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[bookmark: _Toc128807867]Executive Summary
Hilton’s Front of House Department serves as one of the most critical arms of the Hilton London Kensington, which has established itself as a significant in the hospitality and travel industry in the UK. With the impacts of the pandemic being felt in every sphere of life, the Front of House Department of Hilton London, Kensington was not an exception to the impacts of the pandemic, more so regarding operational efficiency. Perhaps, it is prudent to pinpoint some of the areas of the Front of House Department that were affected by the pandemic and assess ways in which this department has responded to threats presented by the pandemic. 
This significant decrease was mainly due to decreased occupancy as many people were discouraged from travelling in a bid to lower the risks of contracting the virus. Therefore, this report seeks to assess the impacts of the covid pandemic on Hilton's front-of-house department concerning the general structure of the institutions in a bid to decipher the strengths, weaknesses, opportunities and threats that have emerged from the effects of covid and measures that can be taken to mitigate related risks to enhance service delivery and growth of the institution.
With the devastating effects of the pandemic that stirred global economic recession, Hilton has been struggling to sustain activities in the hospitality industry according to evidence from research (What Are the Latest Coronavirus (COVID-19) Updates?, 2023). However, other reports suggest that the covid-19 pandemic effected positive impacts on the front of house department at Hilton, where it challenged the status quo and compelled the department to adopt digital transformation measures to aid service delivery during the pandemic. Hence, one of the aims of this report is to determine whether indeed the pandemic played a part in effecting digital transformation at the front of house department at Hilton London, Kensington. 
Many research sources often suggest that scaling down organizational staff was imperative for many institutions during the pandemic. With travel restrictions in place and social distancing requirements coming into play, Hilton is one of the institutions that was most affected by the pandemic and had to lay off employees where the front of house department workforce was not spared. However, there is a significant gap in research regarding the impact of lay offs to institutions during the pandemic. Other sources suggest that it was the right move since stay ins more in hotels were limited. on the other hand, research with contrary opinions suggest that understaffing paralyzed many operations for institutions because the workload even increased as institutions were required to employ extra efforts to facilitate thorough cleanliness and execute safety procedures.
Hence, some sources suggest that layoffs worked to the detriment of organizations significantly. As abovementioned, part of Hilton’s front of house staff were laid off in response to the effects of the pandemic (Insights, 2022). In this research, the question whether laying off staff at the front of house department will be discussed comprehensively. In this context, it is prudent to note that criticism has been channeled towards the hotel’s top management regarding the issue of layoffs. Many reliable reports suggest that while staff were being laid off in response to harsh economic conditions brought about by the pandemic, Hilton’s CEO Bruce Nassetta was accorded benefits that were more than double what he was earning prior to the pandemic. With effect, Nassetta has been criticized for laying off staff to cope with the harsh economic conditions while failing to act in accordance with what he proposed could counter the financial threats presented by the pandemic on the institution.
Further, the strengths, weaknesses, opportunities and threats that emerged as a result of the pandemic in the context of Hilton London Kensington’s front of house department will be prudently assessed in this research. Many sources often attribute Hilton’s global success to its efficient operational strategy that embraces rapid international expansion, and places the front of house department at the center of its operations (Hilton COVID-19 Support | Hilton Global Hospitality, 2023.). However, other sources object to this stance where they argue that the operational strategy of Hilton was challenged by the pandemic and proven ineffective. With effect, this paper seeks to decipher the scope of effectiveness and efficiency that Hilton’s operational strategy presents in relation to aiding the department’s recovery from the effects of the pandemic. 
Nevertheless, research sources often suggest the need to adopt flexible operational strategies that can facilitate response to rapid changes that often cripple organizational globally. There are many ways in which the operational strategy of an organization can be made flexible if it proves too rigid to accommodate rapid changes. In this paper, the possibility of enhancing the flexibility of Hilton’s front of house department through the adoption and incorporation of digital technology into the operations of the institution will be prudently examined. Further, the feasibility of this process will be discussed with projections of the possible costs that will be incurred as a result of this process. 
In the final part of this paper, recommendations and possible solutions to the threats presented by the effects of the pandemic will be offered and discussed extensively. The period in which the implementations of the solutions provided through insight from different research sources will be equally offered on reasonable grounds. Further, this research will provide insight on the most effective measures to enhance effectiveness and efficiency of the front of house department at Hilton based on the rationale and insight from different reliable sources. Nevertheless, through the recommendations of the paper, potential areas of improvements of the front of house department will be discussed and possible solutions to remedy the situation at the department will be offered.
