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[bookmark: _Toc120646448]Executive Summary
Hilton York London is one of the popular branches of the giant Hilton Hotel and Resort Group. It is located in the center of historic York, on Tower Street. Special locations can be visited by the customers in a lot easier way since the Hotel is surrounded by a large number of tourist attractions (Stephen et al., 2022). The hotel is well-liked by the customers and visitors through the overwhelming facilities and services. On the site TripAdvisor, it is rated 3.5 out of 5, and 7.7 out of 10 on Booking.com. The influence of Brexit and the hit of the COVID-19 pandemic also impacted the operations of Hilton York. But the organization swiftly turned around with positive measures and steps and made the customers satisfied (Hilton Website, 2021). 
Nassar Khalil Hotel Consultancy Services has been appointed for conducting the consultancy report by identifying the core issues the hotel is facing and their solutions. For the evaluation of the problems and making the solutions, the report has been comprised of several sections. The scope and analysis section demonstrated an elaborate description of the respective hotel. Location, amenities, room features and the measures of the COVID-19 pandemic have been described in this section in a proper manner The customers provide both positive and negative reviews on the official rating websites. These reviews helped the consultancy firm to find out the key issues and problems Hilton York London is facing right after the effect of COVID-19. For understanding the macroeconomic factors that are influencing the external environment of the hotel, a PESTLE analysis has been conducted (Monaco, 2021) in the respective section. Later on, a SWOT analysis has also been done in the stated section of the report. These two assessments will serve as the foundation for external and internal analysis, providing a comprehensive perspective of the general challenges and possibilities as well as a sense of future potential (George, 2021). The problems and issues noticed in the services are shown as follows:
· The rooms are very plain and undecorated
· The bathrooms are tiny in size 
· Air Conditions are not available in every room 
· Shortage of Check-in staff in the reception
· Noisy 
· Overpriced relative to amenities 
Each of the problems is stated in the report along with the measure that can be taken by different departments of the hospitality organization. STAR model of the organizational framework has been implemented on the problems and issues to form a holistic strategic implementation (Galbraith, 1982). Strategy, structure, processes, rewards and people are under consideration in this model with the application of Hilton York London’s problems. Despite having several issues with various departments, it has always received great feedback on staff behavior, breakfast quality, location benefits, and cleanliness. The hotel's management must identify the employee perspective in order to provide enough amenities. The room decorating and development department, architectural and development department, logistics department, human resource department, project management department, and finance department all play important roles in resolving all concerns. After analyzing all the issues and challenges, the priorities of taken steps by the respective departments are as follows:
	1. Immediate action for enhancing room amenities and decoration and solving the bathroom-related issues

	2. Employee engagement and development activities will be undertaken within the shortest possible time 

	3. Installation of Air Conditioner will be completed before the onset of summer

	4. Noise controller can wait a little more time, as it is expensive as well as highly technical in nature

	5. The pricing strategy of the room and other facilities will be reminded soon to the responsible department after solving the above-stated issues, as a number of customers still find Hilton Hotels appealing enough



The action plans for undertaking all of these measures have been demonstrated with time scale, completion time and budgetary figures:
	Problem
	Solution
	Desired Outcome
	Time Scale
	Planned Budget

	The inefficiency of employees in the reception section
	Increase employee engagement with training and development program and appoint more employees in that section to increase efficiency
	The delay in the check-in and reception service will turn out to be efficient
	1 month
	£ 15,000

	Lack of Room Decoration and amenities
	Identifying the rooms in which decorations and amenities are needed and providing new interior designing
	Make sure that customers are happy with services as well as with decorative gestures and ideas
	2 Months
	£ 25,000

	Size of the Bathrooms and their fittings
	Identifying and fixing all the broken fittings and fixtures along with enhancing architectural aspects.
	Ensuring customer convenience and positive review
	2 Months
	£ 20,000

	Unavailability of Air Conditions in the rooms
	Providing air conditioner in the rooms where it is absent and ensuring the technical soundness
	Negative reviews will be improved and customers’ expectations are met
	3 months
	£ 40,000

	Noisy environment
	Installing acoustic study as a sound masking equipment to make the indoor environment silent
	Provide the customers and guests with a calm and quiet environment to live in 
	5 months
	£ 45,000

	Overpriced room relative to amenities
	Reviewing the prices at intervals and providing customers discount offers on different occasions. 
	Make sure the customers are happy with room prices in accordance with other hotels in London
	6 months 
	£ 10,000




So, if the strategy is followed correctly while guaranteeing staff involvement and motivation, it will be simpler to fulfill the organizational goals of attracting and retaining visitors and converting them into loyal customers at the Hilton York London.

