

[bookmark: LEVEL_6_ASSESSMENT_SPECIFICATION]
                       Organisational Consultancy of Hilton Hotels


Student Name  :Adrian Mihail Pop
Student ID : 2025566
Module code : BMIH6005
Lecturer : Julia Ault
[image: Our fantastic historic entrance! | Hilton hotel london, London hotels, London  venues]
[image: Hilton Hotel - Travel Web]


Executive Summary
This consultancy report emphasises the issues and loopholes that have been identified in the business practices of Hilton Hotels. The report has elucidated multiple issues that are currently hampering the business outcomes of Hilton Hotels in one way or the other.  One of the fundamental problems was the association of the brand name with alleged activities like sex trafficking. The brand has not only faced legal consequences due to such problems but has to also deal with negative publicity. Secondly, the incident fire outbreak demonstrates the lack of safety measures and proper risk management planning on the hotel premises. Third the name of the company also got entangled with breaching problems, where two separate cases of credit card breaches were not handled by the company with utmost professionalism. As a consequence, the brand had to potentially deal with another round of negative brand profiling, legal complications and financial damages. The fourth issue is related to the organisational culture as some of the employees are not happy with some systems of Hilton. From collected employee reviews, it was analysed that work-life balance and sufficient payment were not there in the corporate life of Hilton. This could expose the company to an HRM crisis in a competitive labour market like the UK. Lastly, the customers are dissatisfied with the quality of customer service which can put the hotel in a position of competitive disadvantage.
The Hilton Hotel follows a streamlined strategy to achieve business growth and development. Even though the organisation works with multiple franchises, the main revenue source is the Hilton Hotel group. One of the main operational strategies of Hilton is to focus on customer loyalty. Despite the implementation of multiple loyalty programmes, the customer satisfaction level of the hotels has been very low with a rating of 2.2. From the brand profile, it can be seen that the customer loyalty rate is only 16% which is not an exceptional value given the focus and effort spent on the aspect. In addition to these, the divisional organisational structure helps the organisation to take decisions based on geographical locations. Hilton Hotels also awards the employees through employment value proposition which provides the employees with travel discounts. The company is also known for investing in training and development programs despite getting backlash from employees for non-transparent management practices. The organisation also faced a lawsuit which resulted in a fine of £525,000. Further, it was seen that the customers turned their back towards the organisation after they decided to give loyalty points instead of complimentary breakfast.
After analysis, it has been found that the employees of Hilton have not been able to perform at their highest level as a consequence of events. First, it was seen that the employees were disengaged from the work environment due to bad management practices. Therefore, this can be aligned with the reason for the inefficient results of the training and employee development programmes. Further, the customers of the organisation have sown discontent for various reasons. One was the bad quality of the customer service and the other was the change in the loyalty system.  Moreover, the brand image of Hilton Hotels has been associated with multiple negative scenarios. 
To deal with the malpractices in future, Hilton Hotel needs to enhance the relationship between law enforcement bodies and organisations to add extra security measures within the hotel premises. Additionally, such things can also be prohibited within the organisation by focusing on simple internal procedures and providing high-quality training to the employees to use technology for detecting such issues. Instances of privacy breaches can be stopped by hiring more technologically skilled staff. Apart from these, the Hilton hotels also need to significantly invest in premium cyber security insurance packages which can safeguard the interest of the guests in such incidents. Hilton hotels can also install fire alarms with integrated technology which can detect the source and cause of the fire at an early stage.  Lastly, it is important that the employees of the organisations are in stable mental health. This the organisation can improve by adding more flexibility in the schedules of the employees. For instance, breaks and flexible shifts can be provided to the employees so that they do not get exhausted.
It can be concluded that Hilton has been facing multiple challenges both from the internal and external environment. For the external environment, the economy and social factors have added challenges associated with operational and HRM issues. Further, the brand image has been hampered by the alleged instances in recent years. Further, the organisation has found it hard to retain and train employees due to bad management practices. The customers are also not very satisfied with the services. Hence, Hilton Hotels needs to adhere to the recommendations made and implement the changes to improve its business scenario. 
