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[bookmark: _Toc130853362]Executive summary
This report presents an in-depth strategic examination of Hilton Hotels, emphasizing its innovative approaches to customer service, robust operations, and long-term competitive advantage. PESTEL and Porter's Five Forces are two methodologies used in this research to analyze the external environment. These methodologies identified major political, economic, social, technological, environmental, and legal aspects that shape industrial rivalry. Using an internal SWOT analysis, Hilton identified its strengths, weaknesses, opportunities, and threats, which led to the discovery that the company required digital transformation as a strategic alternative for providing individualized customer care. The COVID-19 epidemic has significantly influenced Hilton's customer service, competition, and sustainability, and as a result, the company has shifted its focus to contactless and remote support options. This paper suggests that for Hilton Hotels to achieve long-term resiliency and a competitive edge, they should implement an innovation strategy centred on the customer, harness technology, and embrace sustainability. In its conclusion, the research provides a summary of the most important findings as well as strategic recommendations for Hilton Hotels.
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Since its founding in 1919, the renowned hospitality chain Hilton Hotels has been committed to delivering first-rate assistance to every one of its clients by meeting and exceeding their expectations. The company has developed into a well-known brand recognized in more than one hundred countries. The history of innovation at Hilton Hotels and its commitment to providing superior service to its clients is extensive (Zeng, 2021). The company was the first hotel chain to offer room service and install televisions in guest rooms. Additionally, the company was the first to install televisions in guest rooms. Today, Hilton Hotels is a well-respected brand in the hospitality industry (The Hilton Hotels, 2023). The brand is well-known for its quality and outstanding customer service.
The Hilton Hotels Corporation is a worldwide hospitality company that manages 18 hotel brands spanning various price points. These brands include luxury, full-service, lifestyle, and focused-service establishments. It is one of the world's largest hotel companies because it has over 6,500 properties in different countries (The Hilton Hotels, 2023). This commitment to providing exceptional customer service is reflected in the company's reputation for excellence in the hospitality industry, directly resulting from Hilton Hotels' dedication to fulfilling this commitment.
The hospitality industry is highly competitive, and for Hilton Hotels to continue to be relevant and successful, they need to innovate constantly. The company places a significant emphasis on providing excellent customer service while fostering innovation, resiliency, and sustainable advantage in the market (The Hilton Hotels, 2023). The strategic path that Hilton Hotels will take in the future is influenced by various external and internal factors, such as political and economic issues and social, technological, environmental, and legal concerns. As a result, for the company to continue being competitive and sustainable, its strategic direction needs to be continually evaluated and modified.
The COVID-19 pandemic has had a significant impact on the hospitality industry as a whole, and Hilton Hotels has not been immune to these repercussions. The pandemic has affected every facet of the hospitality industry, including the demand from customers, the productivity of employees, and operations (Zeng, 2021). However, in response to the pandemic, Hilton Hotels has shown resilience and adaptability (Zeng, 2021). The company has made investments in new technologies in order to improve the overall experience of its customers and has introduced new safety procedures in order to protect both its customers and its personnel (Maina, n.d). Hilton Hotels is in a strong position to continue its long-standing heritage of excellence in customer service and innovation even as the hospitality industry progresses toward a full recovery from the epidemic.
[bookmark: _Toc130853364]A PESTLE analysis of Hilton Hotels
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The landscape of customer service at Hilton can be significantly influenced by the legislation and regulations imposed by the government. Changes in immigration regulations, for instance, can potentially affect the availability of trained workers in the business, which in turn could have repercussions for the quality of care provided to customers (Jeong et al.,2022). Because it has operations in a large number of countries all over the world, Hilton needs to recruit and keep talented employees to provide individualized service to its customers (Jeong et al.,2022). In addition, Hilton's capacity to bring in new clients and provide high-quality service to existing ones may be negatively impacted in particular nations by political unrest or terrorist threats. For example, political unrest in the Middle East has had a detrimental impact on the tourism industry, impacting Hilton's business operations and the quality of service it provides to its customers. However, Hilton has implemented measures to maintain customer care standards, such as the Hilton CleanStay program, which includes enhanced cleaning and disinfecting measures to ensure guests' safety during the pandemic (The Hilton Hotels, 2023). This program exemplifies Hilton's measures to maintain customer care standards.
