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The hotel itself tends to be considered as being a 4-star hotel, however, the majority of the reviews are bringing into the discussion the lack of engagement of employees in the company.
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Profitability

Hilton’s financial position is strong as well. It generated approximately $9.45 billion in
revenue in 2019 (Lock, 2021). It also reported $9.1 billion in revenue for fiscal 2017,
up from $7.3 billion in fiscal 2016 (Hilton, 2021).

Revenue of Hilton Worldwide Holdings Inc. "
(in billion U.S. dollars)
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@ Previously reported figures* @ Post spin-off figures*

- Weaknesses of Hilton Worldwide

Poor customer review

Many customers have shared their unsatisfactory Hilton experience on different online
platforms such as TripAdvisor. Their complaints included but not limited to the hotel’s
poor internal environment and poor customer service.
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Shareholder pulling out

Blackstone Group LP a private equity sponsor which buys stakes at a discount through
a block trade, has decided to sell off all its shares in the Hilton group, which is
equivalent to 15 million shares. This can be good for Blackstone as they are selling at
three times what they paid 11 years ago, but not necessarily good for Hilton (Reuters,
2018).

Weak in fighting malwares

Credit-card targeting malware infected Hilton’s cash register and the hotel had to pay
$700,000 (£525,000) fines for two credit card data breaches. This shows the hotel's

weakness in combating viruses and malwares.

- Opportunities for Hilton Worldwide

Partnerships

Partnerships and joint ventures worldwide with the Chinese, Indians, and Japanese
companies promise interesting remuneration for Hilton, for example, the sale of
Waldorf Astoria in Manhattan for a whopping $ 2 billion, and Hilton holding on to the
management of the hotel for 100 years leading to additional long-term revenues.
However, some US departments have offices and official residences in the Hotel and
are not happy.

New products development

Dual-branded Hilton properties are becoming a common feature with guests
favourable towards the concept. Hilton has developed dual-branded properties for a
decade and there are huge prospects. Latest development is co-branding with non-

competitors or individual hoteliers.
New marketing campaign

The New marketing campaign ‘stop clicking around’ for more direct bookings from
customers is based on convincing customers that the lowest prices for Hilton hotels is
from their own websites rather than from Expedia or Booking.com (Ting, 2017). The
hotel should continue with the lowest price guarantee to further penetrate into the

market.
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Competitors

The main competitors globally are Accor S.A., Carlson Rezidor Group, Hongkong and
Shanghai Hotels, Hyatt Hotels Corporation, Intercontinental Hotel Group, Marriott
International, Movenpick Hotels and Resorts, and Wyndham Worldwide Corporation.

Legal Issues

Hilton paid $75 million cash payment to Starwood and another $75 million in hotel-
management contracts after a lawsuit where Hilton executives were convicted to
stealing confidential documents related to Starwood’s successful W chain. Several
other lawsuits followed for many years, an embarrassment for shareholders (Lattman,

2010). This shows that legal penalties may be very challenging for the hotel.

Hilton benefits from a well-established and traditional leadership and favourable
human resources management which give them an advantage over competitors
during times of labour shortages. They also benefited from the backing of one of the
biggest investors, Blackstone which invested into numerous new properties and
mergers and acquisitions. The new markets of China and India provide huge
opportunities for opening new hotels and also new shareholders in the umbrella

corporation, now that Blackstone is pulling out of hotel business.
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- Political Factors:
The political factors in the Hilton PESTLE Analysis can be explained as follows:

Hilton hotels & resorts are one of the most popular global hotel chains. Political stability
in the country becomes a very important factor as hotels need to cope with the political
situation in various countries in which it is operating. If a particular country is not stable,
then people will fear to go to that country for leisure or work purposes which will reduce
the number of visitors to that country and thus affecting the revenues of the hotel
adversely. Hilton hotels operate in various countries, so it is exposed to various
political risks associated with the country. Like recently the UK has left European

Union which will reduce the number of visitors visiting the UK and thus reducing the
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revenues of the hotel in the UK. Also trade war between various countries now will
impact on the hostel operations and profitability. Also due to lockdowns imposed by
various countries now have tremendously affected the hotel industry and so it is having
a very tough phase now. But gradually many countries are also now easing their

lockdown which will help the hotel industry to grow and increase their revenues.

