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[bookmark: _Toc128171226]Executive Summary
This consultancy report has been undertaken to analyze the current state of a hotel named the Hilton Leicester and provide recommendations for improvements. The hotel is located in a popular tourist destination and has a mix of leisure and business customers coming from different parts of the world. The report conducted a comprehensive analysis using various methods such as PESTEL, SWOT and TOWS analysis to identify the issues currently faced by the organization and thus to devise rational solutions that the management can implement to increase its profitability and future sustainability in the competitive market. 
Analysis and Findings: The analysis identified several issues and opportunities for improvement within the hotel. Some of the major findings are:
· While the Hilton Leicester is known for its impressive reputation as a popular wedding venue, the hotel has faced negative feedback on various review sites that highlights the need for improvement in certain areas. In particular, concerns have been raised about staff training, with some guests reporting issues related to unresponsive or unhelpful staff. some guests are also found to raise the issues like noise pollution resulting from the air conditioning system and the busy road just beside the hotel. The management of the hotel is needed to address these issues as early as possible otherwise these issues have the potential to negatively affect the room occupancy rate of the organisation. 
· The analysis has found that the organisation requires significant refurbishment to maintain its competitive edge. The organisation has been suffering from a declining trend in terms of its revenue generation and profit-making since the outbreak of Covid-19 and thus struggling to stay in competition in the local market. Besides, many customers are putting a negative review on the internet platform about the old decoration of the hotel. This is why the hotel is needed fresh investment in refurbishment and upgradation of facilities to be able to attract a new customer base and retain them in the long run.
· According to the Hilton Leicester's annual report for 2020, the hotel's total revenue was £52.4 million, which is a decline from the previous year's revenue of £56.5 million (Hilton, 2023). The figures from the financial statements depict a decrease of 7.3% in revenue in the financial year 2022 compared to the one in 2021. The organisation’s ability to profit-making has also declined from £3.3 to £2.25 million in the financial year 2022 following the decline in hotel occupancy rate in recent years. Following the devastating impact of the Covid-19 outbreak, the hotel occupancy rate took a serious hit for the organisation as the hotel occupancy rate is found to decline by 50.9% in the year 2021. During the year 2022, the occupancy rate increased by 15% but it is still very low to ensure enough profitability for the organisation. Consumer preferences have changed and the market has become more competitive for the hotel to remain profitable (www.mckinsey.com, 2022). Overall, these financial figures suggest that Hilton Leicester's financial performance has been average with a declining trend in recent years. This is why the hotel’s management is needed to look for new sources of revenue to attain sustainability in this competitive market. 
· Top of Form
Solutions: The findings were analyzed using various methods to identify the root cause of the issues and potential solutions. The PESTEL analysis identified external factors such as changes in the tourism industry, regulations, and economic conditions that could affect the hotel's performance. The SWOT analysis identified the hotel's strengths, weaknesses, opportunities, and threats, which were further analyzed using the TOWS matrix to develop strategies.
Recommendations: following the extensive analysis of the organization’s internal and external issues, the following recommendations are generated for the Hilton Hotel: 
· Implement a staff training program to improve service quality and address negative feedback on review sites.
· Conduct a thorough refurbishment of the hotel to enhance customer experience and maintain competitiveness.
· Explore opportunities to diversify revenue streams and attract new customer segments.
· Develop a crisis management plan to mitigate the impact of external factors such as pandemics, natural disasters, and political instability.
Conclusion: this consultancy report has identified various internal and external issues relevant to Hilton Hotel while also suggesting possible solutions to eradicate these issues. In conclusion, the analysis highlights several issues and opportunities for improvement within the hotel. The proposed recommendations aim to address these issues and enhance the hotel's performance. To remain competitive in the current market and thus attain sustainability in the long run, it is recommended to the management of Hilton Hotel implement he recommendations and solutions that have been devised in this report. Top of Form


