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Introduction 

     Hospitality is referring as taking care of the clients and guests by anticipating their needs and wants and also maintaining the relationship with the guest for attaining them on long term basis (Litvin, Goldsmith and Pan, 2018). The chosen country is England in United Kingdom. The country shares land borders with Scotland to its north and Wales to its west. The capital of England is London. The report is based on Hilton Hotels Corporation.  
[bookmark: _Toc42886266]    The report will cover a pestle analysis of chosen location. It will explain the importance of effective selection and recruitment process for gaining competitive advantage. Furthermore, it will evaluate and analysis principal factors that affect equality, diversity and culture of an organization. Lastly, the report will discuss and submit an outline plan that offers recommendations about the issues which have been raised in presentation. 
Pestle Analysis 
Political - England is one of the powerful countries in the World. The country has parliamentary and constitutional monarchy. The Monarch role is legislative process in the country. The Brexit created political debate and uncertainties (Scanning the Environment: PESTEL Analysis, 2016). But because of Brexit many more opportunities have also opened in the country. 
Economic - The wages also exert the upward pressure for the inflation. Thus, while doing business Hilton hotel should consider the employee’s salary and wages. Government spending is also got low there is no assumption about the big expansion. The pound which gets low earlier is now getting recovered from the New Year beginning of 2019. It is now rising significantly. The value of sterling will also be jumped up in near future. Hilton is trading at international level. Thus, they need to look at their hedging strategy. 
Social - In England there is huge tourist market to cover. Tourist industry is at it boom, even in London many travellers and tourists come from outside. Thus, it is great opportunity for Hilton to do expansion of their business. The population of England is multicultural it is influenced by the social class concept (Perera, 2017). 
Technological - England is technological country.  London is considered the mainstay for associations such as technology and finance. The advance technological infrastructure also allows Hilton to create unlimited business opportunities in England. The technology devoted major contribution in England economy. UK in total attracts 28-billion-pound investment in technology. Thus, Hilton should try to bring new software’s in their hotels by which the work becomes easier and it also facilitates the guests and clients who stay there. 
Environmental - England is aware about the environmental impacts. They are working hard to reduce the negative consequences and impacts on environment (Rastogi and Trivedi, 2016). The government, charities, local government and other parties are taking initiatives to reduce the negative impacts of environment in England. There are lots of tourist which comes from outside to visit England mainly in summer. Thus, the tourist industry gets boom during summers which is a great opportunity for Hilton to increase its sales. 
Legal - The legal factors of England are also influencing the business of Hilton. The factors such as Employment laws, health and safety laws, equality etc are impacting the work culture of the business (Policy, 2016). Hilton should consider about these laws while doing business. These laws are protecting the rights of the employees who are working in Hilton hotel. It includes minimum wages, leaves like paternity and maternity and holiday packages. 
[bookmark: _Toc42886268][bookmark: _Hlk43222743] Evaluate the importance of an effective recruitment and selection process with examples, in order to sustain competitive advantage.
In any organization, a process consisting of recruitment and selection is really useful to attract a good functioning of workforce (Pizam, Shapoval and Ellis, 2016). This method is necessary for an institution in order to achieve success and could be responsible for harming the organization operations. The skilled personnel is the main asset that an organisation should have. The important role in the recruitment and selection process is represented by the following:
· Strategic Alignment – making a comparison, in terms of the traditional approach to its transactional HR system, human resources are a proactive way for talent management. (Tung and Au, 2018). For example, based on the recruitment and selection processes, the Hilton organization must meet the criteria strategically imposed by HR. Institutions form their own types of employees and the specific characteristics of existing vacancies in Hilton. Open positions are made according to the purpose of organization, but also following the employment plans in order to move forward. Institutions can implement training and development methods when they realize the need based on staff growth depending on the initial employment decisions. It also increases fiscal value and morale of existing employees.
· Efficiency - For example, in Hilton organization the people who applied for a job will be subject to a selection process, and following the results obtained, they will be standardized (Li, Maand Qu, 2017). Therefore, a difference is made between applicants and thus directly increases the selection process. In other words, the structure interview will increase, but also the efficiency of the selection process, because the question is the same for each applicant, for example introduce yourself. Therefore, the interviewer will have a formal answer and can easily determine which applicant offers the most appropriate answer.  
· Increase reliability and accuracy - For example, the Hilton business will have the necessary information and references after the uninterrupted face-to-face meeting with the people who applied for the job. Out of a desire to ensure that the information provided by applicants is not fraud and that all documents submitted should be recognized by the competent units. As soon as the issuing units have confirmed all the documents, then the verification of the applicants who have the correct qualification will be done with the necessary training. If, the information is not found as mentioned in those units then the candidate is eliminated the application is rejected to prevent the organization from hiring any unqualified worker. This increases reliability and accuracy.
