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EXECUTIVE SUMMARY 

 

According to modern organizational behaviour theory, Hilton Hotels may need 

improvement in several aspects. See key questions and subjects defined utilizing 

subjective and quantitative information from her 11 individuals of the nourishment and 

refreshment group. Agreeing to Brown (2022), the precise standard to take after when 

arranging an occasion is called the Feast Occasion Arrange frame (BEO). Most inns 

and scenes utilize his BEO to guarantee that everything is clarified and acknowledged 

by settings and occasion organizers. This makes a difference scene maintain a 

strategic distance from intemperate nearby changes and concessions and guarantees 

compliance with occasion organizer prerequisites. According to Jaswal (2019), 

however useful BEO can be, it can take time to develop and update. Luckily, there are 

resources to help streamline the process and improve the visitor experience, from his 

free BEO design to cutting-edge technology (Larasati, 2016). This allows venues to 

avoid excessive regional differences and compromises and ensure that planners' 

goals are met.   

We found that current management uses this strategy to expose employees to power 

triggers, creating a landscape of A-B relationships, trust issues, and unequal division 

of responsibility. To enable the management team to implement changes that provide 

lasting benefits to the facility, it is recommended to understand some key 

organizational behavioural practices and tools. These tools include system maps and 

command scorecards. These visual tricks may overlap a bit. These resources are 

aligned with Hilton's broader goal of improving productivity. Teams thrive when 

honesty, communication and integrity are strategic priorities. Many organizational 

change techniques have the advantage of creating the greatest pressure for 

intervention (Tidd & Bessant, 2020). BEO ticket as an intervention point.  

Each BEO ticket must be carefully crafted, published and sent to employees working 

on complex tasks to ensure a clear overview. As a result, coordinate work can be 

outsourced impartially, quickly advancing openness, communication and balance. The 

control relationship between A group individuals and B group individuals is additionally 

decreased. Agreeing to Stouten et al. (2018). Changes in the organization may require 

employees to develop new procedures, which can be difficult. Even this small 

adjustment requires management to proactively "resistance" employees. Without a 

plan to address these feelings, employees may simply use the current hostile situation 
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as a source of ongoing productivity loss. Creating a productive atmosphere takes time. 

Implementation of these adjustments will be quicker if the leadership team provides 

strong reinforcements. Phrases like “great, great job, great job, great” are needed to 

release dopamine and help people associate new behaviours and attitudes with fun.  
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INTRODUCTION 

 

The current situation is the following:  

Organizational Culture - Hilton Hotels is a well-known hotel in the hospitality industry 

with many working teams and complex team relationships. The working gathers on 

which this report centers is the Service of Nourishment and Refreshment. This working 

bunch is dependable for the organization and administration of major occasions. The 

task-oriented nature of the work can have genuine repercussions in the event that the 

work isn't completed concurring to client determinations. This information is recorded 

in the Banquet Events table. 

Order form (BEO) for marketing, customers and catering staff. A BEO contains the 

details of each incident and is essentially a work order. At the begin of each move, the 

group meets for his five-minute group briefing, driven by the captain. Tragically, not all 

group individuals are familiar in English. This transcription is done by a individual with 

restricted information of English. As well frequently group individuals take off 

gatherings without a full understanding of the organization's objectives and 

obligations. Research shows that he was the only team member who felt management 

listened to them. Some of the evidence collected indicated that there was a great deal 

of mistrust among teammates. In the survey, he was the only team member who 

admitted to trusting his colleagues to do a good job. The captain responsible for each 

event often delegates the most difficult tasks to the same person and the simplest 

tasks to others.   

This led to a split between the A and B teams and many conflicts. Also, the captain 

most of the time keeps the BEO secret from the rest of the team. This group was also 

recruited, but had no representatives for some time. Employees are afraid to challenge 

their bosses for fear of being unprotected and punished. This report examines the 

organization's cultural challenges, discusses how this working group can transform, 

and highlights his BEO strengths to function. Investigate issues using SWOT and 

PESTEL analysis. Thanks to these analyses, you can weigh the pros and cons of 

ambitious hotel plans and make the best choice.   
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SCOPE AND ANALYSIS 

 

The Hilton is found at 10 Seafield Street, Hove, Brighton and Hove, UK. The lodging 

opened in July 1999 and has been in trade ever since. Sylviao912 distributed his later 

audit in October 2022, expressing: "We had a superb remain! The Hilton Lodging is a 

perfect lodging to remain in Hove. It is close to the centre and the train station. The 

rooms are comfortable, cosy and clean." Great, wonderfully varied breakfast. Hotel 

staff are always friendly, understanding and supportive. I am very surprised by this. 