Key Words: Front of House Department, Operational Strategy, Covid Pandemic, Hilton Corporation, Layoffs, Digital Transformation, Centers for Disease Control and Prevention (CDC).


[bookmark: _Toc128807868]Introduction
Hilton London, Kensington is in West London, At the heart of the Holland Park district, which is 10 minutes from Westfield London shopping center. The Hotel’s address is 179-199 Holland Park Ave, London W11 4UL, United Kingdom. Further, the Hotel is few blocks away from Shepherd's Bush Underground station, which links Central London to Kensington Palace and Gardens which are 2 miles away from the Hotel. The Hotel is operational 24 hours a day, with a fitness center that is accessible to the customers at their convenience. 
It is imperative to note that Covid-19 had a significant impact on the global economy. Perhaps, it is important to note that the tourism and hospitality industry was one of the most affected areas. Hilton Hotel Hilton London, Kensington is a giant in the hospitality industry that has more than 584 hotels around the world (Hilton Brands | Global Hospitality Company, 2023). The corporation has specialized in the provision of exceptional travel and hospitality experiences as part of its aims and objectives in the hospitality industry, which has earned the company a reputation around the world. However, the emergence of the Covid-19 virus meant that the corporation had to adapt to the rapid changes presented by the pandemic for survival. 
Hilton’s activities are separated into two major categories, the Front of House department and the back office (Dinh, 2018). The Front of House department deals directly with customers and interacts with guests in different kinds ranging from, receiving room reservations, check-in, and check-out, attending to customers, among others, (Dinh, 2018). Therefore, it should be understood that the Front of House department of Hilton is critical to the general operations of the institution (Chen et al., 2011). It is the department that plays a critical role in giving a positive impression to customers and guests about the institution. 
The pandemic brought sudden disruptions to the established mechanisms that enabled the Front of House department at Hilton London, Kensington to deliver services effectively to consumers. Further, reliable research in this context informs that the front of house department contributes through value addition to the hotel by through direct interaction with consumers that influences the income of the hotel, (Dinh, 2018). The department had to undergo significant changes, ranging from staff reduction to specialized training and instilling several skills to cope with the effects of the pandemic (Global Residential Hotel Market Size to Reach USD 120.90 Million by 2030 | CAGR of 11.01%, 2022). In this paper, the effects of the pandemic on the Front of House department will be prudently examined to discern major changes that the department had to undergo to cope with the effects of the pandemic.
[bookmark: _Toc128807869]Methodology justification
This paper intends to utilize qualitative research to determine the real impact of covid-19 on Hilton. The Political, Economic, Sociological, Technological, Legal and Environmental factors brought forth by the pandemic influenced the trends and patterns in the hospitality industry that undermined the operational efficiency and stability of Hilton London, Kensington. Qualitative research embraces an interpretivism philosophy whereby the proponents of the methodology believe that reality is socially constructed by humans, hence can be subjected to systematic changes and understood in a subjective manner (Rahman, 2017). 
Hence, this methodology creates an opportunity to study different perspectives of reality and enhances the unearthing of new variables that can be used to aid research in areas where there is a dearth of research. However, it is prudent to note qualitative research only cannot be prudent to make population-level summaries (Strengths and Weaknesses | Health Knowledge, 2023). Therefore, a major threat that must be taken into context is the fact that qualitative research may lead to misleading findings that threaten the credibility of the research. 
[bookmark: _Toc128807870]Scope & analysis
Hilton hotels corporation was founded by Conrad Hilton in sleepy Cisco Texas in 1919 as Mobley Hotel (Harrison et al., 2023). Since its founding, Hilton has established itself as a reputable brand with a massive share in the global hospitality industry. Further, the company's vision draws its inspiration from its founding father, whereby the vision reads  ‘to fill the earth with the light and warmth of hospitality’ (“Policies,” 2023). Further, reliable research informs that, more 6,500 institutions are directly under the ownership of Hilton globally whereby its  18 hotel brands are available in 119 states globally, (Harrison et al., 2023). However, there are no precise figures that indicate the number of the front of house department employees.
Travel restrictions and observation of health measures put in place by different authorities around the world are some of the most significant developments that affected the operations of the Hilton front-of-house department (Insights, 2022). Hence, it became significantly hard to maintain competitiveness in the hospitality industry and at the same time protect travelers and employees as required through the health guidelines that were established to mitigate the health threats and risks that arose from the pandemic. As the world economy went into a slump for a large part of 2020, recovery for institutions like Hilton has been an uphill task.
