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Executive summary
According to modern organizational behavior theories, the Hilton Hotel might use some improvement in several areas. We can see key concerns and themes developed using the qualitative and quantitative facts given by 12 food and beverage team representatives. According to Brown (2022), a precise standard that must be followed when organizing events is called the Banquet Event Order form (BEO). Most hotels and event venues utilize BEOs to assist in guaranteeing that everything is described and accepted by the venue and the event organizer. By doing this, the venue can prevent exorbitant room changes or concessions and guarantee that the event planner's demands are fulfilled. A BEO might take time to design and update, according to Jaswal (2019), irrespective of how useful it may be. Luckily, there are resources out there that may help you optimize processes and enhance the experience of your visitors, from free BEO designs to cutting-edge technologies (Larasati, 2016). By doing this, the venue can prevent exorbitant room changes or concessions and guarantee that the event planner's objectives are fulfilled.
We discovered that the present leadership team employs this tactic to subject employees to power impact triggers, resulting in A and B group relationships, trust concerns, and impressions of unequal dissemination of responsibilities. For the managerial team to achieve change that will lead to long-lasting benefits in their hotel, we advise that they become knowledgeable about a few key organizational behavior methods and tools. Systems mapping and the Team Score Card are included in these tools. These are visual techniques that may slightly coincide. These resources are compatible with broad objectives to raise Hilton Hotels' productivity. This team will advance if honesty, communication, and fairness are strategically prioritized. The advantage of many organizational change techniques is that they exert the greatest pressure on the intervention point (Tidd & Bessant, 2020). The BEO work order serves as that point of intervention. 
Each BEO work order must be meticulously created, published, and sent to staff members operating on challenging jobs, for them to have a clear outline to trail. As a result, direct work may be outsourced with complete fairness, boosting openness, communication, and equality immediately. The dynamics between the A and B team members will also be diminished. According to Stouten et al. (2018, p 753), when an organization undergoes change, there will be a moment when staff must sketch out new procedures, which will be difficult. Even when this small adjustment is executed, the leadership team must be prepared for "blowback" from the workers. Without a plan to deal with these emotions, the staff may merely use their current state of hostility as justification for their continued productivity deterioration. It will take time to establish an atmosphere that promotes productivity. If the leadership team offers encouraging reinforcements, implementing these adjustments will happen more swiftly. It takes phrases like "excellent, great job, amazing work, and wonderful" to get the dopamine flowing and help people associate their new behaviors and attitudes with pleasurable things.
Introduction
Current Situation: Organizational Culture-Hilton Hotel is a reputable hotel in the hospitality industry with various work groups and intricate team dynamics. The food and beverage Department is the workgroup on which this report concentrates. This specific workgroup is in charge of putting together and taking down extraordinary events. When directions are not performed precisely as requested by the clients, the task-focused nature of the job might have serious repercussions. These requirements are written down on a form known as a Banquet Event.
	Order (BEO) form by the marketing department, customers, and food and beverage personnel. The BEO, which includes details for every event, is essentially the work order. The group gathers for a 5-minute team meeting at the beginning of every shift, which is presided over by the captain. Regrettably, not all group members are fluent in English. An individual gives this dictation with limited English language proficiency. Every time, team members leave meetings without a comprehensive understanding of the organization’s goals or responsibilities. Only one team member felt heard by leadership, according to survey data. There is much mistrust among team members, as shown by some of the evidence gathered. Only one team member admitted during the poll that they trusted their coworkers to do their jobs. The captain, in charge of every event, frequently gives the same personnel the hardest responsibilities while giving others the easier ones. 
This establishes the basis for the A team vs B team split, which is the cause of many conflicts. Even more crucially, the captain nearly always keeps the BEO a secret from the other team members. Although this subgroup is also unified, representation has not been provided for a while. Staff members feel helpless to challenge their managers because they are afraid of being punished without protection. This report will address these organizational culture challenges, discussing how it can alter this workgroup and highlighting the advantages of functional BEOs. The problem will be examined using the SWOT and PESTEL analyses. We can weigh the benefits and drawbacks of the hotel's ambitious plans thanks to these analyses, which will assist us in making the best choice.