[bookmark: _Toc120646449]Introduction
Hilton is one of the world's largest hospitality organizations, with over 4,000 hotels in 91 countries (Dinamantis, 2021). Hilton's fundamental business is to deliver exceptional customer service to their customers and to ensure their unique experience while staying at the hotel. Among them, Hilton York London is one of the hotels in the United Kingdom which is very much popular. It is located at Tower Street, York, England (Jacqueline, 2022). Despite many excellent qualities, the hotel continues to disappoint certain guests due to check-in service, room pricing, and room decoration among other things. Many of the customers have said that the bathrooms are attached to their rooms are so tiny and the decorative means inside the room are so mundane. The hotel has recovered successfully from the effects of Covid-19, but there are still concerns with staffing and customer service (Jain, 2020). This research focuses on the issues that are creating customer discomfort in the hotel, identifies the sources of the issues, describes the various factors that are causing them, and analyzes potential solutions. Nassar Khalil Hotel Consultancy Services will conduct the consultancy study with a fair view of attention to the issues faced by the hotel. The goal of the study is to identify the problems they are encountering in comparison to other rivals in the sector and how to tackle those problems in various effective ways.
On the official website of Hilton York London, cleanliness and staff services are rated highly, nearly 9 out of 10. But the amenities and eco-friendliness are not up-to-the-mark according to the hotel’s official rating websites. On the site TripAdvisor, it is rated 3.5 out of 5 and on booking.com it has been scored 7.7 out of 10. To understand the problem of the hotel operation, external environment analysis should be conducted in a precise form through PESTEL analysis. Moreover, the hotel's strengths, weaknesses, threats and opportunities will be further analyzed through SWOT analysis. Along with doing these analyses, management must create a number of programs to ensure employee satisfaction, boosting the organization's performance and effectiveness ( Sönmez, S., Hsieh, Y. C., and Apostolopoulos, 2022). Customer service will be strengthened as efficiency and performance improvements. To be associated with the firm, management must recognize that employees must better comprehend Hilton York's mission. The research aimed to identify the challenges that the hotel is facing, its extent and assessment, the internal and external environment evaluation, realistic management measures, action plans, budget, and wise recommendations among several possibilities. 
All of the macro-environmental elements that have influenced the respective hotel can be determined using PESTLE analysis. SWOT Analysis is a tried-and-true management approach that will enable Hilton York to compare its operations and performance against that of its competitors (Skool, 2020). The positive features will be addressed by recognizing the competitors' strengths and prospects (Spanaki, M. Z., Papatheodorou, A., and Pappas, N., 2021). Negative concerns about threats and weaknesses, on the other hand, will be found in comparison to peer companies in the industry. These approaches will help evaluate the challenges and problems they are facing right now, so that the hotel may sustain their customers with positive reviews and feedback. 





