Hilton has specialized in offering its customers a variety of hospitality-related services including accommodation, and amenities for business and leisure, among other services. 100 years after its founding, the company has established its portfolio of 12 world-class brands in the hospitality industry with facilities around the world that amount to more than 730,000 rooms (Anh, n.d.). Hilton hotels' premier brand portfolio also includes their luxury and lifestyle hotel brands Waldorf Astoria Hotels and Resorts, and Conrad Hotel & Resorts among others (Hilton CEO Receives 2023 Shatterproof Hospitality Hero Award | Hotel Management, 2023). In this context, it is prudent to note that there is a significant balance that has been achieved in terms of staffing of both the front of house and back of house departments at Hilton.
Since 2007, Hilton has been under the leadership of Christopher Nassetta, whose leadership has impacted significant growth at a sustainable rate for the corporation (Anh, 2022.). For instance, Hilton was ranked 2nd under the Fortune Magazine’s list of the best places to work in the world (Harrison et al., 2023.). However, the stability and effective service delivery of Hilton, all through its branches around the world, was significantly threatened by the great economic recession brought about by the effect of the covid-19 pandemic (RLJ Lodging Trust Introduces Zachari Dunes on Mandalay Beach, a Curio Collection Hotel by Hilton, 2022). 
Patricia Mahon is currently the general manager of Hilton London, Kensington, who works under the CEO Bruce Nasseta. According to Hilton's CEO Christopher J. Nassetta, the company is not only taking steps to aid its recovery from the effects of Covid-19 but also to thrive in the highly competitive global hospitality industry (Simon, 2020). In a statement, Nassetta opined the Hilton is currently subject to the harsh conditions brought forth by the pandemic, where he further informed that the corporation’s main priority is enhancing safety and security customers, staff and owners, where Hilton Kensington is not an exception to these developments (Simon, 2020). Further, Nassetta confirmed that the company is taking steps to aid recovery from the effects of the pandemic where he stated, the company has also taken precautionary for the purpose of protecting Hilton Kensington, including securing our liquidity position. Nassetta further added that considering the strength of the Hilton system and commitment of the front-of-house staff, he believes that Hilton is well-positioned to navigate through the effects of the pandemic and ultimately recover stronger, (Simon, 2020). 
According to reports by the company, the income of Hilton 	Kensington was stable until March 2020 when the pandemic stroke hard on the global economy (News & Shah, 2023). However, the Asian part of the institution was affected before this period, considering that this was the origin of the virus. Records indicate that occupancy was quite stable in the Americas, Europe and the Middle East before March 2020 (Simon, 2020). By 31st March 2020, reliable reports indicate that the systemwide comparable revenue per available room decreased by 22.6 per cent (A Check-In on the Hotel Sector’s ESG Initiatives, 2023) . 
Reliable research indicates that the management and franchise fee revenues of Hilton decreased by 18 per cent within this period (Calculating Hotel Industry Impact: The Case of Hilton Lightstay, 2023). Further, reliable research informs that up until 31st march, 2020, diluted earnings per share stood at 6 cents, while on the other hand diluted EPS stood at 74 cents. This is in comparison with 54 cents and 80 cents, respectively,  which cover for the three-month period that ended in 31st March, 2019 (Simon, 2020). The harsh economic climate created by the effects of the pandemic bit hard, especially because Hilton is a large and global corporation with more than 155000 team members, and further has more than 46 six million members in its reputable loyalty program for its customers, better known as Hilton HHonors (Anh, 2022.). Therefore, Hilton HHonors was equally available for customers of Hilton Kensington, a factor that has played a central role in customer retention and economic recovery of the hotel. One of Hilton’s strengths, which has contributed significantly to its growth over the years, is its operational strategy. It is important to recognize the fact that Hilton Kensington operates in the hospitality industry with a wide array of hospitality experiences, which include ‘luxury lifestyle properties’ (Hilton Brands | Global Hospitality Company, 2023). 
