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The COVID-19 outbreak, which began in 2019, has been going on for several years, affecting all walks of life around the world to varying degrees. As the virus is highly contagious, many countries have imposed stricter rules and restrictions on entry and exit policies. This is not conducive to people's travel conditions, the impact on the hotel industry is bound to be huge. This report selects Hilton Hotel, a world-famous Hotel brand, as a case study. The report first introduces basic information about COVID-19 and Hilton Hotel, and briefly explains how the epidemic will affect the Hotel industry. Secondly, through the four theories of PESTEL, SWOT, Porter's General Value Chain, and Porter's 5 Forces, the internal and external factors of the hotel are analyzed and the conclusions are drawn. Although in special cases, the hotel will encounter raw material prices, lack of staff and guests worry about being infected in the hotel, and so on. But from a long-term perspective, it is inevitable that people will travel in the future. Therefore, the hotel's good service, strict management, and attention to the brand image and maintenance, but can give customers more trust and security, so as to achieve a better development of the virtuous cycle. At the end of this report, according to the conclusions of the paper, some feasible suggestions for the future are given for the hotel's reference.
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The COVID-19 outbreak in recent years has affected the whole world, so the manager wanted a report that analyzed the current and future internal and external environment of the hotel. The object of this study is Hilton Hotel. In this report, PESTEL and SWOT theories are used to analyze the Hotel industry under the epidemic situation. It is also include the theories analysis of Porter’s General Value Chain and Porter’s Five Forces.

COVID-19 refers to the pneumonia caused by the Novel Coronavirus outbreak in 2019. The symptoms of infected people are fever, dry cough, diarrhea and so on. Severe patients can experience life-threatening symptoms such as breathing difficulties and organ failure (Monika Dhole, Tapas Kumar Koley, 2021). COVID-19 is highly contagious. It can be transmitted to others through contact with the spit of infected people when they cough, sneeze, or talk. When the virus mutates, it can even be transmitted by touching the air that an infected person breathes and touching contaminated objects (London: The Economist Intelligence Unit N.A., 2021).

COVID has caused a huge negative impact and blow to the hospitality industry in terms of consumers’ consumption conditions, consumption willingness and consumption ability. In terms of consumption conditions, whether people are afraid to travel or countries restrict people’s travel in order to curb the epidemic, which has greatly affected the operation of the hotel industry (London: The Economist Intelligence Unit N.A., 2020). In addition, the hotel’s rooms are recycled and constantly occupied by different guests. Despite being cleaned, guests still worry about the risk of infection in their hotel room. This situation also greatly reduces the consumer’s consumption willingness (Yong Chen, 2020). At the same time, people have rarely gone out to spend money because of the COVID-19. As a result, the economy around the world is relatively depressed, which also affect the income of people in all countries and reduce their consumption ability (London: The Economist Intelligence Unit N.A., 2020).

Hilton Hotels is belonged to Hilton Worldwide as a subsidiary, it headquarters is located in the United Kingdom. Except in the US, Hilton owns the right to use the Hilton trademark over the world. It has employs more than71000 people around the world. Hilton Hotels Worldwide owns approximately 2700 mid-range and high-end hotels worldwide, of which more than 500 use the Hilton brand as their hotel name (Liying Chen, Xun He, 2013).
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PESTEL Analysis refers to the strategic framework for analyzing an enterprise's external environment. It splits down opportunity and risk into political, economic, social, technological, environmental, and legal factors (Jinbo Song, Yan Sun, Lulu Jin, 2017). PESTEL analysis is an analysis of the macro environment. When the theory is applied to the operation of an industry or an enterprise, the external environment of the industry or an enterprise can be comprehensively analyzed. It helps enterprises understand the current situation and make better choices to make profits for enterprises. In particular, the recent outbreak of COVID-19 has had a huge impact on countries around the world. Many countries have been forced to change their policies and become more stringent about the import and export of both people and goods. Therefore, the use of PESTEL analysis can provide a detailed analysis and cognition of the current situation of the enterprise in the world (Thakur Vikas, 2021).

