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1. Introduction and Background
1.1 [bookmark: _Toc148116246]Hilton Hotels & Resorts: A Brief Overview
For more than a century, Hilton Hotels & Resorts, a flagship brand of Hilton Worldwide Holdings Inc., has led the world in the hospitality sector. The brand, (Rockett, 2023) which Conrad Hilton founded in 1919, is well known for its opulent lodgings, first-rate service, and a sizable network of buildings spread over more than 100 nations. One of the most recognizable and well-respected names in the hotel industry, Hilton is dedicated to giving guests extraordinary experiences.
The hotel sector is not without its difficulties, even for a titan like Hilton. Like its rivals, Hilton Hotels & Resorts has recently faced a number of problems that have had a substantial impact on its capacity to efficiently teach, monitor, and manage staff performance (Rockett, 2023). Within the framework of Hilton's coaching, monitoring, and performance management methodologies, this proposal will dive into these modern difficulties.
1.2 [bookmark: _Toc148116247]Hilton Hotels & Resorts' current problems:
Employee Shortages: Hilton Hotels & Resorts has a major difficulty as a result of staffing concerns. High turnover rates contribute to the ongoing need for hiring and training, especially in entry-level and seasonal roles. The personnel dynamics in the hotel sector, which frequently entail seasonal and part-time employment, provide a revolving door effect that can put pressure on the current staff.
Training and skill development: The hospitality sector is recognized for its intricate requirements for guest service. Given the high turnover rates, ensuring that personnel receive regular and effective training is a complex undertaking (Nica, Răceanu, Tănase, & Ţigu, 2023). Standard operational procedures must be included in employee training, but also topics like how to communicate with guests, safety measures, and cultural sensitivity.
Management Quality: Manager competency is crucial for efficient coaching and performance management. The hospitality sector frequently promotes personnel from within, (Kulakhmetova, Aktymbayeva, Assipova, Baoleer, & Koshkimbayeva, 2022) which can result in circumstances where former front-line staff may lack the managerial abilities needed to lead and develop their teams despite their experience in guest service. In a Hilton hotel, a manager's position is crucial for employee development and retention in addition to visitor pleasure.
Adapting to Technological Changes: The hotel sector is progressively embracing digital tools and technologies in an era of fast technological change. By introducing technologies like contactless check-ins, smartphone applications, and digital guest services, Hilton Hotels & Resorts has followed suit. Although these developments increase convenience (Nica, Răceanu, Tănase, & Ţigu, 2023) and effectiveness, they also call for significant changes to staff coaching and performance management procedures. It is crucial to guarantee that both visitors and staff are at ease with and aware about these technologies.
1.3 [bookmark: _Toc148116248]Recent Examples of Impact on Hilton Hotels & Resorts:
Staff Shortages: A constant stream of new workers is caused by high staff turnover. The time and effort put into finding, hiring, and training new personnel directly affects how well Hilton's hotels run. Inexperienced workers may not offer the same level of service as more seasoned team members, which has an impact on the quality of the visitor experience.
Training and Skill Development: Inconsistencies in service delivery may result from inadequate training, which may have a detrimental effect on customer satisfaction. Additionally, (Demirçiftci, 2022) to keep staff members abreast of the most recent developments in technology and the business, regular training programmes are required. Lack of access to chances for training and development might affect employees' motivation and retention.
Management Quality: High turnover rates and employee unhappiness can be caused by poor management. Ineffective managers may fail to provide their personnel the essential direction and encouragement, which can irritate and demoralize them. Employees frequently quit their jobs because of their bosses rather than merely their jobs.
Changing Guest Expectations: Negative customer feedback and dwindling customer loyalty may stem from failing to fulfil changing visitor expectations. Today's visitors have many options, (Nica, Răceanu, Tănase, & Ţigu, 2023) and a single negative experience might cause a consumer to leave. Hilton must make sure that its staff members are prepared to live up to these demanding expectations.
Adapting to Technological Changes: While technology improves operational effectiveness and visitor experiences, a lack of familiarity or expertise with these technological tools can result in inefficiencies and unsatisfied visitors. It is crucial to make sure that staff members can use these technologies efficiently while yet providing a personal touch.
This proposal will examine how coaching, monitoring, and performance management are being used by Hilton Hotels & Resorts to solve these issues. It will look at the plans and programmes Hilton is putting in place to deal with these problems and uphold its dedication to excellence in the hospitality industry. By successfully overcoming these obstacles, Hilton can maintain its success and keep its reputation for offering exceptional experiences to visitors from all over the world.
2. [bookmark: _Toc148116249]Discussion/Literature
The difficulties hotels encounter in employee coaching, monitoring, and performance management have received a lot of attention in the literature, especially in light of recent disruptive events like Brexit, the COVID-19 epidemic, and inflation-related economic volatility. In order for the hospitality sector to adapt and prosper, it is crucial to investigate how these issues effect retention. 
