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Executive Summary 

Hospitality as a service has many specific features that they require a thorough examination that can be approached from several sides. It is socially significant and complex an activity in which the privileged role of the human factor cannot be disputed.
The guest is looking for an experience, the factors influencing satisfaction are subjective and quite dependent on personality. The use of the service is considered a "low-value business", impulse purchases and situational involvement are typical. Compared to the European average, the consumer prices of hospitality in our country are much lower, despite this, the price sensitivity of the population is high. This is primarily since discretionary income is lower here than in most European countries. This is probably also the reason why most people need family or work events to eat and stay in a public place instead of at home. For decades, scientific researchers and professionals have been proclaiming that the guest retention is one of the defining elements of business success, since returning guests are less price sensitive and buy more. To capture the benefits from loyal guests, many companies - sparing no expense - prepares or has regular guest programs prepared. Their goal is to learn about the guests' expectations and the factors that determine their satisfaction in order to ensure guest loyalty, so loyalty. So far, no research has been published on the effectiveness of the programs data. Previous literature research on customer loyalty primarily related to satisfaction. 

Introduction and Background 
The choice of hotel is Hampton by Hilton Aberdeen in the city centre, three star and ecofriendly. Part of Hilton Hotel chain but more budget friendly than other Hilton five-star hotels. Based on reviews and satisfaction the overall score is 4.3. It means guest are generally satisfied with the building, cleanliness and food offered by Hampton Hotel by Hilton.
Hospitality and tourism always respond sensitively to the changes in the market during the event. Different factors that result in economic, social, political, and other continuous adaptation and market volatility. BREXIT and rising costs of affordability, as well as energy, require the design of new strategies and a different approach. At the same time, watching and waiting for the guests to change and following new trends.

The United Kingdom held a referendum in 2016 about to continued membership of the European Union, the result of referendum was to quit from European Union (they call it BREXIT). One of the main impacts of Brexit that new migrant workers of hospitality and hotel sector are restricted to get work permit and many of them left the country. This means that in the future and at present it is more difficult to solve the backlog of jobs and many positions remain unfilled. In the short term, the problem may lead to dissatisfaction among workers, as the quality of the service staff is not adequately ensured, workers may feel overworked and burn out at work. If they are motivated, they can look for other ways outside of the hospitality sector, where I can maintain a better work-leisure balance. (Cameron, Jenkins & Marson, 2018)

Discussion 
The United Kingdom hotel industry is not hundred percent efficient. Hotels nowadays must concentrate cost and waste reduction, business improvement, discounts are recommended to be provided to international tourism and the tourism industry should be grown Waste management, reusability and environmental awareness are all expected and legally regulated actions, but they come with a lot of additional costs, which must be corrected either by increasing the profit or the prices of the services. (Tan & Despotis, 2021)

Competition on market is high, the services and new techniques are getting more popular for example kiosk check in or artificial intelligence at reception desk. The Hilton Hotel as one of the most popular market leaders, facing many challenges related due COVID-19 during and after pandemic. To mention the loss of trust customers, financial losses, and cost of recovering. (Deng, 2022)

Pestle analysis of Hilton Hotels
Hiltons are market leader hotel chains, however political factor and adaption is very important as Hilton need to cope with political situations in every country where they are operating. Stable countries have more power to attraction, and it means more tourist and guests also comes more income to the hotel sector. Because of Brexit when the United Kingdom left the European Union it has reduced the number of visitors and it leaded to profit loss. Also, there was impact on workers as many of them left the United Kingdom and it is made very difficult to live in the UK if you are not skilled worker. Since the recovery after COVID-19 the hotel industry is about to grow and increase their incomes. 
For Hotels most important is the economic condition of the country. Economic factors put impact on hotels directly and indirect. For example, GDP or interest rate. Hilton hotels provide luxury services and accommodation so the target market group is the people with higher income and stable economic circumstances which must have for growth. Thankfully due COVID-19 pandemic situation many countries have low-rate interest, and it helps to businesses to find investors or have loans. Since COVID-19 people has less income and it puts impact on their possibilities to travel or spend money.
The technology nowadays like a fast train, improvement cannot be ignored. If the hotel wants to satisfied guest and keeping up to competitors than must follow newest trends. Digitalisation, online booking system anything what make more convenience for guest to book hotels and make Hiltons different from competitors.
Hilton hotel has a very good feedback and history worldwide. The hotels finance is depending on different factors for example guest lifestyle, location of the hotel, culture and many more. People with higher income has different spending habits. They are happier to spend on activities which make them feel special. They are looking for the unique experience in Hilton Hotels and Resorts worldwide.

The hotels operation affects by Laws and regulation of the country.   There is a bridge between legal factors and political factors. Hotels must follow Law and Regulations during their operations. Even within the same country Laws can be different.  For example, Hilton hotel must follow Scottland Alcohol Licencing Law if they are running Hotels at Scotland.

The world is more interested about environment than before. Guest are pay attention and may make their choice depends on the policy of Hotels environment. Waste management, environmental standards are under spotlight. Hotel businesses can make huge impact the environment. People are more rewarding hotels who pay attention for environment and health.