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Change management is described as the procedure that deals with the usage of strategies tools and resources that in turn, helps an individual to prepare properly for a transitional period within the company (Cameron and Green, 2019). Management consultants, on the other hand, help companies in solving issues, creating value, maximising growth, and improving the overall business performance. They use their respective business skills in delivering objective expertise and actions and thus helping organisations in developing specialist skills. The concerned consultancy company will deliver a detailed overview of the ideas and advice on the business skills that can be further implemented to address the drawbacks of the Hilton Hotel & Resorts. Further, the consultancy report will deliver a detailed understanding of the problems or issues within the selected organisation. On the other hand, Kotler’s change management model will outline the required changes within the business operations. Further, both external and internal factors affecting the business operations of Hilton Hotel & Resorts will be evaluated based on PESTEL and SWOT analysis. Lastly, TOWS will be implemented to mitigate the threats by taking advantage of the opportunities, removing weaknesses, and exploiting the strengths.
Hilton Hotel was established in 1925 by Conrad Hilton and is headquartered in the United Kingdom (Hilton, 2023). Hilton Hotel & Resorts has faced several issues within its business operations over the past few years. As obtained from the reports of 2017, the brand faced serious issues regarding credit card data breaches (BBC, 2017). In this scenario, the reputed hotel industry within the country had to pay a sum of 700,000 dollars after being accused of mishandling two separate credit card details. On the other hand, as obtained from the reports of 2021, the hotel encountered an outbreak of massive fire where they evacuated near about 20 guests from the fifth floor of the building (BBC, 2021). All these contributed negatively to the overall brand image of the organisation. 
[bookmark: _Toc136354427][bookmark: _Toc136334788][bookmark: _Toc136344952]Scope & Analysis 
Hilton Hotels are considered one of the world’s largest and fastest-growing hospitality industries. It is expanded to 122 countries all over the globe (Hilton 2023). Moreover, the company has to manage 19 brands with a total of 7215 properties worldwide. Conrad Hiltons established the organisation in 1925 with the aim of creating the best hotel in Texas (Hilton, 2023). The commitment of the founder towards leadership and innovation has made the hotel one of the respected brands all over the globe. The vision of the organisation is to give people the best hospitality experience with exceptional services. The Hilton hotel has a brand awareness of 90% with 42% brand popularity (Statista, 2023). The Hilton hotels on a global scale have 1.12 million rooms on their properties (Statista, 2023). The hotel is located in the UK, in 52 different cities starting from Aberdeen to Wokingham (refer to Appendix 1). 
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Figure 1: Total number of Hilton Worldwide Holdings hotel rooms
 (Source: Statista, 2023)
As per the reports of Hodal (2019), a major issue of the hotel has been connected with immoral and illegal activities like sex trafficking. Hilton along with other big names have been accused of such activities in its hotel rooms. As a result of this accusation, the hotel groups also have to face legal action.  Further, it can be stated that such unethical activities will not only lead to legal and financial problems but can also harm the brand image significantly.  In addition to these, the safety of the guests has also been a major concern in Hilton hotels. There are instances which reflect the negligence of the Hilton hotels towards guests’ safety and as a result, the company was accused of mishandling two separate credit card breaches. Consequently, the Hilton Hotel was fined £525,000 for the case (BBC, 2017). Moreover, the risk management plan of the hotel is also questionable. Incidences of fire have also been seen and the reason for the fire is still not known.  From the employee reviews it has been evident that the work-life balance in the organisation is not good enough to motivate the employees. The employees have also depicted their discontent towards the organisation regarding the pay structure (Glassdoor, 2023). The customer reviews of only 2.2 stars shed light on the terrible quality of customer service provided from the organisations’ end (Trustpilot, 2023).
However, on the positive side, Hilton Hotels set an example for sustainable practices within the industry. According to Chhabra (2019), Hilton Hotels have announced to cut down carbon emissions by half and double its investment towards sustainability practices. The Hotels are also known to have a remarkable attitude towards the people and community. It aims to achieve 25% ethnic diversity at leadership levels by 2027 and also supports the communities by providing economic opportunities and disaster relief activities (Hilton, 2023).
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Figure 2: Hilton Brand Profile
 (Source: Statista, 2023)
PESTEL 
	External Environmental Factors
	Evaluation

	Political
	· As obtained from the reports of 2021, the political stability index of the UK was reported to be 0.54 in 2021 (The Global Economy, 2023). This means that Hilton Hotel & Resorts ensures efficient business operations due to decreased political interference. 
· The corruption index in 2022 decreased to 73 which means Hilton Hotel & Resorts performs with decreased transparency due to increased corruption (Trading Economics, 2023). 