	
[bookmark: _Toc120646450]Scope and Analysis:
[bookmark: _Toc120646451]Location and Background of the Hotel: 
Hilton York London has been so popular in the United Kingdom for its attractive location. It is located at City Centre, 1 Tower Street, York, YO1 9WD in the United Kingdom (Hilton York London Website, 2022). It is situated right near the opposite of ancient Clifford’s Tower (Booking.com, 2022).  York Rail Station, National Railway Museum and York Minister are very close to the hotel and a large number of restaurants, bars and shops surround Hilton York London (Robinson, 2021). 
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Figure 1: Hilton York London and Its Location on Google Maps
[bookmark: _Toc120646452]Amenities:
As a 4-star hotel, Hilton York London includes all sorts of amenities for serving the guests and the customers. The hotel has 8 meeting rooms, 3 bars and 3 delicately furnished restaurants. The tea and coffee bar with a magnificent view of the city is well-equipped with modern decorations. Besides, gym facilities are open for 24 hours which also include cardio equipment, weights and stretching areas. York Hilton includes a multilingual concierge team, a business center, and paid on-site parking. This hotel is especially well-liked by the couples who have provided their positive reviews on the websites (Shapoval,, 2021). 
[bookmark: _Toc120646453]Room Features:
The room features include simple blackout curtains, a desk, a bed as per requirement and a flat-screen TV. Most of the customers are quite happy with the room-service facilities by the employees. Besides, every room has housekeeping service, free Wi-Fi. a free coffee/tea maker, and a safety locker box. Smoking is strictly prohibited in room suits. The hotel has exceptionally positive customer reviews on cleanliness. The employees are well-trained in maintaining a cleaning course of action. 
[bookmark: _Toc120646454]Measure for COVID-19:
Guests are given hand sanitizer; cashless payment methods are accessible for all purchases; contactless room service is available, and some onsite facilities require reservations. Food service safety standards have been strengthened. This property certifies that it adheres to Clean Stay criteria for cleaning and disinfection (Hilton Website, 2022). They use the following measures to improve cleanliness: 
· A disinfectant is used to clean the property.
· Cleaning and disinfection of high-touch surfaces
· Sheets and towels are cleaned at 60°C or higher temperatures.
[bookmark: _Toc120646455]Customer Reviews on the Rating Websites:
The majority of guests are pleased with the services offered by the relevant hospitality company. A great number of guests and tourists praise the hotel's position, which allows them to conveniently access retail malls, entertainment venues, and appealing attractions (Unnureva, 2022). The most positive customer reviews on the Hilton York services are:
· Cleanliness of the hotel is satisfactory
· Employees and staff are very well-behaving
· Good breakfast menu 
· Good location and room view
· Nice room-service facilities
· Warm facilities for disabled guests
· Ideal buffet meals 
Among all the good reviews, a number of negative reviews have been gathered on the official rating websites. The problems and issues noticed in the services are shown as follows:
· The rooms are very plain and undecorated
· The bathrooms are tiny in size 
· Air Conditions are not available in every room 
· Shortage of Check-in staff in the reception
· Noisy 
· Overpriced relative to amenities 
[bookmark: _Toc120646456]PESTLE Analysis:
As the pandemic of COVID-19 and Brexit have a higher influence on the whole world (Barry, 2020), analysis of the environment will give a better understanding of the cause and effect of the problem Hilton York is facing right now. Hilton York London’s external environmental factors are demonstrated below:
	External Factors

	Political Factors
	· Trade regulations among the countries due to Brexit
· Risk of military invasion
· Conflict with China and other countries
· Taxation Policies
· Resource allocation by the UK Government

	Economic Factors
	· Growing inflation rate (Davis, 2019)
· Downward consumer spending due to the effect of the COVID-19 pandemic (Fitzpatrick. A., 2022)
· Increasing living cost
· Decreased saving rate
· Skill level of the employees
· Infrastructural quality of the lodging industry 

	Social Factors
	· Skill level of the workers
· Cultural diversity
· Workforce training and development (Lewin, 2021)
· Education level

	Technological Factors
	· Increased technological diffusion
· Growing investment in IT related R&D sector (Skool Team, 2021)
· Use of Employee Resource Management Software

	Environmental Factors
	· Law regulating environmental pollution
· Attitude toward making the sustainable environment 
· Waste management and recycle
· Air and water pollution regulation

	Legal Factors
	· Employment laws and act regulation 
· Consumer protection
· Trade regulations
· Health and safety issues of the employees and customers (Okoli, P., 2022.)