Top of Form
[bookmark: _Toc128171227]Introduction
Hilton Hotel is one of the leading establishments situated at Leicester in England. The hotel offers modern and convenient service to its customers with its 179 well-decorated guest rooms[image: Exterior of Hotel with Fountain]. In recent years, the hotel has been subject to some criticism resulting from different issues i.e., lack of diversity in its staffing and guest clientele, and the impact of the COVID-19 pandemic on its operations. One significant issue that The Hilton Leicester has faced is a lack of diversity in staffing and guest clientele. In recent years, the hotel has received criticism for its perceived lack of inclusivity in both its staffing practices and its guest demographics. Following the devastating impact of Covid-19, many organisations in the hotel industry are struggling with revenue generation and profit-making compared to the pre-covid period (Wright and McMahan, 2021).  The pandemic has led to significant disruptions in travel and tourism, forcing hotels to adapt quickly to changing circumstances (Shaw, 2021). The Hilton Leicester, like many other luxury hotels, has had to make difficult decisions to adjust its operations to the new reality, including laying off staff and reducing the scope of services. To address these issues and provide recommendations for The Hilton Leicester, this consultancy report will utilize several analytical tools, including PESTEL, SWOT, and TOWS analysis. The report will examine the Hilton Hotel's strengths and weaknesses of its internal environmental factors while also identifying the opportunities and threats resulting from the external environment of the organisation. The analysis will be taking into account factors such as Brexit and Covid-19 on the hospitality industry’s profitability and sustainability.  This report will devise solutions to address the issues resulting from internal and external environmental factors of the organisation.Table 1: Hilton Leicester; Source: (Hilton, 2023)



[bookmark: _Toc128171228]Scope

This consultancy report is aimed at generating solutions to various internal and external issues faced by the Hilton Hotel by conducting in-depth analysis of the organisation using strategic management tools i.e., PESTEL, SWOT. The report will focus on the hotel's location, room numbers, age, recent feedback, and reputation for certain events. Additionally, the report will conduct a PESTEL and SWOT analysis to identify external and internal factors affecting the hotel's operations. A TOWS analysis will also be included to provide recommendations for the hotel's future strategic planning. The analysis will primarily be based on online information sources, including the hotel's website, review sites, financial reports, and other relevant data sources. The report will also consider any recent developments or negative reports about the hotel. This report aims at providing valuable insights using which the management of Hilton Hotel will be able to enhance its reputation in the current market identifying and addressing internal and external environmental issues. The issues and challenges will include areas such as staff training, environmental concerns, customer feedback, and financial performance. The report will provide specific and measurable action plans to address these issues, including the desired outcome, time scale, completion date, and planned budget. Overall, the consultancy report aims to provide the Hilton Leicester with a comprehensive analysis of its current operations and strategic recommendations for future improvements. This report will incorporate data sources that are reliable and published in a trusted journal or article, books and newspapers to ensure the accuracy of the analysis and thus to devise useful insights to solve the issues faced by the Hilton Hotel.
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PESTEL Analysis
To understand the state of any business organization, it is necessary to analyse the external environmental factors of the organization (Ni and Sun, 2018). here in this portion of the report, the PESTEL analysis will be carried out for the Hilton Leicester to identify and understand the issues that are to be focused on in today’s competitive business environment. 
	Financial Metrics
	2019
	2020
	% Change

	Revenue (in millions)
	£90
	£30
	-67%

	Gross Profit Margin
	61%
	43%
	-18%

	Occupancy Rate
	86%
	29%
	-57%

	Average Room Rate
	£600
	£300
	-50%

	Employee Count
	600
	450
	-25%


Table 2: Impact of Covid-19 on the Hilton Leicester; Source: Self-made; Data Source: (The Hilton Leicester, 2022)
Political: the hospitability and tourism in industry of the UK is significantly dependent of the governmental policy changes and events like Brexit. The uncertainty around Brexit and Covid-19 has led to a decrease in tourism, as people are hesitant to travel to the UK until the situation is clearer (Krylova and Kulbida, 2022). Additionally, the government's policies on immigration have made it more difficult for hotels to recruit staff from other EU countries, which has affected the Hilton Leicester's staffing significantly. In case of hotel business, the staffing is crucial as the management is needed to build a diversified workforce to serve customers from different countries and cultural background. So, the changes in government policies are definitely some concerning issues for the hotel. 


