as innovative ideas within the business to maintain developed operations. Various strategies that must be adopted by the management team of this company are such as:
· The leaders of Hilton Hotels must acquire a clear understanding of the skills and abilities of the employees. It is essential for the organisation as it can help to maximise efficiency among employees to foster organisational activities (Zenefits, 2022). The process can help the leaders of this organisation to match the skills of the employees with the organisational tasks. 
· Every manager in an organisation has clear knowledge about the maintenance of developed communication with the employees as it is the key to a productive workforce. For this, the management team of Hilton hotel should establish strong connections with all the employees based on the engagement of developed communication (Al Karim, 2019). It can help them to get knowledge about the issues that employees are facing in case of performing their work in diverse work cultures. 
· The leaders of Hilton Hotels always should focus on motivating or encouraging employees based on the delivery of work recognition to all of them considering their workforce. The process can help employees to feel appreciated within the organisational structure and that will help to increase productivity within the company (McIlwraith, 2021). 
Annual revenue 
Based on the analysis of the income statement of Hilton hotel for the last few years it is encountered that the annual earning revenue of this company in the year of 2019 was approximately $9.452B and it denoted the increase of the earning revenue by approximately 6.13% from the previous years. Therefore, this company has acquired approximately $4.308B in revenues in 2020. Analysis of the income statement of this brand denoted that the earning revenue of this hospitality organisation in that specific year was declined by approximately 54.43% from 2019. On the other hand, Hilton Hotels earned revenues of approximately $5.788B in 2021. It allowed this organisation to increase approximately 34.39% of revenues in its business from the past years. Furthermore, this hospitality brand has succeeded to acquire revenue of approximately $8.165B from its organisational services and which resulted in the growth of approximately 68.63% in the sales of the company in 2022 (Ir.Hilton, 2022). It also allows this brand to manage its sustainable growth within the business based on the maintenance of competitiveness within the business. Thus, the money that this organisation has acquired in the form of revenues is the money that it receives from its customers based on the exchange of the services (Macrotrends, 2022).

[image: ]
Figure 1: Revenues of Hilton Hotel
(Source: Statista, 2022)
How to increase earning revenues in business
· The leaders of Hilton Hotel should focus on repeat customers instead of spending resources trying to gain new customers within its service area. delivery of effective focus on selling as well as cause selling to the current customers can offer a significant or effective impact on the business of this hospital organisation in a cost-efficient manner (Gentilini et al., 2019). Therefore, customer appreciation gestures also should be included within the customer service area of this hospitality organisation and in that case, special discounts must be produced for the clients considering their purchasing operations. It can help to create a good impression of the company in front of its customers and that also must help to produce a positive impact within the minds of the customers for making their purchasing decision in favour of the company in the future.
· Pricing within the business is identified as one of the most important factors as it helps to set purchasing decision-making among customers. For this, the management team of Hilton Hotel shoot makes an adjustment to the product and service price of this company to create a positive situation within the business for acquiring high revenues. Within this context, it can be added that a sudden increase in the price might help to bring more revenues and boost business profits but it also can create adverse impacts on sales by creating this satisfaction among customers about the pricing of the services (Ochalek et al., 2020). On this note, the leaders of Hilton Hotel should set the price of its services in an effective format to justify the overall cost of the business.
Customer reviews
Analysis of the reviews of the customers in terms of the service quality of Hilton hotel within different social media platforms it is encountered that there is the presence of negative feedback among customers. Through the observation of customer reviews, it is recognised that the customers of Hilton hotels are not satisfied with its customer services (Comparably, 2022). In that case, it is noticed that the reservation and booking procedures of this hospitality organisation are bad enough as customers have to wait a long time for the completion of the overall procedure of reservation and booking. Not only that but within this hotel, there is also the presence of issues that are associated with the beaches of personal data of customers as they are sharing with the company at the time of bookings. Therefore, the customer needs to wait a long time for the adoption of any response from the customer service unit of this company. On this note, it is observed that the customers of Hilton Hotel offer 1.7 ratings out of 5 to this hospitality organisation after availing of services from this company (Facebook, 2022). 
On the other hand, it is noticed that the engagement of the integrated system of innovative solutions within its customer services increases the service quality in the business. Hilton honors are the most frequent and preferred guest program of this hospitality organisation and that helps this brand to manage the high spread of business in the global business market. Thus, this honor program of the organisation also helps to bring satisfaction among customers through the maintenance of loyalty of the brand to its customers. Therefore, active members stay within the Hilton property to take care of the customers at every time considering their needs. Furthermore, the personal preferences of the customers are also taken into consideration to its business for the maintenance of the personal touch of the company with the guests for enhancing satisfaction level among customers (Hilton, 2022d).   
How to improve customer feedback
· The leaders of Hilton Hotels should focus on the engagement of the past booking conversation with the customers as it can help to deliver clear knowledge to the customers regarding the entire procedure that is related to the services of this hospitality brand (González-Mansilla et al., 2019). 
· Engagement of multiple communication channels must be performed by the organisational leaders of Hilton Hotel as it can help this organisation to establish healthy communication with the customers. Therefore, the usage of various communication channels within the business of this hospitality organisation also can help this company to reduce the waiting time from the customers and that also will help the customers to get instant response from the organisation and customers will need not to wait a long to resolve their queries by getting answers (Sánchez-Franco et al., 2019). In this way, the leaders of Hilton Hotels can create an inclusive experience among customers. It must help this brand to maintain a positive reputation among customers and also will help to get positive feedback from customers based on the adoption of satisfactory services (Amadeus-hospitality, 2022). 
[bookmark: _heading=h.icue7ovg6pu3]Findings and result
	Areas
	Analysis of the area

