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In the past year, the international pandemic has been the most talked about event affecting the lives of people all over the world. The COVID-19 virus led individuals to be closed in their homes for their protection of the disease, which naturally affected numerous businesses across the country, except for those providing basic and necessary products and services. Businesses impacted negatively and forced to close included restaurants, cafes, hotels, bookstores, retail and more. While the nationally imposed lockdown was recently lifted, a year ago the government enforced this lockdown, and many businesses were closed for months. Even though the government provided substantial financial aid to the people and the business owners, the international pandemic has had severe impact on the economy, and it will take time for companies of any kind to be able to earn as efficiently as they have before. In this report, there will be a discussion of the challenges, scopes, and impact of the coronavirus on the Hilton Hotels. Hilton is a globally renowned brand which currently has over one million rooms in Europe, North and South America, Africa, Asia, and Australia. How the company can manage and find solutions to their current challenges will be discussed in this report and a proposed communication plan will be provided. 
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The Hilton company was first founded as a single hotel in Texas in 1919, bought by Conrad Hilton. (Hilton, 2021) In 1925 Hilton opens the first hotel which is named after him and nearly one century later, the company has over 584 hotels on six continents. Over the years the Hilton hotels have grown to own 18 brand and currently have operations in 116 countries.  Today, they are seen as a global hospitality company which aims to provide warmth and comfort to travelers across the globe.  The company has a spectacular history and is known to provide a luxurious and comfortable experience across all its businesses.  Therefore, it can be considered expected that the company would be experiencing severe losses and a negative impact from the international pandemic, which enforced companies not only in Europe, but in the whole world, to halt their operations. According to Hilton (2021), each letter of the hospitality group’s name is representative to one of their values. Their website presents their values as the following: Hospitality, Integrity, Leadership, Teamwork, Ownership, Now. The setting of those values has provided the company with a tight organizational structure through the disciplined devotion to certain values, beliefs, and behaviors.  The sense of urgency with which the company operates, as well as its devotion to the upkeeping with customer needs has provided them with a stable and sustainable strategy, which has been transformed with the evolution of people and their mindset through the last century.  
The focus of this report will provide a supported view of the internal and external requirements for the Hilton Hotel Group to survive the current international crisis and improve their operations.  To achieve this purpose, an analysis of the current situation or the reason behind the crisis will be provided. Furthermore, the internal state of Hilton will be considered through SWOT analysis and the evaluation of employee satisfaction. To understand the company in the external environment, a PESTLE analysis will be conducted where the external impact on the company will be discussed. 
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In the words of Seetharaman (2020), the coronavirus crisis has and will require organizations to search for digital replacements, or to identify ways of delivering their products and services with minimal physical contact and safely. If this is to be regarded as truth, it can be stated that businesses such as Hilton which deliver personal products and services, which require the customer to be present, will experience additional difficulties to deliver. The various impacts of COVID-19 on the Hilton Hotels will be provided below.
Firstly, the coronavirus pandemic brings about a severe dose of uncertainty for the future. While there are only so many possibilities of what is to happen next, the government of any country has the power to enforce rules and regulations as they see fit. For example, on the 16th of March 2020, the British government enforced a national lockdown to avoid the spread of the virus. This lockdown has impacted the tourism industry, which is closely connected to the hospitality industry immensely. 
Secondly, the coronavirus has forced communities across the globe to adapt and adopt a different lifestyle. Hence, travelling was halted unless necessary and people would not leave their homes to prevent further spread. 
Furthermore, the virus has affected Hilton by the enforcement of a halt of operations for a big amount of their branches, for an unidentified period.
Lastly, COVID-19 led to a world-wide economic crisis, with several exceptions for stable countries. Hilton had to let go of many employees during the pandemic, in order to keep the business running, which was not only bad for the business, but also for the economy of the country.
Overall, the disruption which the coronavirus created is evident within many businesses, and most importantly within Hilton. However, there are ways in which an organization can deal with the crisis and later in this report recommendations will be made for the future strategies of the Hilton Hotel Group. 