You can always count on her for any of her concerns, day or night. I will certainly 

remain at the Hilton Inn once more on my following trip. The cost spread proportion is 

sensible. "At the minute, there are no awful audits approximately the inn indeed on 

social systems.  

Any movement that accompanies the change must be verified. According to Wickham 

(2019), analytics help understand the need for, inform, and support changes in how 

organizations operate. An assortment of procedures are utilized to affirm our 

discoveries and eventually bolster our proposals to “ensure that BEO is where we 

ought to be focusing.”  

 

System diagrams 

 

This article focuses on a simplified version of the system diagram generated by BEO. 

BEO is a set of criteria for a particular event. This information has not yet been 

released by the team's direct manager. The team leader relied on her BEO for 

confidentiality. As a result, some employees feel they are not doing the required 

amount of work, even though all team members can complete the project unaided. 

Conflicts resulting from uneven workloads lead to employee disengagement and more 

frequent quits. High employee turnover is caused by the Reinforcement Loop (RL), 

which includes escalating conflict, low employee morale, low engagement, and low 

empowerment.   

From this simplified system diagram, it's clear that the main goal of the organization is 

to improve BEO. By making this a major area of change, Hilton will eliminate or reduce 

what is currently actively contributing to RL. However, some aspects of system 

diagrams are affected by other factors. The trade union environment, mistrust among 
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employees, and language barriers are also factoring that influence system diagrams. 

Griffin (2021) argues that effective organizations are structures that can do more than 

their individual members. Organizations must not only change the past, they must be 

able to function as units and teams, shape the future, and customize, reconfigure, and 

control systems (Smith, 2017). Research shows that Hilton Hotels' F&B department 

has the same core colleagues as any other department. Occasionally, non-

professional RL conversations may occur, but these conversations do not lead to 

useful results or connections.   

 

 

 

 

 

 

 

 

 

 

 

 

Team fitness 

 

 

 

 

 

 

 

 

 

 

Based on the results of qualitative and quantitative research, we can conclude that the 

team's fitness scorecard needs to be significantly improved. For example, 9 out of 11 
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members think teamwork is very important. However, none of the 11 respondents said 

they felt part of a team. These intangible and measurable assets can be measured to 

better plan and manage Hilton's organizational activities.   

 

SWOT ANALYSIS 

 

Strengths 

 

Long track record. A successful rehabilitation programs. For more than a decade, 

Hilton Hotels has employed a large number of long-serving employees with deep 

expertise. We are constantly working with various travel agencies. A smart 

spreadsheet for managers. We are committed to corporate social responsibility. High 

bookings and a large cash surplus are expected for the 2023 and 2024 seasons.  

 

Weaknesses 

 

Outdated information technology systems; difficulty enforcing agreed quality 

standards; the frequency of double bookings is low; dispatch workers are 

dissatisfied. All these could be named among the weaknesses of the hotel.  

 

Opportunities 

 

Spa services present a large market opportunity. Change prices to increase 

occupancy. Aiming to increase sales by effectively utilizing various media, are few of 

the opportunities that the hotel can access.  

 

Threats 

 

Competition with other hotel industries. A lack of qualified reservation staff or poor 

service can damage a company's image. The resistance of competitors with advanced 

information technology may force them to become industry leaders. Disagreements 

within the management team can delay execution of strategy.  
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PESTLE ANALYSIS 

 

PESTLE analysis is a key strategy for companies like Hilton as it helps them improve 

market trends and continuously improve company performance (Perera, 2017). 

Hilton's PESTLE investigation analyses a few outside components that impact a 

company's operations, counting political, financial, social, mechanical, lawful and 

natural perspectives.  

 

Political factors 

 

Hilton is one of the UK's most famous hotel chains. Political stability in the country is 

of paramount importance as many of the countries in which hotels operate struggle 

with political environments. After Brexit, fewer tourists will visit the UK, hurting hotel 

profits. 