Scope & Analysis
Hilton hotel is located at 10 Seafield Road, Hove, Brighton and Hove, United Kingdom. The hotel opened its doors in July 1999 and has been running since. Sylviao912 posted a recent review in 10/2022 and stated, "Beautiful stay! The Hilton hotel is the ideal accommodation choice in Hove. The center and the train station are nearby. The room was comfortable, cozy, and clean. Excellent and wonderfully varied breakfast. The hotel staff has always been cordial, understanding, and supportive. I was extremely amazed by that. You could turn to them anytime, day or night, with all your worries. I will surely stay at the Hilton Hotel again during my subsequent travels. The price development ratio is reasonable." There are currently no negative reviews of the hotel whatsoever, not even on social media.
Analysis is crucial to any effort involving change. According to Wickham (2016, p. 189), analysis aids in recognizing and communicating the necessity for transition in how companies function and in facilitating that transition. Several approaches will be used to validate our findings and inform our recommendations to verify that the BEO is where our effort should be directed.
Systems Diagram. 
This report concentrates on a condensed version of a systems diagram that results from the BEO. The BEO is a list of specifications relating to a certain event. The immediate team leader doesn’t presently make this information public. The BEO's secrecy makes the team leader dependent on them. As a result, some employees feel they are not given a fair share of the work, even if everyone on the team is competent to finish each assignment without assistance. Due to high conflict levels caused by the unequal workload, employees are less committed and leave the company at a higher rate. High conflicts, low staff morale, low dedication, and low enfranchisement all contribute to the reinforcing loop (RL), which results in high staff turnover.
Figure 1: System Map:
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It is clear from this simplified systems diagram that the organization’s main goal should be to improve the BEO. By focusing on this as the main area of change, Hilton hotel will eliminate or lessen elements that are now positively encouraging the current RL. Other factors, nevertheless, also influence certain aspects of the systems diagram. The unionized environment, mistrust, and language hurdles among staff members are other factors that impact the systems diagram. Griffin (2021) asserts that an effective company is a structure that can do more or in diverse methods than any of its associates acting alone. A company ought to function as a unit, a team, and more than that, as a system that changes as the past gives way to the future and adapts, reconfigures, and controls itself (Smith, 2017). According to the poll, the Hilton hotel's F&B department comprises a group of coworkers like any other department. There might be the occasional RL extra-professional conversation, but those conversations do not lead to beneficial outcomes or linkages.
Team Fitness 

In regard to survey findings—qualitative and quantitative—it is clear that the Team Fitness Scorecard needs a lot of work. For instance, 10 out of 12 group mates agree that collaboration is crucial. Nevertheless, none of the 12 participants who responded to the survey said they felt like a team. These intangibles and measurables can be quantified to help us better plan and manage the organizational behavior of Hilton hotel.
SWOT Analysis 
Strengths
· A lengthy history of good reputation; a successful renovation program.
· The Hilton hotel has employed many long-term staff with extensive experience for more than ten years.
· Consistent collaboration with several travel agencies.
· Competent board of directors.
· Strong commitment to corporate social responsibility
· Predicted high amount of bookings for the peak season of 2022 and 2023 and a sizable cash surplus
Weaknesses
· Systems of outdated information technology.
· Enforcement of agreed-upon quality service standards is problematic.
· Low rate of repeat reservations.
· Lack of motivation among temporary workers.
Opportunities
· Large market opportunity for spa services
· Pricing modifications to increase occupancy levels
· Making efficient use of a multitude of media to increase sales
Threats	
· External rivalry from other hotel-related businesses
· Insufficient staffing and subpar service in response to high-level reservations could harm the reputation.
· Resistance from rivals who have cutting-edge information technology can make them industry leaders.
· Disagreements could delay the strategy implementation among the management team.
PESTLE Analysis
PESTLE analysis is a fundamental approach for businesses like Hilton as it aids in understanding market trends and continual business improvement (Perera, 2017). The Hilton PESTLE Analysis analyses at the various external aspects—political, economic, social, and technological—in addition to the legal and environmental ones—that affects its daily activities.
Political Factors:
Hilton hotel is one of the most popular hotel chains in the UK. It is the responsibility of hotels to play a close watch on the political climate in countries where they offer their services, so the nation's political stability becomes crucial. Since the UK recently exited the European Union, fewer people will visit the country, which will have a negative impact on hotel earnings there.
