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[bookmark: _Toc166538351]Executive Summary
SentryPeak Solutions is the consultancy firm that has taken the responsibility of providing recommendations on the issues faced by Hilton Tokyo regarding security and theft. As part of this, three frameworks such as PESTEL analysis, SWOT analysis and TOWS have been analysed to identify the opportunity and evaluate the possible threats to the hotel in Tokyo. From the analysis of the framework, most of the factors contributing to the success of the hotel in Tokyo have been found positive (Chataigner, 2023). Additionally, some incidents of theft and security issues have been identified which have a significant negative impact on the hotel. That is why SentryPeak Solutions provides some recommendations to eliminate the issues and get competitive benefits in the long run. 
A lot of theft and security became severe in the Hilton Tokyo which has caused suffering for both guests and the hotel. For instance, loss of cash and rare coins, loss of electronic items of guests from the rooms of the hotel, and many more. Another problem that has created significant guest dissatisfaction at Hilton Tokyo is that the management of the hotel refused to take responsibility for the stolen items of the guests from their rooms. As a result, some guests of the hotel provided negative reviews on various travel websites (Majeed et al., 2022). These types of experiences are drastically responsible for the reputational damage of the hotel, as the guests lose their trust in the hotel due to certain cases. Furthermore, some types of security concerns of the hotel have been identified. They include guest theft, internal theft conducted by the staff of the hotel, and other security concerns caused due to the ineffective access control system of the hotel. Whatever the type of theft or security concern is, they have a negative impact on both guests and hotel operations. For instance, the frequent activities of theft and security concerns cause negative reviews and a lack of confidence among the guests in the hotel. On the other hand, complexities increase in the hotel operation as well as significant reputational damage. 
By taking into consideration the recent theft and security issues, some strategies have been recommended by SentryPeak Solutions. The recommended strategies include the integration of high-resolution cameras with AI-supported. The integration of AI in the high-resolution cameras will enable the hotel to track the suspicious movement of individuals in various critical security areas of the hotel including the corridor, poolside and others. As a result, the surveillance of 24/7 will be easier (Kozhukhіvska et al., 2022). The biometric access control system also has been recommended to the Hilton Tokyo with a view to making the access control system more accurate and effective. It will ensure the authentication of the individuals gathered in the hotel premises. Additionally, the biometric access control system will help in restricting the presence of unauthorised individuals in the restricted areas of the hotel. Regular security audit and risk assessments are the third strategic recommendation for the hotel (Kitsios et al., 2022). It will create value by identifying security vulnerabilities of the hotel effectively and resolving them. The training programme for security personnel also has been recommended to the Hilton Tokyo where the enhancement of customer service and communication provided extra priority. Finally, the partnership with the local law enforcement agencies has been recommended. It will enable the hotel to be aware of the security threats based on the information from law enforcement agencies as well as take proactive measures to prevent crime at the Hilton Tokyo premises.  
At the end of the consultancy report some action plans have been provided with a time scale and budget they include the installation of AI-integrated high-resolution cameras, implementation of a biometric access system, enhancement of the training of the security personnel, regular security audit and risk assessments, and change management team. A total of £160,000 has been shown as the total expenditure of the hotel to implement the necessary actions. We believe these actions will help significantly to resolve the current issues of the Hilton Tokyo. We (SentryPeak Solutions) are grateful to have the opportunity to provide potential strategic recommendations to the Hilton Tokyo. 