- Economic Factors:/

Below are the economic factors in the PESTLE Analysis of Hilton:
Like any hotel business, Hilton’s business is defined by several economic factors.

Before starting a business in a particular country, a company must check the economic
condition of that country. Economic factors impact the hotel industry in various direct
and indirect ways. These factors are not in control of business but affect overall
revenue of the business. It includes factors like interest rate, inflation rate, growth rate,
GDP of that country. Hilton hotels have a chain of luxurious hotels so it should target
the countries which have people with high disposable income. Also having a stable
economic environment is very important for the growth of this kind of business. Due to
COVID-19, many countries are having very low interest rates to incentivize the various
investors to make investment in the country. Loans are available at very cheap rates
than before. So, it can be a very good time for hotels to expand and diversify its
business due to cheap availability of credit. Also, most of the countries are in slowdown
due to nationwide lockdown, so the level of productivity is pretty low in the various
countries across the globe. The pandemic has really affected the operations of the
various businesses and thus people are left with less income to spend on various

leisure activities which is definitely not a good factor for the hotel.

- Social Factors:
Following are the social factors impacting Hilton PESTLE Analysis:

Hilton hotels brand is very well known among international visitors. Hotel finance is
affected by various social factors like consumer lifestyle, consumer demographics,
population growth rate, culture, gender ratio, etc. With increase in income of the people

their spending habits also change. So, their willingness to spend on leisure activities
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- Social Factors:
Following are the social factors impacting Hilton PESTLE Analysis:

Hilton hotels brand is very well known among international visitors. Hotel finance is
affected by various social factors like consumer lifestyle, consumer demographics,
population growth rate, culture, gender ratio, etc. With increase in income of the people
their spending habits also change. So, their willingness to spend on leisure activities
increases which is a good thing for the business. Also, as the lifestyle of the people
across the globe is improving which is also a very good sign for the hostel profitability

in the future. Due to COVID-19 people be afraid interacting with various people and

they prefer to stay at their home. They avoid various social gatherings which is a matter
of concern for Hilton hostel. As a hotel, it does not have control over the social factors,
so it can wait for the things to get better in the future.

- Technological Factors:
The technological factors in the PESTLE Analysis of Hilton are mentioned below:

There is continuous improvement in technology in today's competitive world. A
company cannot afford to ignore these factors to compete with various competitors.
Hilton hotel must upgrade its technology wherein necessary for improving its value
proposition which it offers to its customers. Adopting technology which disrupts the
industry is very important as it may help company in reducing its costs and also at the
same time enhance customer experience. Hotel should accept all modes of payments
which is very important in today’s world of digitalization. Due to the rise of social media
and development of various websites had helped customers to book hotels anywhere

at any time at their convenience

- Legal Factors:
Following are the legal factors in the Hilton PESTLE Analysis:
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they prefer to stay at their home. They avoid various social gatherings which is a matter
of concern for Hilton hostel. As a hotel, it does not have control over the social factors,
so it can wait for the things to get better in the future.