Economic Factors:
A company must research the country's economic situation before beginning operations there. The hotel sector is impacted by economic variables in both direct and indirect ways. The Covid-19 pandemic has seriously impacted how many businesses operate, leaving customers with little cash to spend on certain luxurious undertakings, which is undoubtedly bad for the hotel.
Social Factors:
International travelers are very acquainted with the Hilton hotel marque. Various societal essentials, such as consumer behavior, demographic trends, population growth rate, civilization, gender disparity, etc., impact hotel financing. Gursoy and Chi (2020, p 527) claim that the COVID-19 has made people fear interacting with others and hence choose to remain at their homes. Their avoidance of various social gatherings disturbs Hilton Hotel. Being a hotel, it has little power over societal causes, thus it can wait for the situation to get better
Technological Factors:
Matovic (2020, p 96) implores that technology is constantly improving in today's cutthroat society. A company cannot manage to ignore these factors if it wants to fight with its many rivals. To better serve its customers, The Hilton Hotel must update its technology as necessary.
Legal Factors:
The country's constitution significantly has an n influence on the operation of a hotel. The hotel must comply with all appropriate laws about personnel, clients, and other governmental bases to avoid meddling from the federal administration and several NGOs in its daily operations. Political and legal issues are intensely correlated. To combat COVID-19, the U.K. government has also passed several pieces of legislation, such as those requiring hotel rooms to be sanitized and maintaining social distance between guests. These factors have exacerbated the hotel's operational expenditure and incontestably have an influence on the business's profitability.
Environmental Factors: 	
As environmental conservation becomes a more profound concern among individuals, individuals keep a close watch on which firm is handling garbage disposal in the preferred way and the measures it has put in place to conserve the environment. The hotel sector is regularly criticized for their environmental contamination. The Hilton hotel faces a noteworthy environmental menace from climatic changes. Hotels must follow a variety of actions to protect the environment worldwide. Therefore, the Hilton hotel must carefully consider environmental considerations to appease its many stakeholders.
Main Body	
Current Leadership Style: Leadership Freedom of Scale 
Only recruits or relatively incompetent staff should be assigned to independence levels one and two. They are taught to "stop till directed" and "question what to do," as per William Onken's Freedom Scale. The dinner captains' efforts, however, keep the staff at these levels in the context of the Hilton Hotel. The "dungeon," or levels One and two, fosters an A and B team mentality. Additionally, it limits professional advancement and prevents individuals from self-actualization. Language is another important issue, keeping workers at levels one and two.
The top-secret to an individual's self-personality is referred to as language. It enables individuals to communicate complex thoughts and knowledge, exchange experiences, create stories, and express feelings (Kim & Mattila, 2011). In cases of language barrier, effective two-way conversation is significantly more problematic since communication is the transfer of ideas (Rabbani et al., 2017, p 98). Handling expatriates involves a lot of language-related challenges (Rubin & Rubin, 2011). Language also provides a vital situation for contrast and a contextual setting that can prompt a person’s appearance. As a result, linguistic variances exist among expatriates due to sociocultural disparities. 
To evaluate organizational productivity, it is vital to understand how language limitations and an expat's interpersonal identity characteristics interrelate. Teamwork with expatriates has many challenges, including language limitations. One thing that native speakers sometimes are unable to recognize is that the biggest barriers to communicating effectively are usually not the other person's dialect but rather their style of talking (Berardo & Deardorff, 2012, p 1; Javad pour & Samiei, 2017, p 84). Language hurdles and racial diversity frequently coexist, creating different issues and miscommunication at work. Therefore, language difficulties can influence how well a job is done because signals can be readily misinterpreted. Language limitations might impact an expat's productivity in several ways.
A huge percentage of the staff at the Hilton hotel suffers from a language barrier amongst the English-speaking and Chinese-speaking workforce. This systematically keeps employees on a one or two level as directives are not effectively understood.