Evaluation of the Situation

SWOT Analysis



	Strengths
· World renowned brand
· Existing brand value
· Brand loyalty
· Customer Satisfaction
· Clear Unique Selling Points
· Various Business Developments
· Stable Sales and Community Management Strategy
· Satisfied Experienced Workforce

	Weaknesses
· Needs Direct Contact to Sell Products and Services
· Mostly Directed Toward a Single Market Layer
· Expensive Products and Services
· Employees are lacking Productivity and Motivation
· Inability to sell beyond direct sales

	Opportunities
· Transformational Development
· Provision of Safety Measures to Customers and Employees
· Creation of Further Customer Bond
· Implementation of Technological Advancements – Less Reliance on Human Force.
	Threats
· International Pandemic
· Decreased Employee Satisfaction
· Increased Employee Turnover
· Climate Crisis
· Economic and Political Crisis
· Competition
· Lack of Travelling and Tourism




As can be noticed in the above SWOT analysis, the Hilton Hotel has several strengths. Due to its vast experience and knowledge of the industry, the Hilton Group can cope with the basic needs of a business such as loyal customer base and brand recognition. This is because of the continuous improvement of services and products provided to the public, according to the needs of the targeted consumer. Nevertheless, the company has its weak spots as is expected and through continuous improvement and focus on sustainable development, the company can create its ability of coping with the threats and exploring its opportunities. 

PESTLE Analysis

The PESTLE analysis will be used to analyze the state and situation of the company through various perspectives including political, economic, sociological, technological, environmental and legal. All perspectives exist in the daily operations of the business and create various business impact as follows.
Political
The coronavirus was an unexpected turn in the internal and external dealings of countries across the globe, and it drove world leaders to create an international lockdown to contain the death rates and virus spread. This resulted in the closing down of businesses and negatively impacted the Hilton Hotel Group. While people are being vaccinated, there is still a high possibility of a new lockdown to be imposed in the next year. 
Economic
The tourism and hospitality industry have been severely impacted by the coronavirus pandemic which has brought financial losses to businesses worldwide. Furthermore, Hilton had to act through letting go of people due to the lack of work to be provided. This led to various individuals turning to the government for financial assistance. 

Sociological
Due to the necessity of staying at home, many individuals have had challenges with work life balance, which has led to a rise of depression, social anxiety, and more. This closely impacts those who work for the company, as well as the owners of the Hilton Hotel Group because the lack of motivation leads to unsatisfied employees, hence – unsatisfied customers. 

Technological
    
With the rise of technological advancements, the Hilton Hotel can benefit through implementing various digital and technical tools for the decrease of human force and interaction. For example, check-in can be done through a computer instead of a person, however this might negatively impact customer experience.

Legal
Legal frameworks must be followed at all times, because otherwise the company can face legal action from any individual or organizational entity. Therefore, the company should keep detailed attention to changing legislations in all countries of operation. 

Environmental
The world is currently experiencing a climate crisis across all continents, which is an urgent issue the business must pay attention to. This will help them set operational rules and structure which will assist the environment and not harm it any further. 
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Recommendations

Considering the current position of Hilton in the external environment, the best way would be to implement technological advancements and digitalization of products and services. Furthermore, for all physical services the provision of contactless and safe experience is a must. The best solution to the experienced issue would be strategizing technological and digital implementations. 



	PMI CHART

	Plus
	Minus
	Interesting

	· Reduce Employee Pay
· Maintain the flow of customers through hotels
· Upkeep of hygiene due to less human touch
· Health risk is reduced

	· Costly
· Loss of personal touch
· Necessity of in-depth transformation
· Lack of employee productivity

	· Consumers may be intrigued in new technological ways
· Attraction of new market segment






Implementation of the Solution

The Hilton Hotel Group should use this transformational necessity for the adaptation of their services and products to the new needs and demands of the people. This may lead to further developments in the brand loyalty and recognition due to the interest of the business in its consumers. Through the implementation of a temporary or not technological system for check in and check out, the company will decrease the amount of person interaction immensely and create a positive chain in the health and safety regulations in the tourism and hospitality industry. This can lead to a transformation of the industry for its ability to keep up with the demands of people.  The company will have to plan out the implementation of the strategy, organize the required resources, time it accordingly with tangible aims and objectives, and train the employees who will be executives in the transformational approach. 
Communication Plan for Stakeholders


	
Stakeholder Communication Plan

	Stakeholders
	Power
	Key Interest & Issues
	Communication Method
	Frequency
	Comments

	Owners
	High
	Developing a safe and sustainable environment for employees and consumers.
	Through calls and emails, as well as set video conferences.
	On a monthly and weekly basis.
	Have the power to approve or deny all ideas.