Hilton has established its geographic presence in different continents (Hilton Brands | Global Hospitality Company, 2023.). Hilton’s geographic London, Kensington has served to its advantage, in that the company can execute its operations conveniently around the world while incurring low and sustainable shipment costs and logistical expenses. Further, it is prudent to recognize that the two main business segments upon which Hilton operates include Management and Franchise and Property Ownership (A Hotel Under Water? Hilton Worldwide - Technology and Operations Management, 2023). Therefore, it is important to recognize the fact that Hilton’s business strategy is heavily dependent on international expansion. This is evident from the fact that in 2015 alone, Hilton added 100,000 rooms to its portfolio (“Hilton Hotels Business Strategy and Competitive Advantage,” 2016). Among the 100,000 rooms added to the advantage of Hilton in 2015, reliable research informs that 14,500 rooms were converted from competitors’ brands and independent hotels (“Hilton Hotels Business Strategy and Competitive Advantage,” 2016). 
However, it is prudent to recognize the fact that Hilton's operational strategy may be viewed as both a strength and a weakness depending on the context of the analysis. The corporation’s rapid international presence policy as well as unique service provision which is centered quality guaranteeing led to the accumulation of 9,9 billion Euros in debt, including 5,42 million Euros of non-recourse debt by the end of 2015 (“Hilton Hotels Business Strategy and Competitive Advantage,” 2016). The main reason for such trends is the fact that for Hilton to sustain its aggressive international business strategy which it has to assign a fair share of the annual budget even though the strategy’s volatility of revenues resulting from seasonal and cyclical nature of the business among other factors (Hilton Enhances ESG Targets to Drive Climate Action and Social Impact, 2022). 
The major threats facing Hilton hotels can be attributed to the competitiveness of the hospitality market globally. with the destructive nature of effects presented by the pandemic, there was stagnated growth, which was a threat to the stability of the Hilton Kensington (Hilton, 2023). Further, there has been a significant entry into the market by significant brands that have proven to be highly competitive. For instance, Marriot International, Accor, InterContinental Hotel Group (IHC) and Raddison Hotel group, all based in London, which have proven to be major forces that have challenged the competitiveness of Hilton in recent periods (Mekhruza et al., 2022). 
Further, it is prudent to recognize the fact that Hilton’s geographic presence in many countries, as much as it serves to its competitive advantage in some instances, acts as a threat to some degree. For instance, the fact that there is no uniform governance structure around the world implies that Hilton Kensington is exposed to arising from economic and political turbulence in most countries around the world (Mekhruza et al., 2022). With effect, there is often significant uncertainty among the leadership of the corporation on what to expect amid economic recession in the aftermath of the pandemic. 
[bookmark: _Toc128807871]Main Body
[bookmark: _Toc128807872]Staff Reduction
One of the major impacts of covid 19 pandemic on the Front of House Department in Hilton was staff reduction. CNN Business reported on the 16th of Junes 2020, whereby the report informed of Hilton's move to lay off 22 per cent of its workforce as a response to the effects of the pandemic (Hilton-Managed Hotel Employees Fear Permanent Layoffs As Recall Rights Expiration Nears – UNITE HERE Local 5, 2023.). The report informs that Hilton Hotels, including Hilton Kensington, would conduct a layoff for 2,100 of its staff,  which amounts to approximately 22%  of its employees, (Hilton Laying Off 22% Of Corporate Workforce, n.d.). The Front of House department of Hilton Kensington was not spared by this layoff, which most of its human capital being scaled down significantly to accommodate the effects of the pandemic.
In justifying the decision to scale down the workforce in the Front of House department and other dockets, Hilton's CEO Nassetta argued that the company has never witnessed an event like the pandemic that could bring travel to a halt (Valinsky, 2020). Nassetta further expressed devastation regarding the decision to scale down its staffing, as many jobs were lost, and families suffered for lack of income resulting from the decision to lay off its staff. However, the decision, when assessed from neutral grounds, seems like the right move since borders were closed and business came to a standstill. 
[bookmark: _Toc128807873]Pay Cuts
According to reliable research, Hilton began rapid furloughs, and also temporary reduction od earnings for executives towards the end of March (Valinsky, 2020). The Front of House Department was one of the major areas that were affected by pay cuts, as many employees had to sustain low earnings to cope with the effects of the pandemic. Reports indicate that during the pandemic, 6 out of 10 rooms of Hilton Kensington were empty, the hotel had to sustain losses, which resulted to pay cuts as a means of mitigating the threats presented by the great economic recession experienced during this period. 