[image: ]Economic: The Hilton Leicester is considered to be one of the most expensive hotels that cater to affluent customers around the world. The economic downturn caused by the COVID-19 pandemic has affected the hotel's business, as many people are hesitant to travel and spend money on luxury accommodation. Like any other organisation in the industry, covid-19 has hit hard the Hilton Leicester’s room occupancy rate causing the revenue generation to fall drastically in the financial year 2020. Following are the figures that show how drastically the UK’s hospitality industry fell along with other related or close services and products of the industry. Table 3: Comparison of the cumulative returns of the hospitality industry and its related industries indexes; Source: (Aharon et al., 2021)

The Covid-19 epidemic and Brexit have had a huge impact on the Hilton Leicester. According to the hotel's 2020 financial report, the hotel witnessed a severe fall in revenue due to the pandemic, with overall revenue decreasing by 67% compared to the previous year. The hotel's occupancy rate also dropped to 29%, compared to 86% in 2019. The epidemic also contributed to a decline in demand for events and conferences, which are an important source of revenue for the hotel.

In addition, Brexit has resulted in new laws and limits on travel and trade. To offset the impact of these issues, the hotel has implemented several cost-saving initiatives, including decreasing staff salaries and benefits, reducing non-essential expenses, and halting operations of some hotel amenities. The hotel has also introduced new health and safety measures to safeguard the safety of guests and workers, including strengthened cleaning processes and the deployment of social distancing measures. Notwithstanding these problems, the hotel remains hopeful about the future and is focused on responding to the changing market conditions. The hotel has created new packages and promotions to attract domestic guests and is researching methods to diversify its revenue streams. Also, the hotel is continuing its efforts to improve its sustainability policies, including lowering waste and energy usage, to better meet the increasing expectations of guests and the industry.
Social: The "social" component of PESTEL denotes aspects of societal and cultural forces that could affect the business. Due to the Hilton Leicester's location in a multicultural and international city, the social component is especially important in this scenario. One social factor that has affected the hotel is the hospitality industry's shift toward sustainable practices. Consumers are growing more mindful of their carbon footprint and willing to pay more for environmentally friendly products and services. The Hilton Leicester has developed several eco-friendly activities, including garbage reduction, energy-efficient equipment, and low-flow plumbing fixtures, in response to this growth. The hotel has also been impacted by changing demographics and consumer preferences. Particularly younger generations have different requirements for hotel experiences, including a stronger focus on technology, health and wellness, and unique experiences. In response, the hotel now provides cutting-edge amenities including virtual reality tours, spa packages, and themed events. Yet the social component also poses difficulties for the hotel. The COVID-19 pandemic has had a substantial influence on the social part of the business, restricting the number of guests and activities due to travel restrictions and health concerns. The hotel has had to modify its social customs, adding social segregation rules, tightening up cleaning procedures, and capping the number of events and gatherings that can be held. The social component is also intimately related to political and economic considerations, such as Brexit and its effects on the tourism sector. The hotel is facing difficulties hiring and keeping qualified workers, as well as possible changes in consumer behaviour and travel habits, as a result of the uncertainties around Brexit and changes to immigration laws. Ultimately, the social component is a complicated, varied feature that offers the Hilton Leicester both potential and challenges. To be competitive in the market, the hotel must always monitor social trends and modify its operations accordingly.in the case of the hotel industry, social factors have a significant impact on its revenue generation and sustainability as social trends define consumer preferences. For example, consumers are now more interested in health and safety facilities provided by hotels after the Covid-19 outbreak. They are now more interested in authentic travel experiences rather than spending money on traditional luxury hotels (Lambert, 2022). Many online platforms that work with customer review regarding service and environment has shown that the organisation is needed to improve some of its area regarding workforce diversity (www.mckinsey.com, 2022). 
Technological: the technological factor of the PESTEL looks into the analysis of the impact of technological elements on an organisation. The rise of technology has had a significant impact on the hotel industry, and the Hilton Leicester is needed to increase its capability to adapt to the changed technological environment. In today’s technology-driven business environment, providing data security to consumers is one of the top priorities for business owners. The Hilton Hotel is found to be negligent about the consumer’s data protection. Although the hotel has developed and implemented a mobile app to improve customer service, the organisation is needed focus on the safety of consumers’ data by investing in cybersecurity measures. There has been significant improvement in the process of booking hotels by customers. Customers now search for and book hotels using online platforms. The Hilton Leicester uses a variety of technological innovations to improve the guest experience and maintain its competitive advantage in the market. The hotel's new online reservation system makes it easier for guests to book online or on third-party booking sites. High-speed internet and smartphone app allow customers to access hotel information and services on their phones. The hotel used an energy management system to handle power, heating, and ventilation, reducing energy use and cost. A computerized maintenance management system speeds up maintenance, ensures proper maintenance, and reduces breakdowns at the hotel. The hotel also trains personnel in technology. Better service has enhanced customer satisfaction towards the company. 
Environmental: With the flow of time, concerns about the environment are increasing all across the world. Environmental activists are continuously pressuring the government and authorities to take and implement environmental policies even if they are costly (Aharon et al., 2021). As the Hilton Leicester is an organisation that is known worldwide, the hotel is definitely influenced by the environmental issues going on around the world.  The Hilton Leicester has made efforts to be more environmentally friendly in recent years, including implementing energy-efficient lighting and reducing water usage. The hotel has also introduced a recycling program to reduce waste. some of the activities like ensuring and maintaining a green environment have increased the organisation’s costs. There have been some negative reports and reviews regarding the hotel’s environment. As the organisation is situated in a very crowded and busy place, there are negative reviews regarding sound pollution in the hotel. As the hotel is situated right beside a busy road, the management is needed to consider this opinion of the customers and solve the sound pollution issue. The management can use soundproof glass in the window to solve this problem of sound pollution at night.
Legal: Every business organisation is subject to some laws and regulations devised by the appropriate authority to conduct their usual business operations. Hilton Hotel also needs to comply with some laws and regulations i.e., health and safety, employee rights, and workplace safety to run its usual business operations. However, the legal environment also presents some opportunities for Hilton Leicester along with creating issues. The hotel usually has the opportunity to take advantage of tax incentives offered by the government which help the organisation to remain profitable and pay out its shareholders. It can also leverage intellectual property rights to protect its brand and increase revenue. In the case of Hilton Leicester, compliance with existing laws i.e., labour law, health and safety regulations, and gender equality is crucial to maintain the organisation’s reputation in the market.  And if the company violates labour rules, it will face serious legal and financial penalties that will tarnish its market reputation. Labour law violations can result in large fines, court settlements, and hotel reputation damage. Employee complaints and lawsuits against the hotel could damage its reputation and cost it money. The hotel may have trouble hiring and keeping top staff due to its terrible labour policies. In addition, workplace equity difficulties can affect staff morale and productivity, as well as unfavourable media and customer opinions. The hotel must comply with labour rules and encourage workplace equality to avoid legal and reputational concerns.