2.1 [bookmark: _Toc148116250]Current Challenges in Employee Coaching, Monitoring, and Performance Management
The coaching, monitoring, and performance management processes in the hospitality sector, particularly hotels, are significantly hampered by the following issues:
High Turnover Rates: The hotel sector has a recurring problem with high turnover. (Küçük, Lenoël, & Macqueen, 2021) research found that variables including poor pay, long hours, and little prospects for professional advancement contribute to significant employee turnover.
Seasonal and Part-Time Employment: According to research by (Küçük, Lenoël, & Macqueen, 2021), many hotel staff work on a seasonal or part-time basis, which may have an impact on their dedication and engagement.
Quality of Training: (Davies, 2021) emphasize how inconsistent and poor training may lead to inferior performance and decreased visitor satisfaction.
Management Competency: Coaching and performance management depend on managers' abilities. Employee unhappiness may frequently be caused by inadequate management, according to research by (Davies, 2021).
Guests' anticipations: It has become difficult to live up to the high standards established by contemporary travelers due to changing visitor expectations. Keeping customers loyal requires a comprehension of and adherence to these expectations.
3. [bookmark: _Toc148116251]SWOT Analysis:
3.1 [bookmark: _Toc148116252]Strengths:
Reputation of the Brand: Hilton Hotels and Resorts is a reputable, well-known brand that can draw top talent and devoted clients.
Financial Strength: As a significant participant in the hospitality sector, Hilton has the resources necessary to make investments in training, technology, and staff development (Linxi, 2021).
Experience and Expertise: Hilton's years of industry experience offer priceless insights into what approaches to employee coaching, monitoring, and performance management are effective and ineffective.
Global Presence: Hilton's presence in several markets throughout the world enables the sharing of best practices, which contributes to a thorough strategy for staff development.
Workforce Diversity: Hilton's workforce diversity may be used as a strength to encourage creativity and adaptation in performance management (Linxi, 2021).
3.2 [bookmark: _Toc148116253]Weaknesses:
Bureaucracy: Slow bureaucratic procedures can occasionally prevent large firms like Hilton from implementing changes quickly.
High Turnover: The hospitality sector faces a serious problem with high turnover, which can impede long-term performance management and staff development initiatives.
Costs associated with training: Creating and providing thorough training courses may be expensive, and Hilton may have trouble keeping costs under control.
3.3 [bookmark: _Toc148116254]Opportunities:
Rapid technological development: It offers Hilton the chance to improve its systems for tracking employee performance and providing them with better training.
Growing Demand for Diversity and Inclusion: Hilton has the chance to stand out by creating an inclusive workplace (Linxi, 2021) as a result of the growing emphasis on diversity and inclusion.
3.4 [bookmark: _Toc148116255]Threats:
Competition: New players are constantly entering the fiercely competitive hotel sector. For continued competitiveness, Hilton must remain at the forefront of staff development and performance evaluation.
Economic Uncertainty: Economic downturns can have an influence on tourism and travel, lowering income and limiting Hilton's capacity to engage in staff development.
Cyber Security Threats: Hilton is increasingly vulnerable to cybersecurity threats as a result of its technological investments, which might disrupt business operations and harm the company's brand.
4. [bookmark: _Toc148116256]Impact of Current Affairs on Retention
In the hotel sector, recent global events including Brexit, the COVID-19 epidemic, and economic inflation have significantly impacted staff retention.
4.1 [bookmark: _Toc148116257]Brexit:
The hotel industry has been impacted by Brexit, which signified the UK's withdrawal from the European Union. The availability of skilled foreign workers has been constrained by the implementation of tougher immigration laws. A study from the UK's Migration Advisory Committee (2020) claims that hiring limits on foreign workers have led to a staffing crisis in the hospitality and food service sectors. Hotels have found it difficult to keep qualified employees (Küçük, Lenoël, & Macqueen, 2021), especially those from the EU who may have fled the UK owing to visa and immigration difficulties.
4.2 [bookmark: _Toc148116258]COVID-19 Pandemic:
The COVID-19 epidemic had an unanticipated effect on the hotel and hospitality sector. Mass layoffs and furloughs were caused by the suspension of travel and leisure activities, which also increased turnover rates. According to a poll by the American Hotel & Lodging Association, 98% of hotel workers in the US have either been laid off or given a furlough at some time during the pandemic. The main obstacles with retention hotels experienced during the epidemic included staff shortages and difficulties rehiring.
4.3 [bookmark: _Toc148116259]Inflation:
Inflationary trends in the economy, particularly growing living expenses, might have an impact on staff retention in the hospitality sector. When income does not keep up with rising living expenses, employees may look for higher-paying positions elsewhere. When hotels are unable to provide fair compensation packages, the problem may get worse. (Davies, 2021) study highlighted the significance of competitive pay for employee retention.
