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Summary

This report by studying during the outbreak of the Hilton Hotel's way of life, and through PESTEL, SWOT and the remaining two theories for the internal and external environment analysis of the Hilton Hotel in the outbreak of the advantages and disadvantages and analyze the importance of these to the Hilton Hotel, hope that through this report can learn a lot
1.0Introduction

The report will analyze Hilton Hotel, which is a very famous hotel in the world. Its headquarters is set in the United States. As a famous hotel in the hotel industry, it is the world's top hotel in terms of service management and financial strength. This report will analyze the management of Hilton Hotel under the epidemic situation and conduct in-depth research by analyzing the internal and external environment.

2.0Hilton Hotels during the pandemic

2.1PESTEL

It is very efficient to study a group through PESTEL, which can help organizations to identify their strengths and weaknesses in the business environment. PESTEL includes political, economic, social, technological, environmental and legal factors, through which the external environment of an enterprise can be better analyzed in detail.

The law

The arrival of COVID-19 has had a major impact on tourism around the world, which has caused severe losses in many tourism-related countries. The impact of tourism has also taken a toll on Hilton. The outbreak of COVID-19 has caused panic in many countries. Tourism covers a wide range of industries and contributes to the development of these areas and the global value of tourism management. The impact of COVID-19 on travel destinations, visitor behaviour and preferences is regional and national. Earlier studies limited the risk link between epidemics and tourism. Few studies have analysed travel restrictions on the spread of the COVID-19 pandemic and explained how destinations decide to respond to the pandemic. Travel and tourism is one of the largest industries in the world, however, while hospitality and tourism is an industry, it is currently highly sensitive to major shocks, such as the COVID-19 pandemic. It is vital to investigate how tourism is recovering from the effects of the COVID-19 pandemic. Tourism involves all walks of life, especially in very impact for hotel business, the blockade policies is to reduce where tourism have led to the spread of expanding population flow, the hotel industry is affected by the tourism industry as a big industry in the first place because policy influence hotel point the number is falling fast. Hilton also produced a profit decline in the background during the outbreak of the Hilton Hotel also made some changes, such as the outbreak is most serious in China, Hilton has taken themselves and cooperation of local hospitals and the government of hotels as epidemic isolation, and to help doctors and nurses to rest place.

Some small hotels and famous hotels closed down in large quantities during the epidemic, which also brought a certain amount of increase to Hilton Hotel customers. According to data, in 2020, transformed brand hotels signed by Hilton increased by 30% year on year. Its soft brands, such as LXR, Curio and Tapestry, and traditional brands, such as Doubletree by Hilton, have maintained the growth of brand conversion rate. (Travel News). At the same time, due to the influence of law, people cannot work in crowded places, so Hilton also provides its own service quality and provides permanent residence service for some business people. In 2020, Among all Hilton brands, Homewood Suites and Home2 Suites have the highest occupancy rate. It is especially popular with new guests, who are more inclined to stay for a long time and want more space and full facilities. Currently, the two brands have 974 hotels within driving distance of destinations in North America. In addition, Hilton's all-suite brand, Embassy Suites, specializes in high-end accommodations for leisure destination travelers, especially those looking to telecommute from a new location (TRAVELnews). Tourism will gradually recover as the policy is relaxed.

Science and technology

Driven by the epidemic, Hilton has accelerated the speed of hotel intellectualization. Under the circumstances of disease without contact room service has become an indispensable part of each hotel, the Hilton Hotel through the use of the intelligent robot to help customers in the hotel room service this kind of robot can provide service 24 hours a day, work to the completion of the degree is high, the service data can also be accurate records. Hotel service staff can use robots to solve a single type of repetitive work, freeing part of the manpower. Upgrading of intelligent robot also promotes the upgrade of hotel intellectualization, Hilton Hotel and technology company TCL has carried on the depth of cooperation, has chosen the TCL's latest AI smart TV into the hotel, the smart TV into the guest room everything can interact with TV, such as door locks, air conditioner, only need to call service by means of speech. This makes customers willing to choose these hotels through these interesting things, because customers can enjoy the high-tech at the same time to ensure that they can have a more pleasant service experience.

2.2SWOT

Swot is divided into four kinds of advantages, disadvantages, opportunities, and threats, through these four to analyze an organization or a company in competition with other companies in the development road of time is in what is the status of, can also analyze the strategic framework of the company, as well as internal and external environmental factors, through these finally also can analyze the current and future developments.

The opportunity

Due to the outbreak of the epidemic, many offline meetings have been replaced by online meetings. Compared with offline meetings, some business people prefer online meetings because online meetings can save commuting time and are more comfortable. Therefore, Hilton Hotel should choose some high-tech companies to conduct and do, through the combination of online and offline ways to hold the conference in the hotel. Or provide some business people with excellent rooms and room service, so that they have a comfortable environment to do online work. Hilton Hotel market profits accounted for 80% of the total income in the United States, the Hilton Hotel needs to strengthen business cooperation in their countries to reduce some risks, such as the Chinese market, in China people understanding of the Hilton Hotel is a high-end hotel service better, and China is in the retention rate of high-end hotels, which is not too high, That's good for Hilton.