[bookmark: _Toc166538352]Introduction
Several types of security issues have taken place in the Hilton Tokyo over the years at 6 Chome-6-2 Nishi Shinjuku, Shinjuku City, Japan. As a result, the visitors of the hotel suffer mostly from the incidents or issues in Hilton Tokyo e.g., theft of expensive products of visitors, cashes and many more. However, the problem became severe when the staff of the hotel were accused of such unlawful and unethical activities. In 2023, another incident took place of the theft of £450000 (£568000) of property including rare coins from a room of a guest (Nair et al., 2023). As it was not proven the hotel denied the responsibility of the loss of the guest from the room. Such types of incidents often take place in the Hilton Tokyo which have a significant negative impact on the reputation of the global market leader in the hospitality sector. 
Hilton Tokyo is owned by Hilton Hotels which is a company in the hospitality sector operating business in more than 100 countries. The company was established in 1919 and headquartered in Virginia, US. It is operating business in more than 580 locations worldwide (Russo et al., 2023). It is one of the largest hotel chains in the world. Its global presence and brand reputation have made it popular with travellers worldwide. The performance of the company worldwide is also appealing. Additionally, the company operates near about 217,000 rooms in different countries and 6 continents which helps the company welcome travellers in many countries of the world. In 2022, the revenue of the company was £8.773 billion globally and reached £10.235 billion in 2023 which is 16.66% higher than that of 2022 (Kusuma et al., 2023). The figures of the revenue demonstrate the capability of the organisation to overcome adverse situations earlier such as the global pandemic and financial crisis. The company started operating business in Tokyo in 1963 as the first international hotel in Japan (Morishita, 2023). However, the purpose of the report is to investigate the theft and security upgrade needs of the company in the Tokyo location. By investigating the issues regarding theft and security upgradation of Hilton Tokyo, the report provides necessary recommendations to mitigate the severity of the issues as well as improve overall visitor security of the hotel in Tokyo. As part of this, the focus of the report is The Hilton Tokyo located at 6 Chome-6-2 Nishi Shinjuku, Shinjuku City, Japan. 
SentryPeak Solutions is the consultancy firm that has taken the responsibility of providing recommendations on the issues faced by Hilton Tokyo regarding security and theft. The company has earned a reputation in the consultancy sector by providing consultancy services to a lot of organisations, especially in the hospitality sector. SentryPeak Solutions also provides consultancy services to other sectors of business including retail, e-commerce, manufacturing and technology. Based on the analysis of the type of thefts and risky behaviour of miscreants of the particular location, the company is very effective in providing suitable recommendations in resolving security solutions to the Hilton Tokyo with cost-effectiveness. 
The purpose of the report is to investigate the reason behind the security and theft in the Hilton Tokyo and provide suitable recommendations for overcoming the issues. As part of these, the consultancy report also includes the analysis of some frameworks e.g., PESTEL, SWOT and TOWS. PESTEL and SWOT analysis provide significant insights into the impact of the internal and external factors on the hotels. Additionally, the TWOS analysis is as same as the SWOT analysis that provides the future direction of the hotel.
[bookmark: _Toc166538353]Analysis
[bookmark: _Toc166538354]Description of the theft and security concerns at The Hilton Tokyo
There are several incidents took place related to the theft and security concerns of the hotel in Tokyo. Guest theft, internal theft, and security concerns are severe at the Hilton Tokyo. They have been explained with some examples of the thefts as follows: 
· Guest theft: People of different professions come at their leisure to spend a happy moment at Hilton Tokyo. The people may include travellers and tourists, business professionals and many more. As a result, they often carry various expensive electronic items e.g., laptops, jewellery, Cameras etc. including cash (Vaughan, 2024). Some miscreants often make their easy target those people in busy hotel environments such as lobbies, pool areas, bars etc. When the guests are busy enjoying their stay at the hotel, the people having unlawful intentions grab the chance to steal valuable items from the hotels. As a result, this type of activity makes the stay of the guest frustrative at the Hilton Tokyo. For instance, a few years ago some passports and valuable items were stolen from the hotel (Jerrems et al., 2023). The guests asked for the recorded video of Closed-Circuit Television (CCTV) but the authority of the hotel refused to show the footage to them. 