	Economic
	· As of 2021, the inflation rate increased to 10.1% which affected the business operations of Hilton Hotels & Resorts negatively as individuals will focus on essential items rather than luxury (Financial Times, 2023). 
· As of 2022, household disposable income increased by 1.3% thus elevating the corporate sales of Hilton Hotel & Resorts due to increased visits (Financial Times, 2023).

	Social
	· The literacy rate of the UK is 99% including both males and females which Hilton Hotel & Resorts can employ to ensure better business operations (Countrymeters, 2023). 
· The unemployment rate in 2021, increased by 0.5% thus negatively affecting Hilton Hotels & Resorts as it will encounter reduced corporate sales as a result of the degraded living standards (Macro Trends, 2023). 

	Technological
	· The innovation index of the UK decreased to 59.7 points in 2022 thus challenging the overall business operations of Hilton Hotel & Resorts due to reduced technological innovation (The Global Economy, 2023). 
· The R&D investment of the UK amounted to £39.8 billion in 2022-2025 which will help Hilton Hotels & Resorts to achieve a better competitive advantage in the market (GOV.UK, 2022).

	Environmental
	· The Climate Change Act 2008 proposes to respond to and tackle the approaches of the country for reducing the emission of greenhouse gases and carbon dioxide harming the environment (Legislation.GOV.UK, 2008). This must be followed by Hilton Hotel & Resorts to ensure better operations and avoid legal hassle. 

	Legal
	· The Equality Act 2010 proposes to safeguard every individual from all sorts of discriminatory activities in the workplace (Legislation.GOV.UK, 2010). Thus, Hilton Hotel & Resorts must ensure a fair and justified workplace where individuals are respected, valued, and heard irrespective of any characteristics. 


Table 1: PESTEL Analysis of Hilton Hotels & Resorts
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Figure 3: Political stability index
(Source: The Global Economy, 2023)
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Figure 4: Innovation index
(Source: The Global Economy, 2023)

SWOT Analysis
	Strengths
	Weaknesses

	· As of 2022, Hilton Hotels & Resorts employed a total of 159 thousand employees globally (Statista, 2023). This depicted the huge workforce of the company that it can implement to optimise its business operations and increase profits. 
· According to the reports of 2023, the brand awareness of Hilton Hotels & Resorts peaked at 90% within the country (Statista, 2023). Out of the 90% of respondents, near about 47% reported preferring and liking the brand. This shows the immense familiarity of the hotel among its potential customers in the UK. 
· On the other hand, as obtained from the reports of 2021, Hilton Hotels & Resorts was considered to be one of the best hotel chains in the country after Marriott International and Wyndham Hotel Group. Hilton Hotels & Resorts ranked fourth globally with a brand value of 12.04 billion US dollars (Statista, 2023). This reflected the brand value of the hotel chain which helps it to ensure increased customer retention and revenue annually. 
· [bookmark: _GoBack]As derived from the reports of 2022, Hilton Hotels & Resorts generated a total of 8.77 billion US dollars which was a significant increase from the previous years (Statista, 2023). This means that the hotel chain in the current scenario encounters increased customer visits within the UK which contributed largely to the economic background of the company. 
	· As obtained from the reports of 2021, a fire broke out in the Hilton Hotels & Resorts and the guests were evacuated from the fifth floor (BBC, 2021). Although, guests were not harmed reportedly yet the fire degraded the brand value to some extent. 
· The employees in Hilton Hotels & Resorts have allegedly reported not receiving an adequate pay rise, or promotion, but rather were stressed with high pressure from the authority (Glassdoor, 2023). This, led to a decline in employee morale, satisfaction and retention thus degrading the productivity of the organisation. 

