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[bookmark: _Toc502910271]Introduction
Problem solving and decision making are two successful aspects that can define the success of an organization.It is fundamental for the managementof an organization to have the desired skills in planning scrutiny and sorting out problems.Leadership in an organization is defined by decision making and problem solving. Hilton hotel is a UK based hotel that operates globally. It is a five-star hotel that offers a luxurious setting for the different travellers. The hotel operates in more than 80 countries world- wide. Hilton has more than 169,000 employees. The paper will traverse on problem solving process, critical thinking, PEST analysis, and employee behaviour at Hilton Hotel.
[bookmark: _Toc502909723][bookmark: _Toc502910272]A.C 1.1 Define a problem,the stages of a problem,how a problem can affect psychologically on human health
A problem is the variance between the authentic context and the anticipated state.
Problem solving is an important aspect in the organization. A well elaborate problem-solving lead to the achievement of organizational goals. Problem solving goes through the following stages:
· Define the problem
The circumstance should be diagnosed to pay attention to the problem. Flow carts and the cause effect diagrams can be used to determine the steps anticipated in the process of problem solving(Kelly,2005). The problem should be reviewed and recording of the current process of assessing the problem. The new tools in problem solving should measure and policies of progression revised.
· Generate alternative solutions
There should be several solutions generated from different sources. The consideration of diverse solution leads to valuing the final chosen solution for the problem(Gabel,2009). The stage involves brain storming and team problem solving to get the most viable solution.
· Estimation and selection of an unconventional
The best alternative for a given problem is done through the measurement of a series of contemplations. They consider the following aspects:
· The chosen alternative cannot cause other anticipated problems
· The likelihood of implementing an alternative solution
· The solution that concurs with constrictions of the organization
· Implement and follow up on the solution
Other people are involved in the process of acquiring a solution to get fresh ideas. It also leads to confrontation minimization to frequent transformation. Continuous monitoring and testing is done through diverse feedback channels.
[bookmark: _Toc502909724][bookmark: _Toc502910273]A.C 1.2 What is critical thinking, analyse the key steps of critical thinking, how critical thinking and innovation can assist at the work place
Critical thinking is the rational disciplined process of proactively and adeptly hypothesizing information collected through observation, reasoning and communication as guide to action. Critical thinking is an aspect that leads to an individual basing his or her decision on information and pragmatic indication.Critical thinking enables an individual to assess the following steps in making the most desired conclusion or decision.
· Knowledge
A transparent vision leads to attaining the most desired path in sorting out anunderlying problem.Knowledge enables the problem to be identified.However, deep questions should be vailed to comprehend the problem. The question should be open ended to get more responses and make   a wise choice. Knowledge acquisition entails asking questions such as what and why the problem must be solved
· Understanding
It is important for the circumstance prevailing the problem to be deeply understood(Playfoot&Skelton,2008). Data should extensively collect concerning the problem. Research techniques hare highly dependent on the type of problem presented.
· Application
The different resources should be builtto sort out the problem there should be an interconnection between the information and the resources. The problem can be analysed, build a relation and ascertain the best move using mind maps.
· Analyse
The situation is analysed after collection and interconnection of the most appropriateinformation.Scrutiny is done to determine the strengths and weakness while sorting out the problem. The main causes are drawn and a solution is addressed(Beach,2015). The cause effect diagram is more appropriate in getting the right solution.
· Synthesis
A decision is formed after the problem is analysed. The different solutions should be measured to find the most advantageous. A SWOT analysis can be used while choosing the most appropriate solution to the problem.
· Act
An evaluation about the problem is build and put into action. The critical thinking should be transferred into action. A plan of action should be instigated to ensure the decision is fulfilled.
Problems affect the health of human beings. Problems have an impact on an individual’s body, thoughts and feelings. Problems lead to high blood pressure, headaches, heart disease, and obesity.
[bookmark: _Toc502909725][bookmark: _Toc502910274]AC.1.2 What is critical thinking? Analyse the steps of critical thinking. How critical thinking and innovation can assist you at work place for tackling the identified problem
Critical thinking and innovation are important aspects that are influences decision making at the work place. Organizations that incorporate the utilization of critical thinking and innovation make the most objective decisions regarding underlying problems.