· Internal theft: It involves the theft of importance and valuables conducted by the staff of the hotel as part of their unethical practice. The staff of the hotel often get access to various areas of the hotel including the room for serving food and drinks, pool areas, bar and restaurant. When some of them get a chance, they can not handle their greed and steal valuables very cautiously. Almost all the staff of the hotel are aware of the areas of low-security protocols. As a result, they get a better chance to steal the valuables of the guests. For instance, in 2023, £450000 (£568000) of property including rare coins was theft from the room of a guest (Sharpley and Telfer, 2023). Despite the dollars and rare coins of the guest were lost from the hotel room of Hilton Tokyo, the hotel authority denied taking responsibility for the stolen dollars and coins. Since it was stolen from the hotel premises as well as the guest room, it was the responsibility of the authority of Hilton Tokyo to bear the loss of the guest but the hotel did not. That is why it makes the security protocol of the hotel question whether they promote such type of unexpected situations for the guests or not. 
· Security concerns: In the Hilton Tokyo, a lot of people gather during the seasonal period. As a result, various unexpected and theft incidents took place for many reasons. Some of the guests often loss their key cards which increases the chance of theft significantly (Clifton, 2023). Additionally, some miscreants may follow the guests of the hotel in some busy areas such as elevators or room floors. They monitor the movement of the guest and the movement of the miscreants is also often unpredictable by the CCTV cameras. As a result, various incidents take place at the Hilton Tokyo. 
The cases and issues discussed above are directly related to the theft and security concerns of the hotel in Tokyo. The eradication of these issues is badly needed to make the hotel safe and gust-friendly.
[bookmark: _Toc166538355]Impact of the theft and security concerns on the hotel
The theft concerns have a significant impact on the hotel in many ways. The impact can be analysed on guests, hotel operations, reputation etc. They have been shown as follows: 
· Impact on guests: The guest may face uncertainty due to the frequent theft incidents. Additionally, the frequent denial of the responsibility of the hotel for the loss of the guest due to theft and other reasons could decline the occupancy rate of the hotel (Mitra and Pal, 2022). Furthermore, guests who experience theft or security concerns may give negative reviews on travel websites. Consequently, it will be difficult for the company to remain competitive in the long run. Hotel Security Report published that above 14% of guests avoid specific hotels because they feel less security about their valuables (Rydzik and Bal, 2023). 
· Impact on hotel operations: The impact of the theft and security concerns also have a negative impact on the company. Due to the frequent incidents over the years, the company lost a lot of regular gusts (Yörük et al., 2023). Additionally, the company needs to increase the security costs of the company to eradicate theft and such types of incidents at hotel premises which contribute to reducing the net profit of the company as well and the stockholders of the company do not get the expected return on their investment (Belias et al., 2023). Furthermore, the employees of the hotel are often accused by the guests of their loss. For instance, the staff were blamed highly due to their refusal to show CCTV footage to the guest for the loss of the property of £450000 and some rare coins (Sharpley and Telfer, 2023). As a result, their enthusiasm toward their work reduces significantly. 
· Impact on reputation: Frequent theft and security breaches often cause negative media attention. Consequently, the chance of reputational damage to the hotel increases (Jeong et al., 2023). That is why the company needs to spend huge money to maintain its reputation. A study published that the customer trust acquisition cost is 5 times higher than that of customer retention (Bardukova, 2023). As a market leader in the hospitality sector, the company also needs to spend huge money to build customer trust as well as maintain its reputation. 
All the above are the impact of the theft and security concerns of the Hilton Tokyo. The hotel needs to consider the impacts properly to remain competitive in the market.
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A PESTEL analysis has been shown in the following table. It demonstrates the impact of the external environment of the organisations on the hospitality sector as well as on the Hilton Tokyo.
	Political factors
	· The JETRO also known as Japan External Trade Organization is a government agency of Japan (Chataigner, 2023). It allows support for foreign companies of various sectors with resources to enter into Japanese market. 
· The Japanese government has special policies to simplify the entry of foreign companies into the country to increase Foreign Direct Investment (FDI) significantly (Shaari et al., 2022).