	Opportunities
	Threats

	· Hilton Hotels & Resorts has the opportunity to expand its business operations in new areas with its promising workforce.
· Expanding the business operations will help Hilton Hotels & Resorts to attract more potential customers, develop economies of sales, and increase market influence and protection due to diversity. Further, it will also help the organisation in recruiting and hiring more skilled and efficient workers from the regions who could contribute immensely towards the improvement of business operations. On the other hand, the hotel chain will also have access to recent technological advancements thus optimising its performance in the market. 
	· Holiday Inn, Hyatt, Marriott, and Loews Hotels are some of the potential competitors of Hilton Hotels & Resorts (Comparably, 2023). Hence, the presence of a huge number of potential competitors in the market will threaten the efficient operations of Hilton Hotels & Resorts in the UK. 
· On the other hand, the economic uncertainty post-Covid-19 pandemic must disrupt the overall business operations of Hilton Hotels & Resorts. In this case, the largest hotel chain may face serious issues in ensuring smoother business operations due to the lack of potential investors or other stakeholders that contributed immensely to the financial background of the company. 
· Further, customers due to the increased inflation rate of 10.1% in the country might seek other alternatives that deliver similar services at a lower cost (Financial Times, 2023). This, in turn, will also impact the business operations of Hilton Hotels & Resorts within the country as it will encounter decreased clientele visits and loss of revenue or brand awareness. 