5. [bookmark: _Toc148116260]Potential Solutions
Hotels have used a variety of tactics and solutions to solve the difficulties in coaching, monitoring, and performance management while minimizing the influence of current circumstances.
1. Competitive Compensation and Benefits: Paying competitive salaries and providing competitive benefits can help employers recruit and keep employees (Sadhale, 2023). For instance, in order to provide its workers competitive pay and benefits that prioritize professional progression and personal wellbeing, Marriott International launched a worldwide effort in 2019.
2. Investing in training and development: These initiatives can improve employee skills and work satisfaction. The Radisson Hotel Group places a high priority on giving its staff training opportunities to improve their performance and career development.
3. Career Pathways: Providing employees with clear career paths might encourage them to remain with a firm. The InterContinental Hotels Group (IHG) provides a variety of career development programmes to give staff members chances to advance within the company.
4. Flexible Work Schedules: By offering flexible work schedules, such as part-time or seasonal work, employers may accommodate a wider spectrum of employees (Sadhale, 2023). This flexibility has been adopted by Hilton Worldwide Holdings Inc. in its hiring practices.
5. Adapting to Technological Advances: Implementing new technology helps enhance performance management and streamline operations. The digital revolution at Marriott International, which includes keyless access and smartphone check-in, enhances the visitor experience while boosting worker productivity.
5.1 [bookmark: _Toc148116261]Industry Examples
Major hotel chains have actively embraced these solutions:
Marriott International, Inc.: Marriott concentrates on providing competitive pay, career advancement, and benefits for employees. Their "Take Care" programme promotes the development and well-being of employees (Sadhale, 2023). Additionally, Marriott made investments in digital transformation to raise both employee and customer satisfaction. For instance, smartphone check-in and keyless entry are made possible with the Marriott Bonvoy mobile app.
IHG, the InterContinental Hotels Group IHG ensures possibilities for progress by offering its workers clear career tracks. IHG's dedication to employee wellbeing is demonstrated by its "IHG Clean Promise," a programme designed to improve cleanliness and safety. During the epidemic, accommodating booking practices aided in boosting customer satisfaction and employee confidence.
Radisson Hotel Group: Radisson lays a big emphasis on training and development and provides its staff with several prospects for advancement. Additionally, (Sadhale, 2023) they have put in place extensive safety procedures, such as the "Radisson Hotels Safety Protocol".
6. [bookmark: _Toc148116262]Evaluation/Conclusion
The influence of outside variables like Brexit, the COVID-19 epidemic, and inflation, together with how hotels handle to contemporary problems in employee coaching, monitoring, and performance management, give critical insights for the hospitality sector. The conversation brought up a number of crucial topics.
6.1 [bookmark: _Toc148116263]Implications and Recommendations for the Business:
Keep Your Attention on Employee Well-Being: A emphasis on employee well-being is essential given the difficulties facing the hospitality sector. Prioritizing competitive pay, adaptable work schedules, and clear career tracks can increase employee retention.
Invest in training and development programmes: To make sure that staff members have the knowledge and abilities needed to live up to customer expectations. Along with improving performance, this investment will also increase employee retention and work satisfaction.
Adapt to Technological Advances: To increase operational effectiveness and boost performance management, hotels should continue to embrace technology advancements. As illustrated in Marriott's example, implementing mobile check-in, keyless access, and digital guest services may greatly improve customer satisfaction and worker productivity.
Diversify Employee Recruitment: Hotels should think about changing their recruitment tactics in light of how Brexit may affect immigration laws. In order to recruit and nurture future potential, this may entail focusing on local talent, providing sponsorship for foreign workers, or forming alliances with educational institutions.
Proactive Response to External Factors: Hotels need to stay adaptable and be proactive in their responses to outside forces like the COVID-19 outbreak and economic inflation. Essential elements of such actions include creating crisis management strategies and making sure there is clear communication with staff.
Continuous Guest-Centric Focus: Maintaining a customer-centric focus is crucial in a world where expectations of guests are always changing. The service provided by staff members is crucial to guests' pleasure, thus hotels should constantly evaluate and modify their service offerings to satisfy these expectations.
In conclusion, despite the fact that the hospitality sector faces large problems in staff coaching, monitoring, and performance management, big hotel chains have shown that these issues are solvable through strategic solutions. In order to create successful retention strategies, it is essential to understand how external issues like inflation, the COVID-19 pandemic, and Brexit will affect retention rates. The suggested solutions provide hotels a road map for overcoming these difficulties and keeping their position as industry leaders in the cutthroat hospitality industry. Hotels can continue to provide outstanding guest experiences while maintaining their valued personnel by prioritizing employee well-being and being flexible.
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