	Economic factors
	· The World Bank published that the GDP of Japan increased to 1.7% in 2022 which demonstrates increased customer spending and more travel in the country (Tsigaris et al., 2023). 
· Japan is dependent on imported energy. That is why the fluctuation in global demand and supply of energy could significantly influence the inflation of the company (Raja et al., 2022). 

	Social factors
	· The culture of Japan is known for politeness and respect. It demonstrates the lower number of incidents of thefts and other types of crimes among the local individuals in Tokyo (Rovanto and Finne, 2023). 
· The OECD report published that Japan is a country having the longest working hours the developed countries (Plath, 2023). That is why it could negatively impact the service quality of the employees and increase employee dissatisfaction.

	Technological factors
	· Tokyo is technologically well-developed. That is why the companies in the hospitality sector in Japan as well as in Tokyo have the opportunity to ensure security enhancement and video surveillance, guest communication apps etc. (Zakari et al., 2023). 
· With the increased use of technologies, the companies in the hospitality sector including Hilton Tokyo will need to undertake robust security measures e.g., security system upgradation, implementation of innovative technology etc. (Gangwar and Reddy, 2023).  

	Environmental factors
	· Hilton Tokyo has the opportunity to ensure eco-friendly practices e.g., energy efficiency, waste management etc. with a view to getting a tax break from the government (Herrador et al., 2024). 
· Waste management is difficult for the company in Tokyo due to the population density in this area (Zheng et al., 2022).

	Legal factors
	· The Japanese government has simplified the immigration of workers recently (Matsubayashi and Yamatani, 2022). This policy is helpful for international organisations like Hilton Tokyo to meet the need for skilled employees from foreign countries.  
· Consumer protection law has been strengthened to protect the interest of the guest (Hirokawa and Thompson, 2023).



From the PEST analysis above, it can be said that Tokyo is a very favourable market for Holton Hotels. The tendency of the individuals toward crime is also low. However, the company should leverage the technological environment to mitigate theft and security concerns properly. 
[bookmark: _Toc166538357]SWOT analysis 
The SWOT analysis of Hilton Tokyo demonstrates its strengths and weaknesses along with the potential opportunities and threats linked to the issues faced by the company. 
	Strengths 
· High brand reputation and global presence of the company are the strengths of the company that will be helpful to overcome uncertainties (Fachada, 2023). 
· Good performance after the pandemic demonstrates the strong strategic positioning of the company. 
· Location in the heart of Tokyo is an advantage for the company (Ohashi and Phelps, 2023). 
	Weaknesses
· Comparatively outdated security and surveillance systems are not sufficiently effective in preventing theft (Shashwat and Rani, 2023).
· Lack of training is another weakness to prevent theft and security concerns of the hotel (Shibata, 2022).
· Limited partnerships with local law agencies are also a reason behind the failure of the company to mitigate the issues.

	Opportunities 
· Undertaking initiatives for guest education to prevent theft (Hsu and Tseng, 2022).
· Developing partnerships with security agencies (Clifton, 2023).
· Investment in advanced security technologies to prevent theft significantly.
	Threats
· Inflation and the rising crime rate in Tokyo in recent years due to economic fluctuation are a treat to the company (Usman et al., 2023).
· Reputational damage due to the lack of proper management of guest complaints (Arroyo Herrera, 2022).



[bookmark: _Toc166538358]TOWS analysis
TWOS analysis is a strategic tool that has been developed based on the SWOT analysis given above to provide the findings into actionable strategies. The TWOS analysis is shown in the following table: 
	Strength-Opportunity (SO) strategies
	High brand reputation, good performance and positioning (S) of the hotel in Tokyo will help the company to develop education programmes, and implement advanced security technologies (O). 

	Strength-Threat (ST) strategies
	By leveraging the strengths (S) of the company, Hilton Tokyo will be able to eliminate the factors contributing to reputational damages (T). 

	Weakness-Opportunity (WO) strategies
	By allowing proper training (W) to the employees and guests, the company will be able to prevent theft and security issues significantly (O). 

	Weakness-Threat (WT) strategies
	In partnership with the local legal agencies (W), the company will be able to prevent crime (T) in the company from causing harm to the guests. 