In addition, the government's taxation policies and environmental regulations might also affect the landscape of customer service at Hilton. For instance, an increase in taxes can affect the overall price of products and services, leading to a decline in demand for Hilton's services (Abardeh, 2022). On the other hand, environmental restrictions, such as emission standards, can impact Hilton's operations and require the firm to invest in technology and infrastructure to comply with the requirements (Jeong et al.,2022). Nevertheless, these investments can also give possibilities for Hilton to improve its customer service by enhancing its sustainability efforts (Şanlıöz-Özgen and Kozak 2020). For example, Hilton might reduce the amount of garbage it produces and the amount of energy it uses.
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The financial performance of Hilton is constantly being impacted by economic factors such as inflation rates, currency rates, and unemployment levels, which can also significantly affect the company's ability to spend on improving customer care. As an illustration, the pandemic has resulted in a major drop in travel and tourism, which has led to a fall in revenue for the hospitality industry as a whole, including Hilton (Abardeh, 2022). As a result, Hilton has been forced to decrease costs, which may affect the quality of customer service. Nonetheless, Hilton has also introduced initiatives to preserve customer care, such as the Hilton EventReady program, which provides guests with flexible booking policies and possibilities for virtual meetings (The Hilton Hotels, 2023).
In addition, the landscape of customer service at Hilton can be affected by economic factors such as the average amount of discretionary cash customers enjoy. When customers have less money for discretionary spending, they may opt to stay in more economical hotels that do not offer the same level of individualized attention to their needs as Hilton (Abardeh, 2022). Conversely, more discretionary-income customers might be prepared to pay a higher price for premium services. This could present chances for Hilton to invest in enhancing the service quality they provide customers (Abardeh, 2022). Alterations in the currency's value can also affect how Hilton conducts business in other nations, which can affect the level of service provided to customers (Abardeh, 2022). For instance, Hilton's profitability may be significantly impacted if the exchange rate of a country's currency declines against the US dollar, potentially leading to cost-cutting measures that can harm customer care.
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The sociological factors influencing Hilton Hotel are numerous, but the most significant are the shifts in culture, demographics, and lifestyles (Maina, n.d). The average age of the world's population is increasing, which has important repercussions for the hospitality sector (Maina, n.d). Hotels must adjust to accommodate the potentially different requirements and preferences of guests of more advanced age (Ma, 2021). In response to this emerging market segment, Hilton has designed the "Hilton Senior Program" to meet its senior clientele's requirements better. The program offers individualized experiences tailored to meet their requirements, such as making the fonts larger, increasing the brightness of the lighting, and making the platform more accessible (Maina, n.d). Alterations in culture, such as an increased emphasis on wellness and sustainable practices, also affect the business sector (Maina, n.d). Hilton has tried aligning with these values by launching initiatives such as "Travel with Purpose," which promotes sustainable practices and community engagement (Maina, n.d). These initiatives are just two examples of how Hilton has tried to align with these values. In addition, to meet the demand for wellness-centred experiences, Hilton has partnered with Thrive Global to provide guests with wellness programming. This programming includes fitness classes and meditation sessions.
Alterations in lifestyle, such as the proliferation of independent travel and telecommuting, also affect the industry. In response to this trend, Hilton has introduced "WorkSpaces by Hilton," which offers private workspaces that can be booked in hotel rooms or common areas. This allows remote workers to have a professional environment to do their work (Maina, n.d). In addition, Hilton has adapted to the experiential travel trend by allowing its guests to partake in one-of-a-kind local activities through its "Concierge" service. This service puts guests in touch with knowledgeable residents who can give them individualized recommendations on places to eat, things to do, and activities.
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Technological advancements are disrupting the hospitality industry as a whole, and Hilton is no exception. The proliferation of mobile technology and the internet has impacted customers' ability to book rooms and have different hotel experiences (Zeng, 2021). Hilton has invested in a mobile app that enables guests to use their mobile devices to book rooms, check-in, and access their rooms. In addition, customers can access various services through the app, such as the ability to place room service orders, request housekeeping, and contact the front desk (Zeng, 2021). In addition, Hilton has introduced a digital key system, which enables guests to gain access to their rooms without having to check in with the front desk and instead uses their mobile devices (Liu, 2022). This has simplified the check-in procedure, reduced wait times, and provided a more convenient and individualized experience for the guests.