 

Economic factors 

 

Before doing business in a new country, a company needs to know the economic 

situation of that country. Economic variables directly and indirectly affect the hospitality 

industry. The COVID-19 widespread has had a major effect on the number of 

administrators, driving clients to spend less cash on different recreation exercises, 

which is clearly not great for lodgings.  

 

Social factors 

 

The Hilton hotel brand enjoys a high reputation among international tourists. 

Consumer behaviour, demographics, population growth, courtesy, gender differences 

and other socioeconomic factors affect hotel finances. Concurring to Gursoy and Chi 

(2020), COVID-19 patients are hesitant to connected with others and favour to remain 

at domestic. They maintain a strategic distance from different social exercises that 

influence Hilton inns.  As a hotel, we have little control over social forces, so we can 

wait for things to change.  
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Technological factors 

 

Matovičs (2020) argues that technology is constantly evolving in today's competitive 

environment. For a company to compete with multiple competitors, these aspects 

cannot be ignored. Hilton hotels must upgrade their technology as needed to increase 

customer value.  

 

Legal factors 

 

National rules and directions have a noteworthy affect on the operations of our 

accomplice inns. To dodge obstructions from the government and heap NGOs in their 

day-to-day operations, lodgings must comply with all appropriate laws with respect to 

workers, clients and other lawful bases. Political and legal considerations go hand in 

hand. As a countermeasure against the new coronavirus infection, the British 

government has also introduced regulations that require hotel rooms to be disinfected 

and social spaces between guests to be observed. These factors will increment the 

hotel's working costs, which can without a doubt influence the company's productivity.  

 

Environmental factors 

 

As natural security gets to be a progressively squeezing issue, there's a part of 

investigate being done on whether companies are appropriately arranging of their 

squander and what they are doing to ensure the environment. The inn industry is 

frequently criticized for the harm it causes to the environment. Climate change is 

taking a serious toll on the environment for Hilton hotels. Hotels should take several 

steps to protect the global environment. Therefore, in order to meet the needs of 

various stakeholders, Hilton Hotels must carefully manage environmental factors. 
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CURRENT LEADERSHIP STYLE 

 

Leadership Freedom of Scale 

 

Based on William Onken's Scale of Freedom, only recruits or recruits are given first 

and second levels of independence, and can "stop until told" and "ask what to do." I 

can teach you. But for Hilton, it's the dinner captain's efforts to keep staff at this level. 

The "dungeon" or first floor and his second floor facilitate the thinking of the A and B 

teams. Furthermore, it can hinder career development and prevent individuals from 

reaching their full potential. Another key factor in keeping his first and second level 

employees engaged is language.   

Language is the key to a person's self-identity. It enables people to exchange complex 

ideas and information, share experiences, tell stories, and express emotions (Kim and 

Mattila, 2011). Since communication is the transfer of ideas, language barriers make 

effective two-way dialogue more difficult (Rabbani et al., 2017, p. 98). Additional 

language issues arise when interacting with expats (Rubin & Rubin, 2011). Language 

also provides an important comparative background and context for expressing a 

person's appearance. Due to social differences, there are language differences among 

expatriates.   

Understanding the interplay between language constraints and interpersonal identity 

traits is important for assessing organizational productivity. There are some challenges 

when working with foreigners, one of which is the language barrier. A problem that 

native speakers are often unaware of is that the biggest obstacle to effective 

communication is often not the dialect of the other person, but their own way of 

speaking (Berardo & Deardorff, 2012, p. 1). Javadpour & Samiei, 2017, p. 2). 84). P.). 

Language barriers and racial diversity often go hand in hand, causing more problems 

and misunderstandings in the workplace. Signals can therefore easily be 

misunderstood, and language barriers can affect successful job completion. Language 

barriers can reduce expat productivity in many ways.   

For many Hilton employees, there is a language barrier between English-speaking 

staff and Chinese-speaking staff, preventing employees from understanding the team 

effectively and reducing staff numbers to 1-2 levels. Decreasing.  