· New ideas
Critical thinking and innovation enables the employees to look beyond conventional solutions. They are forced to look for fresh ideas that can lead to ideal solutions. The fresh ideas lead to the evaluation of the problem and addressing it effectively.
· Fosters Team work
Critical thinking leads to the employees being given opportunities for ideas in sorting out a given problem. The different employees table diverse ideas towards problem solving. The diversity leads to team work commitment and impacting the future of the organization. It promotes work lenience thus nurtures miscellany in training.
· Promotes options
Critical thinking leads to tabling of different solutions for the same problem. It leads to the organization giving customers multiple solutions to different problems. Thus, leading to invention.
[bookmark: _Toc502909726][bookmark: _Toc502910275]AC.2.1 Identify the key influencing factors to the organization.
PEST is regarded as the acronym for marketing tool used to determine the external factors facing an organization. The letters represent factors such as Political, Economic, Social and Technological.
[bookmark: _GoBack]Political Factors: These are aspects that are used to ascertain the degree to which the government and its policies may have an effect to an organization. They consist of political policy, stability, taxation, trade and fiscal.
Economic factors: These are components that have an impact on the economy and its performance. They affect the organization in terms of profitability. The factors entail of interest rates, employment, costs of raw materials and foreign n exchange rates.
Social Factors: They are aspects that pay attention to the current trends and social environment. Theyassist the consumers to comprehend the needs and wants of the consumers. They enable the organization to identify the consumer’sdemographics, levels in education, trends in culture, transformations in attitudes and life style.
Technological Factors: They affect the organization in terms of innovation progression. They entail f changes in mobile or digital technology, research and development, and automation
[bookmark: _Toc502909727][bookmark: _Toc502910276]AC.2.2 Write a letter to your line manager about the impacts of PEST factors
Dear Manager,
According to my analysis PEST factors have the following control to the operation of the organizations.
· Political
The political factors have a great impact on tourism and hospitality industry. Political turmoil can lead to the rejection of the tourist visas that lead to the cancellation of hotels. The tourism and hospitality industry are merely guided by policies that are articulated by the government. The policies can either affect the industry positively or negatively.
· Economic
The economic suppression mostly leads to decline in tourism and hospitality activities. They affect the turnover and profits in the hospitality industry. Tough economic times lead to less types of accommodation being a threat to the five star hotels like Hilton. The number of visitors putting up in expensive hotels reduces drastically. The recession leads to tourists travelling abroad reducing significantly and focus their trips around their own country that are less expensive.
· Social
The United Kingdom is known to be a tourist destination thus has numerous famous brands and chains. The Hilton hotel is regarded as a strong brand in the United Kingdom. The popularity has led to customers’ attraction and cooperation with charity organizations. The hotel must cater for all the consumers regardless of their demographic characteristics.
· Technological
The utilization of the internet has made it easier for the tourist to book rooms and gets all the desired information regarding Hilton hotel. The information entails the customers’ reviews basing on its service provision and customer satisfaction. The reviews lead to acquisition on new and repeat consumers to the hotel. Social media has adopted by Hilton hotels marketing tool to attract new consumers (Marmol&Probert,2015). The consumers especially the millennial is able to post their experiences regarding the services offered. The customers share through trip advisors, twitter and face book. Social media marketing assists in brand awareness and attraction of new consumers.
[bookmark: _Toc502909728][bookmark: _Toc502910277]A.C 3.1 What is employee behaviour and describe the two main types of employee behaviour. Explain briefly the key influencing techniques of the management of managing the behaviour of employees.
Employee behaviour is regarded as the superficial manifestation of an employee’s discernment of organizational culture. The behaviour of employees and the organizational culture are highly interconnected.