The development of artificial intelligence (AI) and machine learning is another technological aspect influencing Hilton's business. Hilton has implemented chatbots powered by artificial intelligence, and they can offer guests personalized recommendations, respond to questions, and offer assistance in real time (Zeng, 2021). In addition, Hilton has begun offering digital concierge services, such as Connie, a robot concierge powered by IBM Watson. Connie can provide guests individualized recommendations and directions to local points of interest (Zeng, 2021). The effectiveness of service delivery has been significantly boosted by implementing this technology, resulting in shorter wait times and a more individualized customer experience.
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The hospitality industry is highly regulated, so the industry in which Hilton Hotels and Resorts works is subject to various rules and guidelines. Because the legal environment in which the hospitality industry operates is in a state of perpetual flux, it is necessary for businesses operating in this sector to remain regularly informed of newly enacted rules and shifts like the legal environment (Ma, 2021). Compliance with labour laws is one of Hilton Hotels and Resorts' primary areas of concern as a responsible corporate citizen (Zeng, 2021). The organization is responsible for ensuring it abides by all applicable regulations, including minimum wage, overtime pay, employee benefits, and workplace safety (Zeng, 2021). Infractions of these rules can result in expensive legal battles and damage the company's reputation, which is detrimental to business.
Compliance with legislation about preventing discrimination is another area of concentration for Hilton Hotels and Resorts. The business is obligated to take the necessary precautions to ensure that it does not engage in any form of discrimination, whether it be against its employees or its clients, based on factors such as race, gender, religion, or any other legally protected trait (Ma, 2021). In addition to complying with regulations about labour and anti-discrimination, Hilton Hotels and Resorts are required to comply with rules concerning the privacy and security of personal information. Because the organization gathers a substantial quantity of personally identifiable information from its clients, this information must be shielded from any access or use not authorized by the client (Mekhruza et al.,2022).
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Environmental sustainability is becoming an increasingly critical concern for businesses across all sectors, including the hospitality sector, which is not an exception to this rule. Several efforts have been put into place by Hilton Hotels and Resorts to lessen the company's negative effect on the environment as a result of the company's recognition of the significance of environmental sustainability (Sharma and Heidari, 2019). Efficiency in energy use is one of the primary areas of concentration for the organization. The use of energy-efficient lighting and HVAC systems, in addition to installing solar panels on some of its properties, are among the many initiatives that Hilton Hotels and Resorts has put into place to lower its overall energy usage (Ma, 2021).
Water conservation is yet another area of importance for Hilton Hotels and Resorts worldwide. The corporation has implemented various measures to cut down on the water it uses, such as installing water-saving showerheads and toilets and utilizing landscaping that is more resistant to drought (Ma, 2021). In addition to implementing several programs to improve energy efficiency and water conservation, Hilton Hotels and Resorts has also implemented several programs to reduce the amount of waste it produces and increase the amount of effort it puts into recycling (Sharma and Heidari, 2019). The organization has adopted a comprehensive waste management policy, including initiatives to reduce trash and recycling and composting programs (Ma, 2021). Overall, Hilton Hotels and Resorts has made significant progress in reducing the negative impact of its operations on the environment, and the company is dedicated to making further advancements in this area.
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The Hilton Hotel benefits from several advantages, which combine to give it a competitive advantage. To begin, it has a solid image and reputation for the brand that has been developed over several years (Ma, 2021). Because of the company's lavish and high-quality services, Hilton has built a consumer base that is extremely devoted to the brand. Second, the corporation has a widespread network of hotels throughout more than one hundred nations, giving it a global footprint (Ma, 2021). This allows Hilton to cater to the needs of a wide variety of customers and helps spread risks across several different geographical areas (Bhanji, 2022). Thirdly, Hilton places a significant emphasis on both environmentally friendly practices and responsible business practices. The organization has launched several programs to lessen its environmental impact by lowering its carbon footprint, preserving natural resources, and fostering social responsibility (Ma, 2021). This has assisted in enhancing Hilton's brand reputation and increased its appeal to customers who are increasingly conscious of environmental and social issues.
Moreover, the Hilton Hotel has excellent customer service departments, another one of its many strengths. The hotel has placed a significant emphasis on cultivating a culture that places a priority on the satisfaction of its guests, and this commitment is reflected in the high degree of personalization and attention to detail provided to guests (Ma, 2021). In addition, Hilton has launched several initiatives to improve the overall experience of its customers (Overholt and Gomez, 2023). The Hilton Honors loyalty program recognizes and appreciates customers' continued business by providing them with privileged access to complimentary stays, room upgrades, and individualized service (Ma, 2021). Hilton can differentiate itself from its rivals and develop a distinct selling offer by emphasizing superior customer service.