Economic factors are a part of PESTEL, mainly including the exchange rate differences among currencies of different countries and unemployment rates (Sugiyono A, Febijanto I, Hilmawan E, Adiarso, 2022). As a result of the outbreak, many companies are on the verge of bankruptcy, or have already gone bankrupt. According to figures from the Office for National Statistics (Appendix 1), many people are still out of work, although the pandemic is now in remission. At the same time, the statistical report also shows in detail that the price of goods in the UK has risen, and people's living costs have also increased accordingly (National Statistics, 2022). Under the interaction of these factors, people's wages are difficult to improve, and the income level is not optimistic. In the previous years, many people were unable to work or even died because of the virus, and most of them did not want to go out. This has also largely led to the various industries in the production of products. The operation of the hotel is inevitably associated with the procurement of various items and food, which also leads to the rise of the operating cost of the hotel. Hilton hotels are mostly high-end five-star quality hotels around the world. Although the price matches the quality of the hotel, in fact, the room price of Hilton Hotel is not cheap. According to China's Statistics Bureau, the average annual income of Chinese people in 2020 will be around CNY 90,000 (National Bureau of Statistics, 2020). At Hilton Hotel's room price in China, it would cost an average person almost a month's salary to stay in a hotel for a week. As a result of the decline in spending power, it will certainly affect the revenue of the hotel.

On the other hand, social factors are also part of PESTEL analysis, including people's cultural concept, health awareness, population growth rate and so on. As you know, the COVID-19 outbreak killed more than 6 million people worldwide. To protect the health of the population, countries require quarantine of people entering the country and those infected (Qiang Fu, Yu Yao, 2020). Hilton hotels around the world as a quarantine hotel situation. Due to the suspension of the hotel, the government will provide corresponding compensation, while some quarantined people have to pay for their own. This, to some extent, has maintained the hotel's profits and maintained a stable income during the strain of the epidemic. At the same time, those who choose to pay their own way in a high-end hotel like the Hilton must have some financial strength. The considerate service of the hotel during the quarantine period can also cultivate a good reputation and harvest a number of new customers, paving the way for the future operation (Tuo Han, Weidong Ma, 2021). However, the terror of the virus has been deeply rooted in the hearts of people, and there are many ways of infection. There are pros and cons to being an isolation hotel. The downside is that people might not stay in hotels because they're worried about the virus.
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SWOT refers to an analytical framework used to assess a company's competitive position and help it develop strategic planning. It has four parts, strengths, weaknesses, opportunities, and threats. SWOT can be used to comprehensively analyze the internal and external factors of the company and help the company judge its current situation and future development potential (Alan Sarsby, 2016). 

Strengths is the primary quadrant of SWOT. Its analysis mainly includes what an organization is good at and how it differs from its competitors. Such as strong brand, loyal customer base, and unique technology and so on. Organizations can use the analysis of advantages to identify organizational characteristics that should be publicized and enhanced to help organizations gain a higher position in the market and attract more investors (Lawrence G Fine, 2009). One of the major advantages of Hilton hotels is its wide market range, from luxury hotels to business hotels, Hilton's hotel brands open in the world. Hilton's extensive market scope can help Hilton attract consumers from all walks of life and gain more benefits. This is a clear advantage over INTERCONTINENTAL, which is also in the hotel market. Although IHG has many brands, the most well-known brands are mostly mid-range business hotels, such as Holiday Inn (Yan Liu, Kou Liu,2019). Such a broad market scope not only absorbs more customer groups, but more importantly, enables people from all walks of life around the world to know the Hilton brand. Brand is the intangible asset of an enterprise and has high value. Consumers tend to choose products of well-known brands, because well-known brands often represent the quality assurance of their products and services. In order to maintain the brand image, the company will also actively pay attention to the needs of consumers, continuous innovation and progress. This virtuous circle is a win-win situation for both consumers and companies. For example, in the case of COVID-19, many people who need to be quarantined will choose Hilton Hotel as the quarantine hotel. The good reputation of Hilton hotels has always made people feel more reliable, and the disinfection and cleaning of rooms are very thorough, which can ensure that customers are well taken care of in special times and take comprehensive precautions against viruses (Shufang Lin, Shuji Zhang, 2020). 
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Porter's General Value Chain is a process that a company needs to implement to help customers feel the Value created by the company. Every process in the value chain should be worth more than it costs. Simply put, the company must benefit more than it gives. The advantage of this value chain is that it allows companies to focus more intuitively and comprehensively on customers (Flanagan, David J; Lepisto, Douglas A; Ofstein, Laurel F, 2018).