[bookmark: _Toc128171230]SWOT Analysis
Now in this portion of the report, a SWOT analysis will be carried out to analyze the strengths, weaknesses, opportunities and threats of Hilton Leicester. Strengths and weaknesses are generally the factors arising from the organization’s internal environment where opportunities and threats are associated with external environmental factors (Aghazadeh and Seyedian, 2015). SWOT analysis is considered to be a significantly important and value-adding strategic analysis tool for identifying the issues and opportunities for Hilton Leicester.
Strengths
· [image: Knowing Your Strengths: Forget a Focus on Faults | Unbridling Your  Brilliance]Excellent location.
· Strong brand recognition and reputation
· High level of luxury and quality in terms of facilities and service
· Wide range of amenities and services are offered, including a Michelin-starred restaurant and renowned afternoon tea
Weaknesses
· [image: Weakness - Free miscellaneous icons]Lack of diversity in staffing and guest clientele.
· High operational costs due to maintaining the historic building and providing top-level service
· Limited room capacity due to the historic nature of the building
· Lack of group cohesiveness. 
· Financial problems introduced by Covid-19.
Opportunities
· [image: How to Conduct a SWOT Analysis]Increasing demand for luxury travel experiences and high-end accommodations
· The growing trend towards sustainable and environmentally-friendly practices in the hospitality industry
· Potential to expand and diversify services to attract a wider range of guests, such as adding spa facilities or increasing accessibility for disabled guests
Threats
· [image: The Biggest Threats to Business Productivity in 2021]Intense competition in the luxury hotel market, with the emergence of new players and the expansion of existing chains
· Uncertainty and potential economic impacts from Brexit and COVID-19
· External factors such as changing travel restrictions and regulations, global political tensions, and natural disasters
Top of Form
Explanation of the SWOT 
The Hilton Leicester has a strong brand and reputation as a luxury hotel. The hotel's opulent decor and world-class service are a major draw for affluent travellers. The Hilton Leicester has faced criticism for its lack of diversity in staffing and guest clientele, which has affected its reputation. One of the major weaknesses of Hilton Leicester is its outdated facilities and infrastructure. Many guests have reported that the hotel's rooms, bathrooms, and other facilities are outdated and require modernization. This may discourage potential customers who expect more modern and luxurious amenities during their stay. The Hilton Hotel is found to have insufficient facilities offered to customers with disabilities which are considered to be a great barrier to its reach to a wider customer base. in social media, customers share their experiences after staying in a hotel and if a hotel lack facilities for disable people, it generates a negative review which is not good for the hotel’s sustainability in the long run. Some customers also shared that the hotel’s service is inconsistent as Covid-19 forced the organisation to downsize and the new recruits are not trained enough.  This may result in negative reviews and discourage potential customers from choosing Hilton Leicester over its competitors. The Hilton Leicester has an opportunity to attract new customers by catering to changing social trends, such as the trend towards authentic and unique travel experiences. The hotel could also explore partnerships with other luxury brands to expand its offerings. The hotel industry is highly competitive, and the Hilton Leicester faces competition from other luxury hotels in Leicester, such as The Savoy and The Dorchester. The COVID-19 pandemic has also had a significant impact on the hotel industry, and the Hilton Leicester has had to adapt to the changed business environment. The Hilton Leicester can diversify its revenue streams and target new customers. For example, the hotel might create business traveller or family packages. The hotel could work with local businesses and groups to offer exclusive experiences and packages. Events and conferences could potentially boost hotel revenue. The Hilton Leicester likewise faces risks to its operations and finances. The current economic climate and Brexit uncertainty may restrict overseas visits to the UK, affecting hotel occupancy and income. The luxury hotel business is competitive, and Airbnb may reduce demand for regular hotel stays. The SWOT analysis advises that Hilton Leicester must address its vulnerabilities and threats while maximizing its strengths and chances to compete in the premium hotel market. To increase client satisfaction and resolve negative criticism, the hotel could renovate its amenities, streamline operations, and train its employees. The hotel should also diversify its revenue streams, recruit new customers, and respond to market changes.