[bookmark: _Toc166538359]Recommendations and Change Management
[bookmark: _Toc166538360]Identification of the recommendations for the hotel in Shinjuku City
There are several theft incidents took place in the Hilton Tokyo. Another incident was when a guest lost his iPhone in one of the rooms of the hotel. Later, he posted it on social media and got a huge response from the post (Majeed et al., 2022). As a result, many travellers commented by taking his side. This type of dissatisfaction of the guests in the Hilton Tokyo causes significant reputation damage for the organisation. From the discussion and analysis above, ideas about various types of theft and security concerns of the hotel have been found with their potential disadvantages. However, the Hilton Tokyo can apply the changes from the following recommendations. 
· Enhance CCTV overage with high-resolution cameras: The Hilton Tokyo faced that the company failed to identify how the valuables of the guests were stolen from their rooms or other sides including bars, restaurants and poolside. That means the surveillance capability of the hotel is not sufficiently well in Shinjuku City (Kozhukhіvska et al., 2022). That is why the company requires a comprehensive surveillance coverage capacity to identify the areas from where and how the valuables of the guests are stolen. As part of this, the company should install advanced CCTV coverage with high resolution. Presently, some companies are offering AI-integrated CCTV coverage facilities (Apene et al., 2024). This technology will enable the hotel to monitor the movement of the individuals in the hotel properly and detect the individual or a group of individuals if their movements are suspicious. Initially, the installation of the advanced CCTV coverage will require a huge investment but the company will get rid of the risk of reputational damage as well as ensure security for the guests there. 
· Implementation of the biometric access control for key areas: The biometric access control is more secure than traditional keycards or passcodes. It involves advanced technologies e.g., figure print, facial recognition etc. which will be effective in controlling the movement of individuals in sensitive and restrictive areas such as guest room floors, staff-only zones, and storage facilities (Ashqar et al., 2023). Where access control via computing technologies is being hacked frequently, biometric authentication is quite impossible to hack or fraud. Furthermore, the risk of the stolen or loss of traditional access cards or keys, the biometric authentication only permits the access of authorised individuals and guests. The biometric access control for key areas provides enhanced access security, prevention of unauthorised entry, guest confidence and satisfaction etc. Many well-known organisations also have started using biometric access control for key areas. Marriott International one of the world-famous companies in the hospitality sector has implemented a biometric access control system (Neo and Teo, 2022). As a result, the guests of the company use figure print and mobile devices to get access to their rooms. Atlantis The Palm is another company using a biometric access control system (Abdulla et al., 2023). The guests of the luxury resort need to use their figure prints to access Aquaventure Waterpark. As a result, only the authorised guests of the resort can enjoy the attractions and facilities of the park. That is how the use of biometric access control systems are being used by the largest organisations in the hospitality sector worldwide. It will also require a certain investment for the company and make significant changes in the hotel. 
· Regular security audits and risk assessments: Hilton Tokyo needs to evaluate the effectiveness of the security system and the existing vulnerability of the system systematically. The systematic approach to the evaluation of the potential threats and vulnerabilities, compliance with the standard etc. is called security audit and risk assessment (Kitsios et al., 2022). It involves the identification of the vulnerabilities after the implementation of any change or the existing system, assessment of the potential threats due to the existing system, compliance with the industry standards and best practices, and the maintenance of a secure and safe environment for the guests (Saputra and Paranoan, 2024). The security audits include the evolution of the security infrastructure, cyber security protocols and frequency of the audit. On the other hand, risk assessment includes managing risks for the company in the best possible way (Elshaer et al., 2023). For instance, the integration of AI-integrated CCTV cameras will require a huge investment for the proper coverage. But the advantages are also huge. In this case, the company should decide whether the company will invest in the technology or not.
· Enhance training programs for security personnel: The Hilton Tokyo needs a proactive measure for enhancing the capability of the security personnel, as the hotel in this region struggling to ensure proper security of the valuables to the guests. That is why enhancing training programmes for security personnel is badly needed (Ostrowska-Tryzno and Pawlikowska-Piechotka, 2022). The training programmes should ensure comprehensive skill development for covering various aspects of security management, specialised training modules which should include crisis communication with the guests and crowd management, practical hands-on training that will enable the personnel to apply theoretical knowledge in real-time situations etc. (Ugwu et al., 2022). Additionally, the training programmes should be enhanced in such as way so that the customer service and communication get extra priority in this hotel. The personnel also should be empowered to take ownership of their roles as well as ensure accountability for their activities (Al-Sabi et al., 2023). The training programmes not only develop the skills of the staff of the Hilton Tokyo but also improve the overall performance of the staff of the hotel. Furthermore, it will help significantly eradicate the current challenges of theft and security concerns in the hotel in Tokyo. 
· Establish partnerships with local law enforcement agencies: Although Tokyo is well known for the area of people having a high level of politeness, various theft incidents and security concerns have increased recently due to significant economic fluctuation. Particularly, the price of imported power sources has fostered the inflation rate in this region (Bogdanov et al., 2023). That is why the severity of the incidents is increasing day by day. In this situation, the Hilton Tokyo can make a partnership with local law enforcement agencies to get rid of theft and other security concerns at the premises of the hotel. The local law enforcement agencies will offer the company enhanced security response, improved information sharing, crime prevention and deterrence etc. which will enable the hotel to prevent crimes at the premises of the hotel. The enhanced security response of local law enforcement agencies will allow the hotel access to additional expertise to address security concerns and respond to incidents quickly (Yamaguchi, 2023). Additionally, the improved information sharing with law enforcement agencies will enable the company to stay updated about potential risks. As a result, the company will be able to take necessary action to prevent the risks at Hilton Tokyo (Kumar et al., 2024). Furthermore, the law enforcement agencies also enable the hotel to get access to training and support. It will enhance their capability to respond promptly to handle security concerns and theft. 