	Food & Beverage
	·       Covers cost management and to theme development
·       New Food & Beverage concepts
·       More imagination is needed
·       Successful built-out

	Rooms
	·       Flexible and safe rooms
·       Innovative Program named CleanStay
·       Different kinds of rooms
·       Various facilities

	Staff members
	·       Skilled staff members
·       External hiring is focused on more
·       Great motivation
·       Workforce strength is lessening

	Venue design & environment
	·       Excellent offers for group bookings
·       Focused on safety procedures
·       Almost all kinds of occasions are focused on
·       Utilisation of technology to manage and measure the impact of the event
·       Help with planning an event

	Menu choices
	·       Preorder service is available
· Communication is present while ordering to avoid in accidents
·       Different types of menus
·       Customer service could be better

	Staff training
	·       Many training programs are available
·       Different trainings for teams and owners



Table 3: Analysis of Areas in Hilton Hotel 
(Source: Self-created)
[bookmark: _heading=h.ja5dkuo406z5]Food & Beverage: The Food & Beverage section of Hilton Hotel has a number of components through which they provide the best-served food to their guests. It covers several aspects of the hotel in order to give good service to people staying at their hotels. Cost management along with theme development is done in this department. The portfolio of the Food & Beverage section holds the management of these and everything that comes between these two for aligning the restaurant affairs that Hilton offers. The hotel has partnered with local, national and global companies like Heinz Beck, Coffee Bean & Tea Leaf, Voltaggio, Jean-George Vongerichten and more (Hiltonfoodandbeverageportfolio, 2022). The Vice President of Hilton Hotel has stated that they need new F&B concepts for guests and also for the F&B department. It would provide newer solutions for the owners to use tools for the hotel (Ricca, 2018). Therefore, the department needs to have more imagination for making the operations better. For the hotel to flourish based on its dining sector, the hotel needs to be influenced by other independent dining sectors. This is an industry-first platform where images, a gallery of guidelines and other tools help to achieve a built-out.
Rooms: Hilton Hotel offers different kinds of rooms which are safe, comfortable and flexible. The room booking of this hotel is quite flexible as well because there are no special restrictions as long as guests follow the standard guidelines and cancellation policies. There are different kinds of rooms available for people as their preferences. These rooms are King Corner Room, King Superior Room, Family Connecting Room, Deluxe Room, Premium Room, Executive Room, Junior Suite, Executive Suite, City Suite, Ambassador Suite, Master Suite and more. In these rooms, different kinds of facilities are given to guests which vary in every type of room (Hilton, 2022a). The hotel has also partnered with Reckittand the manufacturer of Lysol & Dettol for developing their ClenStay program through which they assure a safe stay to their guests (Hilton, 2022b). 
Staff members: Hilton Hotel has a number of skilled staff members who have been working their best to provide maximum service to the guests. This hotel provides training facilities for the staff and also for the higher management to make the business operations better. For making their staff members in the F&B department they have a School of Food & Beverage where training is provided through video-based learning. Other than that, Hilton Hotel has focused on employee motivation strategies where recognition plays a big role. Catch Me At My Best and Team Member Appreciation Week are some of the programs which are done by hotel managers to empowering the staff members (Managementservices.hilton, 2022). They also have virtual instructor-led courses and the staff members are offered team member travel programs named Gohlton. However, it can be seen that the workforce of Hilton Hotel decreased in the year 2021 to 142,000 from 173,000 in 2019 (Statista, 2022). 
Venue design and entertainment: The venue and entertainment area of the Hilton Hotel have become very much convenient for the guests. They have made their event experiences for their guests elevated by offering services like EventReady where communication drafting, checklists and RFP templates are included. Moreover, people can also plan their events by learning terminologies and basics. Hilton Hotel offers discounts for group bookings and they also follow safety procedures. People can also measure the environmental impact of the event through the LightStay Meeting Impact Calculator (Hilton, 2022c).
Menu choices: There are various kinds of menu choices available in the Hilton Hotel. Pre-ordering service is also available for large groups. They insist people communicate with the individual who is taking orders to avoid any kind of accident. People might have allergies to nuts, dairy products, gluten, seafood and many more. Thus, by knowing this they offer quality food that is enjoyable to guests. However, there is no specific way of stating the queries other than telling them over the phone. Thus, customer service needs to be better (Hilton-hotel, 2022). 
Staff training: The staff members are trained in Hilton Hotel in order for them to be more efficient in their work. There are many training programs provided by the management of the hotel. The main goal of these training programs is to enhance the capability of the hotel staff. Relationship-building, communication and problem-solving are focused on, in the training programs. Through the training programs, staff members learn their work quickly, can increase their productivity, and time management gets better, and the turnover rate decreases (Prezi, 2022a). 
Action plan 
	Number
	Problem
	Solution
	Desired outcome
	Time Scale 
	Completion
Date
	Planned
Budget