	Managers
	High
	To create and implement plans and strategies. 
	Face to Face Communication.
	Daily
	Managers must work according to the owners’ requirements.

	Employees
	Moderate
	To ensure the daily operations of the hotels.
	Face to face or via distant working.
	Daily
	Should be asked for constant feedback.

	Suppliers
	Moderate
	To ensure quality of products and services.
	Mostly through emails and phone calls.
	Based on the company needs.
	Must be in sync with the organizational needs

	Customers
	High
	To receive a safe and pleasant experience.
	Phone, face to face, social media, email communication and word of mouth.
	Daily
	Customers are the most important stakeholder.

	The Government
	High
	To ensure the business is following rules, regulations and paying its taxes.
	Usually, formal communication through letter or email.
	On an annual basis, with exceptions. 
	The government can be asked for assistance in a crisis. 

	The Bank
	Low
	Provide money and ensure timely repayments.
	Phone calls, emails, and letters.
	Based on business requirements.
	Good relationships with banks are necessary.





Conclusion
Through this report it has become evident that the coronavirus pandemic has left severe impact on the tourism and hospitality industry, specifically on the Hilton Hotel Group. As hotels are struggling to sustain their success and continuous operations, recommendations were provided for the company for the future easing of operations through the adaption of a strategy. In conclusion, the company can take action to achieve the desired health and safety which would ensure consumers do not dismiss the possibility of buying products and services from the Hilton Hotels.  Overall, the ability of developing and enforcing a technological advancement would be beneficial for the company and the safety of its customers will be created and sustained. 
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Appendix
Role Play

Management Consultant – Zhulvena Siderova /Risk Manager/
Unsatisfied Employee – Florentina Marilena /Brand Manager/





















Florentina Marilena
Good morning, Miss Siderova! I was hoping to see you today, as there are a few important questions I would like to discuss with you! When do you think this would be possible?
Zhulvena Siderova
Good morning, Florentina. I see you look a bit distressed. I would love to have a chat, are you free now? And please, call me Zhulvena!
Florentina Marilena
I have 20 minutes before my meeting starts. 
Zhulvena Siderova
That’s perfect, come along to my office. So, tell me Florentina, what is it you would like to share with me today?
Florentina Marilena
Perhaps you are aware that with the outbreak of the coronavirus, many of the company's employees had to move their work online and work from home. In fact, 64% of the people are now based and home and we are currently seeing a decreased level of job satisfaction with 34% in a year. Surely, you know that our company aims to be fair and just with all our workers, and we rely on their skills and expertise to continue operating in these uncertain times.
Zhulvena Siderova
Well, that is some fundamental changes you are speaking about Florentina. It is natural for such things to happen during shaky organizational periods. But can you tell me a little bit more about the cause of your employees being unsatisfied? Through detailed description, we can analyze the situation and find a way to solve it.
Florentina Marilena
Many of us now must work from home and during that time also juggle home responsibilities and achieve good work results. Overall, many have said, 18% to be exact, that they are dissatisfied with their quality of life at work. A further 40% have said that while they work, they must also take care of their life, which impacts their work. Not to mention, that 25% require assistance for their mental health. Overall, 61% of employees are severely affected by home-based offices as they end up working beyond their working hours. I feel that most of the employees are lacking motivation and productivity, which can also be noticed in the results. 