Political: Political unrest highly affects the external environment of a hospitality organization. The UK Government is supportive of the lodging and tourism industry with an optimum taxation policy (Skool Team, 2021). However, the international conflict between different nations arises bigger issues in the operations. 
Economic: According to Trading Economics, currently the United Kingdom is experiencing a 9.4% growth in the inflation rate (Trading Economics, 2022). The COVID-19 pandemic highly affected the spending pattern, saving capacity, and unemployment rate. 
Social: Due to a large break created by the pandemic, the skills of human resources have not been nurtured to a great extent (Bentyn, 2019). Acting and serving the customers by maintaining cultural diversity strategies have become a new challenge in the operation of Hilton York.
Technological: The management of tourism organizations is highly moved by technological diffusion. The use of IT in the management of employees in providing services to the customers, maintaining communication among the teams, promotional activities and everything is largely dependent. 
Legal: Law revolving around the protection of intellectual property, patents and copyrights are very congenial in the legal environment of the UK (O’Connor. S., 2022). Brexit and conflicting relations between the countries have made the hotel see difficulties. 
Environmental: Waste management and recycling with a view to making a sustainable hospitality organization has been under the agenda of Hilton’s Sustainable Business project. The employees’ health and safety issues are largely regulated in all Hilton hotels worldwide including Hilton York. 
[bookmark: _Toc120646457]SWOT Analysis:
This study assists in determining an organization's external and internal strengths and weaknesses (Madsen and Stenheim, 2022). The following analysis can identify Hilton York London’s internal shortcomings and strengths, as well as external opportunities and threats:

	Strengths:
· Effective customer retention schemes
· Attractive Location
· Large scope of business
· Ensuring COVID-19 safety measures
· Praiseworthy breakfast
· Admirable staff behavior
· Cleanliness
	Opportunities:
· Focus on R&D division
· Promotion of sustainability 
· Adaptation to the changing taste of the customers (Gabriel, 2016)
· Inviting people for different recreational purposes 

	Weaknesses:
· Slower reception service
· Noisy environment
· Lack of flexibility 
· Lack of Eco-friendliness
	Threats:
· Increasing number of competitors
· Decreasing customers due to the influence of pandemic
· Growing unemployment rate for large cutoffs in the lockdown (Dudovskiy, 2016)
· Shortage of human resource skill


Strengths: Hilton York is located at the center of the city which provides them with a large scope of business. No customers have any complaints about the safety issues for COVID-19 and cleanliness activities. With admirable trust behavior, the customers very contend with their services. 
Weakness: As the hotel’s situated in lots of attractive destinations, apparently the inside environment gets noisy sometimes. As the hotel is operating worldwide, there is some lack of flexibility in the operation (Atmaca Çetin et al., 2019). Many of the customers have delayed service experiences from the reception employees. 
Opportunities: Hilton York focuses more on the research and development division. They have continuous efforts on making a green environment through sustainable practices. As the customers’ tastes and patterns are changing continually, the hotel is trying hard to attract them with more recreational activities. 
Threats: In the large field of rivals in the tourism industry, it is really hard for the hotel to operate after the hit of the pandemic and the scarcity of human resources. Due to the pandemic, customers lose their higher spending patterns, so it has been a big threat to all hospitality organizations. 











