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1.0 Executive Summary

In this audit, Hilton Hotels Worldwide was conducted in order to understand and respond to its internal and external environment these volatile and uncertain times. The analysis conducted were PESTEL Analysis, SWOT Analysis, Porter’s Five Forces Analysis and lastly McKinsey’s 7S framework was used to analyse the hotel as well. Based on this analysis, recommendations were then made to aid the brand in improving their response and action in terms of future marketing strategies.

2.0 Introduction

An audit has been requested by a manager of Hilton Hotels Worldwide to analyse and solve any shortcomings the hotel may face due to environmental changes and the COVID-19 pandemic. According to the World Health Organization (n.d.), COVID-19 or Coronavirus disease is infectious and caused due to the virus called SARS-CoV-2. The virus causes symptoms like respiratory illness and those infected will usually recover without needing special attention. It can also be a possibility for people to become more seriously ill. The virus has affected those of all ages and can even cause death in a portion of cases. As mentioned above, this global pandemic has been taking the world by storm. Thus, affecting all aspects of society, especially businesses and more specifically the hospitality industry. 
According to W. C. V. Manen et al. (n.d.) and G. Hutton & N. Foley (2021) , the food and lodging industry has become one of the most impacted by the pandemic. Trading restrictions have had a substantial influence on the turnover of the hotel industry. The industry is concerned by ongoing fixed expenses and debt accumulation, as well as persistently low revenues and cash reserves. When compared to February 2020, economic production in the hotel sector fell by 90% in April 2020. Over the summer of 2020, output recovered. However, production declined again in September as Covid-19 cases increased and prohibitions were implemented. The ONS stated in early March that nearly one in every five hospitality enterprises had "poor faith" that their operation would withstand the following three months. The number of workers in the industry declined by 6% between January to March 2020 and July to September 2020.
This shift was mirrored in business turnover, which showed greater revenue in early 2021 than in spring 2020. Turnover was little more than £1.2 billion in May 2020, compared to £3.4 billion in March 2021. This increased to £6.9 billion by May 2021, albeit it is approximately still 25% less than in 2019. (L. Ramuni, 2021) When Conrad Hilton opened the first hotel to bear the Hilton name in 1925, he aimed to operate the best hotel in Texas. As a result of his commitment, leadership, and innovation, today Hilton is one of the most respected brands in the world. Hilton Hotels is a global flagship brand of Hilton Worldwide Holdings Inc. and it has 572 hotels and resorts in 85 countries and territories across six continents. (Hilton Official Website, n.d.)



3.0 Main Findings
3.1 PESTEL Analysis
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Figure 1: Diagram of the PESTEL Analysis.
A valuable instrument which helps in recognizing an organization's environment is the PESTEL analysis. It deals with identifying opportunities and handling threats. PESTEL stands for political, economic, social, technological, environmental, and legal environment around an organization. the political environment is used to analyze how stability, either favorable or not, of politics in a country affects organizations while economical environment examines they cannot make situation like interest rates, inflation, wage rates, taxes and tariffs. The social environment oversees the stakeholders’ values, beliefs and opinions or lifestyles which tend to influence clients. It also analyzes demographic factors. Next, technological environment help organizations in terms of productivity and cost reduction by getting ready for changes and to be using the latest technology within their businesses. The legal environment regards a country’s laws and regulations and the natural or physical environment surrounding a business is also crucial due to its raw materials, pollution, protection of natural resources and even the land on which it operates. Pollution by an organization will leave it with a bad reputation. (R. Buye, 2021)
In this analysis, the political environment of of Hilton Hotels was researched. As one of the most popular hotel and chains worldwide, Hilton hotels needs political stability. This is important because hotels must cope with political situations in all the countries they operate in. If that country is not stable customers will not want to visit either for work or for leisure purposes. Because Hilton hotels are situated all over the world, it is exposed to multiple risks in terms of politics insert countries. for example, with the UK decision regarding Brexit, the number of European customers have significantly dwindled. When trade wars happen between countries, this also affects the hospitality industry. As for the COVID-19 pandemic it has also affected Hilton as a hotel due to the lockdown and travel restrictions. Although with the recent easing of lockdowns, the industry’s revenues is starting to slowly grow again. (MBA Skool Team, 2021) Another example is the political situation that is delicate concerning Northern Ireland which may deter potential visitors from visiting the country. When the London and the UK were shortly known for the accommodation of terrorism in the year 2005, it affected Hilton’s performance negatively due to its operation in these areas. Hilton Worldwide is known to lobby for influence in some political aspects when that aspect may affect their operations, but only to a degree. It has spent 1.5 million USD in four years just for the purpose of lobbying. (J. Dudovskiy, 2016)
The Legal environment of Hilton Hotels was also analysed in this audit.  The country's laws and regulations have a significant impact on the functioning of the hotel. Staff regulations, consumer laws, as well as other legal structures must be observed by the hotel in order to avoid government and other NGOs intervening in the business's activities. Legal and political considerations are inextricably connected. Hilton hotels must carefully examine the varied legislation of the countries of operation. Many laws get constantly modified, thus the organization ought to be aware of these changes in legislation and be able to make the appropriate modifications to comply with the rules. Several legislations were also enacted by governments throughout the world to solve the problem of COVID-19, by social distancing among individuals and disinfecting hotel accommodation to prevent the disease from spreading. These factors have raised the hotel's operating costs and will undoubtedly have an impact on the company's profitability. (MBA Skool Team, 2021) In a lot of nations, the legal structure and systems are insufficient to protect an organization's intellectual property rights. Before entering these markets, a company must constantly consider its options because not doing so might result in the theft of the organization's overall competitive advantage. Several of the legal considerations for Hilton Worldwide management when entering a market include discrimination legislation, employment law, data protection, intellectual property law, and many more. (Fern Fort University, n.d.)