2.3 The McKinsey 7S model

The McKinsey 7S model is a tool for analyzing a company's organizational design by looking at seven key internal elements: strategy, structure, systems, shared values, style, people, and skills to determine whether they are effectively aligned and allow the organization to achieve its goals.

Employees

All hotel staff, managers and service personnel should clarify their positions, responsibilities, authority and specific tasks, as well as the coherence and coordination of their work or services, especially during the epidemic period for strict management of rooms. Hilton Hotel job analysis is today all hotel affiliated to the hotel widely used post responsibility system, which provides the position, task, service procedures, service quality standards, service skills and other very clear work criteria.

Hilton staff work standard is the service standard of each hotel today, including the quantity and quality of service standards of the two major aspects. First, in terms of the quantity of service quality standards, according to the regulations of Hilton Hotel, each room attendant is responsible for cleaning 16 rooms every day, and more detailed hotel disinfection should be carried out to meet and conform to the hotel room hygiene standards during the epidemic. In other words, every guest does not need to check out at the service desk. Therefore, every room attendant needs to clean the room regardless of whether the guest checks out or not. If the cleaning is not completed on time, the responsibility of the next class and the room attendant should be traced. Hilton also stressed that the catering service must have a certain quality standard, each restaurant staff a day to serve the number of customers, there are clear rules, but due to the reduction of restaurant use during the epidemic reduced the number of service. But Hilton Hotel company still implement a set of strict chain management evaluation plan, do not meet the Hilton Hotel operating standards of the hotel out, so as to ensure that the Hilton brand has always maintained a high level. Hilton strictly control the cost of the hotel departments of the service, profit can be arranged on their own, the implementation of decentralization, give full play to the enthusiasm of each staff, service staff, knowledge and skills expertise, in order to facilitate the operation and management of the hotel. However, the hotel's daily, weekly and monthly costs must be strictly controlled. Every Hilton Hotel manager must know exactly how many room attendants, lobby waiters, elevator attendants, cooks and restaurant attendants are required each day. At the same time, the hotel needs all items to be purchased according to the forecast and needs, to the right amount. Every day electricity, water consumption should enter the computer, into the cost accounting. Hilton stressed that cost, formalities for examination and approval of accounting should be absolutely focused, permissions diffi, all expenses large projects, such as rooms, restaurant supplies, TV set, match, the light bulb, soap, towel cloth, table cloth, bed sheets, restaurant and other Hilton Hotel and go through Los Angeles headquarters of the central purchasing department or New York and Chicago branch approval to purchase, Mr. Hilton believes that cost control itself is to reduce costs and increase profits.

2.4The Five Competitive Forces

The five forces model was originally coined by Porter: the supplier, the buyer, the replacement threat, and the new power threat. It identifies the sources of competition, the pressures of competition around the world come from these five factors

Hilton Hotel suppliers' ability to supply goods determines whether the hotel can timely provide guests with their satisfactory goods and services at appropriate prices. Meanwhile, the comparison of the negotiation ability between suppliers and the hotel also affects the operating cost of the hotel. Suppliers of high-end hotels are mainly hotel facilities and supplies suppliers. From the point of view of product information, because the hotel is more close to consumers, so compared with suppliers, they have a greater amount of information on the change of product demand, faster. Hotel management of hotel facilities and product demand is long-term and stable, sometimes with the expansion of the scale, the demand will expand accordingly, from the bargaining power comparison, the hotel is often in a strong position. With the further enhancement of the hotel strength, the hotel can use its own capital and market advantages, for some products independent production or commissioned processing.

3.0Advice

Hilton can accelerate its expansion in Asia. During the epidemic, most hotels in Asia, which is a large number of developing countries, could not keep up, which led to the bankruptcy of most hotels. That's when most competitors are going to expand especially in China where the demand is huge. Due to the impact of the epidemic, the Chinese hotel market has been closed down a lot and needs some middle and high-end hotels to supplement it. This is a very beneficial opportunity.

Hilton Hotel can promote through social media activities, because most young people are the main consumers of the hotel nowadays, especially the executive lounge and other supporting services provided by the hotel. Hilton Hotel can share its hotel business and other aspects through social media such as Instagram. This can attract some young customers to spend money.

Hilton Hotel during the outbreak to minimize unnecessary layoffs, because in the hotel industry talents is not too much, all sorts of service personnel and middle management is difficult to develop, not only avoid layoffs to increase talent recruitment, such as the outbreak in the face of the hotel after a large number of expansion that will lead to the lack of talent. If the management shortage is caused by the expansion, the service quality of the hotel will decline, which is not conducive to the reputation of the hotel.The arrival of the science and technology while Hilton can help to reduce Labour costs but the consumer still is like the feeling of being service, this is the most indispensable in the hospitality industry so when service needs the help of a robot and not just need the high quality service personnel, the hotel can improve the applying requirement to recruit some high quality of service staff, This is the best way to get the best out of a pleasant experience

4.0 Conclusion

Under the outbreak of the Hilton has its own pattern, can be seen from the above analysis of the Hilton Hotel in outbreak comes not panic, but there is a unstable through its own management by means of various measures, as well as various measures to help the hotel out of the predicament, it's the result of long-term accumulated Hilton Hotel.
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