[bookmark: _Toc120646458]Main Body
[bookmark: _Toc120646459]Problem Analysis and Required Measures:
Though Hilton York has an appreciable number of positive reviews, they have also received a number of negative assessments from guests and visitors. The management of this hospitality organization is in desperate need of change and refurbishment (Tan, Y., and Despotis, D., 2021). If the management lacked a defined plan, the company might encounter significant difficulties. The external and internal environmental factors are adding fuel to the customer-reviewed problems are shown below:
1. Inefficiency of employees in the reception section: 
· Many of the customers are quite dissatisfied with the slow service in the reception section. The check-in staffs remain so busy due to the heavy workload. 
· Making the customers wait for a longer time in the checking spot is not appreciable work. To fasten the reception and check-in and out services, involved of fewer employees has been noticed.
· The employees also provide delayed services to customers who want to go out and return the keys. 
· Required Measures:
These activities should be under the supervision of human resource authorities so that these sorts of delays do not take place. Shortage of staff was one of the reasons for which the services are not rendered properly. If the right number of people is appointed in the right position, the efficiency of the work can be achieved (Adler, H. and Lazarus, B.I., 1992). Besides, the appointment of new employees with proper training and development will also enhance the behavioral skill of the employees (Croft & Sorenson, 1974). That in turn, will reduce any possibility of unexpected or negative behavior by the employees. 
2. Lack of Room Decoration and amenities: A large number of guests are not quite impressed by the interior design of the rooms in Hilton York. 
· According to their view, the decorations and designs are quite plain and banal. With basic sort of design and architecture, they are charging high for the rooms which are not appropriate according to their views. 
· Generally, Hilton hotels are quite popular for their interior design and decorations. But the Hilton York lacks this reputation to a great extent due to their simple decoration and amenities. 
· The rooms are decorated with the respective number of beds, a cupboard and a sofa. The flatscreen TV is placed in a place that made the decoration a little offbeat. The angles of the furniture placement should be rearranged to make more space. The use of space-saving multi-purpose furniture can afford the room more elegance. 
· The remote was not found in the hotel rooms of Hilton York several times, which is a big disappointment to the customers (Michael, 2022)
· The size of windows in the rooms is called so tiny according to the guests. The mesmerizing views cannot be seen enough through the windows. 
· The lighting decorations and the brightness are quite low in the rooms. The dark theme lighting gesture might not be so much liked by the customers. 
· Water bottles are not available in each and every room which has been quite an inconvenient matter of fact to the customers. 
· [bookmark: _Hlk120541573]Required Measures:
All these issues revolved around the rooms that have been established in Hilton Hotel. A large number of steps have to be taken by the general design team to solve all of these issues, and many of the customers are quite dissatisfied with that. Refreshing or enhancing the decoration measures is not necessarily expensive all the time (Ashley, 2021). The customers opined that sunlight cannot be enjoyed to the full extent due to the small size of windows inside the room. Sometimes, angles of natural sunlight can enhance the space with positive energies (Feng, 2019). 
3. Size of the Bathrooms and their fittings: A majority portion of the customers who had staying experience in Hilton York complained about the bathrooms. 
· The tiny space of the bathrooms that are attached to the rooms is suffocating to the customers
· Sinks and other fittings of the hotel are not up-to-the-standard. The shower, sink, basins, taps, floor drains and soap holders are required to be repaired as per the complaints raised by the customers and guests.  
· Warm water takes a lot of time to come out from the taps and the water does not drain down as quickly as it should. Some guests went for a shower and the water warmed up after 6 minutes resulting in a terrible waste of time for inefficiency (Isabella, 2022).
· Some of the customers faced problems with plug locks too; in some cases, sink plugs were absent in the bathrooms. 
· Required Measures:
Problems arising from the usage of bathrooms are quite disturbing to people. As a large percentage of the customers have complained about the amenities and space of the bathrooms, immediate actions have to be taken by the respective logistics department. If the architecture of the bathrooms can be extended from the room area, then the bathrooms can be more spacious (Đurić, 2019). As some of the bathrooms of Hilton York London have cracked fixtures regarding taps, showers, floor drains, basins etc. these are needed to be fixed within time.
4. Unavailability of Air Conditions in the rooms: In many rooms of Hilton York London, an air conditioner was physically present, which tend to create a nig disappointment to the customers. 
· Some customers were very much disturbed by the unavailability of AC inside the room and recommended others not to visit Hilton York during a heatwave.
· Some air conditioner was not working during the hotel stay. So, the internal environment of the hotel sometimes gets suffocating and warm. 
· [bookmark: _Hlk120566945]Required Measures: 
It is a very unusual thing that, Hilton York is missing out on their air conditioners in several rooms. In winter, it is manageable to stay without an air conditioner, in summer it is really hard to stay without that. When the complaint was found in TripAdvisor reviews, the general manager tries to manage the thing by providing fans to the non-Ac holding rooms. But this measure will not make some customers happy. The finance manager will allocate capital budgeting for purchasing new AC where that is missed. In line with that, the developer and design department will manage the setting of the Air Conditioners. 
5. Noisy and Overpriced: As the location of Hilton is at the center of the city and in a number of tourist attractions, the chaotic sound sometimes gets inside the hotel rooms. This somehow damages the peacefulness of a room environment. Due to the lack of room service amenities, many of the customers voiced their rage against the pricing of the hotel rooms with this extent of amenities. Measures for these considerations are to be taken immediately by the hotel managers. 