· Maintaining Work attendance
It is atype of behaviour where the employees attend office regularly without fail.The employee can only break duringtheir leave days or during an emergency.The employees who find the set task as burden are demotivated and experience monotony.Thus, take frequent leaves to attend to more interesting responsibilities. The employees who find their responsibilities interesting are always ready to achieve organizational goals.They love going to work to receive the desired satisfaction.
· Joining and staying with the organization
These are individuals who have set their minds and are committed to staying with the organization for a long period of time.The organizations need to treat the employees with the desired respect for them to stay longer than expected.It assists the organization to savein terms of training,recruitment selection and development(Kenley&Ben-Hur,2016).Frequent dismissals lead to lose of innovation due to the loss of talented persons.Thus, affecting organizational productivity.However,to get the most effective employees who are focused the organization should monitor their background,and credibility. The organizations need to ascertain how long they have worked in other organizations without dismissal or resignation.
Behaviouris an influencing factor to productivity and achievement at the work place. It is an aspect that has a great impact on employees’ promotion, pay and reward.The behaviour of the employees can be reinforced using the following strategies:
· Recognition
Most of the employees are highly motivated by recognition rather than monetary rewards at the work place. Acknowledgement leads to employees to feel emotionally committed to their set tasks. Thus, resulting to increased productivity.
· Transparency and feedback
The organizations visions, mission and goals shouldshare openly to the employees. It assists them to comprehend the significance of their daily tasks and value their productivity. Feedback is an important aspect however it should be consistent. Employees’ feedback should be done on quarterly or monthly basis to achieve the desired objective.
· Training and career development
The employees must ascertain their areas of growth and focus on their specializations. Training and career development leads to the acquisition of new skills and knowledge which is an asset. Loyalty is built through employees care and concern on their well- being.
[bookmark: _Toc502909729][bookmark: _Toc502910278]A.C 4.1 how technology has supported the business in general, presents the key advantages and disadvantages of using information technology.
Technology at Hilton hotel has played a major role in realization of its objectives. Technology at Hilton hotel has transfigured customer experience with digitization. The success of the hospitality industry entirely depends on customer experience. The hospitality industry needs to have the latest technology to satisfy the needs of the millennials.Hilton hotel has set a very high pace in terms of technology in the hospitality industry worldwide. It has led to customer loyalty and incorporated the modern invention in its manoeuvre such as the use of the smart locks.
The hotel has incorporated the use of artificial intelligence and robots. It has turned out to be the discerning point in the hospitality industry. It has made the customer experience to be sophisticated and unique. The Hilton hotel has incorporated the use of digital concierge services that attracts consumers to its websites for booking. It has also led to strong customer relationship in the world.
Technology is an important aspect in any business. The utilization of technology has its own pros and cons to any business.
Advantages 
Information technology fosters communication for various persons around the world.It hassled to the transformation of businesses.Communication with the consumers is effective and spontaneous.
It has also led to the build of good relations with customers all over the world.Organizations can easily showcase the different products to their consumers through websites or emails. The preferredcustomers are given the desired focus the build- up the relationship.
Disadvantages
· Implementation expenses
Information technology has led to organizational additional costs.The different organization have to employ an It expert to maintain the machines for effectiveness.The cost incurred in training the employees on how to use the machines is high.
· Job elimination
Technology hassled to easy completion of tasks at the work place thus saving time.The paper work is processed quickly and automation of the set calculation is done(Lambert,2009).The tasks performed by human beings have been taken over by the machines thus leading to job losses.
· Security breaches
Information is easily stored and accessed using different technological tools.The machines allow the information to be conducted faster without mistakes.However, the information can be altered permanently or destroyed by unauthorized persons. Information technology is vulnerable to security breaches.
[bookmark: _Toc502909730][bookmark: _Toc502910279]Conclusion
Problem solving process is extensive since it should follow a given procedure. An organization should categorize and structure the problem, generate ideas, contrivance solution and give the desired opinion. PEST analysis is a marketing tool that affects the operation of an organization. An organization should consider the PEST analysis of a given nation to be successful. Information technology has made the world to move at a higher pace. Information technology fosters communication and builds relationship with the consumers. On the other hand, it has also led to job elimination and causes distraction among the employees.
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