SWOT Analysis of Hilton
	Strengths

	Weaknesses
	Opportunities
	Threats

	Large numbers of facilities around the word 
	Higher price than average 
	Interact more guest on social media platforms
	The products are tailored to the consumer's needs

	Strong financially
	Rented properties
	Online sales 
	Technology development

	Good in reducing costs 
	No quality control system
	Grown tourism
	Change of regulations

	Great training system for workers and open for new markets
	No market research often
	Automated operations to reduce costs
	Increase in energy, fuel, and individual goods

	Popular on social media and well organised website
	High employee turnover
	Skilled workers to hire 
	Fluctuating exchange rate

	On market for years, has name on market and history
	Workload employees are stressed
	Loosened regulation gives more space to operate 
	Decreased consumption

	Selling quality products
	Low worker morale
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(Baker, 2014) (Nixon & Helms, 2010) (Hilton Hotel, 2023)

During the analysis of the Hilton Hotel, it was found that the hotel quickly recovered from the trend and returned to the top of the market. (Liu, 2022) 
The impact of COVID-19 crisis on hotel industry has catch the attention of market. Some study identifies huge profit losses and new marketplaces. Hospitality industry has changed also. Costs are increased related to COVID-19 for example hand sanitiser and box separators, gloves and so on. By concentrating on the problem, all researchers have significant results.
Hospitality challenges has two types of macro-level and micro-level. Macro-level crises are externally beyond the control of the hospitality industry fox example economic or health crises, natural disasters, political instability, terrorist attacks. All of these influence the customer's desire to travel, as well as the possibility of how much they can spend on services that are considered luxury at a lower cost. Micro-level crises are service failures and organizational lack of competence. All kinds of crises has huge implications for hotel and hospitality industry. (Leta & Chan, 2021)

The digitalisation required hotels and hospitality to follow new trends and build digital systems. It will evolve forward costs and investments in a short term however will pay off as a long-term investment.  (Busulwa, Pickering & Mao, 2022) (Clarke & Chen, 2009)
Hospitality and tourism are main part of world economy. Last couple of years there was established many new technologies, recent years has reshaped the view and method of services are provided by hotels.  Fundamental changes, using new technologies are essential to keep position on market. (Kansakar, Munir & Shabani, 2019). 
Also, hospitality education facing challenges. Changes of global financial problems funding and management of higher education has changed. However, hospitality education has still have enough student to training them professionally in the United Kingdom (Lugosi & Jameson, 2017)
The Hilton talent program is a wonderful opportunity for employers whose success is based on approachability and opportunity security. There are many opportunities for development, as we support and take care of our employees in order to use their knowledge to increase satisfaction and profit in the ironworks during their work, and we commit them to the long term and keep their motivation active. (Hilton Talent Management, 2023)
The Russian-Ukrainian conflict that started in 2023 caused an energy crisis, which directly increased energy costs and increased the cost of goods and services across Europe. The increased expenses unfortunately caused increased expenses for the households, which means that after paying for basic groceries and bills, less money goes to the household, which means that it is considered a luxury category for the lower income families. This affects not only households, but also all European service providers, since the costs of raw materials purchased by them, debts and energy required for the completion of work, and running costs have increased, and this is compensated by increasing the rates of services or adding extra services above the basic price. (Guan, Yan, Shan, Zhou, Hang, & Hubacek, 2023)

Conclusion 
The attribution and consequences of the consumer behaviour of travellers changed after the COVID-19 pandemic. However, the wealth of luxury experiences for guests always gives the best opportunity to the Hilton Hotel. The Hotels must raise the services quality by using it, last minute cancellation, or combining services with other extras.
In the post COVID-19 era, the popularity of online booking has become even more widespread, and guests may take the hotel reviews more into account before choosing a hotel. (Papanagiotou, 2021)
To sum up, the current difficulties are most likely caused by BREXIT so labor shortage, fluctuation of staff, so increase goods and energy in prices and the loss of income resulting from COVID-19, and the consequences thereof cannot be rectified. The hotel and tourism industry has always been important to people, as it is also related to business, relaxation, and work. The special market behaviour and loyal guests of Hilton Hotels help to maintain stability and good reputation without any problems. The recommendation for this is always the selection of the right employee, keeping them motivated, considering their goals and with the advice of the competent. 
The leadership's example and carrier planning and the company's goals, team work and talent management can help in the commitment of the employees, and in any case the adaptation of the hotels in addition to the location and economic, social and political as well as consumer behaviour monitoring and examination of the contents.
The cost-effectiveness, consumer satisfaction and the active character on social media platforms allow the Hilton name and the wonderful unique spirit and luxurious feeling of life to enter people's minds. Thanks to the new market adaptation, the points collection and loyalty system (Hilton Honors) works great as it offers discounted stay and free Wi-Fi. Being pet-friendly Hotel has also opened new market segments. Hilton hotels slogan is: It matters where you stay means we are here for your convenience and at your service.
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