Zhulvena Siderova
So, what you are saying is that the performance of the company during the pandemic has been affected by lack of employee motivation? 
Florentina Marilena
Definitely! Furthermore, because we are an environmentally conscious company and give constant updates of the environmental help we have given in the period, the staff is affected due to the increased natural disasters.
Zhulvena Siderova
Wow, it is commendable that you pay attention to the importance of the environment. Would you say that the company has been able to meet market demands? What about the targets, are they being met?
Florentina Marilena
We are satisfying customers, as most of our consumer base is loyal and has been a customer for a long time. However, we barely met the target in this annum and that was due to a big order of a client in need I met during the pandemic. Without him, we would not have been even close to the target. What worries me is that some of the employees might want to leave and this will be disastrous for the survival of the company. Many of them are staying because they are loyal to the company, as we provide them with top incentives, however there are employees who are not satisfied with the pay as well.
Zhulvena Siderova
It is true that the strength of the organization lies in the workforce commitment and skillful execution. Would you say that the pandemic has increased the pressure on workforce? 
Florentina Marilena
Definitely! 
Zhulvena Siderova
You must be aware that the behavior of your employees is not solely based on the internal factors. External factors are also important, and a PESTLE analysis is necessary for the understanding of the whole picture. For example, political factors include the national lockdown enforced by the government, the rules and regulations which must be followed by all, moreover tax rules and labor acts influence the company. Moreover, the government has been investing largely in the health and social care sectors, and the economy has been badly affected. Therefore, many of the consumers prefer not to spend too much and pay only for essentials. Social factors include the lifestyle change of employees which is in fact impacting the company and the consumers negatively. Health issues are the most serious issue which has led to severe panic by the community. However, on the other hand, technology has helped the organization through the upgrade of work by using digital tools for execution and communication. Environmental factors including the increase in natural disasters is affecting employee morale and legal factors are providing additional rules and regulations to be followed. Overall, all the above mentioned are important for the resolution of the current challenges of the company. 
Florentina Marilena
I see what you mean. But even though I understand the extent of the impact, what is not yet clear to me is what we should do next to avoid future problems. 
Zhulvena Siderova
Well, it is my opinion that you should start working towards resolution as soon as possible. For example, try to reduce the workload on employees and increase the non-monetary benefits they receive. It is vital that you pay attention to the mental health of the workforce, as if they are not healthy, they will not be performing well in their work and in their life. You can think about increasing salaries, or instead provide one-time bonuses for the demanding work they have done during this period. Furthermore, you can provide a mental health coach to have one on one or group sessions for the improvement of employee morale. Motivation is a key performance indicator and by purposefully giving employees what they need, this will lead to positive impact. Look at it through your position, if you have several sources of stress, would you be able to perform positively? 
Florentina Marilena
I must say, I have also been affected badly and require further help to improve my productivity.
Zhulvena Siderova
The recognition of the problem is the first step towards resolution. A situational analysis can be conducted by management and decisions can be made about the next steps to be taken. However, that does not mean the company should give the employees everything they want but to find a sensible way to approach the situation, which will be beneficial to both parties. Therefore, once the problem has been evaluated, decisions can be made and then implemented. Goals and objectives must be set in the short and long term, which will provide them with achievable targets. This way the progress can be tracked and based on results -adjustments can be made. This can be done using key performance indicators. Furthermore, a contingency plan should be implemented in case the chosen strategy does not work as expected. Would you say that the company communicates enough with the employees?
Florentina Marilena
I believe that there should be severe improvements in the communication between top management and employees. The human resource department should consider the organizational culture as this is also affecting employee behavior.
Zhulvena Siderova
Thank you so much for sharing all this detailed information with me. It is my opinion the following steps should be taken.  Firstly, the company should take a brief period to monitor employee behavior. After this there will be an analysis of the discoveries and a plan will be created for the improvement of employee morale. With this plan, a contingency strategy will also be developed, and the most important KPI's will be defined. I must tell you that beneficial changes happen slowly, but overall, they benefit the company and its employees.
Florentina Marilena
This sounds incredible Zhulvena! Thank you so much for taking the time to be here!

Zhulvena Siderova
No worries, Florentina! It has been my pleasure, and this was an incredibly productive communication. I will update you once I know more! Have a lovely day!






Fishbone Diagram
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         PESTLE Analysis
	Political
	Economic
	Sociological
	Technological
	Legal
	Environmental

	Government imposed rules and regulations for
COVID-19
Employment Law
BREXIT
	The instability of the pound sterling, alongside rise of prices in basic goods import and export.
	Lifestyle changes of employees due to lockdown and less public spending due to lack of work during pandemic.
	Increase in digital presence interest across the market which impacts the digital growth of the company.
	Passing of various legislative actions on the matter of import and export, hiring foreign citizens and business tax.
	The climate and environmental crisis across the world impact the short- and long-term decisions of the company in regard to mission, vision and values.





Plus Minus Interesting Chart
	

Plus
	

Minus
	

Interesting

	An accurate knowledge of staff feelings.
Adequate analysis of employee behavior.
Normal sales despite productivity decrease.
	Employee burnout due to lack of discipline. 
No teamwork representation.
Lack of office mental health coach.
Insufficient Non-Monetary Remuneration.
	Increase in use of digital tools for internal operating processes.
Change in schedules due to work-from-home approach.
Unsteady communicational channels internally.
Consumers do not seem affected by internal disruption.
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