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The high pricing strategy that Hilton Hotels employs is a significant area of concern for the company, as it restricts the customer base of the hotels. Customers are becoming more price-conscious due to increased competition in the hospitality business, and as a result, they are more likely to choose hotels that charge cheaper rates (Overholt and Gomez, 2023). Due to the hotel chain's high price policy, customers may think that Hilton Hotels' services are inaccessible and reserved for an elite group. A high pricing strategy can also make it difficult for a hotel to attract potential customers with lower budgets, such as millennials, students, and backpackers (Ma, 2021). This can limit the hotel's ability to bring in new business. This pricing strategy might result in lower occupancy rates, lower revenue, and lower levels of satisfaction among customers.
Another one of Hilton Hotels' areas for improvement is that the company needs to be faster to adapt to shifting market conditions and emerging fashions. The hospitality industry is consistently changing, with new technologies and fashions cropping up regularly. However, a slow response to these changes by Hilton Hotels could result in missed opportunities and a loss of competitive edge (Ma, 2021). For instance, many consumers now opt to make their hotel reservations over the internet, anticipating a smooth and hassle-free experience. However, some of Hilton Hotels' competitors may have booking systems that are easier for customers to use and more straightforward than Hilton Hotels' own (Overholt and Gomez, 2023). Because of this, the business might lose potential customers who would rather have an easier time making reservations (Reidhead, 2020). In addition, the slow reaction of Hilton Hotels to shifting market conditions may result in missed opportunities to provide new services tailored to customers' changing requirements (Bhanji, 2022). These services may include environmentally friendly options, wellness programs, and experiential travel.
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The Hilton hotel has several opportunities available to it that it can exploit to improve its customer service landscape. One of the most significant opportunities is the development of new technology, which the hotel can employ to enhance the experience it provides for its guests (Reidhead, 2020). For instance, Hilton could invest in mobile apps that allow customers to make reservations, check-in and check out, and request room service and other amenities. These apps would also enable customers to pay for their stays (Overholt and Gomez, 2023). In addition, the hotel may implement artificial intelligence (AI) to improve its guests' overall experience by tailoring its services to each person's unique preferences and requirements (Reidhead, 2020). It is possible to use chatbots powered by AI to handle questions and complaints from customers promptly, which will lead to increased customer satisfaction (Overholt and Gomez, 2023). In addition, Hilton can profit from the rapidly expanding market for ecotourism by instituting environmentally responsible policies and procedures (Overholt and Gomez, 2023). Not only will this improve its customer service landscape, but it will also attract environmentally conscious customers willing to pay a premium for sustainable tourism experiences.
Strategic partnerships and collaborations give Hilton another opportunity to capitalize on to enhance its customer service landscape. The hotel may partner with other travel companies and airlines to provide bundled vacation packages to customers (Overholt and Gomez, 2023). These packages may include not only travel but also lodging and additional amenities. This will raise awareness of the hotel and make it possible to attract a larger pool of potential guests (Mekhruza et al.,2022). In addition, Hilton may form strategic alliances with local companies and organizations to provide its customers with one-of-a-kind opportunities and special discounts. For instance, partnerships with neighbourhood theatres, art galleries, and museums can offer guests discounted or complimentary tickets to local events and shows (Overholt and Gomez, 2023). The overall customer experience and loyalty can be improved through collaborations.
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Despite its many strengths, Hilton is vulnerable to several dangers that could adversely affect the customer service landscape it provides. One of the most significant challenges is the cutthroat competition in the hospitality sector. Hilton is up against fierce competition from other major players in the industry, such as Marriott, Hyatt, and Intercontinental, all of which offer services and amenities that are comparable to Hilton's. Because of the fierce competition, there is much pressure on the hotel to ensure that its services and amenities are of the highest possible quality. In addition, the proliferation of disruptive technologies such as Airbnb represents a serious challenge to the hotel's ability to retain its existing clientele (Linxi et al.,2021). Customers interested in one-of-a-kind and cost-effective travel experiences may find that Airbnb, which provides an alternative to traditional hotels that is both less expensive and more personalized, is appealing to them.