Porter's General Value Chain can be divided into five processes. Inbound Logistics, Operations, Outbound Logistics, Marketing and Sales, Services. As for the Services part, Hilton's corporate philosophy is to make the service staff always smile to serve the guests, and do their best to create a "at home" atmosphere for customers. The hotel will elevate the corporate philosophy to the brand culture and pay attention to the cultivation of staff etiquette, the corporate philosophy will be implemented in every employee's thought and behavior (Peter Graves, 1996). Hilton Hotel by virtue of service concept has a good reputation in the industry, won repeat customers from all over the world (Xu Hong, Liu Yuqing, Liang Jia, 2019).

[bookmark: _Toc98521139]Porter’s Five Forces
Porter's Five Forces are the bargaining power of suppliers, the bargaining power of buyers, the entry ability of potential competitors, the substitution ability of substitutes, and the current competitiveness of competitors in the same industry. This analysis model can help enterprises analyze their competitive strategy and the competitive environment of customers at the same time. It has a profound influence on the formulation and optimization of enterprise competitive strategy (Zhiyong Fan, 2016).

At present, in most countries around the world, there is a kind of apartment rental mode similar to the hotel style - homestay. Airbnb is a very representative one (Wang, Yichuan; Asaad, Yousra; Filieri, Raffaele. 2020). Its online platform includes apartments from almost anywhere in the world. Compared with hotels, homestay is a relatively low price, which is a convenient and economical emerging industry for people who love to travel. A home stay facility is different from hotel, management is relatively loose, even a variety of room decorate a style. People can rent rooms in different parts of the same city. This is a good expression of the freedom of travel for young people today (Suess, Courtney; Woosnam, Kyle,2021). In contrast, the formal hotel industry, although it has a good management system and quality assurance, but the room decoration style is single, mostly inclined to business and simple. Moreover, they all live in different rooms on the same hotel campus. These differences make the home stay facility more and more popular around the world, it has become the hotel industry's current contender. However, since the Novel Coronavirus outbreak, the fear of the virus has led to a growing preference for a formal hospitality industry with strict controls. Many apartments on Airbnb are rented out by ordinary people through the Internet. Although there are relevant regulations on the platform, it cannot prove that the rooms are strictly sterilized. However, the hotel industry can. Hilton Hotel, as a world-famous hotel brand, has a very strict management system. If the customer is infected with the virus because of the staff's mistake, it will be a huge blow to its brand image and the future operation of the store. Therefore, in the future we can expect a blessing in disguise for the hospitality industry, while the home stay industry may be less competitive in the market due to novel Coronavirus.
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In view of the impact COVID-19 will have on the hotel industry, there are some suggestions for Hilton hotels to take as reference in order to help them better develop in the future.
1. In terms of staff management and training, the hotel can recruit more staff through the Internet. This way can reduce the cost of recruitment, more convenient and quicker to make both sides have enough understanding. Not only that, through the Internet interview can also ensure the safety of both parties in such special circumstances, reduce the risk of virus infection (Xin Wang, Jing Wang, Jinfeng Li). At the same time, the hotel should also strengthen the cultivation of employees' mentality. For example, when a hotel finds a positive patient, it can calmly handle quarantine matters and promptly report it (Yumei Wang, Xuelian Liu, Qing Cong, 2012).
2. The current information age coincides with a special period of the epidemic. Hotels could add more electronic technology to their day-to-day management. For example, we can learn from the airport's method of quickly picking up boarding passes, and hand over room check-in procedures to machines. Robots could also be introduced to help customers carry luggage to their rooms. This avoids too much contact between people, solves the problem of lack of staff during the epidemic, and is more in line with the contemporary trend of electronic information (Cain, Lisa Nicole ; Thomas, John H ; Alonso Jr, Miguel, 2019). 
3. Hotels can use digital marketing. The hotel can release more promotional information on the Internet, the number of days when the hotel did not show positive people, and the life records of guests in the hotel when it was an isolated hotel, etc. The release of such information can help people to further confirm the security of the hotel, and play a good publicity effect on the future operation (Guangyong Zou, Jianmin He, 2017).
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Overall, the report analyzes the threats and advantages that Hilton hotels may face and may face in the future during the COVID-19 outbreak. By using PESTEL analysis and SWOT analysis to analyze the current situation, it can be seen that due to the current special situation and the possible outbreak of the next wave of epidemic in the future, the hotel's raw material procurement and people's attention to health consciousness will have some obstacles to the future marketing. However, the analysis of Porter's General Value Chain and Porter's 5 Forces also shows that although the hotel industry is faced with some obstacles, good industry reputation and strict management system can still help hotels maintain customer flow and even attract more customers in the future. In view of these advantages and disadvantages, some feasible suggestions for the future development of the hotel are also given at the end of the report.
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