- Technological Factors:
The technological factors in the PESTLE Analysis of Hilton are mentioned below:

There is continuous improvement in technology in today's competitive world. A
company cannot afford to ignore these factors to compete with various competitors.
Hilton hotel must upgrade its technology wherein necessary for improving its value
proposition which it offers to its customers. Adopting technology which disrupts the
industry is very important as it may help company in reducing its costs and also at the
same time enhance customer experience. Hotel should accept all modes of payments
which is very important in today’s world of digitalization. Due to the rise of social media
and development of various websites had helped customers to book hotels anywhere

at any time at their convenience

- Legal Factors:
Following are the legal factors in the Hilton PESTLE Analysis:

Laws and regulation of the country really affects the operation of the hotel in which it
is operating. Employee laws, customer laws and other legal framework should be
followed by the hotel (BBC, 2020), so that it does not attract intervention of the
government and various NGOs in the operationfs of the business. Legal factors are
closely interlinked with political factors. Hilton hotel should have a close look at the
various laws of the countries at which it is operating. Various laws are amended
continuously so the firm should know these changes in law and can make the
necessary changes in the business required by the law. Various laws have been also
made by the government of various countries to tackle the problem of COVID-19 like
to maintain social distance between people and also sanitize the hotel rooms, to stop
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company cannot afford to ignore these factors to compete with various competitors.
Hilton hotel must upgrade its technology wherein necessary for improving its value
proposition which it offers to its customers. Adopting technology which disrupts the
industry is very important as it may help company in reducing its costs and also at the
same time enhance customer experience. Hotel should accept all modes of payments
which is very important in today’s world of digitalization. Due to the rise of social media
and development of various websites had helped customers to book hotels anywhere

at any time at their convenience

- Legal Factors:
Following are the legal factors in the Hilton PESTLE Analysis:

Laws and regulation of the country really affects the operation of the hotel in which it
is operating. Employee laws, customer laws and other legal framework should be
followed by the hotel (BBC, 2020), so that it does not attract intervention of the
government and various NGOs in the operations of the business. Legal factors are
closely interlinked with political factors. Hilton hotel should have a close look at the
various laws of the countries at which it is operating. Various laws are amended
continuously so the firm should know these changes in law and can make the
necessary changes in the business required by the law. Various laws have been also
made by the government of various countries to tackle the problem of COVID-19 like
to maintain social distance between people and also sanitize the hotel rooms, to stop
the spread of the disease. These things have increased the cost of operation of the

hotel and definitely affect the profitability of the company.

10

- Environmental Factors:|
In the Hilton PESTLE Analysis, the environmental elements affecting its business are
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In the Hilton PESTLE Analysis, the environmental elements affecting its business are

as below:

As people are becoming more sophisticated towards protection of the environment.
They keep close check on which company is having proper waste management and
what it is doing for the environment. Hotel businesses often become a point of criticism
for polluting the environment. Climate change is a serious environmental threat for the
Hilton hotels. Different countries have different norms or environmental standards
which can impact the profitability of an organization in those markets. Even within the
country different states may have different laws related to the environment. People
now praise companies which take initiative to protect our environment. This also
results in increasing the goodwill of the company which can be very beneficial for the
company in the long term

Hotels should take various steps toward saving the environment of the globe. This will
also help companies in avoiding intervention of various NGOs and governments in the
operation of the business. The hotel must look at the environmental factors closely to

satisfy its various stakeholders.

To conclude, the above Hilton PESTLE Analysis highlights the various elements which
impact its business performance. This understanding helps to evaluate the criticality
of external business factors for any brand.
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Iot of poor reviews that are providing regarding the customer services that are ottered
in the hotel. For example, one review left on TripAdvisor has mentioned that:

“On arrival we were surprised by how tiny reception was. Our room wasn’t ready
(we were early) but informed that we would be phoned when available - didn’t
happen.

After our theatre trip we arrived back and got given our room key. The room was
cold and totally uninviting.

Our room was meant to be a King Deluxe with a view and have extra amenities
like bathrobes/slippers and additional toiletries - nope.

Had to go and request the bathrobes etc.

Then the real deal breaker - the noise!!

11

I think we could’ve slept better on the runway at Heathrow. The windows clearly
aren’t insulated properly, and our ‘view’ of the busy road meant we heard
everything from people’s conversations to the constant roar of motorbikes or
the seemingly very busy sirens of the emergency services.