 



 

13 
 

Transformational leadership 

 

According to Asbari (2020, p. 51), transformative leadership supports, sustains, and 

empowers employees to drive innovation and make the changes necessary to ensure 

the long-term success of the company. motivating. To achieve this, managers must 

demonstrate integrity, strong cultural sensibilities, workplace democracy, labour 

freedom and lead by example. Transformational leaders can discover new and 

changing technology trends and help their organizations adapt to those changes. It is 

a leadership style designed to enable employees to be more flexible, creative and 

forward-thinking, finding new solutions to long-standing problems (Alqatawenah, 

2018, p.11). Through training and mentoring, frontline workers are also empowered to 

become transformational leaders.  

Hilton hotel management must focus on caring and motivating employees by guiding 

them into a 'do the right thing' culture based on transformative management theory. 

Management's current focus on task-oriented leadership is negatively impacting 

recruitment and hindering performance. When this happens, shifting the balance 

further by emphasizing a people-first mindset could inevitably lead to better employee 

retention, a desirable outcome. To avoid problems such as stress leave, it is important 

that employees have the right motivation and that their job descriptions are very 

specific, especially given that the food and beverage industry has trade unions. These 

issues can create a "disrespectful attitude" among employees, which can have a 

negative impact on employees and have a devastating impact on customer 

performance and schedule changes. Right now, the group works on a "got to know" 

demonstrate, with administration favouring senior and Chinese workers who fear being 

let go or criticized, cut off communication channels, and make clashes between 

representatives and supervisors. groove is broadening. The inability of managers to 

communicate the character strengths that motivate employees to rise to the top of their 

careers is another way he assesses language barriers further (Matta & Fares, 2021, 

p. 62). Only older people with comfortable and stable jobs often receive adequate care. 

Hospitality pioneers and directors in specific must execute these concepts and 

increment openness to avoid disappointment, impact alter and re-establish worker 

believe in their companies.  
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Vision leadership 

 

Duranba et al. (2018) characterized authority vision as the capacity to center on the 

foremost vital components of a person or organization, such as what they need to 

realize and the authority they try to be. A vision can include insights gained from past 

experience, current pressing issues, and future goals. It defines your personality and 

values. A compelling management vision can encourage employee performance. A 

strong leadership vision can motivate people to support the company's goals and 

aspirations. The future image of a company is shaped by the vision of the 

management. Encourage your business to evolve and expand to reach your goals. 

According to Indeed Editorial Board (2021), leadership vision is imperative for her two 

reasons:   

• It gives you motivation and encouragement to keep working - people tend to 

work harder when they have to meet deadlines. A business vision defines the 

goals that an organization must achieve within a certain period of time. 

• It creates awareness and clarity. People are easily motivated to work when they 

are given a clear mission or goal. There are several variables in our daily life 

that distract us from what we want to do. If managers have a clear management 

vision, they can execute it and achieve their goals. Additionally, a compelling 

vision is more likely to motivate employees.  

To create a sense of social identity among Hilton Hotels employees and most 

organizations, management must have a clear vision for each department and activity. 

For managers, a clear understanding of how the department should work and a strong 

brand reputation as a place to be can help employees achieve the outcomes they 

want. For captains, having a clear understanding of how each action and preparation 

should be done increases staff cohesion and facilitates the creation and achievement 

of common goals. Currently, there is no manager in place to inform employees about 

the direction the department should take and what the expected outcome of each 

action will be. Without the “big picture,” the task becomes more intense and the 

pressure to move the activity faster. The main difference between teammates and 

dungeon management stems primarily from this simple idea.  
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Situational leadership 

 

According to Walls (2019, p. 31), all great leaders understand that there are multiple 

aspects to consider when working with teams. Everyone is different: Background, 

personality, learning preferences, life experience, ego, and leadership are all important 

considerations. Situational management is how you adjust your style in response to 

external events. Situational leadership means adapting leadership styles to suit the 

needs of teams and individual team members in individual scenarios and projects. 

Through situational administration, pioneers can move forward their capacity to adjust 

to their work environment and subordinates (Wolf, 2022). Each potential pioneer must 

learn the capacity to alter his fashion of authority as he develops.  

Another reason why the direct management style is not suitable for Hilton hotel 

employees is that most of the employees are senior employees and experienced 

employees. Rather, empowerment should be used to encourage employees to be self-

reliant and to do their best with appropriate degrees of freedom. Junior professionals 

can benefit from mentoring, but coaching managers wastes valuable administrative 

time trying to “manage” individuals and perpetuates a culture of favouritism.   