	 1
	More imagination is required in the Food & Beverage section 
	Hilton Hotel’s Food & Beverage department needs to be focused on making their solution better by having more effective imagination. They need to concentrate on other companies and the tools they have been using to make their services better. In this way, Hilton Hotel can improve their F&B section through which guest satisfaction can be enhanced (Kylliäinen,2022).
	The Food & Beverage section of the hotel would become more effective for their guests. By incorporating more imagination in this department, it can become more efficient. Therefore, more technologies would be used, and the guests of Hilton Hotel would get better service. 
	1 year 
	20.09.2023
	 £15,000

	2
	Workforce strength is decreasing 
	Hilton Hotel must focus on hiring skilled people to the hotel in order to recover from the problem of decreased workforce. The operations might face many issues due to lack of staff members, thus, they need to more people so that they can provide effective services to their guests (Managementstudyguide, 2022).  
	All the business operations would be done effectively by employing skilled people in the hotel. All the guests would be provided the service to meet their expectations. This would improve the profit margin. 
	8 months  
	15.05.2023
	£5,000

	3
	Customer service is not up to the mark 
	While taking orders the individuals who are responsible for that must ask people if they have any allergies or whether they want to avoid any ingredient. Though this way, Hilton Hotel can make their services better in terms of menu choices (Salesforce. 2022).
	The satisfaction level of the guests would be improved, and they will give positive feedback about their menus. The brand image of Hilton Hotel will also be improved which will help them to attract more people. 
	10 months 
	25.07.2023
	£10,000



Table 5: Action plan 
(Source: Self-created)
[bookmark: _heading=h.qclciw1b9yf]Recommendations 
●	It is recommended to the management of Hilton Hotel to make their business operations better by using more imagination in the Food & Beverage section. Hilton Hotel has been operating since the year 1919 and it has made a good reputation in the hotel industry. The hotel however has had several problems in its business operations. They have come across the issue of not using many innovative ideas to make tier services in F&B better. Thus, they need to implement more ideas in their Food & Beverage section to make the services improved (Penfold, 2022). They should also take ideas from other companies which have been using some innovative plans. In this way, Hilton Hotel can incorporate the ideas into physical form in order to make their F&B services better (O'Neill, 2022).
●	It is also recommended to the management concentrate on an effective hiring process so that they can have a stable workforce to carry out all the internal business operations. The staff members have quit their job after the outbreak of Covid-19 and the hotel also cut some employment. Thus, the number of staff members in the hotel has decreased due to the pandemic. For recovering from this, the hotel management needs to hire more skilled people who are trained properly and know what they are doing. In the process of hiring the management needs to make pepper decisions and hire the one who would be the best choice for the hotel. Therefore, through this process, the workforce of the hotel would be more strong and more effective through which the hotel can offer better services (Caprelli, 2021). 
●	It is further recommended to Hilton Hotel management focus on their customer services in terms of their menu choices. The hotel has been facing a problem of inadequate customer service which has been complained about by their guests. Therefore, they need to make their services better regarding taking pre-orders. When someone is about to place an order, they need to ask on their own if the individual is allergic to anything or if they would like to avoid any specific ingredient. In this way, guests would be satisfied by having the food they wanted, and the brand image of Hilton Hotel would be enhanced (RemoteHQ, 2022). 
Conclusion 
The above consulting report has discussed the business operations of Hilton Hotel. Several aspects of this hotel’s operations have been focused on here. Hilton Hotel has been operating in the UK since the year 1963. It debuted in the UK by opening its first hotel in London. It is a five-star hotel chain which has been providing the best services to its guests. Therefore, various factors of the hotels’ operations have been described here. The report has discussed the purpose of this study which is to know the problems Hilton Hotels that they have been facing. A problem statement has been provided to know clearly on which the report has been based. Along with this, the methods that have been used in this report to understand the problems along with having solutions for the problems have been stated. In this context, SWOT and PESTLE analyses have been provided here. While stating the scope and analysis, a description of the hotel has been known from which the operations in their internal and external business context have been known. Along with that, the year it was founded, its services and more have been entailed here. The report has further explained the internal and external environment of the hotel chain. Using SWOT analysis, the internal capability of Hilton Hotel has been known. Along with that, their drawbacks have also been known here through which it has been evaluated how they can get some opportunities and threats in the UK market. PESTLE analysis has been used to know what elements would affect the operations of the Hilton Hotel. While discussing the issues, some negative and positive points of the hotel's different sections have been discussed above. From this, the problems faced by each department have been known. The report has further included an action plan where the plan for overcoming the issues has been discussed along with the time and investment needed to overcome. Some recommendations have also been given here following which Hilton Hotel can overcome their problems. 
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