For employees in the Front of House Department at Hilton Kensington, earning less than usual seemed like a feasible option as the company laid off almost a quarter of its workforce in a bid to mitigate the risks and threats presented by the pandemic (Hilton Successfully Navigates Year Like No Other, 2020). For instance, research in this context informs that the hotel chain also extended the existing furloughs for many of its corporate staff for an additional 90 days during the pandemic in response to the economic recession during this period (Valinsky, 2020). 
[bookmark: _Toc128807874]New Health and Safety Protocols
In line with the standards set by the NHS, Hilton adopted new measures to counter the effects of Covid-19. Staffers at the Front of House department were required to observe high cleanliness and limit physical interactions with customers (Zeng</p>, 2021). One of the health and safety standards adopted by Hilton in line with the NHS and CDC requirements is the requirement that a 24-hour cleaning period must be upheld before customers are allowed into the premises (U.S. Travel Lays out Strategies for Stronger Travel Growth | Hotel Management, 2023.). A higher standard of care was established and the Front Office department staff at Hilton Kensington had to evolve with the situation. 
Reliable reports during the pandemic read adopted new digital-based measures to enhance health and safety at their institutions (Pendon, 2020). Rooms that were already occupied were ready for occupancy were required to be fitted with door seals to indicate that they were clean and had not been occupied in the recent past (Richmond, 2020). In this context, it is important to note the fact that the Front of House Department staff had to undergo training on the best practices that could help enforce CDC and NHS guidelines in the institution. For instance, staff at the Front of House department had to be trained on how to use the digital key through the Hilton Honors app, where they could help customers access their rooms in case any customer had an issue accessing the rooms through this digital platform (FACT.MR, 2023). There an increase in the training requirements for staff at the Front of House department at Hilton Kensington can be noted as a major change that affected the institution during the pandemic (He, 2022). 
[bookmark: _Toc128807875]Increased Training Requirements for Front of House Department Staff
In response to the CDC and NHS guidelines and general health requirements which demanded that physical contact be limited with customers and social distance be observed, Hilton hotels adopted the digital key as abovementioned as one among many measures that were meant to curb the spread of the virus. Therefore, the company was compelled to offer extensive training on how to use digital technology to aid service delivery and accommodation at the hotel's premises, which meant that the staff at the Front of House Department at Hilton Kensington had to undergo training to be able to offer these services. 
Further, it should be noted that the pandemic challenged the status quo and the need for companies and institutions to embrace digital technology to aid service delivery. For instance, reliable research in this context states that the digital revolution has significantly transformed the practices in hotels, and digital technology have often been cited as the basic sources of efficiency in the hospitality industry (Iranmanesh et al., 2022). Therefore, the need for stability and to remain competitive even during the pandemic compelled Hilton to embrace training its employees not only at the Front of House Department at Hilton Kensington but also in other critical departments of the company to ensure effective service delivery and convenience for its customers while at the same time observing health and safety measures during the pandemic. 
[bookmark: _Toc128807876]Findings & Results
The Front of House department at Hilton Kensington is one of the most important dockets that plays a critical role in enhancing efficiency and effectiveness of the hotel brand. The impacts of the pandemic cannot on this department not be understated. Trang Thu Dinh (2018) echoes this perspective when he argues that Front office staff is perceived as crucial for observing care and practices aligned to reservations and creating an impression on guests from the initial instance when they make their way to the hotel lobby. In Hilton Kensington’s context, the need to ensure an efficient Front of House department is critical to the realization of the long-term objectives and goals of the institution. 
The Hilton Front of House department is critical to the success of the institution in that it gives the first impression to customers regarding the nature of the institution Hilton Kensington. In this context, reliable research informs that as a component of the Front Office, the front-desk representative can be seen as the first impression of the hotel. This is because front-desk employees bear the first touch with guests, (Orujzade, 2022). Therefore, it is considering such knowledge that one can only agree with the standpoint of CEO Nassetta that some of the measures adopted during the pandemic have to be incorporated into the operational strategy of Hilton to aid service delivery and operational efficiency. 
As abovementioned, the Front of House department at Hilton Kensington is central to revenue generation and sustainability (Masra, 2023.). The rapid changes that were necessitated by the pandemic meant that the department could not execute its operations effectively. Therefore, there was a significant reduction in the revenue generated by Hilton as a result of the disruptions caused by the Front of House department at Hilton Kensington, (Simon, 2020). Further, around 2,100 of its 9,600 Hilton corporate jobs were cut off by Hilton as the company struggled to revive its fortunes during the pandemic (Sharp, 2020). It is not clear the specific number of the Front of House department staff at Hilton Kensington that were laid off with effect. However, what is certain is that both departments of the Hotels’ structures suffered staff reduction during the pandemic, a move that paralyzed operations and further hardened effective service delivery at the institution. Further, an extension of furloughs for staff at the Front of House department at Hilton Kensington became a norm during the pandemic, which further complicated service delivery in the Front of House department at Hilton. These furloughs lasted as long as 90 days, which is detrimental to the operations of the department. 