3.2 SWOT Analysis
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Figure 2: Diagram of the SWOT Analysis.

According to E. Gürel (2017), “the SWOT Analysis is a simple but powerful tool for sizing up an organization’s resource capabilities and deficiencies, its market opportunities, and the external threats to its future”. SWOT stands for 'strengths,' 'weaknesses,' 'opportunities,' and 'threats.' The SWOT Analysis, also known as the 'SWOT Matrix,' can alternatively be written as the 'TOWS Analysis' or 'TOWS Matrix.' SWOT Analysis is a strategic planning framework that is used to assess a company, a strategy, a project, or a commercial activity. As a result, the SWOT Analysis is an important technique for situational analysis, assisting managers in identifying environmental or organizational elements. These can be both internal and external. 
According to MBA Skool Team (2021) and A. Shaw (2021) based on the SWOT Analysis, the strengths of Hilton Worldwide are that Hilton possesses an elevated brand recognition. They have also improved their customers’ experiences with the continuous improving of their organizational processes and multiple technical innovations. They are known to have great staff retention which they have named “Team Members”. Hilton Worldwide has approximately 6125 properties in around 118 nations and have over 983,946 rooms. This is another strength as they have become experts in their industry due to existing in the market for over 93 years now. This is also supported by them having a great reputation within the hospitality industry. These strengths have helped Hilton Hotels in gaining competitive advantage over their many years in business. Hilton also has around 50 million consumers across its 18 divisions in numerous nations throughout the world. To keep clients loyal, the brand implements a variety of initiatives. For example, the firm enables consumers to reserve a hotel online in order to receive a discount. Every pound spent by newcomers earns them 10 points. The organization also has a reputation for having good employee benefits and is due to the brand recognizing that its personnel are its most valuable asset. As a result, the hotel offers them, as quoted from a representative, “Health and Insurance Coverage, Educational Assistance Programs, The ComPsych Guidance Resources, Employee Purchase Program, Employee Assistance Program, Hilton Honor Program, and Saving and Travel programs”. Next, they have also been quick to adapt to technological changes in the industry like online booking and paying systems. 