Transformational Leadership
Asbari (2020, p. 51) urges that the transformational leadership strategy empowers, motivates, and inspires staff to become innovative and generate the transformation necessary to decide the firm’s long-term achievement. To achieve this, managers have to lead as examples for others to follow. This can be done by signifying honesty, a resilient perception of firm culture, workplace democracy, and lack of restrictions at work. Transformational managers may spot developing and varying technological tendencies and help their firms in implementing those transformations. It is a management methodology designed to offer employees greater independence to be inventive, think beyond, and generate new solutions to long-lasting challenges (Alqatawenah, 2018, p 21). Through teaching and mentoring, employees on the leadership line will also be equipped to emerge as transformative leaders.
The management at the Hilton hotel must aim to care for its staff and motivating them by pushing them in a "do what is correct" culture, in accordance with transformational leadership theories. The management concentrates more on task-oriented leadership, harming attitude and impeding greater performance. In this context, shifting the balance favoring a "people first" mentality can inevitably boost employee loyalty and yield the desired outcome. Staff must be inspired appropriately to avoid issues like stress leave, and job descriptions are very specific, particularly considering that the food and beverage sector is unionized. Such problems can destroy the workforce by fostering a "bare minimum" attitude among the workers, which will have disastrous effects on performance and client rebooking. 
The team is presently run on a "need to know" model, with management showing favor to senior and Chinese employees who dread being fired or criticized, breaking down the communication line and widening the gap between workers and managerial staff. The inability of managers to communicate any force of personality they may possess, which would motivate staff to achieve their career highs, is yet another way in which the language barrier further divides the hierarchical levels (Matta & Fares, 2021, p 62). Senior personnel with simple and stable jobs are generally the only ones who receive sufficient care. Banquet captains and managers must implement these ideals and improve openness to eliminate dissatisfaction, change, and rebuild workforce trust in the business.
Vision Leadership 	
Ndalamba et al. (2018) define leadership vision as the ability to concentrate on the most important fundamentals of oneself or a firm, like what one aspires to achieve and the type of manager one aims to be. A person’s vision can entail the teachings from their experiences, unrelenting concerns in the present-day, and objectives for the yet to come. It found their personality and morals. A persuasive leadership vision can motivate workforces to accomplish enhanced results. Strong leadership visions can encourage individuals to support a company's goals and aspirations. The leadership vision creates a picture of the company's future. It encourages the drive to develop and expand to achieve the objectives. For two reasons, according to The Indeed Editorial Team (2021), a leadership vision is crucial, and these are:
· It gives inspiration and encouragement to continue- When there are deadlines to fulfil, individuals are more inclined to put in more effort. The leadership vision establishes objectives for the group to reach within a certain time frame.
· It provides attention and clarity- People are simple to persuade to work when given a clear objective or a purpose. So many factors in our daily lives draw our focus away from what we want to do. A leader may act on their vision to reach their objectives with a strong leadership vision. Additionally, an appealing vision can maintain coworkers' interest.
To foster a sense of social personality among the workforce at the Hilton hotel and the great majority of enterprises, the administration must have a clear vision for every department and event. A clear vision of how the division should function for the manager and a strong brand reputation as an inviting space would direct employees toward the intended outcomes—for the captains, having a perfect idea of the way in which every event and preparation needs to be done can increase employee cohesion and make it easier to create and achieve shared goals. At this time, no administration has provided the employees with any information about the direction the department should take or the expected outcomes of each event. Since there is no "grand picture," this results in a high task emphasis and significant pressure to do activities faster. Most of the disparities in the team members and the "dungeon" style leadership result from this oversimplified mindset.
Situational Leadership
According to Walls (2019, p. 31), any excellent leader is aware of many factors to consider when working with a team. Every person has their background, character, learning preferences, life experiences, ego, and motivating factors. Situational leadership is defined as how we modify our style in response to certain factors. Situational leadership is adjusting your leadership style to meet the expectations of the team or individual team associates in every distinctive situation or assignment. Using situational leadership, managers can improve their ability to adjust to their work settings and the employees they oversee (Wolf, 2022). Each potential leader must attain the capability to regulate their leadership style as part of their advancement procedure.
Another reason the directive leadership style is unsuitable for the experience level of the Hilton hotel workforce is that most are senior and highly experienced. Instead, delegation should be employed to motivate workers to be independent and give their best efforts in conformity with the proper levels of the freedom scale. Junior workers may benefit from some teaching, whereas directive leadership wastes important management time by trying to "manage" personnel and uphold the mindset of favoritism. 