· Required Measures: 
In luxurious hotels like Hilton, noise control is a big priority as a part of sustaining customer loyalty. As the location of the hotel is at the center of the city, it is highly prone to chaos and cacophony. The acoustic study is a great way to avoid noise around the hotel and in silent zones (Delhom, 2022). The project manager of the hotel will play a significant role in implanting the hotel’s sound-proof acoustic system. This is seemingly expensive for the hotel, but the optimized amount of equipment might ensure the installation of these systems. 
[bookmark: _Toc120646460]List of problems and measures according to their importance:
	[bookmark: _Hlk120637385]The urgency of the Measures

	Immediate action for enhancing room amenities and decoration and solving the bathroom-related issues

	Employee engagement and development activities will be undertaken within the shortest possible time 

	Installation of Air Conditioner will be completed before the onset of summer

	Noise controller can wait a little more time, as it is expensive as well as highly technical in nature

	The pricing strategy of the room and other facilities will be reminded soon to the responsible department after solving the above-stated issues, as a number of customers still find Hilton Hotels appealing enough



[bookmark: _Toc120646461]Strategies to be formulated:
The strategies that are to be undertaken by the management of Hilton York London, can be portrayed under a structured framework. Implementing the Star Model into the company strategy provides several advantages since it involves consideration of how one aspect impacts the others. Through the application ‘Star Model’, design policies should be apportioned under five categories in order to make good decisions ((Sridharan et al., 2022). 


1st Phase- Strategy:
The objective of Hilton Hotel is to get rid of all the negative and unusual things to avoid. These strategies will provide the managers of Hilton York to get the direction to the solution. The inefficiency of employees can be improved by appointing more employees and providing them with training and development programs. Later on, the room decorations, amenities upgradation, fixing bathroom size and fitting are to be changed and enhanced as per the goal. Managing noise with a sound masking controller and providing every room with air conditioners are the goal of the development and design department. 
2nd Phase- Structure:
To solve the problems faced by Hilton York, the strategies formulated should be performed under different respective departments. The structural logistics will tend to make solutions to the issues. The reception section’s staff should be recruited and trained by the Human resource department. The design and development department of the hotel will look after the room decoration and bathroom-related issues. Arranging air conditioners in all rooms are too structured under the logistics department and noise control management will be undertaken by the project managers. The price of the presumed overpriced rooms by customers is to be reviewed by the finance department of Hilton York. 
[image: ]
Figure 1: Star Model on Hilton York London
Source: Guerrier, 2008


3rd Phase- Processes and Lateral Links: 
Each of the problems stated above will pass through some defined processes. Strategies and structures stated in the above-stated section will follow a vertical approach. In this approach, budgeting and planning should be the first place for the flow of information for each department. The projected financial planning, objectives and solution will be described along with the time scale (Galbraith, 1982).

4th Stage- Rewards and its system:
The Star Model can prioritize an alignment of employees and goals of Hilton York departments to work. Planning and development programs to enhance employee skills and efficiency will in turn increase engagement and productivity. The rewards of the departments will include bonuses, monetary incentives, or promotions (Worsfold, 1999).
5th Stage- Human Resource Management
The role of the human resource management department is vital in performing tasks of own and interrelated with other departments. The policies undertaken by the respective department will make sure the allocation of resources in fulfilling the tasks. Skill, mindsets and knowledge of the issue clearly can fasten the implementation of the tasks accordingly. 
If the solution to the problems is undertaken by following this structured framework, Hilton York London might find better ways to enhance its reputation. 
[bookmark: _Toc120646462]Findings and Results:
[bookmark: _Hlk120637792]As stated in the scope and main body sections of the study, Hilton York London features a number of excellent qualities that have earned it a position in the thoughts of consumers. Despite having several issues with various departments, it has always received great feedback on staff behavior, breakfast quality, location benefits, and cleanliness. The hotel's management must identify the employee perspective in order to provide enough amenities. The sections that follow will summarize the important findings and outcomes by area:
	Findings on the Measures Taken by Human Resource Department

	· Requires three additional employees in the reception area
· Arranging training and development programs on workload efficiency
· Engaging the employees in performing their tasks
· Practicing efficient service-providing abilities
· Emotional intelligence management
· Establishing retention plans
· Monetary incentive planning 


The delays in the reception areas occurred due to the lack of efficiency in the employees (Vaitiekunaite, A., 2022). Additional two reception tables have to be set up with the appointment of three new employees. As this section of the hotel, management needs a lot of patience in different issues, training the employees on how to manage emotional intelligence should be seriously taken into consideration (Trice, A., 1984). If employees are engaged, they will inevitably provide superior service to clients, ensuring brand loyalty.