3.3 Porter’s Five Forces
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Figure 3: Diagram of Porter’s Five Forces Analysis.
Porter used this model to explain how competition affects a company's appeal and profitability. A company's corporate plans should attempt to shape all forces in order to increase its market position. Porter Forces in Combination: In any industry, some circumstances necessitate the formulation of strategy, which is impossible to predict, and which boost or diminish firm   profitability. (Bashkar et al., 2019)
Professor Michael Porter of Harvard Business School devised the five forces concept, which was initially published in the Harvard Business Review in 1979. Using an outside-in approach, the five forces framework is a powerful and simple instrument for identifying specific abilities in relation to a certain business scenario. The framework identifies five microenvironmental pressures that drive competitiveness and risk a company's capacity to profit. (G. Bruijl. 2018)
Based on the analysis, Hilton hotel could have a Threat of New Entrants. According to (D. I. Blal, n.d.), Airbnb is gradually undermining the accommodation business, moving beyond its founders' claims of a complementary function. The impact of the sharing economy is determined by the pricing and price-to-value proposition as perceived by visitors, rather than the amount of offers on the platform. In terms of cost, renting a private room on Airbnb is comparable to staying in a middle priced hotel. Furthermore, Airbnb's inexpensive pricing are made feasible by the hosts' fixed rent and utility bills, as well as minimal labour costs and untaxed extra money from the leasing. Additionally, Airbnb guests will be able to participate in local activities such as engaging with the host and neighbours. (Luqi & Tabari, 2019)
New entrants in the lodging industry offer innovation and fresh ways of doing things, putting pressure on Hilton Worldwide Holdings Inc. to decrease prices, cut expenses, and provide new value propositions to customers. To maintain its competitive advantage, Hilton Worldwide Holdings Inc. must handle all of these problems and put in place effective barriers. (Fern Fort University, n.d.) The availability of suitable locations in most urban centres limits the expansion of the hotel industry. Access to distribution channels might be a challenge, but a partnership with a worldwide hotel chain can help alleviate this issue. In most major cities, government policy is not antagonistic to new hotels. Existing rivals' reactions are expected to be strong, although they will vary depending on the market category and strategic group. Because of the combined effects of economies of scale and high capital cost of entry, as well as the restricted availability of appropriate sites, the sector has significant entry barriers that prevent new entrants. (Cheng, 2013)


3.4 McKinsey’s 7S Framework
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Figure 4: Diagram of McKinsey’s 7S Framework
The McKinsey 7S framework is a technique that assesses a firm's organizational architecture by examining seven important internal elements which are strategy, structure, systems, shared values, style, staff, and skills, in an attempt to decide if they are properly aligned and allow the business to accomplish its objectives. The concept may be used to a variety of scenarios and is a useful tool when it comes to organizational design. The framework is most commonly used to support organizational transformation and to aid in the implementation of new strategies. (O. Jurevicius, 2021)
An organization's hard aspects are Strategy, Structure, and Systems. Those are the organisational basic components upon which the firm's soft aspects are built. Structure and systems are the simplest of the seven S's to modify. (EMBA Pro, nd.)
According to J. Dudovskiy (2016) and A. Makwana (2019), Hilton Worlwide’s system will now be discussed in the audit. The business operations of Hilton Worldwide utilize a variety of systems, including a customer reservations system, a quality control system, a staff recruiting and selection system, an employee performance assessment system, and several more. In 2007 when Christopher Nassetta was hired as President and CEO of Hilton Worldwide, he had greatly streamlined a wide range of Hilton systems. For instance, implementing a singular company-wide system for performance appraisal greatly streamlined related operations.


4.0 Recommendations
Based on the few analysis above, Hilton is found to be both proactive and reactive. It was reactive to the COVID-19 pandemic by following rules and restrictions when necessary and by cooperating with them once they were eased or lifted to ensure that Hilton is always in compliance with the government of different countries. They were also proactive by quickly adopting and upgrading their technology in term of customer and staff systems. They were ahead of their game when compared to some of its competitors. There are a few recommendations that can be made to aid Hilton Worldwide in its future marketing strategy. For instance, it could eliminate the threat of the new entrant Airbnb by creating more affordable options and targeting new customers and providing accommodation for the middle class. Another recommendation is to have quarterly audits of their organization in order to keep up with the everchanging and volatile hospitality industry that has been disrupted by the COVID-19 pandemic. Doing so will also raise competitive advantage and increase profitability while keeping an eye of resources and financial fiduciaries. Lastly, Hilton Worldwide could also make a point to continue simplifying as many of its processes as possible. For example, its global supply chains and also customer booking systems.

5.0 Conclusion
In conclusion, this audit of Hilton Worldwide contained multiple types of analysis of its internal and external environment. This consisted of the PESTEL analysis, SWOT analysis, Porter’s Five Forces and the McKinsey’s 7S Framework. These were researched to analyse and build on Hilton’s marketing strategies. It was determined that Hilton has been both proactive and reactive when making decisions about their businesses. The findings showed both Hilton’s advantages and its threats in its ever-growing industry. For the sake of the organizations’ future strategies in this world that is prone to change, recommendations were then made based on the findings of the analysis.
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