Table 2: SWOT Analysis of Hilton Hotels & Resorts
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For this study, a secondary research approach has been implemented. In this research approach, already published data, collected from reliable published sources are used to gain in-depth and qualitative insights into a phenomenon under study (Martins, da Cunha and Serra, 2018). This study used various reliable data sources such as electronic books, journals and news articles have been used. To ascertain the reliability of the secondary data, the learner developed an elaborate inclusion/exclusion criterion using relevant keywords (Alexander, 2020). The keyword includes in this research include “Hilton Hotel”, “organisational performance” and many more. Reliable databases like Google Scholar, the Financial Times, and customer and employee review platforms like Indeed, Glassdoor and Trustpilot were also used. The learner also avoided plagiarism or any other form of concern surrounding the unauthorised use of information by following relevant guidelines for referencing. Thus, the present research consultancy project has followed suitable measures of academic integrity and data reliability.
[bookmark: _Toc136344955][bookmark: _Toc136354430]The Star Model 
The Star Model for describing organisational design was propounded by Galbraith and includes 5 key components including Strategy, Structure, People, Processes and Rewards (Galbraith, 2011). Each of these categories refers to a key aspect of organisational management such as human resource practices and policies, key information technology processes, the direction of organisational development and the underlying decision-making framework. 
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Figure 5: The Star Model 
(Source: Galbraith, 2011)
Incorporated in the UK in 1961, the Hilton Hotel is a leading name in the Hotels and similar accommodations category of services existing in the country (GOV.UK, 2023). In the case of Hilton Hotel, the findings under each of these categories are as follows:
Strategy: The Hilton Hotel believes in having a streamlined approach to business growth and development. Although the company began its operations as a hospitality cum property management entity, in 2019, it trimmed its operational burden and focused primarily on its hospitality services (Sanchez, 2019). Today the company is working with the help of numerous franchises which act as the key revenue source for the Hilton Hotel group (Financial Times, 2023). Another key aspect of Hilton’s operational strategy is the emphasis on customer loyalty. The company implements various customer loyalty programmes, like the multi-tiered Hilton Honours programme, which encourages its guests to customise their stay experience as per their preferences (Hilton Honors, 2023). However, the hotel has a fairly poor customer satisfaction performance, depicted in a customer rating of 2.2 (refer to the following figure). The key issues faced by the customers include inadequate service quality, poor customer support, ailing infrastructure and many more. 
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Figure 6: Customer Review of Hilton Hotel
(Source: Trustpilot, 2023)
Customer loyalty is significantly correlated with their overall service anticipation and the service quality of the organisation (Ali et al., 2021). If an organisation fails to meet the service expectations of the customers then customer loyalty cannot be ascertained. Thus, it may be observed that despite having a renowned customer loyalty programme, Hilton faces the threat of losing out on customers due to service inadequacies. Another key aspect of Hilton’s operational strategy is highlighting the cultural and regional diversity that comes with the hotel’s massive geographical presence. In the case of Hilton, this effort is evident in the regional menus that adorn its various hotels worldwide (Hilton for the Stay, 2023). These menus depict often enlist various regional or temporal delicacies and serve as key attractions for the hotel’s guests. However, there is an underlying issue with the Hilton’s food programme. Recently, Hilton introduced a daily credit system for its Hilton Honors Gold and Diamond tier guests, instead of its former complimentary breakfast services (Cohen, 2021). Additionally, now the customers need to request daily housekeeping services which were formerly automated. This system has erred many of its customers who were either used to the former complimentary breakfast system or are having trouble redeeming these points.
Structure: The Hilton Hotel is led by president and CEO, Christopher J Nassetta. He is assisted by the board of directors including dignified hoteliers like Jonathan Gray, Melanie Healey, and Chris Carr to name a few (Hilton, 2023). The Hilton hotel group comprises 18 brands or subsidiaries which can be categorised into, Luxury, Super high-end, high-end, medium grade/low grade and time-sharing (Zeng, 2021). Its global operations are largely grouped based on its geographical location into some key divisions including the USA, Europe and the Asia Pacific, which are its key divisions (UNITED STATES SECURITIES AND EXCHANGE COMMISSION, 2019). Its other divisions include the Middle East, Africa and the Americas (except the USA). Thus, the organisational structure of the Hilton Hotel group is divisional. A divisional organisational structure is best described as one where the organisation’s decision-making process is largely decentralised to ensure administrative feasibility (Johnson et al., 2020). Thus, in the case of Hilton Hotels, the decision-making processes or authorities are divided based on brand category or geographical location.
Processes: The Hilton is known for a wide array of information technology enhancements that enables the seamless alignment of organisational processes. At Hilton Hotels, guests can enjoy various technological services such as digital keys, auto upgradation, confirmed connecting rooms and many more (Hilton, 2021). For this, the hotel maintains a secure and duly upgraded database. However, Hilton has been a victim of multiple instances of data breaches and cyber-attacks. Recently, a reported hack of the Hilton Honors database led to the breach of nearly 3.7 million user data has been reported (Greig, 2023). Although the hotel denies any such breach, the report has had a severe impact on the customer’s overall trust in the organisation. 
Rewards: The Hilton Hotel’s employment value proposition of Thrive at Hilton is described to be one of the key ideas surrounding employee development. under this initiative, the hotel provides its employee with various rewards and accolades. These include travel discounts, sabbaticals for either exploring a personal goal or giving back to the community and many more (Hilton, 2023). These rewards are meant to motivate employees and ensure the development of a truly engaged workforce.
People: Hilton Hotel is dedicated to the overall development and well-being of its employees. For this reason, the hotel provides them with multiple training and development opportunities (Hilton, 2023). The key goal of the organisation is to nurture a workforce that is committed to self-development and organisational growth and development. However, according to employee review platforms, the hotel is facing significant backlash from its employees due to pay inadequacies and non-transparent management practices (Glassdoor, 2023). Thus, it is evident that Hilton Hotel is failing to fulfil its commitment to employee well-being and development.