Emotional Intelligence
The capability to recognize, control, and deal with your own feelings in addition to the feelings of people who surround you is known as emotional intelligence (Lone & Lone, 2018, p 28). Most Hilton hotel employees appear to be quite knowledgeable of the department's challenges, as seen by their survey replies, even though EI is a key factor to examine in team disorder. Additionally, a robust "office politic" in action enables staff members and supervisors to control their occupational identities and career trajectories. In addition to a somewhat high degree of EI, this demonstrates some self- and relationship control. The consultants now think that the team has the emotional intelligence needed to function well and that other problems, like inequity and poor communication, are crucial to enhancing this hotel department. The four elements of EI are as follows:
· Self-awareness
· Self-management
· Social awareness
· Relationship management
It is critical to comprehend what each element comprises if you want to raise your emotional intelligence. The four categories are described in further detail below:
· Self-Awareness- Self-awareness is the foundation of all things. Rubens et al. (2018, p 3) articulate that self-awareness is the ability to recognize one's feelings and how they influence one's productivity and that of their teammates, as well as one's awareness of one's strengths and weaknesses. Ninety percent of individuals think they are conscious of themselves. However, a study by organizational researcher Eurich (2018) found that only 12 to 20% of people have self-awareness, which could have negative effects on their workforce. Working with people who aren't self-aware can dramatically lower a team's productivity and motivation while also increasing pressure (Eurich, 2018). Before you can assist others in realizing their possibilities, self-awareness will help you realize your own. You can effectively evaluate your degree of self-awareness by doing 360-degree feedback, in which you evaluate your accomplishment and contrast it with the opinions of your company, colleagues, and immediate supervisor. Using this approach, you will discover your behavior and how you are perceived in the organization.
· Self-Management- Self-management is the capability to manage your thoughts, especially in difficult circumstances, and maintain a good attitude in the presence of challenges (Landry, 2019). Lack of self-management can make leaders more inclined to overreact and find it hard to manage their feelings. Reactions regularly take place spontaneously. However, the easier a person changes from reaction to reply, the more emotionally intelligent they are. Pieterse et al. (2019, p.101343) implores that to be able to answer back to stress and difficulty more efficiently and intentionally, it is crucial to remember to take a minute to halt, take breaths, recollect your opinions, and do what it takes to handle your emotions (even if that means going for a walk or making a phone call to a friend).
· Social Awareness- Comprehending and controlling your own emotions is vital, but you also must be competent to read a room. Your ability to comprehend the emotional state of those around you and the mechanism in place is called social awareness (Md-Nawi et al., 2017, p 38). Compassion is a skill that communally skillful leaders utilize. They attempt to understand their team members’ opinions and standpoints so they can interrelate productively. Empathic communication will enable you to assist your colleagues more commendably while improving your productivity.
· Relationship Management- Relationship management is the ability to convince, train, guide, and positively settle conflicts with one another. While certain individuals desire to evade disagreements, it is crucial to handle challenges when they come up effectively. According to study, every unsettled conflict can cost the organization ten hours in gossiping and other wasteful behaviors, depleting resources and enthusiasm (Chatterjee et al., 2020, p 75).
Findings and Results
The BEO is meant to serve as the work order of specifications for a particular event. The immediate group manager does not presently go into detail or provide a debriefing of the BEO. The banquet captain and top staff depend on the BEO because of its secrecy. Several people follow senior staff members' instructions because they are unsure of what they should do next, which results in uneven responsibility and the appearance of discrimination. Even while all team members are competent in doing jobs equitably, the unequal workload inevitably leads to less orientation for new hires, which in turn lowers the standard of service, the frequency of banquet events, and the number of employee working hours, and ultimately lead to more training. According to Ragnedda et al. (2022, p 101852), employee unhappiness only worsens due to this reinforcing loop (RL). The other two RL loops that are linked together are:
1) Lowering employees' dedication to their job positions and employers. This increases disagreement between management and staff, which in turn lowers employees' gratification with BEO Transparency; Commitment, Fair Workload Training for new staff members; Quality of service; Number of Banquets; Total Working Hours for Employees; Communication Daily Meetings; Conflict; and Employee Morale Empowerment;
2) A rise in staff turnover causes general staff enthusiasm and engagement to decline, which, in turn, lowers the contentment rate. The strategic technique utilized for basic systems will be most efficient to enhance the present condition because the linkages between system variables and consequences are transparent and visible to all. The BEO should be the focal area of intervention because it is where detrimental consequences start. Unionization and language problems are the other two action points. The suggestions in the report's conclusion are made with the goal of improving those three intervention points in the most efficient way possible.