[bookmark: _Toc128171231]Solutions
Following the extensive analysis carried out implementing strategic analysis tools. i.e., PESTEL and SWOT, now it is time to devise solutions for Hilton Leicester’s identified issues. Following are the possible solutions for the hotel to maintain its profitable operation and thus attain sustainability in the competitive business environment.
[bookmark: _Toc128171232]The solution to the issue regarding workplace diversity: One of the most significant issues that have been identified is the lack of diversity in staffing and guest clientele after the hit absorbed by the hotel due to the Covid-19 pandemic and Brexit. Just like other businesses, the Hilton Leicester had to initiate narrowing of business operations during the Covid-19 period and the Brexit issue has certainly impacted the flow of international workforce for the organisation. The main reason for poor customer service in the hotel industry is employees’ lack of skills and motivation and most importantly their commitment to the job. The majority of the Hilton Leicester employees that were employed after the Covid-19 pandemic are temporary, with limited knowledge of the hotel industry and relevant skills. Besides many talented and skilled workforce left during the crisis period. The training program for the new employees is not found sufficient and the management is needed to extend the training period while deploying required talented employees into the training program.  The hotel’s employees are needed to take part in a diversity and inclusion training program to understand the concepts and their significance. The management is needed to focus on recruiting from different parts of the world to diversify the workforce which will in turn help the organisation to serve a customer base coming from different parts of the world (Lee, 2022).
[bookmark: _Toc128171233][bookmark: _Toc128171234]Solutions to the Environmental issues: Another issue that has been identified is the need for environmental improvements. The hotel could consider implementing more sustainable practices, such as reducing energy and water consumption and promoting recycling and waste reduction. Installing energy-efficient lighting and HVAC systems, utilizing eco-friendly cleaning products, and giving guests reusable water bottles to avoid plastic waste are examples that can be implemented the (Iselin, Sands and Mia, 2020). These adjustments save money and safeguard the environment. First, the Hilton Hotel must modernize its HVAC system to cut costs. because the U.S. Department of Energy says a well-designed and installed HVAC system can save 30% more energy than older systems used in conventional hotels. The corporation will save money by investing in a more energy-efficient system. The company can also install solar panels and hunt for alternative energy. The International Energy Agency states that 72% of new power capacity additions worldwide in 2019 were renewable.
Solutions to negative feedback review issues: The hotel can invest in a comprehensive guest feedback program to tackle the issue of negative feedback on social media and the internet. This would involve regularly collecting feedback from guests, analyzing the data to identify common issues, and developing strategies to address them. The hotel could also use the feedback to recognize and reward employees who receive positive feedback from guests which will in turn increase the talented employee’s motivation.
Guest Feedback Review Program:
· Collect feedback from guests through multiple channels, such as comment cards, online surveys, and social media platforms.
· Use a software system to consolidate all guest feedback in one place and categorize it based on areas of the hotel, such as rooms, dining, and amenities.
· Assign a dedicated staff member to regularly review and analyze the feedback, looking for common trends and issues.
· Develop action plans to address the most common issues, involving the relevant departments and employees.
· Monitor progress and evaluate the effectiveness of the action plans.