For instance, in the US and Europe, Hilton employs more than 173000 staff, which is inclusive of both the Front of House and the Back of House departments (Sharp, 2020). In late March 2019, the company’s announcement for temporary pay cuts, furloughs and lay-offs scaled down this workforce significantly. With effect, the management and franchise revenues were reported to have decreased by 18 per cent following decreased occupancy among other rapid modifications to the norms at the Front of House department (Sharp, 2020). Therefore, it is prudent to assess the emerging threats, opportunities, weaknesses, and strengths that have emerged from the trends and patterns witnessed at Hilton Kensington's front-of-house department to determine the chances of improving operations to secure the success of the organization. 
[bookmark: _Toc128807877]TOWS Analysis
1. Threats
From the results and findings, the most prevalent threat that has emerged to the front-of-house department because of the pandemic is the threat of understaffing the department. As mentioned above, the stability of the Front of House department at Hilton is central to revenue generation and effective recovery from the effects of the pandemic. However, the move by the company to lay off nearly a quarter of the staff at the institution, with the front-of-house staff inclusive in the lay-off, has paralyzed operations at the department significantly. 
Further, reliable research informs that the demand for hotel stays, even though covid levels have decreased and operations resumed n many spheres of life, has dropped significantly since the pandemic (Mekhruza et al., 2022). With effect, there is a lot of pressure on the front-of-house staff to deliver otherwise they may be subject to further lay-offs in response to the reduction in the rates of stay-ins reported currently across many hotels. Further, a higher degree of care has been installed on the front of house staff where they are supposed to observe some of the health and safety measures that were instead during the pandemic, like low physical interactions with customers and observing social distance measures. With effect, the chances of developing trust with customers through social interactions and customized services have diminished, a fact that threatens the social relationship and trust between Hilton and its customers. 
2. Weaknesses
The covid 19 pandemic has significantly weakened the position of the front of house department in many ways, more so in the context of service delivery (Sharma et al., 2021). The issue of weakness in the department can be assessed in many ways, ranging from staffing right to training and health measures that were adopted during the pandemic. Perhaps, the most effective way to demonstrate the weakness of the department is to compare the workload and the available staff or workforce to execute the workload. As mentioned above, most of the front-of-house department staff were laid off during the pandemic. 
On the other hand, a report by the world health organization (WHO) in line with the requirements of the CDC dictates that a number of significant preventive measures are necessary including the upping safety measures, applying disinfectants to critical surfaces, and offering training to staff on different preventive measures (Coronavirus Disease (COVID-19), 2023). However, there is a gap in terms of human resources that can be able to execute all duties related to the health and safety measures that are required at Hilton as a standard of practice. Therefore, it is prudent to note that the front of House department at Hilton is relatively weaker to guarantee effective service delivery to customers while upholding health and safety measures imposed by CDC and NHS and other relevant institutions. 


3. Opportunities
One of the major opportunities for Hilton's front-of-house department that have emerged because of the pandemic is the incorporation of digital technology into the operations of the department. Before covid-19, the implementation of technological developments like the digital key seemed like an uphill task for many institutions. However, the compelling grounds upon which Hilton was forced to adopt such technology suggest that the institution has the potential to exploit digital technology to facilitate service delivery. Further, reliable research in this context informs that Hilton already offers an alternative for check-ins via mobile applications whereby customers can use can access the rooms through electronic key cards or mobile room keys installed in mobile applications, (Digital Transformation in the Hospitality Industry | Boston Hospitality Review, 2023).
Research in the context of Hilton Kensington's front-of-house department states that the smartness of rooms was enhanced by the adoption of IoT, also referred to as “connected room” at Hilton Kensington, (Digital Transformation in the Hospitality Industry | Boston Hospitality Review, 2023.). Hence, it can be argued that the pandemic initiated a digital transformation process in Hilton's front-of-house department, which if effectively implemented, will positively transform the department and enhance service delivery to the satisfaction of consumers (Linxi, 2021a). 