 

Emotional Intelligence 

 

Passionate insights (EI) is the capacity to get it and oversee one's claim feelings and 

to see and impact the feelings of others (Solitary & Solitary, 2018, p. 28). The capacity 

to get it and control one's claim feelings, and the capacity to recognize and impact the 

feelings of others are cases of tall passionate insights. Hilton’s EI was a major source 

of confusion for the research team, but survey responses indicated that most Hilton 

employees were well aware of the challenges facing the department. In addition, 

workplaces have strong "office policies" that give employees and supervisors control 

over their professional identities and career paths. This indicates a degree of ego and 

relationship control along with a higher level of EI. Consultants now believe their teams 

have the emotional intelligence they need to perform well, while other issues such as 

inequality and misunderstanding are more important to strengthening business units. 

Its four elements of EI are: Self-awareness, Self-management, Social awareness and 

Relationship management. 
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If you want to improve your emotional intelligence, you must first understand each 

element. These four categories are detailed below.  

Self-awareness - Certainty is the establishment of everything. Rubens et al. (2018, p. 

3) clarifies that self-awareness reflects a mindfulness of one's claim qualities and 

shortcomings, as well as the capacity to recognize feelings and their affect on the 

execution of you and your group. increment. A study by organizational psychologist 

Urich (2018) found that 90% of people consider themselves to be confident, but only 

12% to 20% of them actually feel so confident. can cause problems for employees. 

Working with insecure colleagues can increase stress and significantly reduce team 

performance and motivation (Eurich, 2018). Confidence is important because it helps 

you reach your potential before helping others do the same. With 360-degree input, 

you'll be able immediately gage your certainty by assessing your execution and 

comparing it to the conclusions of your manager, peers, and coordinate reports. Learn 

how you carry on and how you're seen inside your company. 

Self-management - is the capacity to direct one's considerations, especially in 

troublesome circumstances, and keep up a positive demeanour within the confront of 

challenges (Landry, 2019). Pioneers who need self-control are more likely to blow up 

and have trouble controlling their feelings.  Responses are usually automatic. But the 

easier it is to switch from one reaction to another, the more complex the emotions. 

Peters et al. (2019) In arrange to bargain with push and difficulty more viably and 

deliberately, it is exceptionally critical to keep in mind to halt, breathe, collect your 

contemplations, and do what you'll to control your feelings. imperative (indeed in case 

meaning going for a walk or calling a companion). 

Social mindfulness - Understanding and controlling your feelings is critical, but you 

moreover require the capacity to studied space. Social mindfulness alludes to the 

capacity to get it the feelings and conduct of others (Md-Nawi et al., 2017, p. 

38). Empathy is a talent that leaders with interpersonal skills leverage. They seek to 

understand their teammates' opinions and perspectives in order to participate and 

collaborate more effectively. Through empathetic communication, you can more 

effectively support your colleagues while improving your own performance.    

Relationship Administration - The capacity to convince, direct, induce, and effectively 

resolve shared contradictions is known as relationship administration. A few 

individuals like to maintain a strategic distance from strife, but it's exceptionally critical 

to bargain with issues when they emerge. One think about found that for each 
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uncertain struggle, an organization might spend eight hours of his chit-chat and other 

unhelpful practices costing him, sparing assets and excitement (Chatterjee et al., 

2020, p.75).  

 

FINDINGS AND RESULTS 

 

BEO is intended as a statement of work containing specifications for a particular event. 

Currently, his direct team leader has not provided her BEO information. Because of its 

secrecy, BEO's banquet captains and officials were enamored with it. Not knowing 

what to do, some simply follow the instructions of senior executives, leading to unequal 

responsibility and discrimination. Even if all team members are doing their jobs fairly, 

uneven workloads inevitably lead to poor collaboration with new hires, resulting in poor 

service standards, frequent banquets, and staff shortages. It will require hours of work 

and ultimately more training. According to Lagunedda et al. (2022, p. 101852), this 

reinforced loop (RL) only exacerbates the problem of employee dissatisfaction. Two 

other RL loops interconnected are:   

Decrease in employee commitment to work and employers. This increases friction 

between management and employees and reduces employee satisfaction with BEO 

transparency; Committed to a reasonable workload for unused enlists. quality of 

benefit. number of dinners. Add up to working hours; Every day communication 

assembly; strife; and ethical gifting rights of representatives.  