Incentive Program:
· Develop a system to recognize and reward employees who receive positive feedback from guests, such as through a monthly or quarterly incentive program.
· Use the guest feedback data to identify employees who consistently receive positive feedback and reward them accordingly.
· Offer incentives such as bonuses, gift cards, or additional time off.
· Communicate the program to all employees and make it clear that providing excellent customer service and receiving positive feedback from guests is highly valued and recognized by the hotel.
By implementing a comprehensive guest feedback review program and incentive program, the hotel can improve its overall guest satisfaction, address common issues, and motivate employees to provide excellent customer service.
[bookmark: _Toc128171235]The solution to obsolete design and sound pollution: There have been so many negative reviews on the internet regarding the outdated design and style of the hotel. In terms of room renovations, the hotel could consider a phased approach to refurbishing rooms, starting with the most outdated rooms and gradually working through the rest of the hotel. By maintaining shifts in reconstruction and renovation of the rooms, the management will be able to reduce the disruption to the guests and also will be able to maintain the revenue stream smoothly. The management is needed to focus on installing modern facilities i.e., voice-activated controls, and integrated entertainment systems. Additionally, as the hotel is situated beside a busy road, there have been some complaints about the sound problem. One solution to address the noise problem caused by the busy road next to the hotel is to invest in soundproofing measures (Dodds, 2022). The hotel management can consider installing soundproof windows or curtains in guest rooms facing the road to reduce the noise level inside the rooms. By installing soundproof measures, the management can also make the interior comfortable for the guests. The management should also invest in sound-absorbing material to make the lobby, restaurant, bar and other common areas peaceful and quiet. The management should also try to communicate with the local authorities to find a solution by discussing about keeping the road quiet and safe by restricting horns and overseeding.
[bookmark: _Toc128171236]Thesoluteon to issues regarding staff performance: Another solution to improve the hotel's operations would be to invest in staff training and development. The management needs to ensure that there is an opportunity for every employee from top to bottom for professional development. To ensure scope for career growth and professional development the management can arrange continuous training programs conducted by talented and experienced leaders from this sector. This will significantly improve the staff performance and thus the company will be able to solve the issues regarding staff performance. Regular training programs are one efficient way to improve the abilities and knowledge of employees. Topics like customer service, communication, leadership, and team building can be covered in these training sessions. Incentive packages, such as bonuses, commissions, and promotions, can also be provided by the hotel to encourage staff to work hard. Additionally, through employee recognition programs, management can recognize and honour exceptional performance. The hotel can promote excellence among its staff members and foster healthy competition by openly recognizing and rewarding top performers. In order to encourage work-life balance and boost job satisfaction, management may also think about providing flexible work schedules and benefits, such as the ability to work from home, healthcare coverage, and paid time off. The hotel can boost staff performance and ultimately enhance the overall guest experience by making positive workplace investments in employee development.
The solution to declining profit generation after Covid-19: To address the financial performance of Hilton Leicester, the hotel management could explore new revenue streams and focus on improving operational efficiency. The hotel's financial statements show that it experienced a decline in revenue generation during the year 2020 due to the COVID-19 pandemic. The organisation’s revenue generation decreased from 56.8 to 28.5 million during the financial year 2020 compared to the one in 2019 following the Covid-19 outbreak (Hilton, 2022). In this regard, the organisation is needed to increase its revenue streams by focusing on new sources of revenue. The Hilton Leicester can collaborate with local tourist attractions i.e., museums, and theatres by offering packages specially designed for the guests coming from there. Hosting events and conferences is another way for Hilton Leicester to generate revenue. The hotel is needed to market its strengths i.e. hosting high-profile events, conferences and banqueting facilities, to generate more customers. By actively marketing its offerings, the organisation can reach new customer bases around the world and thus will be able to generate new revenue streams. To develop new products or services to offer to guests, Hilton Leicester could focus on improving its sustainability efforts. As the hotel sustainability report depicts, the organisation has already made some progress in terms of reducing energy consumption, and using renewable sources of energy, the management is needed to focus on more cost-reducing approached to increase the bottom line. In addition to exploring new revenue streams, Hilton Leicester could also focus on improving operational efficiency to reduce costs. By streamlining processes and reducing waste, the hotel could increase its profitability. For example, the hotel could implement a waste management program to reduce food waste and improve energy efficiency by upgrading to more efficient lighting and HVAC systems. By exploring new revenue streams and improving operational efficiency, Hilton Leicester can address its financial performance and increase profitability. With the COVID-19 pandemic continuing to impact the hospitality industry, it is crucial for hotels to adapt and innovate to remain competitive (Aharon et al., 2021). This report recommends that Hilton Leicester explore opportunities to diversify revenue streams and attract new customer segments. The organisation can implement this recommendation by developing new products and services and offering them to new customer bases. The organisation can focus on developing a unique menu or service that will attract customers from different parts of the world. Consumers now prefer packages offered by different organisations. in this case, Hilton Leicester can design packages for families and business travellers that are unique by discussing with different local other organisations. 
Top of Form
In conclusion, there are several solutions that could be implemented to improve the operations of The Hilton Leicester. By addressing the issues identified through analysis and implementing these solutions, the hotel could enhance the guest experience, improve employee engagement and retention, protect the environment, and ultimately drive financial performance.