	Findings on the Measures Taken by Room Design and Development Department

	· Plain and simple decoration of the rooms will be enhanced by modern décor items and rearrangement of the furniture and equipment
· Light settings and their brightness should be adjusted in a way that ensures the comfort of the guests and visitors
· The placement of Flatscreen TV should be set in a proper place and the remote should be kept in a particular corner
· Use of space-saving multi-purpose furniture
· View from the windows should be widened up with development measures


Decors and good architecture of rooms give the comfort of staying by the customers. As there are a number of negative reviews on room decorations and amenities, the placement and maintenance of each and every means should be properly adjusted. The windows will get refurbishment at a specific time one by one. 


	 Findings on the Measures Taken by the Logistics and Architectural Development Department

	· Fittings and fixtures have to be checked if they were working. If not replacement of those kinds of stuff has to be taken place with an immediate course of action (Lee et al., 2020)
· Room air adjustment fans should be installed in the bathrooms to let the suffocating air out
·  Making sure that the geyser for hot water is working swiftly
·  Sinks and drains should be kept clean and not be clogged up 


Bathrooms may be made larger if the architecture of the bathrooms can be extended from the room space. Furthermore, because some of the Hilton York London bathrooms have cracked fittings like as taps, showers, floor drains, basins, and so on, these must be repaired as soon as possible.

	Findings on the Measures Taken by Capital Budgeting Department

	· Checking and identifying the rooms where the Air conditioner is not installed
· Making sure that air conditions have been installed and worked before the heatwave of the summer season
· Temperature should be adjusted according to the requirement of the environment
· Increasing the number of the workforce for technical support


Where necessary, the finance manager will use capital budgeting to purchase new air conditioning. In accordance with this, the developer and design department will oversee the installation of the Air Conditioners. The objective of these measures is to make customers comfortable. The technical support for implanting AC should be arranged accordingly (Burnard, P., 1989).  
	Findings on the Measures Taken by Project Management Department

	· Installation of Acoustic Study for sound masking (Hawley, 1956)
· Adding technical support to the workforce to avoid any difficulties
· Restaurants, bar, meeting and conference rooms are the main focus of this equipment installation
· Adapting flooring solution for absorbing sound pollution


An acoustic study is an excellent approach to reducing noise in the hotel and in quiet zones. The hotel's project manager will play an important role in the installation of the hotel's sound-proof acoustic system. This appears to be costly for the hotel, but the optimal quantity of equipment may ensure that these systems are installed.
	Findings on the Measures Taken by Finance Department

	· Understanding the pricing strategies by comparing them with the competitors in the industry
· Reviewing the price of the services according to the spending behavior of the customers
· Providing discount offers on different occasions


Customers believe that the accommodations are pricey in relation to their size. Prices at the Hilton York London may vary depending on your travel dates, hotel restrictions, and other variables (Booking.com, 2022). In that instance, the finance department can look into the pricing methods of a competitor. Though Hilton has a reputation for charging more for its services, the pricing will be revised if consumers are dissatisfied with the amenities and services. Offering discounts on various occasions to entice clients might be an effective approach to keep customers who find the hotel room cost to be prohibitively costly (Lashley, 2000).
[bookmark: _Toc120646463]Action Plans 
The action plan for all of the steps by Hilton York London with the budgetary figures, time scale and completion date are stated as follows. Budget will make the consultancy plan clear (Avi, 2021). 
	[bookmark: _Hlk120637521]No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	The inefficiency of employees in the reception section
	Increase employee engagement with training and development program and appoint more employees in that section to increase efficiency
	The delay in the check-in and reception service will turn out to be efficient
	1 month
	30/12/2022
	£ 15,000