Higher employee turnover leads to lower average employee engagement and 

engagement, resulting in lower satisfaction. Because the relationships between 

system variables and outcomes are transparent and visible to everyone, strategic 

techniques applied to underlying systems are most effective in improving the status 

quo. BEO should be the focus of intervention as it is clear that BEO starts to have 

adverse effects. Exchange unions and dialect issues are two more activity focuses. 

The proposals contained within the report's conclusions are pointed at making strides 

these three intercessions focus within the most compelling way. 

With a group certainty score of 2, which is fantastically moo concurring to the team's 

wellness scorecard, it's clear that certainty is an issue on this group. Our advisory team 

found that the cause of the problem was the captain's abuse of authority. Team direct 

managers are encouraged to use additional influence factors to motivate their 

employees. The type of triggers used should match the individual characteristics of 
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each team her member. As a result, workers are not intimidated by excessive use of 

power by managers. Therefore, through these self-control exercises, captains can 

improve their emotional intelligence. The scorecard shows that there is some balance 

between trust and conflict. Trust in this particular workgroup is so low that even 

genuine efforts to increase work engagement and reduce unproductive conflict can 

seem daunting. Managers have to take care of it. The post of union leader has been 

vacant for some time, but Hilton has tried to be more vocal about its relationship with 

unions. Some of the signs of lack of trust the team found are:  

Likeability – Employees believe that some employees are liked by management. 

Scheduling - Employees feel like management does not always respect their status. 

Secret - The captain intentionally hides her BEO to ensure dependency on the crew. 

Workload - The belief that work is unfairly distributed. Team Fitness' evaluation shows 

that BEO and its associated confidentiality are key themes that fit into the system 

diagram.   

 

Team Roles 

 

According to Belbin's team model (Bednár & Ljudvigová, 2020, p. 01002), most food 

and beverage workers in hotels are "doers" who translate goals into tangible results. 

This division of roles is consistent with organizational goals and a “need to learn” 

culture. However, the lack of personnel and thoughtful character members creates a 

rigid and unchanging environment. This controversial atmosphere undermines the 

gastronomic world, which causes most of the problems. We need more leaders and 

team members to bring in new ideas, increase team cohesion, and bring departments 

closer to their goals.   

 

Organizational Transform 

 

The above report shows that Hilton needs to change. However, managers need to 

recognize that simply implementing change is not enough to transform an 

organization. This requires a smooth transition of stakeholders and the incorporation 

of new concepts into the hotel culture. Kaufman (2017) argues that the management 
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of this industry is important if the industry is to change. The catering department 

manager is now the first 'step' of change.   

Urgency: One has to let go of the past in order for real change to occur. However, 

managers are often hesitant, especially when employees are indifferent to what they 

are doing for fear of risky or habitual behaviour. Immediacy can drive change, because 

change requires focused thought and action. In particular, people tend to be 

aggressive to any transition (Putri et al., 2020). To avoid giving potential employees 

negative feelings, some of the established practices should disappear quickly and 

should not be repeated.  

Tools considered but not used: Many organizational behaviour tools should be found, 

but in this case, they were considered unnecessary and were not thoroughly explored. 

Despite research, the hotel's identity matching strategy was deemed too personal and 

not collaborative enough. Five group dysfunctions were too considered, but it was 

concluded that quantitative approaches such as scorecards and visual representations 

of group flow would be more fitting.  

 

ACTION PLAN 

 

Hilton Hotels is currently undergoing a major reorganization. Employers must show 

that they value their employees by entrusting them with important tasks and 

encouraging them to take responsibility for their own work. Therefore, our team 

recognizes the need for leadership development in hotel management teams. In 

specific, bias leads to need of benefits and decreases representative engagement 

(Arasli et al., 2019). Group pioneers must recognize the require for reasonableness 

when allotting duties. Group pioneers ought to get it the qualities and shortcomings of 

their workers and dole out work errands appropriately. To enable key suggestions, you 

need to do the following:  

Straight away: In order for team leaders in the hotel sector to interact effectively with 

each other, BEO should identify their core competencies and provide the necessary 

communication channels. This is achieved through quarterly meetings and a 

centralized business strategy that requires similar organizational structures across 

departments (Mishra and Mishra, 2020, p. 81). Each group her pioneer is enabled to 

create management-level choices and guarantee that all messages are communicated 

to all representatives. The following decisions must be made immediately.  
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• Team leaders must listen to all employees and ensure that teams work closely 

together. To eliminate language barriers, employees are prohibited from using 

any language other than English when communicating with customers or 

outside of work.  