These are all the suggestions for the Hilton Tokyo to mitigate and handle the challenges related to theft and security concerns. This will not only ensure the security of the guests at the rooms and premises of the hotel but also provide competitive benefits in the long run.
[bookmark: _Toc166538361]Change management practice and procedure 
The Hilton Tokyo needs proper change management practices and procedures to implement the suggestions given above. Change management for each of the suggestions individually will be more complicated. That is why an integrated change management procedure should be implemented. The procedure has been discussed below: 
· Composition of a change management team: A change management team should be developed by including key representatives of different departments (Ramos-Maçães and Román-Portas, 2022). In this regard, security, operations, human resources and executive leadership departments should be prioritised to form the team. 
· Defining roles and responsibilities: The roles and responsibilities of each of the members of the change management team should be communicated. A project manager should be assigned to coordinate the activities of the change management team. 
· Clear objectives: The objectives of the change management team and the members of the team should be defined clearly. It may include a comprehensive plan for improving security enhancement initiatives, identification of the potential challenges related to theft and other security concerns, engaging and informing the stakeholders of the whole process and monitoring the progress of the change management initiatives (Williams and Wade-Golden, 2023). 
· Enhancing communication: The communication channels should be accessible to the members of the team easily. Additionally, open communication should be fostered among the representatives, frontline staff, and senior leadership. The information sharing among the team members should be enhanced by several communication channels e.g., meetings, email updates, or project management tools (Luo et al., 2022). 
· Resource allocation and support: Resource allocation is one of the most important activities of the company to ensure effective change management for mitigating security concerns. Without sufficient resource allocation, it will not be possible for the hotel to install AI-integrated CCTV cameras, implement biometric access control, proper training and development programmes etc. (Jayawardena et al., 2023). That is why the hotel should ensure adequate resources, budget and technology to implement visible change within the hotel in Tokyo. Additionally, the allocation of the necessary resources for the training and development programmes of the security personnel also should be ensured with a view to making the change management effective. 
All above are the integrated change management procedures for solving the security concerns of the hotel in Tokyo. In implementing the change within the hotel, it should be ensured that no one will lose their job due to these changes mentioned above. It will make the staff engaged and supportive of change.
[bookmark: _Toc166538362]Success criteria of the recommended strategies and their potential benefit
The implementation of the recommended strategies is not enough for the Hilton Tokyo. The measurement of the effectiveness of the strategies is also important. Some of the success criteria of the strategies have been discussed as follows: 
· Surveys and feedback: After the implementation of the strategies, the Hilton Tokyo may survey the employees and the guests to understand the effectiveness of the strategies (Narayan et al., 2022). The feedback may include how satisfied the guests are with the safety and security measures of the hotel. 
· Incident report: The hotel should record the incidents of theft and related issues after implementing the strategies. The report will provide significant insights into the effectiveness of the strategies in the future. 
· Internal benchmarking: The company may conduct internal benchmarking of the theft issues after a certain period of the strategy implementation (Alsharari and Aljohani, 2023). It will show the number of incidents before and after the strategies implementation. 
· Developing KPIs: The KPIs related to the security issues related to theft and others. It should also include the response time of the security incidents, guest satisfaction score, number of successful security audits etc. (Paterno et al., 2023). 
The criteria have been discussed above will help Hilton Tokyo significantly in evaluating the effectiveness of the strategies. The company also enjoy several benefits from implementing the strategies. They have been discussed as follows: 
· Enhanced security: The enhanced CCTV coverage with the integration of AI will enable the security team of the hotel to monitor the unusual movement of individuals (Doohan et al., 2022). That is how the overall security of the valuables of guests will be enhanced. 
· Enhanced guest experience: The implementation of the strategies and their effectiveness will enable the hotel to enhance the experience of guests (Shahid and Paul, 2022). Enhanced CCTV coverage and biometric access authentication will enhance their experience at Hilton Tokyo. 
· Risk management: By risk assessment and audit, the hotel will be able to detect potential risks earlier and manage them smartly (Girard and Khazai, 2023). 
· Competitive advantages: The employees will be more expert in managing the security issues of the guests (Jibril and Yeşiltaş, 2022). As a result, the satisfaction of guests will be achieved and they will prefer this hotel always. 
These are some of the significant benefits of the strategy implementation. They will play a significant role in maintaining the reputation of the Hilton Tokyo as well.  
[bookmark: _Toc166538363]Action Plan
Some of the action plans have been presented below to overcome the current challenges faced by the Hilton Tokyo. The action plan includes the problem statement, solutions, potential outcomes of the solutions, time scale of the action plan, completion data and the budget of the action plan. The action plans are directly related to the problem faced by the Hilton Tokyo and they may have long-term effects on the hotel. 
	No.
	Problem
	Solutions
	Outcomes
	Time scale 
	Completion date
	Budget

