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The quality of services in the tourism and hotel business is highly dependent on the quality of the employees, employee completion rate, and employee retention rate. But in recent years, the hotel industry's employee retention rate has significantly increased because of the COVID pandemic and other international facts. This paper contains a brief evaluation of the factors that are influencing employee retention at the Hilton Hotel. Hilton hotel is an American-originated international hospitality corporation which was initiated in 1919 in Cisco. The company currently owns and manages more than 7 thousand hotels and resorts in 123 countries (Hilton, 2022).  In 2020, the company was ranked the number-one company to work for based on the employee satisfaction survey, but yet in 2020, the company had to cut off a large number of its employees and had to shut down its many significant franchises. The financial conditions and operations of the hotel rapidly changed due to the impact of COVID-19. The hotel claims, during COVID-19 its consumers have reduced by 45-65% in many regions (Lai and Wong, 2020). Thus, the company faces questions like how a company like “Hilton” faced such a problem regarding the employees. As a hospitality company, Hilton is directly related to people’s involvement and interaction which questioned safety and security during the coronavirus pandemic. 
In contrast to the approaches taken by other hospitality organisations, Hilton Hotel has taken the pandemic crisis in an exceptionally proactive and successful manner. The total number of consumers in the global tourism market dropped by 20–30% as a direct result of the pandemic (Bakar and Rosbi, 2020). But these aren't the only elements at play; there are plenty of others, both internal and external, that have an impact on employee retention in a hotel firm. The absence of opportunities for professional advancement and progress is the primary factor contributing to the poor employee retention rate. Poor compensation, a lack of acknowledgement or very little recognition, ineffective management, excessive work, poor personnel selection, inflexibility, a lack of training, business culture, and other factors are all contributing factors (Wayne and Martocchio, 2019). In addition to these factors, occupations in the hotel industry tend to have poor safety standards and ambiguous job expectations, which contributes to the industry's highest employee turnover rate.
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The PESTLE analysis will assist to understand the external factors influencing employee retention at Hilton Hotel. 
Political  
As Hilton Hotel is a multinational company it has to consider the political conflicts and regions among nations or international organisations. For instance, Brexit, which lasted from 2016-2020, has significantly influenced Hilton UK’s business. Brexit finally resulted in a loss of 9 thousand of employees in the UK (Hospitalitynet, 2020). In 2020, the global pandemic situation also hampered Hiltons business and thus the company had to lay off 22% of its employees (Jordan Valinsky, 2020). Other political factors that influence Hilton's employee retention are the legal framework of employee enforcement and workweek regulations. 
Economic
The employees and services of Hilton Hotels are partially dependent on the economic condition of the region where the hotel is situated. Factors like inflation rate, GDP, GDP growth rate, consumption rate etc. lands an impact on the overall profitability of the company (Bansal and Hoffman, 2018). The poor economic condition of a region results in low profit and thus low incentives are offered to the employees which reduces employee motivation and results in high employee turnover. 
Social
Hilton hotel is filled with a diversified workforce based on the region they are situated in. From location to location,  the demography, lifestyle,  work preference,  willingness, motivation etc. vary and the managers have to cope with the employee's motivations. Depending on the responsiveness of the employees some motivation theories like X-theory, Y-theory, and Z-theory are utilised to make efficient use of the employees (Murphy, 2017). Hilton hotel uses demographic motivations to keep the employees on track. But misunderstanding the motivation or employees' needs can result in low employee retention. 
Technological
In today's fast-paced society, technological advancements occur frequently. It would be foolish for a business to try to compete with a wide range of rivals without taking these into account. To better serve its clients, the Hilton hotel should enhance its technology when necessary. It's crucial for businesses to adopt innovative technologies, as doing so can help them save money and provide a better service to their customers. But along with the technological development, Hilton should pay attention to the training and understanding of the employees to use such technologies. Otherwise, the usage of high-end technology won’t bring any positive outcome in the company, rather will bring employee dissatisfaction (Kim and Lee, 2019).
Legal
The hotel's ability to legally run is heavily influenced by the country's laws and regulations. The hotel should comply with all applicable employment laws, consumer protection legislation, and other legal frameworks to avoid government and NGO interference. The political and legal factors are strongly interconnected (Yang Miang Goh, 2020). The Hilton hotel chain needs to thoroughly research the local regulations in each country where it does business. Violating the employee legislation can result in legal conspiracies and thus the company might be remarked as a poor employer.
Environmental
As society evolves, so does its awareness of the need to save the planet. People keep a close watch on which businesses have effective waste management and take environmental responsibility seriously. Hotels frequently come under criticism for contributing to pollution. The Hilton hotels face a major ecological threat from global warming. An organisation's bottom line could be negatively affected by local environmental regulations in some nations. Many employees also prefer to work in a green environment and tend to leave a company which is not environmentally responsible.
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SWOT means the analysis of Strengths, Weaknesses, Opportunities and Threats a company might face (States., 2017). SWOT analysis of Hilton Hotel shall provide us with a better insight into the company's micro situation. 
Strength 
Strong Portfolio: Hilton hotel has a large and diversified portfolio with over 7000 hotels under its wing. Hilton hotel has a strong recognition for the highest hospitality standards and flagship services. 