	2
	Lack of Room Decoration and amenities
	Identifying the rooms in which decorations and amenities are needed and providing new interior designing
	Make sure that customers are happy with services as well as with decorative gestures and ideas
	Two Months
	30/01/2023
	£ 25,000

	3
	Size of the Bathrooms and their fittings
	Identifying and fixing all the broken fittings and fixtures along with enhancing architectural aspects.
	Ensuring customer convenience and positive review
	Two Months
	30/01/2023
	£ 20,000

	4
	Unavailability of Air Conditions in the rooms
	Providing air conditioner in the rooms where it is absent and ensuring the technical soundness
	Negative reviews will be improved and customers’ expectations are met
	3 months
	28/02/2023
	£ 40,000

	5
	Noisy environment
	Installing acoustic study as a sound masking equipment to make the indoor environment silent
	Provide the customers and guests with a calm and quiet environment to live in 
	5 months
	30/05/2023
	£ 45,000

	6
	Overpriced room relative to amenities
	Reviewing the prices at intervals and providing customers discount offers on different occasions. 
	Make sure the customers are happy with room prices in accordance with other hotels in London
	6 months 
	30/06/2023
	£ 10,000



*The figures have been hypothetically estimated
Table: Actions for the problem faced by Hilton York London
Source: Author Generated
[bookmark: _Toc120646464]Recommendation:
Despite their best efforts to give the greatest services to its consumers, almost every hospitality firm receives identical complaints regarding their services (Arab news, 2015). In such cases, the firm must address all obstacles and concerns carefully and intelligently in order to maintain its brand image.  Several concerns and their remedies were discovered as a result of the previous investigation. However, not all of the challenges are equally important. As a result, it is critical to prioritize each work and rate them in order of significance (Duric and Potonik, 2021). The following are the tasks that the hotel must perform in order to gain consumer loyalty by resolving their concerns: 
· Bathroom-related issues are to be solved first as most of the visitors and guests are quite dissatisfied with that. The financial projection for fixing the bathroom stuff is affordable enough to manage by the company. 
· The second priority increasing the number of reception staff and giving them proper training. Since the impression of the reception area is very important to the customers.
· The room decoration and amenities enhancement will take place after the employee engagement program. Interior designing is a bit expensive but it is manageable by this hospitality giant. 
· Further attention will be provided to the installation of an Air Conditioner where it is absent. The competence of the project manager is important here, in finding the convenient source of Air condition purchase and its supply 
· After resolving the previous difficulties, the price strategy of the room and other amenities will be addressed to the responsible department, since a number of customers still find Hilton Hotels tempting enough.
· Installing Acoustic Study for masking sound inside the hotel is a bit expensive. If it ensures the betterment of the guests and visitors, the investment can be undertaken. 


















[bookmark: _Toc120646465]Conclusion:
The consultancy report has been prepared with a view to understanding the issues Hilton York London is facing recently. Hilton Hotels and Resorts are always reputed all around the world even after the hit of the pandemic. The effect of COVID-19 has been swiftly managed by the hotel’s efficient management. The cleanliness project of Hilton York is largely admirable by customers across the nation. The location advantage made the hotel appealing to the customers but also made the inside environment noisy. All of the issues stated above are very much important for implementation as a number of occasions are ahead of the present day. Additionally, staff engagement and development activities will assist the firm in combating the unfavorable evaluations that have accumulated on various official websites. The budget for each department's action plan has been set in a minimalistic manner so that they may afford the amount for all types of development.
In order to solve all the issues, the room decoration and development department, architecture and development department, logistics department, human resource department, project management department, and finance department have bigger roles. The refurbishment and service development plan has been added in this report's recommendation section to assist management in determining which work to complete first based on priority. Furniture and fixtures should be repaired first since they may be done earlier and will create a favorable impression on the guests' minds. Sustaining customers with the best service possible is the main objective of the organization. To that purpose, the company must pay particular attention to all of the above-mentioned strategies and initiatives. Human resource managers play an important role in providing the greatest employee engagement and development programs to staff and workers.
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