The expanding emphasis on eco-friendliness and sustainable practices presents Hilton with a further challenge in customer service. A failure on the part of the hotel to implement environmentally friendly practices and policies can result in unfavourable press coverage and damage the establishment's reputation. Customers are becoming more aware of their environmental impact and are willing to support businesses committed to sustainability (Linxi et al.,2021). If this trend is addressed, customers and revenue will be recovered. Alterations in the preferences and inclinations of customers are another potential source of difficulty for Hilton's customer service operations. Customers have higher expectations for personalized services and experiences, and they are becoming more demanding. If they cannot meet these demands, they risk losing customers to rival businesses that provide more individualized services.
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The Hilton Hotel has a manageable level of competition from new businesses. Because the hotel sector has such high capital needs and other barriers to entry, it is challenging for new rivals to enter the market. In addition, Hilton's excellent brand awareness and customer loyalty give the company an advantage over its competitors. However, Hilton must maintain a high level of vigilance to monitor prospective new competitors in the market (Deng, 2022). This is especially important in light of the rise of sharing economy platforms like Airbnb. These platforms provide customers with a travel experience that is both more affordable and more personalized, which may appeal to price-conscious customers.
To counter the threat, Hilton can concentrate on providing great customer service to set itself apart from other businesses. This includes investing in technology to improve the guests' overall experience, developing individualized travel packages and customer loyalty programs, and using the company's broad global network to provide one-of-a-kind travel possibilities (Deng, 2022). To acquire a specialized customer base and separate itself from potential new entrants, Hilton should consider expanding into niche industries such as luxury travel or eco-tourism.
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In the case of Hilton Hotels, the bargaining power of its suppliers is moderate. Although Hilton has many suppliers, including companies that provide food and beverages, linen, and technology, the hotel's size and reputation greatly influence the negotiation process (Deng, 2022). In addition, over the years, Hilton has developed ties with many different suppliers, which provides some degree of reliability. However, suppliers can still pressure hotels by increasing costs or providing items of lower quality, potentially harming hotels' bottom lines (Deng, 2022). In order to reduce the impact of this risk, Hilton might investigate the possibility of establishing alternative supply chains or negotiating long-term contracts with its primary suppliers (Whalen and Sisson, 2022). This would help to maintain consistent prices and quality.
Additionally, Hilton can capitalize on its size and the awareness it has earned as a brand to build strategic alliances with its suppliers (Deng, 2022). For instance, the hotel may form partnerships with environmentally responsible vendors in order to achieve the corporate social responsibility goals it has set for itself, or it may collaborate with various technology companies in order to develop and implement innovative tools for providing customer service (Deng, 2022). Hilton can generate a competitive edge and improve its customer care landscape by cultivating strong partnerships with its suppliers.
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At Hilton Hotel, the buyers' bargaining position could be stronger. Although many hotels are available to clients, Hilton has some negotiating power due to its excellent reputation and brand recognition. Additionally, the exclusivity fostered by Hilton's loyalty program and rewards scheme encourages guests to stay at the hotel. However, as online booking services like Booking.com and Expedia have grown in popularity, consumers now have more negotiating leverage and transparency.
Hilton may provide outstanding customer service and cultivate customer loyalty to reduce this risk. This entails delivering tailored experiences, providing distinctive amenities and services, and utilizing its extensive global network to provide privileged travel options (Whalen and Sisson, 2022). Hilton may also consider enlarging its rewards and loyalty programs to give consumers more reasons to return to the property. By forging solid bonds with its clients, Hilton can acquire a competitive edge and lessen the buying power of consumers.
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The threat of competing goods or services could be better for Hilton Hotel. Although there are other options for lodging, such as hostels and vacation rentals, Hilton's high brand recognition and reputation provide a competitive edge (Alafeef, 2019). In addition, Hilton provides various services and amenities, many of which are incomparable to those provided by competing brands and cannot be replaced (Alafeef, 2019). Nonetheless, the proliferation of sharing economy platforms such as Airbnb has provided clients with more cost-effective and individualized travel options, which may influence Hilton's market share.
To mitigate the effects of this threat, Hilton might emphasize providing excellent customer service and cultivating brand loyalty among its clientele. This involves providing individualized experiences, one-of-a-kind amenities and services, and utilizing the organization's global network to access privileged travel options (Alafeef, 2019). In addition, Hilton should consider expanding into new markets, such as wellness tourism and experiential travel, to provide travellers with a distinct and one-of-a-kind vacation experience, keeping abreast of emerging trends and providing customers with experiences and services that are truly unique.