[bookmark: _Toc128171237]Findings and Result


	Issue
	Analysis
	Recommendation

	Lack of diversity in staffing and guest clientele
	The hotel has faced criticism for its lack of diversity in staffing and guest clientele.
	Implement diversity and inclusion training for staff and review hiring practices to ensure a diverse workforce. Create marketing campaigns to attract a diverse clientele.

	Outdated technology
	The hotel's technology is outdated, leading to inefficiencies and guest dissatisfaction.
	Invest in modern technology, such as mobile check-in and keyless room entry. 

	Environmental impact
	The hotel has a significant environmental impact due to energy consumption and waste production.
	Implement eco-friendly practices, such as energy-efficient lighting and waste reduction measures. Encourage guests to participate in eco-friendly initiatives.

	Staff training
	Some negative feedback from guests has been related to staff behavior and lack of training.
	Develop detailed staff training programs that focus on customer service, communication, and problem-solving. Regularly evaluate and update training programs to ensure they remain effective.

	Room refurbishment
	Some guests have reported outdated and worn rooms, leading to dissatisfaction.
	Refurbish rooms with modern amenities and a contemporary design. Consider offering different room styles to appeal to a wider range of guests.

	Covid-19 safety measures
	The hotel has implemented various Covid-19 safety measures, but there is room for improvement.
	Review and update Covid-19 safety protocols to meet current standards and regulations. Increase communication with guests about safety measures and ensure staff are trained to enforce them.



Overall, the analysis of the hotel's operations highlighted several areas in need of improvement. The recommendations are devised focusing on the comfortability of the customers while staying at the hotel. Staff training programs will be beneficial for the organization as they will ensure satisfactory service to the customers increasing reputation of the organization. The changes recommended will help the organization to remain competitive in the market by generating sufficient profit for the shareholders.
[bookmark: _Toc128171238]TOWS Strategies
SO - Leverage the hotel's strengths to capitalize on opportunities:
· Develop and promote sustainable practices and eco-friendly initiatives to appeal to growing demand
· Increase marketing efforts and partnerships with online booking platforms to expand reach and attract more customers
· Focus on niche travel experiences and packages to differentiate from competitors and attract new customers
· Further develop meeting and conference facilities to cater to growing demand
WO - Overcome weaknesses by taking advantage of opportunities:
· Invest in refurbishment and modernization of facilities to improve online ratings and appeal to sustainable tourism
· Develop and implement a comprehensive staff training and development program to improve customer service and staff retention
· Partner with local waste management companies and implement sustainable waste management practices
· Utilize the popularity of destination weddings and events to attract more customers and showcase the hotel's potential