· [bookmark: _Toc42886270][bookmark: _Hlk43222787]Screenings - The selection process is based on applicants, interviews, tests and other methods used to assess candidates' qualifications and characteristics (Chanand Hsu, 2016). While job interviews are the simplest and most important way to interview applicants. For a graphic design position, candidates must present a portfolio of projects completed in school or previous work experience. All of these samples provide evidence of completion of the tasks, but they may not be useful if there is no effective recruitment system.
 Evaluate and analyse the principle factors that affect equality, culture and diversity of an organization.
· Acceptance and Respect - An important value that contributes to the workplace is the respect between workers and employees (Kuo, Chen and Tseng, 2017). When there is no acceptance of diverse culture and trust among employees at Hilton, conflicts may arise. In some cases, this conflict can reach a high level and can lead to situations of violence. If employees accept the differences between them, then there will be an exchange of ideas and effective collaboration. Acceptance also leads to increased mutual respect and removes conflicts. 
· Physical and Mental Disabilities - Employees of the institution Hilton, who have disabilities have a hard-enough time to adjust to their workplace because there are no wheelchair ramps (Lordkipanidze, 2018). Some of the employees with special needs have service dogs, but in some areas of the office building they are not allowed to enter. Training to bring service dogs to work can also lead to conflicts in the organization. All workplace procedures for people with special needs are different. Some companies may have a "quiet room", so when employees start to feel restless or tired, they can use that room to rest.
· [bookmark: _Hlk43222833][bookmark: _Toc42886272]Generation Gaps - Employees of different generations compared to younger generations may have difficulty adapting to changes in the workplace and work culture. (Golubovskaya, Robinson and Solnet, 2017). In big businesses like Hilton, there are many more diverse ages groups, from teens to the elderly. Therefore, social circles may form, and some employees may feel isolated from the rest of the team. There may be times when employees of different generations do not agree with the way things should be done. 
Methods of performance management which can be utilized by organization to achieve its targets. 
Various performance management methods which is used by Hilton to achieve is targets and competitive advantage are as follows:
Key performance indicators - It helps to measure the performance of employees and workers in the hotel. KPIs drive the current performance level of the employees in a business (Practical Performance Appraisal Methods for the Modern Workforce, 2019). It helps to improve processes in the organization and also to improve the problems. 
Performance appraisals - It is the common performance management tool. It is used for managing performance of Hilton. The company should ensure that the performance appraisal should be fair, honest, regular and constructive (Boellaan d Goss-Turner, 2019). If the employees don’t get appreciated for the work, they have done they get de-motivated. To increase the motivation level of the employees in hotel performance appraisals is necessary. 
360-degree feedback - It provide wide view to the individuals about their performance level. It provides various dimensions through which performance of the employees in Hilton get evaluated (Ionel, 2016). The feedback of the employees and workers working in hotel are collected from their peer group, subordinates’ managers, direct reports and customers. This method also helps to remove the bias from the performance. It gives a clear understanding of the competency of individual. 
Management by objectives - It defines the specific common objectives for achieving the individual objectives (Kandampully, Zhang and Jaakkola, 2018). It creates the culture in Hilton to achieve a common objective and goal. When the specific objective gets achieved it also helps to increase the employee morale. It is helpful for achieving one-time task in an organization. The work gets done by establishing management by objectives in Hilton.
[bookmark: _Hlk43222871]Discuss and explain an outline plan which offers recommendations on issues raised in the presentation.
Total quality management - The total quality management will help in increasing customer demands and will help the community to reach customer expectations (Gibson and Parkman, 2018). The total quality management will focus on how the quality of the product will be as per the customer expectations and wants. The customer value is one of the most important factors on which the growth of the organization depends. The Total quality management technique must be applicable all over the organization and not only for specific consumer but all of the consumers.
Customer relationship management - The consumers must be converted into regular customers for a lifetime survival and growth of the organization. The producer by using this technique can maintain a good relationship with consumers and can make them regular customers (Okumus, Altinay and Koseoglu, 2019). The customer value is essential for long time growth and survival of the organization. The well-established customer value and trust will help the organization to compete with its competitors easily. As the customers will only trust on the existing organization not on the newly admitted one. Hilton will give training to the employees in order to improve customer service in the organization. 
Loyalty programmed - The loyalty programmed pulls several of these elements to help a business identify, keep in touch with, and, also, reward loyal customers (Bretherton, 2017). The loyalty programmed will help the businessman to maintain their trust with the customers and also the goodwill of the organization will be maintained well. The loyalty and fair-trade practices with customers maintain a beneficial goodwill and the customers will always be happy with the firm’s product. 


[bookmark: _Hlk43222906]CONCLUSION
	It has been concluded from the above report that Hospitality industry provides effective customer services to its clients. It has been determined that economical and legal factors are influencing the business of Hotel Hilton. It has been summarized that major factors that affect culture, equality and diversity of an organization are accommodation of beliefs, acceptance and respect, gender equality, ethic and cultural differences. Performance management is helpful in increasing the morale of employees.
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