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The hotel business is marked by fierce rivalry due to many companies fighting for a portion of the market (Yu et al.,2021). There are several reasons for the high degree of competition, the most important of which are the low barriers to entry, the high fixed costs, and the little product differentiation (Anastasiu et al.,2020). Consequently, hotels must engage in aggressive pricing and marketing efforts to maintain their competitive edge (Anastasiu et al.,2020). In addition, the proliferation of internet travel companies and other lodging options, such as Airbnb, has made the rivalry far more intense.
One strategy that Hilton can employ to overcome the fierce competitive rivalry in the sector is to emphasize the loyalty of their customers. The organization has launched several programs, such as Hilton Honors, providing devoted clients complimentary room upgrades, additional free nights, and access to unique events (Anastasiu et al.,2020). Hilton can separate itself from its competition and keep a loyal customer base the brand by cultivating close relationships with its customers (Yu et al.,2021). In addition, Hilton has made significant investments in technology to enhance the experience of its guests, such as mobile check-in and digital room keys. These expenditures have the potential to help Hilton differentiate itself from its rivals and boost overall customer satisfaction.
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In conclusion, the Hilton Hotel operates in a competitive hospitality sector that is competitive and in which various factors influence its performance. It is abundantly evident that Hilton Hotels enjoys a strong market position with a well-established brand and a reputation for providing services of an exceptionally high standard. The PESTLE analysis focuses on the significance of each component in determining the direction of the industry. Political and legal considerations substantially impact the sector because of their role in forming the regulatory framework in which businesses must operate. Because social and technical variables affect the choices and expectations of customers, Hilton must adjust to these changes. Economic issues present substantial hurdles when adopting sustainable practices, while environmental factors are the primary influencers of the industry's overall performance. An in-depth look into Hilton's internal possibilities and threats, as well as its strengths and weaknesses, can be gained by doing a SWOT analysis. Examining Porter's Five Forces identifies the level of intense competitive rivalry in the market. The introduction of new competitors and the negotiating power of customers and suppliers are significant drivers of this level of competition.
[bookmark: _Toc130853383]Recommendations
Firstly, Hilton Hotels should make a greater investment in the development of innovative customer care services. These services should be customized to meet customers' particular requirements and inclinations (Hao, 2020). This will enable the hotel to maintain a competitive advantage over its rivals and entice more customers to patronize its establishment (Belarmino et al.,2022). The hotel can also develop new customer care solutions to improve guest experiences by utilizing emerging technologies such as artificial intelligence, big data, and the internet.
Secondly, The Hilton Hotel should also prioritize the creation of a business model that is more environmentally responsible and sustainable. This will assist the hotel in lowering its overall environmental impact and fostering more environmentally responsible practices within the tourism industry (Sharma and Heidari, 2019). In order to accomplish this objective, the hotel may decide to implement environmentally friendly practices such as cutting down on waste, conserving energy, and procuring supplies responsibly (Hao, 2020). In this way, the hotel will be able to attract customers who are concerned about the environment and value tourism practices that minimize their Impact (Sharma and Heidari, 2019)
Thirdly, to improve the quality of services provided and the care taken for customers, Hilton Hotel should maintain its investment in the training and development of its staff. This will assist the hotel in developing a culture of excellence in which employees are inspired to provide services to guests of the highest possible standard (Alafeef, 2019). The hotel may institute reward systems tied to individual performance and incentive programs to motivate its staff members to go above and beyond in providing service to guests.
Moreover, Hilton Hotels should work to improve its brand image and reputation by establishing a powerful presence on social media and actively engaging customers across a variety of digital platforms (Sharma and Heidari, 2019). This will help the hotel build a customer base that is loyal to the establishment and generate positive word-of-mouth marketing. The hotel can also use the feedback and reviews provided by its guests to continuously improve its services and better satisfy the ever-evolving requirements of its patrons.
Finally, the Hilton Hotel should concentrate its efforts on diversifying its sources of revenue by investing in businesses complementary to its existing operations, such as spas, restaurants, and recreational facilities (Alafeef, 2019). The hotel will be able to generate additional revenue and provide various services to its guests, all of which will contribute to an improved overall experience (Alafeef, 2019). The hotel may also form partnerships with local companies and organizations to provide visitors with one-of-a-kind adventures that reflect the area's nature and culture.
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