ST - Use strengths to overcome threats:
· Utilize financial strength and profitability to invest in technology and adapt to changing consumer preferences
· Leverage established brand and reputation to differentiate from emerging competitors and maintain market share
· Develop and implement crisis management plans and protocols to mitigate the effects of natural disasters and environmental crises
· Maintain high quality customer service and amenities to counteract any negative impact of regulatory changes and compliance costs
WT - Minimize weaknesses and avoid threats:
· Develop and implement a comprehensive marketing strategy to counteract negative online ratings and reviews
· Monitor and adapt to economic and tourism fluctuations to minimize negative impact on revenue and profitability
· Implement a continuous improvement program to maintain competitiveness and adapt to changing consumer preferences
· Develop and implement a comprehensive risk management program to mitigate the effects of potential threats.


[bookmark: _Toc128171239]Action Plan
	Issue
	Solution
	Desired Outcome
	Time Scale
	Comp. Date
	Budget

	Lack of diversity in staffing and guest clientele
	Implement diversity and inclusion training for all employees, create targeted marketing campaigns to attract a more diverse guest base
	Increased diversity in staff and guest clientele
	6 months
	August 2023
	£10000

	Outdated decor and furnishings
	Refurbish guest rooms and public areas with modern decor and furnishings
	Enhanced guest experience 
	12 months
	Feb- 2024
	£20000

	Inadequate staff training program
	Develop and implement a comprehensive training program for all staff, including regular refresher courses
	Improved staff performance and guest satisfaction
	Ongoing
	N/A
	£20000 per year

	Poor environmental practices
	Introduce sustainable initiatives, such as reducing single-use plastics, using eco-friendly cleaning products, and promoting responsible tourism to guests
	Reduced environmental impact and improved reputation as a responsible hotel
	6 months
	August 2023
	£25,000

	Inefficient supply chain management
	Review and streamline supply chain processes, negotiate better deals with suppliers, and implement a digital inventory management system
	Improved efficiency, reduced costs, and increased profitability
	12 months
	Feb- 2024
	£50000

	Lack of technological advancements
	Invest in new technologies, such as mobile check-in, digital room keys, and in-room tablets
	Enhanced guest experience and improved operational efficiency
	18 months
	August 2024
	£10000





[bookmark: _Toc128171240]Recommendations
Based on the analysis and action plan, the following are the recommendations for the Hilton Leicester:
· Implement diversity and inclusion initiatives to increase the representation of minority groups in the workforce and among guests.
· Develop a comprehensive environmental sustainability plan that reduces the hotel's carbon footprint and promotes eco-friendly practices.
· Improve staff training and development programmes to enhance customer service and ensure staff members are equipped to handle a variety of situations.
· Enhance the hotel's online reputation management strategies by actively monitoring and responding to online reviews and feedback.
· Develop targeted marketing campaigns to attract diverse groups of guests, including those seeking wedding venues, conference facilities, and luxury accommodations.
· Explore opportunities to expand the hotel's offerings, such as developing partnerships with local attractions and businesses to offer package deals and create unique experiences for guests.
· Increase transparency and communication with stakeholders, including guests, staff, and shareholders, to build trust and create a positive reputation for the hotel.
· Regularly review and update the action plan to ensure progress is being made and adjustments can be made as needed.
[bookmark: _Toc128171241]

Conclusion
In conclusion, this consultancy report has thoroughly analysed the strengths and weaknesses of the hotel operation, identifying key issues that require attention to enhance overall performance and guest satisfaction. The report has tried to identify and analyse the importance of improving the staff training program of the hotel to increase the quality of service. The organisation is also required to design and develop effective marketing strategies to reach new customer bases to increase revenue. The management is needed to consider the action plan designed in this report giving it a top priority to attain suitability in this market by addressing all the internal and external environmental issues. To conclude, it can be said that this consultancy report has tried to present a clear and actionable roadmap for the Hilton Hotel to enhance its operational quality and thus also to provide a better experience for its guests. We would like to thank the management of the Hilton Hotel, Leicester for giving us the opportunity to undertake this work and hope that the recommendations provided will be useful in achieving desired outcomes. We remain committed to providing quality services and are available for any future consultancy needs. So, feel free to communicate with us if you need any further assistance. 
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