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Figure 7: Fishbone diagram for Hilton Hotel
(Source: Prepared by the learner)
From the analysis depicted above, it is evident that the Hilton Hotel is suffering from a range of issues and strategic challenges that can hinder the organisation’s overall growth and development. Also known as the cause-and-effect diagram of Ishikawa, the Fishbone Analysis is a reliable quality evaluation and control tool that helps establish a definite relation between the key issues and their potential impact on the organization (Coccia, 2020). In the case of Hilton Hotel, the key challenges and issues include the following:
Customer dissatisfaction – One of the biggest issues faced by the Hilton Hotel is the lack of customer satisfaction with the hotel’s customer service facilities. For instance, there have been multiple reports of suboptimal booking and reservation services (Trustpilot, 2023). This has left customers feeling they are not receiving adequate returns for the value they are paying. Additionally, the Hilton Honors subscribers feel robbed of their customer privileges due to the latest innovations like the daily food credit initiative (Cohen, 2021). Customers are unhappy with these schemes as it has significantly aggravated the quality of the stay experience for the guests. In the contemporary digitally connected world, customers can often freely exchange their experiences and issues they may have faced during their stay (Kim and Kim, 2022). Thus, the issue faced by any customer can impact the review or consumption decision of other existing or potential customers, thereby eroding overall organisational profitability. 
Employee dissatisfaction: Despite claiming an organisational culture conducive to employee growth and development, the employees at Hilton Hotel express numerous concerns regarding their pay structure and the potential presence of biasedness in the organisation’s managerial practices (Glassdoor, 2023). These incidents significantly impact the overall employee morale and motivation in the organisation. One of the biggest issues caused by a demoralised workforce is the lack of employee engagement which, in turn, affects the overall performance efficiency of the organisation (Pattnaik and Jena, 2020). Workplace bias or favouritism is a bad managerial practice that can often cause employees to lose trust in the company’s management and disengage them from their professional roles or commitments (Lasisi, Constanţa and Eluwole, 2022). Thus, Hilton Hotel faces the threat of declining workforce morale and productivity.
Misplaced customer service innovation: The Hilton hotel has introduced numerous information technology innovations in its day-to-day activities (Hilton, 2023). However, some of these innovations have had unintended impacts on the organisation as well as overall customer satisfaction at the organisation. One such example of misplaced innovation would be the discontinuation of automatic housekeeping services at the hotels (Cohen, 2021). Now customers across all 18 brands of the Hilton group of hotels have to ask for a free housekeeping service, which was formerly provided as per a duly automated schedule. This is a major deterrent to customer experience. Additionally, Hilton Hotels have been entangled in multiple issues that have amounted to large-scale PR issues for the organisation. For instance, the scandal surrounding sex trafficking practices taking place at Hilton Hotels has given rise to apprehensions surrounding the hotel’s security measures and has given rise to an extensive negative media presence for the hotel (Hodal, 2019). Thus, the Hilton Hotel can be seen to misplace its focus on areas that are not as beneficial for the organisation as they are meant to be.
Cybersecurity issues: Even after investing heavily in technological innovation and upgradation, the Hilton Hotel is far from achieving the desired levels of safety and performance efficiency. For instance, the widespread digitalisation of the hotel’s customer service systems has significantly enhanced overall vulnerability to data breaches and other cybersecurity issues (Greig, 2023). A potential data breach of such a large customer base has significantly impacted the overall customer confidence in the organisation. One of the most significant aspects of the successful implementation of an organisational change project is to ensure adequate stakeholder participation and involvement, as well as organisational preparedness and readiness for the same (Buttrick, 2018). The lack of suitable stakeholder participation before introducing these technological changes is one of the key shortcomings of the organisational processes, posing a significant challenge for the hotel. 
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Organisational change refers to the systematic and gradual introduction of the latest innovations and development in an organisation to ensure the development of organisational efficiency and profitability (Kotter, 2012). Based on the issues identified above, the key changes that the hotel ought to introduce include the transformation of management policies, re-exploring its innovation tactics, enhancing its public image in the media, improving customer service and increasing data security. To introduce these developments, the organisation must undertake an elaborate change management project which can be designed using Lewin’s Force Field model. The force Field model of organisational change, initially propounded by Kurt Lewin, mentions that whenever an organisation strives to undertake change, it might face both supporting and resisting forces that might either facilitate or hinder the implementation of the same (Burnes, 2020). For an organisation to attain efficient change, a balance between both of these forces must be achieved (Burnes, 2014). In the present scenario, the key forces in Lewin’s force field approach may include:
Forces in support of change
· An organisational commitment to employee well-being and customer satisfaction
· Presence of a vast international workforce
· Latest facilities and amenities in the hotels
· An inclination for innovation
Forces resisting change
· Poor customer reviews
· Lack of employee job satisfaction
· Multiple instances of negative publicity
· Inadequate technological prowess and data security.
To ensure the efficient implementation of this project, the company must follow the following measures:
· Inform all key stakeholders of the need for change (Burnes and Hughes, 2023).
· Follow best practice examples of other organisations and learn from their experiences (Buttrick, 2018). 
· Promote its sustainability best practices to mitigate the negative impacts of bad media publicity (Pereira, Silva and Dias, 2021).
· Increase customer engagement through social media platforms to reshape its innovation initiatives (Sánchez-Casado, Artal-Tur and Tomaseti-Solano, 2019). This would include redesigning the facilities provided by the Hilton Honors programme, technological advancements and many more.
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	Parameters 
	Details
	Linking with Issue