	1
	Increased theft and security concerns due to inadequate CCTV coverage in the sensitive zones. 
	Installation of enhanced CCTV coverage with AI integration to track the suspicious movement of individuals. 
	Identification of the points in where theft and security concerns remain high and taking necessary measures to prevent the incidents. 
	6 months
	31/10/2024
	£80,000

	2
	Ineffective access control in the Hilton Tokyo that causes security concerns among the employees and guests. 
	Implementing biometric access control e.g., figure print and face recognition ensure the access of authorised persons only.
	Enhancing security by allowing authorised persons only and preventing unauthorised access. 
	4 months
	31/08/2024	
	£50,000

	3
	Lack of training facilities of the employees which make them ineffective in management of incidents with the guests at Hilton Tokyo. 
	Enhancing training programme for security personnel and ensuring proper resources allocation. 
	Making the staff of the hotel skilled and capable of handling theft and security issues with the guest smartly. 
	3 months
	30/08/2024	
	£20,000

	4
	Inconsistent security protocols
	Conducting regular security audit and risk assessments.
	Identifying possible risky areas as well as security vulnerabilities of the hotel effectively and mitigating the vulnerabilities. 
	15 days
	Quarterly
	£10,000 (annual)

	5
	Change resistance for implementation of the recommendations. 
	Developing a change management team by including key individuals from various functional areas. 
	Making the staff of the hotel engage with the transition period and make the strategic implementation successful. 
	-
	Continuous
	-





[bookmark: _Toc166538364]Conclusion
Several types of theft and security issues have been severe for the Hilton Tokyo. The significant incidents include theft of £450000 along with some rare coins from one of the rooms, loss of the iPhone of a guest from a room of the hotel, denial of taking responsibility for the loss of valuable items from rooms etc. (Majeed et al., 2022). The incidents have a lot of negative impacts on the hotel in Tokyo including guest dissatisfaction, negative reviews on travel websites, reputational damage to the hotel, employee dissatisfaction and many more. To investigate the issues as well as evaluate the profitability of the hotel in Tokyo, a PESTEL analysis, a SWOT analysis and a TOWS analysis also have been made. From the analysis of the framework, it is found that the location of the hotel in Tokyo is very favourable for the business (Chataigner, 2023). As Tokyo is the heart of Japan, a lot of tourists, visitors and business professionals come to stay here. However, the frequent cases of theft and security make the guests doubtful about the security of the hotel. That is why some recommendations have been provided to overcome the theft and security issues of the hotel and maintain its reputation. Enhanced CCTV coverage with high-resolution cameras has been recommended for the hotel to ensure effective surveillance. Additionally, the integration of AI into the CCTV cameras also has been recommended, as it will help the hotel to track suspicious movements of individuals in the hotel premises and restricted areas. The integration of biometric access control is another recommendation for the hotel to ensure the access of authorised individuals only in restricted areas. This recommendation has been provided by taking into consideration the effectiveness of the access control system in Marriott International which is another multinational company in the hospitality sector (Neo and Teo, 2022). Regular security audits and risk assessments also have been recommended to resolve the current issue of the Hilton Tokyo. As part of enhancing the expertise and abilities of the staff of the hotel, training programmes among the security personnel also has been recommended. Finally, a partnership with local law enforcement agencies also has been recommended to prevent any crime on the premises of the hotel. To implement the recommended strategies, a change management procedure has been recommended where the composition of the change management team was highly prioritised. 
We (SentryPeak Solutions) encourage Hilton Tokyo to implement the recommended strategies to overcome theft and security issues. Thank you, The Hilton Tokyo, for entrusting us with this vital project. 
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