High technological integration: Through the flawless use of technology, Hilton is able to provide highly personalized services. The ability to select accommodations and personalize the hospitality experience via smartphones is just one example; another is partnering with Uber to provide a smooth travel customer experience (Chang et al., 2015). Hilton still has the upper hand in this crucial area, despite competition from other hotel companies that appear to be following suit.
Loyal consumer: Hilton has a large and loyal consumer base with one of the best consumer loyalty schemes which is known as the Hilton HHonors Program. 
Weakness
High Debt: Hilton has a total debt of $8.69 billion USD as per the report for 3rd quarter of 2022 (Macrotrends, 2022). Although Hilton is reducing its debts gradually, this huge debt could be a great threat to the company.
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Hilton Hotel Long-Term Debt. (Macrotrends, 2022)
Lack of Flexibility: As Hilton is a giant company, it cannot be flexible or cannot change its way of doing things so easily. 
Over-dependence on one market: Hilton is highly dependent on the US market and makes more than 90% profit from that market (Statista, 2022). This situation made the company highly vulnerable to thriving competition. 
Opportunities 
Strategic Alliance: Hilton can make an alliance with services or products co-related to its services to capture greater market share with better services. For example, the company already created an alliance with UBER for better transportation service to or from hotels.
Focusing on the Mid-Range market: Hilton is renowned for high-end services in exchange for premium pricing. But it can expand its business into the mid-range market to capture a greater market share. 
Innovation in consumer services: Hilton can bring innovative technology and digitalize its services for better consumer experiences. 
Threats 
Stagnated Growth: Even though Hilton has a large portfolio the company has stagnated market growth and in Q3 of 2022 the company announced a -4.9% sale decline compared to the previous year (csimarket, 2022). 
Price Point competition: Hilton usually charges premium rates for its services but there are many companies who are trying to deliver similar services while chagrin less. Which could be a great treat for the Hilton hotel. 
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Compared to other industries, the hospitality industry has the highest employee turnover rate. In 2021, the average turnover rate was 47.2% while the hotel industry had a turnover rate of 73.8% (Alexandra, 2022). Having a high turnover rate of employees might make it challenging to satisfy customer requirements in a service industry like retail. When a business always needs to look for, interview, and train new workers, it eats away at its bottom line. The high rate of turnover in the hotel business is not, however, the norm. When a manager is hiring on a large scale, it is useful to have insight into why people depart so that they may mitigate such issues. 
The hospitality industry has seen a constant turnover rate of 72-77% from 2016-2019 (Park and Min, 2020). In 2016 the average turnover rate was 75% and after 3 years, in 2019 it was 79%. But the turnover rate significantly increased in 2020 due to COVID-19 and stood at a retention rate of 130% (Zippia, 2021). And thus, Hilton worldwide faced similar consequences. The main reason behind this rise in turnover is the loss the hotel industry faced during the pandemic. A study says, more than 50% of the hotels faced a great loss during the pandemic and had to shut the business down (Aussems et al., 2020). Hilton hotel also had a fall of 38% which forced the managers to cut 54% of its expenses and lay off 22% of the employees during that time (Reuters, 2021). But later Hilton helped those people to find jobs and after the pandemic, they re-recruited those people again to maintain employee retention.
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Hilton Hotel's 2019-2021 Employees Layoff. (Statista, 2022)
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Employee retention is the fifth stage of the employee lifecycle which determines the efficiency of the total recruitment process. Employee retention depends on the work environment and employers' treatment of employees. Maximising retention rate is the primary goal of an HR manager for which various activities such as motivating, training, workshops, and evaluating are carried out. A low retention rate increases company costs and reduces profitability and efficiency. Therefore, this paper highlighted the potential dissatisfactory factors that should be considered by Hilton to prevent employee turnover through various HR practices.
[bookmark: _Toc118996456]Evaluation and Conclusion 
Hilton Hotel is renowned for being one of the best companies to work for. But in recent events like Brexit, the COVID-19 pandemic, and the economic recession the company have faced serious problems regarding employee management. The growth opportunities, work environment, communication, employee happiness etc. are the main factors of employee retention. For a company like Hilton with a 92% retention rate sudden disputes regarding employee, and management is unexpected.  HR managers try to keep the employees motivated through motivation, but employees' motivation sometimes varies demographically or regionally. Moreover, employee turnover, forced or voluntary, can increase depending on the external environment. Thus, a PESTLE analysis of Hilton worldwide is illustrated in this report. The company's microenvironment also impacts the employee's motivation and willingness, for which a SWOT analysis has been carried out. There should be a solid line created between the internal and external disputes, which will make it more credible for the managers to seek out the problems.
Even though Hilton has overcome the impact of the recent Brexit and COVID pandemic there are still many uncertainties available which are discussed in this paper. Firstly, the company has a large number of long term-debts which might make the employees feel insecure regarding career prospects. Also, some employees burn out at a point where turnover is unavoidable and an HR manager must be prepared for such situations. Hilton should critically evaluate the macro environment of the regional area to understand the employee motivations and satisfy them. Also, necessary training and development programs should be carried out to maintain the employees' efficiency at the workplace. Hilton managers should not involve politics within the work environment to keep the environment fresh and thus Hilton will be able to create a sustainable work environment with high employee retention.
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