• Success and Failure Rates – When a meal does not meet customer and 

employee satisfaction, team her leaders can use it as a learning opportunity.  

Within 6 months: Internal meetings – attended by BEO and team leaders from each 

department. By creating and communicating a central framework, team leaders can 

share ideas and best practices.  

Quarterly meetings allow all captains and staff to follow up, develop and assess their 

professional development.  

 

RECOMMENDATION 

 

After analysing the current state of operations at Hilton Hotels, our advisory team will 

work to make Hilton Hotels a better place to work and ensure that employees are more 

supported, motivated and empowered by management. We have made a 

recommendation that aims to Initially, our team felt the need to release a more detailed 

version of his BEO and distribute additional copies to all employees. This means all 

employees have equal access to information and the distribution of work is transparent 

and fair. Recognizing that BEO is at the root of all strife and negative results, our group 

exhorted administration to progress BEO as a successful communication device 

between all workers (Okoro et al., 2017, p.29). If the BEO is not distributed to all 

employees, misunderstandings can occur within the team, resulting in problems such 

as low engagement, high friction, high absenteeism, low employee engagement, and 

low empowerment. It's obvious that it happens. Publishing the BEO reduces 

disagreement and uncertainty among employees. Our gather was mindful of the 

dialect contrasts at the inn. Tenze et al. (2021) contend that workers who communicate 

in several dialects have trouble understanding the themes examined in bunch 

gatherings. Our group energizes directors to hold day by day gatherings in Chinese 

and English. This gives employees a better understanding of what they have to do for 

the day. To make strides client benefit and diminish errors, workshops ought to be 

held to assist workers show professionally. 
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Primary Suggestion: Publish detailed, transparent, and unbiased BEOs: 

• Each BEO must define customer requirements and goals. 

• Every BEO should have a clear idea of how the campaign should be executed. 

• Each BEO should maintain a detailed to-do list with due dates. 

• Each BEO should establish specific staffing requirements and schedules for its 

employees.  

• Each BEO's responsibilities should be assigned according to its expertise, 

talents and limitations.  

• Each BEO must be provided and presented in one of the two working group 

languages.   

Reducing the language barrier is a secondary recommendation: 

• Conduct workshops in a suitable corporate environment to improve your 

English conversation skills. 

• Managers must be bilingual.  

• Translate all main purposes and methods into both languages for clarity and 

understanding.   

 

CONCLUSION 

 

Administration ought to attempt to appear that they care by giving them critical errands 

and empowering them to require duty for their work. In particular, favouritism reduces 

employee commitment and, in turn, employee work ethic. Team leaders need to 

understand the value of fairness when delegating responsibilities. Team leaders 

should be aware of each member's individual strengths and weaknesses and delegate 

tasks based on these considerations. This team found it difficult to build trust. Our 

advisory team has confirmed that the issue was caused by an abuse of power by the 

captain. However, there is still room for improvement. We recommend that the direct 

team and his leader use additional influence strategies to motivate employees. The 

types of triggers you use should match each employee's unique personality traits. That 

way, employees won't be frustrated by their managers' excessive use of power. 

Thanks to these self-control exercises, captains can increase their emotional 

intelligence. In expansion, I unequivocally suggest making a more comprehensive 

BEO of hers and disseminating extra duplicates to all representatives. This implies 
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that all workers have get to to the same data and errands are separated in a clear and 

reasonable way. 

As experts, my colleagues and I would like to specific our earnest appreciation to all 

Hilton workers for welcoming us to take part in this venture. I honestly enjoy talking to 

my colleagues. They created a comfortable working environment, which is one of the 

reasons why we were able to successfully complete this report. We would love to see 

our ideas come to life. Please feel free to contact us. We are always at your service. 

If you need consulting services, we are more than happy to help.  
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