	Employees
	In 2022, Hilton Hotels employed 15900 people (Statista, 2023). 
	Management of the employee has been tough for organisations like Hilton, in a competitive environment like the UK. The issue gets more challenging for the HRM department with the added pressures from the negative publicity.

	Training 
	Hilton hotels focuses on employee training and development programmes like customer service and data keeping (Hilton, 2023).
	Despite investments in growth and development opportunities through enhanced training facilities, the employees are not satisfied with the organisational culture where work-life balance and biased management practices have demotivated the employees to work in such an environment. This elucidates the problems of the managers in the operational department.

	Employee reviews 
	 Although most of the employees have reflected satisfaction in working for Hilton many of them have highlighted the discrepancies within the organisation (Glassdoor, 2023).
	With demotivated employees for any reason, the organisation will not be able to perform at the highest level and then it will decrease the overall productivity of the business. the human resource management has been unable to provide the employees with enough motivating factors.

	Menu list
	Due to the divisional organisational structure, the organisation’s pus emphasis is on regional preferences of food.
	The preference of the organisation towards a regional menu has created discontent among international tourists as most of them do not want to try new things or feel that there is nothing to eat (Cohen, 2021). Moreover, the shift in loyalty points from complimentary breakfast has not been accepted by many of the guests creating a sense of dissatisfaction among them. This issue can be associated with the Cooking department.


Table 3: Findings
Analysis:  From the graph, it can be analysed that Hilton has faced a rough time in human resource management because of the inability to get hold of its employees for any reason (refer to Appendix 2). According to Ibrahim, Muhammad, and Sada (2023), the saturated UK job market has created problems for organisations to hire the right employees. The operational practices are not producing optimum results as there is a lack of sufficient skilled employees. Moreover, the situation worsens when the employees cannot make use of the provided training and development opportunities because of demotivating factors like imbalanced work life. Further, the intention of the employees to stay at the organisation gets reduced when the biased behaviour of the manager towards some subordinates. This also has influenced the employees to give negative reviews on public platforms, which decreases the potential of Hilton Hotels to hire efficient and talented staff. Apart from all these, the customers have been very angry and dissatisfied with their recent decision to transform the system of complementary breakfast to points for loyal customers. This exposes the business towards a loss of loyal consumers which can significantly affect the revenue-generating capability of the company.
TOWS framework
	
	Opportunity
· Business expansion
· Strengthening workforce
	Threats
· Competitors
· Economic uncertainty
· Alternatives

	Strength
· Huge workforce
· Increased brand awareness
· Leading brand
· Increased revenue
	SO strategy
· Hilton Hotel can utilise its increased brand awareness and huge workforce to expand in international markets.
· Leveraging the existing financial strength and being one of the largest hotel chains will help Hilton Hotel in acquiring more desirable employees. 
	ST strategy
· Increased brand awareness will reduce the chances of customers opting for alternatives.
· Increased revenue will contribute to the financial background of the company. 
· A huge workforce will optimise business operations to gain a competitive advantage. 

	Weakness
· Risk management 
· Inadequate pay scale
	WO strategy
· A better risk management system will help the company to expand in international markets by gaining the preference of the customers. 
· Providing an adequate pay scale will benefit Hilton Hotels in retaining a huge workforce. 
	WT strategy
· Adequate risk management will help Hilton Hotel to achieve a better competitive edge over its rivals and prevent customers from opting for alternatives. 
· Providing adequate salaries will help in retaining the workforce thus delivering better outcomes to mitigate the economic crisis. 


Table 4: TOWS
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	Number 
	Problem 
	Solution 
	
	Desired outcome
	Time scale 
	Completion date 
	Planned budget (£)

	1
	Both the guests and the employees are dissatisfied due to the unethical and illegal practice of sex trafficking in the hotel rooms of Hilton Hotels & Resorts. 
	To reduce such malpractices in the hotel chain, the management must foster a better relationship with law enforcement, develop a checklist, train frequently, look for warning signals, and act accordingly (Crofts and Hansson, 2023).
	
	This will ensure a safe and secure tourist destination thus maintaining the brand image and ensuring better business operations. 

	4 months 
	30-09-2023
	20,000

	2
	Guests are losing faith in the largest hotel industry after the brand mishandled two separate credit card breaches.  
	A privacy breach occurs when personal information is lost, stolen, used, collected or even disclosed other than by the authority (Wang et al., 2022). Employees must be trained in cybersecurity courses and the brand must invest in premium-quality cybersecurity insurance and also possess a backup plan for adverse situations. 
	
	It will increase customer retention due to their increased satisfaction with the services and policies of the company.  
	2 months
	30-09-2023
	12,000

	3
	Issues in maintaining the most appropriate risk-management strategy.  
	Fire alarms are the most crucial aspects of the safety and security system installed in the hotel industry (Anichiti et al., 2021). Conducting fire drills, keeping fire extinguishers close, maintaining exit signs, and conducting regular inspections will help in improving fire safety.
	