Team trust has a score of 2, which is incredibly low according to the team fitness scorecard, and it is obvious that trust has been a problem in this team. Our consulting team realized that the team captain was to blame for the problem by abusing his or her position of power. We would advise the team's direct leader to motivate employees using additional impact factors. The types of triggers to be employed must be suitable for each team member's characteristics. Workers will not feel overpowered by their leader's excessive use of authority therefore. Consequently, the captain might raise his or her emotional intelligence through these self-monitoring exercises. It is clear from the scorecard that there is some trade-off between Trust and Conflict. Since confidence in this specific workgroup is so low, it becomes sensitive to assume that even sincere efforts to increase work engagement and lessen unproductive conflict will be difficult. Management must take care to foresee this. Even though the union leader’s job has been unfilled for a while, Hilton hotel has tried to speak out more in union relations. These are some signs of lack of trust that this group has identified:
· Favoritism- Employees feel that certain employees are favorited by management.
· Scheduling- Employees feel that rank is not always respected by management
· Secrecy- Captains are purposefully hiding the BEO to keep personnel reliant.
· Workload- the idea that work is being allocated unjustly. We can see from the Team Fitness ratings that the BEO and the secrecy surrounding it are the main problems, which is in line with the Systems Diagram.
Team Roles 
The majority of the hotel's food and beverage workers are "Executors" who translate goals into concrete results in accordance with Belbin's model of team responsibilities (Bednár & Ljudvigová, 2020, p 01002). This division of labor within the team aligns with the organization’s objective and "need to learn" culture. However, a deficit of individuals and thought-oriented role members results in a rigid and unchanging atmosphere. The food and beverage crew is paralyzed by this hostile culture, which is to blame for most of its issues. The team needs more supervisors and team members to produce new ideas, improve team cohesion, and lead the department toward its goals.
Organizational Transform 
The study above shows that adjustments are needed at the Hilton Hotel. However, before any initiatives are made, executives must realize that organizational transformation entails more than just making the changes; it also entails easing the changeover for the individuals involved and integrating the new ideas into the hotel's culture. Kaufman (2017) claims that a department manager is crucial if a division must adapt. The food and beverage division manager is currently the first "step" in the transformation.
· Urgency: People must let go of the past to effect real change. However, hesitation on the part of a leader is common, particularly when it comes to workers who are uninterested in their performance out of fear of uncertain or habitual trends in conduct. Since transformation necessitates purposeful thought and behavior, a feeling of immediacy may inspire them. It is worth noting that people tend to become combative in the face of any transitions (Putri et al., 2020). Some developed practices must vanish fast without relapsing to prevent prospective employees' negative sentiments.
· Tools considered but not utilized: Numerous Organizational Behavior tools should have been uncovered but were not thoroughly investigated in this case since they felt unnecessary. Although studied, identity adaptation strategies were deemed too personal and not collaborative enough for this hotel. The Five Dysfunctions of a Team were also taken into consideration, but it was concluded that quantitative approaches, such as scorecards and visual representations of team dynamics, were more suitable.