Could it get worse? Unfortunately, yes. The building is very old, so the toilets
and water systems go into macerators. The room next to us or above clearly had
an issue so every 20 seconds or so there was a high-pitched droning noise
where it was obviously faulty. After seriously contemplating leaving it eventually
stopped. All in all, and a total of about 4 hours sleep before the road/ street noise
started again we had lost what was left of any marbles we had to start with.

Will we return - no chance.” Said Lynn B.

The hotel itself tends to be considered as being a 4-star hotel, however, the majority
of the reviews are bringing into the discussion the lack of engagement of employees
in the company.

Action Plan
Hilton as a massive brand must try and take some action towards this hotel which has

Q ©

|2 Share | [J Comments

= AaBbCcDAEe | AaBbCeDdEe  AaBbCcDe  AaBbceDdee AQBI(  assbceoate  aasbcepaze | Vi

Subtle Emph...

3 Focus




image16.png
AutoSave @oFF  (Q)

D9v0 @ - Document9 Q ©

Home Insert Draw Design Layout References Mailings Review View Q Tellme |12 Share CJ Comments

Eﬁv Arial vz v A A Aav A =iz A AaBbCcDAEe | AaBbCeDdEe  AaBbCcDe  AaBbceDdee AQBl(  Assbcevate  aasbeepaze | 7 \QJ

Normal No Spacing Heading 1 Heading 2 Title Subtitle Subtle Emph... Styles Dictate
Pane

Pasteﬁ B I Uva x, X AvLvAv === || B8

Reference List

BBC, (2021), The impact of legislation on businesses, [online] available on:
https://www.bbc.co.uk/bitesize/quides/z49xxyc/revision/2 last accessed on: 10"
June 2021

Campbell. D., & Craig, T., (2012), Organisations and the business environment,
published by: Routledge

Guardian, (2010) “US taking ‘close look’ at Waldorf Astoria hotel sale to Chinese
company” available at: https://www.theguardian.com/us-news/2014/oct/13/waldorf-
astoria-sale-us-government-close-look [Accessed on: 04.06.2021]

Hilton (2021) About us, available at: https://www.hilton.com/en/corporate/ [Accessed
on: 28" May 2021]

Lattman, P (2010 “Hilton and Starwood Settle Dispute” available at:
https:/dealbook.nytimes.com/2010/12/22/hilton-and-starwood-settle-
dispute/ [Accessed on: 04.06.2021]

Lock, S. (2021) Revenue of Hilton Worldwide Holdings Inc. from 2009 to 2019,
available at: https://www.statista.com/statistics/297760/revenue-of-hilton-worldwide-
holdings-inc/ (Accessed 28 May 2021)

Ogidefa, |., (2015), Strategic analysis of internal environment, published by: Lulu
Press

Reuters, (2018) “Blackstone to end its stay at Hilton after 11 years” available

at: https://www.reuters.com/article/us-hilton-wrldwide-stake-blackstone-
grou/blackstone-to-end-its-stay-at-hilton-after-11-years-idUSKCN1IJ1FZ [Accessed
on: 04.06.2021]

Ryba, K., (2020), Understanding the managers role, [online] available on:
https://www.quantumworkplace.com/future-of-work/managers-role-in-employee-
engagement last accessed on: 10" June 2021

Ting, D (2017) “Hilton’s New CMO Inherits a Strong Legacy and Big Challenges in
Hospitality Marketing” available at: https:/skift.com/2017/12/14/hiltons-new-cmo-
inherits-a-strong-legacy-and-big-challenges-in-hospitality-marketing/ [Accessed on:
04.06.2021]

Page120f13 482 words [¥ English (United Kingdom) 3 Focus = - e— — + 100%




image1.jpeg




image2.png
This report is written with the main purpose of sérving the client which is this
circumstance is Hilton Hotel Groups as they have raised some issues within their hotel
in London Hyde Park. Hilton Hotel Group has explained to us that their hotel from
London has started to show issues within the management operation as their
managers seem not to be as implicated in the work of the hotel as much as they used
to be in some other times. To the Hilton hotels group, the engagement of the superior
teams is extremely important and this because if the managers are using the right
behaviour, the employees will automatically have the same behaviour, however, if the
managers are not doing their work ensuring that the employees are feeling
comfortable and right in the job they are doing, then automatically the employees are
going to be affected thinking that there is no point in them working efficiently as long
as the managers are not doing the same (Ryba, 2020).