4. Strengths
One of the major strengths that have emerged because of the pandemic is the ability of the front-of-house department to generate innovative solutions to merge the directive for contactless interactions with customers. The front-of-house departments have a relatively limited window to accommodate the requirement for contactless interactions with customers and observing social distance. The effective implementation of the digital key that customers used to access their rooms underpins the fact that the front-of-house department portrayed significant operational effectiveness to facilitate service delivery, which is a significant strength that is worth exploiting by the organization. 

[bookmark: _Toc128807878]			Section 7: Action Plan (5% of word count)
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget in pounds

	1. 
	Under-staffing
	Hire more employees to merge the workload at the front-of-house department.
	Enhance operational efficiency and effective service delivery. Understaffing has significant effects on the operational efficiency of an institution. According to the understaffing theory, an adequate number of members in a certain department influences their participation in task accomplishments (Ganster & Dwyer, 1995).
	3 months
	20/04/2023
	90,000

	2. 
	Decrease in stay-ins.
	Offer value and build relationships with customers.
	Generate more income from stay-ins, which will positively impact the revenue generated and enhance the sustainability of the institution.
	10 months
	10/12/2023
	26,000

	3. 
	Lack of knowledge on utilization of digital technology for front-of-house staff at Hilton.
	Provide enhanced training programs.
	Attain a full implementation of the digital transformation of the Hilton front-of-house department into an effective department with a high degree of efficiency. This is important because many institutions that have adopted digital transformation measures are reported to have gained a competitive advantage, especially in the hospitality industry. Research in this context states that “The recent Covid-19 pandemic has accelerated this digital transformation resulting in a widening technology-mediated customer experience,” (Zhu et al., 2021).
	5 months
	20/6/2023
	37,000



[bookmark: _Toc128807879]Recommendations
Reliable research concerning the role of digital technology in the hospitality industry informs that, "digital technology enhances the competitiveness of the hotel industry and better improves the economic and social benefits of the hotel industry," (Johann, 2022) (Harrison et al., n.d.). Further, as mentioned above, emerging markets around the world provide a golden opportunity for the growth and expansion of Hilton hotels. In this context, it is prudent to note that emerging markets around the world have significantly incorporated digital technologies into different socio-economic fronts which have revolutionized service delivery. For instance, reliable research informs that considering the Chinese economy is entering a new phase, which is the digital network era, gradual development has been reported for digital hotels within China, (The World’s Top 5 Fastest Developing Countries, 2023).
In this context, it is prudent to note that the chances of Hilton Kensington’s front of house department full recovery amid economic recession are heavily dependent on the ability of the organization to adopt an effective operational strategy that will aid service delivery at the department (Maina, 2022). This requirement should be more so embraced and implemented on timely basis in emerging economies like China and Indonesia, who have highly embraced technology as an integral part of daily lives and business practices. The need for digital transformation and its incorporation into Hilton’ Kesington’s front department operations is inspired by the fact that customers embraced NHS and CDC’s measures that required limited physical interactions and it has now become a habit. With effect, the most effective way to communicate with them seems through digital technology platforms, hence the need for urgent adoption into Hilton Kensington’s operational strategy. 
However, it is often relatively harder to cope with significant rapid changes to the operational strategy of an organization, a factor that has significantly undermined Hilton's potential in the hospitality market. Despite this fact, digital technology has provided significant opportunities to aid the growth and recovery of Hilton Kensington from the impacts of the pandemic. According to reliable research, digital technology not only highlights its level of competence but also constantly strengthens the innovation of hotel applications (“Hilton Hotels Business Strategy and Competitive Advantage,” 2016). Therefore, it is prudent to argue that digital technology is an integral and critical aspect of the recovery and growth of Hilton Kensington in the hospitality industry. However, the question arises of how digital technology can be utilized to aid the growth and economic recovery of Hilton in the hospitality industry. This research will examine the perspectives of different research sources to determine the potential that digital technology bares about strategic operational efficiency and effectiveness that can aid growth and development in the hospitality industry. 
Hence, it is prudent to argue that for Hilton Kensington to be guaranteed a competitive advantage in the modern hospitality industry, they need to evolve into digital hotels (Innovations Influencing the Evolution of Business Travel, Meetings and Events, 2022). It is commendable that the company's CEO Nassetta 2020 emphasized the need to retain some of the operational changes that were adopted as intervention measures to curb the threats of the pandemic. Most of these changes involved the transformation of the modes of service delivery for Hilton Kensington around the world to accommodate digital technology's incorporation into service delivery (Hilton Reports Third Quarter Results; Exceeds Expectations, 2022). 