	This will help Hilton Hotel to ensure better business operations and avoid fire hazards thus retaining a more promising customer base. 
	3 months
	30-09-2023
	11,000

	4
	Employees face issues in maintaining work-life balance and are also dissatisfied with the pay structure. 
	The employees must be empowered with flexible shifts, breaks, and leisure so that they do not get exhausted. Adequate pay along with reward, recognition, and other monetary benefits must be provided that in turn encourage them to perform much better (Baqir et al., 2022). 
	
	Employees will be highly motivated to provide their best efforts thus enhancing the productivity of the organisation and resulting in increased corporate sales. 
	4 months
	30-09-2023
	15,000
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[bookmark: _Toc136354435]Recommendation 
· It is highly recommended for Hilton Hotels & Resorts reduce the malpractices and unethical activities of sex trafficking within the hotel rooms by conducting a thorough investigation of the overall business operations and records of clients. In this case, the hotel chain must educate its employees with the desired training and developmental programs to spot signs, recognise and report the actions to the authority (Keskin et al., 2021). Further, technological solutions can also be implemented which altogether will act in delivering a better place for the guests. 
· It is advised for Hilton Hotels & Resorts to set up network security and password with the help of the most appropriate cybersecurity measures and tools. According to Arogundade (2023), security can be set at the firewall, traffic filter, or malware protection that delivers security from all sorts of data breaches. Further, conducting background changes, storing sensitive data securely, properly disposing of sensitive data, and developing a comprehensive network security policy will significantly reduce the chances of privacy breaches.
· It is suggested for Hilton Hotels & Resorts identify the potential risks, evaluate, prioritize control, and further conduct a risk treatment process. The most renowned hotel must identify the chances of fire breakouts and train its employees depending on the same. Further, as stated by Steen-Hansen et al. (2021), they must install the most appropriate fire alarms and detection systems, arrange repairs and maintenance, declutter the doorways and walls, and check and eliminate defective electrical equipment to prevent fire breakouts. This, in turn, will help in optimising the brand image. 
· Lastly, it is recommended for Hilton Hotels & Resorts maintain overall employee satisfaction by understanding their needs and demands. As described by Kossek et al. (2021), employees must be empowered with adequate breaks and flexible working that helps them in balancing their work and personal life. Further, based on individual performances they must be rewarded and recognised or benefitted with other monetary or non-monetary schemes. This will finally help the hotel sector to ensure better efficiency and productivity leading to increased sales, profits, and retention of both skilled workforce and potential clientele. 



[bookmark: _Toc136354436][bookmark: _Toc136334793][bookmark: _Toc136344961]Conclusion 
Thus, it can be concluded that change management is described as a formal method for communicating with employees and further explains the most effective method of implementing change. Management consultants, on the other hand, guide the organisation in creating value, solving issues, improving business performance, and maximising growth. Hilton Hotels & Resorts is one of the leading hotel chains which in the recent scenario has encountered several issues within their business operations. Thus, it can be depicted from scope and analysis that Hilton Hotels & Resorts has faced several issues such as sex trafficking, fire outbreak, reduced brand image, inadequate implementation of technologies, breaching of customer data, and dissatisfaction among employees. This, in turn, has immensely led to the downfall of the brand value, customer loyalty, and satisfaction thus hampering the economic growth of the largest hotel industry in the UK. 
On the other hand, Hilton Hotel was also slammed with several legal charges due to the issues within the business operations. Moreover, with the aid of Fishbone analysis, the issues have been identified in detail. The star model explained the most important aspects of structure, strategy, and people. Hilton Hotel & Resorts in the recent scenario tends to optimise the risks or challenges in its operations and aims in mitigating those to ensure the best results. Hence, to find solutions for the issues an action plan was created that provided the steps or strategies for resolving the issues. Further, it is of utmost importance for the organisation to uptake better approaches for improvising its business activities and retaining or regaining its position in the market. On the other hand, employees being the most vital part of an organisation must be considered and their needs and demands to be acknowledged by Hilton Hotel to ensure much better efficiency. All this will finally contribute to the prospects of the company. 
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Figure 1: Locations of Hilton Hotels
(Source: Hilton, 2023)
Appendix 2
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Figure 2: Number of Hilton Worldwide Holdings employees
 (Source: Statista, 2023)
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