Action Plan
The need for organizational reform is essential for the Hilton hotel. By giving employees important jobs to complete and encouraging them to take ownership of their duties at work, management must try to show its workers that it cares for them. As a result, our team recognizes the value of leadership development for the hotel's managerial staff. Favoritism, in precise, has contributed to low dedication, which lowers staff enthusiasm (Arasli et al., 2019, p 197). The team's leaders must recognize the significance of fairness when allocating tasks. The team's captains should be aware of the staff members' capabilities and shortcomings and assign job duties according to these factors. The following actions must be taken in order to put the main suggestions into practice:
1) Immediately: For each department team captain in the hotel to efficiently communicate with one another, BEO must identify their essential skills and develop the required communication channels. This is accomplished by a centralized business model, necessitates quarterly meetings, and has a uniform institutional framework across all departments (Mishra & Mishra, 2020, p 81). Every team leader would have the authority to come up with executive-level choices and guarantee that every communication is directed to all employees. The choices that need to be made now include the following:
1) The team leader must ensure that all employees' opinions are acknowledged and that there is good coordination inside the team. Employees should not speak another language besides English when it is essential to communicate with clients or when it is not their shift to avoid language barriers.
2) Success and failure criteria - If the dinner is not carried out to the delight of the clients and staff, team leaders may utilize this as a teaching opportunity.
2) Within six months: corporate conference- Comprises the BEO and the team captain from every department. The centralized structure will be created, and communication will allow the team captains to exchange ideas and success stories.
3) Quarterly meetings: A chance for follow-up with all captains and personnel which will enable career progress and review.
Recommendation	
             After reviewing the Hilton Hotel's existing market environment, our consulting team has developed a number of suggestions for improving the working environment and the management's treatment of staff members.
            First, according to our experts, it is required to produce a more comprehensive BEO and send extra copies to every employee. All employees would thereby have the same accessibility to information, resulting in an open and equitable workload distribution. Since the BEO is the root of many disputes and undesirable outcomes, our team recommends that management make the BEO a more useful instrument for interoffice communication (Okoro et al., 2017, p 29). It is obvious that when the BEO is not distributed to all staff members, misunderstanding within the team develops, which causes issues like low dedication, high disagreement, a high rate of staffing shortages, poor workforce enthusiasm, and low enfranchisement. Employee disagreement and uncertainty will reduce because of posting the BEO. Our group was aware of the hotel's language differences. Tenze et al. (2021, p 101184) argue that employees who communicate in different languages struggle to comprehend the subjects spoken in group meetings. Our team advises the captain to have regular meetings in both Chinese and English. Staff members are better aware of what needs to be accomplished for the day. To enhance customer service and lessen misunderstanding, workshops should be created to help staff members speak professionally.

Primary Recommendation: Publish thorough, transparent, and neutral BEOs: 
· Each BEO must specify the requirements and aspirations of the client.
· Each BEO must have a distinct idea of how they want the event to turn out.
· Each BEO must have a comprehensive list of assignments with due dates.
· The personnel needs of the employee, along with scheduling, must be explicit in each BEO.
· Tasks for each BEO must be distributed fairly based on expertise, skills and limitations.
· Each BEO must be conveyed and presented in one of the two languages used by the workgroup.
Secondary Recommendation: Lowering the language hurdle
· Hold workshops to enhance proficiency in English conversation in relevant corporate settings.
· Mandates managerial employees to be fluent in both languages
· Translate all significant goals and tactics into both languages for clarity and understanding.
Conclusion
Management should try to show its workers that it cares by giving them significant tasks to perform and enticing them to take charge of their duties at work. Favoritism has lowered commitment, which decreases staff morale. When assigning responsibilities, the team's leaders should understand the value of equality. The team's captains should be conscious of all member’s capabilities and limitations and delegate tasks according to these considerations. Establishing trust has been difficult for this squad. Our consulting team has established that this issue results from the team captain abusing his position of authority. However, there is still potential for improvement. We urge the team's direct leader to apply additional impact strategies to inspire workers. The triggers must be appropriate for each staff member's unique personality features. As a result, employees will not feel overpowered by their leader's excessive use of power. The captain may eventually increase his emotional quotient due to these self-monitoring exercises. Additionally, it is strongly recommended to produce a more thorough BEO and distribute extra copies among all staff members. All employees would have access to the same information, and the tasks would be dispersed clearly and equitably.
As a consultant, my group and I take this chance to express our earnest appreciation to the entire Hilton hotel staff for inviting us to embark on the project. We appreciated talking with your staff members. They provided us with a pleasant working environment, which is one reason we could produce this report successfully. We hope you will be successful in putting our ideas into practice. We are always available, so please feel free to contact us at any time. We would be happy to help you again if you ever needed consulting services. Thank you.
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