The global economy is undergoing what can be referred to as the fourth industrial revolution, a period that is highly characterized by the emergence of digital technology as a tool that aids the revolution. Digital technological developments like the introduction of artificial intelligence, robotics, among others, into the global market have significantly impacted all spheres of life in many aspects (Kansakar et al., 2019). The hospitality industry, especially during the pandemic, got a chance to adopt many aspects of digital technology and appreciated their potential to aid service delivery. Kansakar et al., (2019) in this context state, the pandemic has facilitated digital transformation stirring a broad technology centered customer experience.
Further, research by Mohammed Iranmanesh et al., (2022) informs that, digital technologies have enhanced hotel experiences and performance, an area that was traditionally perceived to be labour-intensive industry. Of the many sources reviewed regarding the need to adopt digital technology into the hospitality industry, many sources suggest that digital technology is the best intervention measure that can aid growth for market players in the hospitality industry (Natu & Kurniasari, 2019) (Ayob, 2023.) (Leading Digital Transformation | London Business School, n.d.) (George, 2021; Shumakova, 2021) (Safronova et al., 2020; Zeqiri et al., 2020). The scope of digital technology is wide enough to accommodate any customization for special services. Therefore, because Hilton Kensington has developed their reputations globally based on differentiation of service delivery, the broadness of digital technology can enable customization to aid service delivery for the institution.
The incorporation of digital technology into the operational strategy of Hilton is central to the realization of short and long-term goals and objectives for Hilton Kensington (Linxi, 2021b). For instance, Hilton's '2030 Goals' include the development of the Hilton Effect Foundation which  works in liaison with local stakeholders to facilitate the construction of 397,000 rooms (Ahsan et al., 2023). However, the incorporation of digital technology into the operational strategy of Hilton’s Front of House department post-covid may have detrimental impacts on the human capital that the company has significantly invested in. 
[bookmark: _Toc128807880]Conclusion
Further, it is imperative to argue that there is an urgent need to counter the threats presented by the pandemic to ensure the stability of Hilton hotels and ensure its longevity in the market amid the great economic recession. Further, it is prudent to recognize the fact that Hilton has made a significant effort to counter the threats presented by the pandemic for instance, reliable research informs that, In April 2020, Hilton adopted measures to improve its financial position, which included a pre-sale of Hilton Honors points for 1 billion pounds, which would affect Hilton Kensington. Despite these significant efforts, it is prudent to note that many areas can be potentially improved to secure the longevity of the institution. 
One of the factors that have aided the growth and development of Hilton Kensington as an institution is service differentiation. Further, one of the most effective ways to enable economic recovery amid the global recession presented by the pandemic is focusing on the strengths and improving on weaknesses while at the same time forging measures to counter threats. The fact that service differentiation has been the cornerstone of Hilton Kensington’s growth is a matter that can be taken advantage of to aid recovery from the impacts of the pandemic.
Many research sources often inform that Service differentiation can be specified as the cornerstone of Hilton Hotels' business strategy. Further, it is important to note that the company differentiates its service on different fronts. Some of the areas where the company has mastered the art of service differentiation are based on quality, maintaining the highest standards and integrating information technology into several channels of service delivery. 
However, one of the main areas of contention has been the operational strategy of Hilton Kensington and its capabilities in terms of aiding the corporation's recovery from the impacts of Covid-19. For instance, amid the pandemic, Hi Hilton Kensington adopted enhanced safety measures for meetings and events. Hilton EventReady with CleanStay was a campaign inspired by extensive research on relevant interventions that could be adopted to facilitate the institution’s response to the threats presented by the pandemic. These. Among other aspects, marked the beginning of an operational strategy change that was spearheaded by the company’s CEO Nassetta. 
From the research above, it can be noted that Hilton's front-of-house department is central to its success in the hospitality industry. Therefore, there is a need to adopt intervention measures to aid its recovery from the effects of the pandemic amid rapid changes to the operations in the hospitality industry. Perhaps, it is prudent to note that the adoption of digital technology and its incorporation into the operational strategy at Hilton Kensington’s front-of-house department is central to its success.  The incorporation of different aspects central to operational efficiency into the front-of-house department at Hilton Kensington seems as the most feasible option for the achievement of both short- and long-term objectives of the institution. 
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