The 5-star London Hilton on Park Lane overlooks Hyde Park and offers stunning views
from every guest room and suite. The hotel is close to London's main attractions,
including theatres, world-famous landmarks such as Buckingham Palace, and the
vibrant shopping districts of Oxford Street, Knightsbridge and Bond Street. London
Hilton on Park Lane is famed for its service and prestigious Park Lane location. London
Hilton on Park Lane hotel exudes a sense of occasion; the hotel's customers expect
the best and the staff makes sure they're not disappointed. The service is impeccable,
the decoration stunning and the commitment to the finer details, a priority. The food is
guaranteed to awaken taste buds. If a desired dish is not on the menu, the hotel's
award-winning team of chefs will create it and are experts at organising entire culinary
experiences to the clients' specifications. Plan a meeting, conference or special event
at this luxury hotel.
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In order to ensure that all the details of the client are well-processed using the right
information, internal and external environmental analysis are going to be applied, by
this, direct reference to the PESTLE analysis and SWOT analysis is being made. Both
analyses are strategic tools used by businesses to investigate their internal
environment and external environment. After applying these two strategic tools, clear
consideration of the reasons why the issues have appeared could have been made
as there was enough information accumulated to be able to draw conclusions and

provide some recommendations (Ogidefa, 2015).
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After applying the SWOT analysis, the report outlined that the hotel has both strengths
and weaknesses, one of the strengths being that it has accessible prices, while the
weaknesses included the fact that it has absolutely affected employee engagement
and motivation at the workplace, as well as bad coordination between department,
these both aspects affecting the overall function of the hotel (Campbell & Craig, 2012).
However, when it comes to the external environment analysis, the report has
demonstrated that the political factors and the economic factors, as well as the social
factors can easily act negatively upon the development of the hotel and automatically
if the external factors are not covered by great engagement and coordination between
the employees of the hotel and departments, all together are going to definitely drag

the company even downer than it is already
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- Strengths of Hilton Worldwide

Performance ‘management

Hilton has one of the best performance management and appraisal systems in the
hospitality sector, which gives them one of the best hospitality operations technically
speaking. Managers and employees both like it because it is linked to salary raises

and promotions, training, and development etc.
Excellent employee benefits

Hilton has a reputation of offering a range of benefits to their temporary and permanent
employees for example, Travel Program, 401(k) Savings Plan, Hilton Honours
Program, Employee Assistance Program, Employee Purchase Program, The
ComPsych Guidance Resources, Educational Assistance Program, Health and Other

Insurance Coverage (Hilton, 2021).
Brand Image

A strong brand image over the years saw the development of well-known portfolio of
hotel brands including Waldorf Astoria Hotels & Resorts, Conrad Hotels & Resorts,
Hilton, Doubletree, Embassy Suites Hotels, Hilton Garden Inn, Hampton Inn & Suites,

Homewood Suites by Hilton, Home2 Suites by Hilton and Hilton Grand Vacations.

Loyal customers

Over 50 million customers are in Hilton’s loyalty membership programme covering the
18 brands at over 6,400 properties worldwide. New members earn 10 points for every
£1 they spend at any Hilton hotels. Customers are also promised to enjoy the lowest

price in the industry if thy booked Hilton.com.
Global presence

Global presence is also strength of Hilton. Hilton has over 6,400 properties in over 100

countries — a hotel for every style, budget and occasion (Hilton, 2021).




