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PESTLE ANALYSIS

The Hilton is a hotel based in Milan. Although it has modern décor, there is traditional Italian sense throughout the hotel. We carried out a PESTLE analysis on the external factors in Italy, surrounding Hilton Milan that could have an effect on it in the hospitality industry. 

Political Factors
Tourism hugely affects the hospitality industry. So if anything causes an increase or decrease in tourism that has a direct effect on the hospitality industry. A major political factor which is currently affecting Milan is the temporary travel bans caused by the recent virus outbreak. Milan has been classed as a high risk city and therefore all travellers have been advised by the government not to travel to & from Milan. Some residents and travellers have been placed in quarantine in Italy and this has really scared tourists. This is going to have major effect on Hilton Milan as we are expected to have an increase in cancellations and decrease in room bookings for the unforeseeable future due to reduced tourism. (1) Another political factor which will benefit Italy, is the introduction of Tourist Tax. The legislation states that all tourists visiting Italy and staying in an accommodation are charged Tourist Tax on top of their accommodation cost. This tax is paid directly to the hotel and is approximately 2-5 Euros per person per night in Milan. (2, 3)

Economic Factors
The economical factor that could affect Hilton Milan is that due to airline tickets being extremely cheap in relation to other destinations and with the popular Euro 2020 football tournament just around the corner, there could be an influx in tourism, bringing tourists from all around the world, however at the same time if Euro 2020 is cancelled due to the virus outbreak, this could cause those already booked with Hilton Milan to cancel. Fortunately, UEFA has confirmed that Italy will still be one of the hosts of Euro 2020. This will help the economy in Italy massively and hugely benefit the hospitality industry, as all the travelling football fans will require accommodation and will spend a huge amount of money in Italy and add to the economy. This year due to the outbreak, a few of the Six Nation rugby games have now been postponed which will negatively affect the economy because they won’t have tourists spending money on flights, accommodation, food and more in Italy.(4)

Socio-cultural Factors
Air B&B has become a huge socio-cultural factor recently that will have an effect on the hospitality industry. Using Air B&B has become a trend in Europe especially in Italy, as it’s much cheaper than staying in a hotel, guests are getting more for their money by getting bigger rental properties and hosts which personalise their experience. This could dramatically reduce profits for the hospitality industry and Hilton Milan as it will mean competing with Air B&B properties for customers and possibly having to reduce room rates just to be able to encourage customers to book. (5)






Technological Factors
Technology can be great for business as it makes it easier for customers to book rooms through apps on their phone but can also affect it in a negative way. Reviews on Trip Advisor, if positive can bring in new customers and promote the business worldwide. Social Media is another technological factor, more & more people like to post about positive & negative experiences with hotels on social media. (6)

Legal Factors 
Luckily the legal factors that could affect Hilton Milan are minor, as the hotel is based in a great location with a low crime rate. Hilton Hotel have a strict policy on guest identification which encourages tourists to stay in Hilton Milan. Also Hilton Milan is very aware of all regulations related to consumer rights, employee rights as well as health & safety.

Environmental Factors
An environmental factor that has become huge issue in Italy, is the increased levels of air pollution. With flight tickets being extremely cheap to cities in Italy and also being roughly 2-3 hours long from cities in the UK, most airlines have frequent flights per day. Each flight is using up high levels of energy and then releasing just as much greenhouse gases into the atmosphere. This is then directly affecting air pollution and global warming. With Milan having 3 airports, it means that there are 3 times the flights that are releasing carbon dioxide and this is then affecting the residents of Milan. (7)



























Recruitment & Selection 

An effective recruitment & selection process is extremely important for any organisation, especially one in the hospitality industry as the employees that are recruited have a huge impact on the organisation. Organisations should have good recruiters as performance management starts right from the recruitment stage. For the hospitality industry, recruiters should work hard to find the person right for the job, with a likable personality and the right attitude, someone who is hard working and can adapt. These are all skills which are essential to guest satisfaction in the hospitality industry and can make performance management a lot easier to do for both employer and employee in the future. Guest satisfaction is big in the hospitality industry and can lead to profits through repeat customers and recommendations to family and friends, which is why it is so important that recruiters find someone who can provide excellent quality of service to guests. Recruiting the wrong person for the job could results in mistakes being made or work not being completed, leading to a loss for the organisation. It can also lead to a bad reputation for the hotel if the guests are not satisfied with the quality of service received on their visit. If the recruitment and selection was not successful and the individual needs to be coached or needs extra training because too many mistakes are being made, this will all cost time and money which can be used in a better way by the organisation. 

One of the aims of recruiting is to keep the staff that have been employed, because trying to replace them will be expensive and time consuming. It also means that the longer the recruitment and selection process takes, the more work that will build up and need to be completed by the rest of the team, so it’s more pressure on them. This could result in losing more staff or jobs not being completed on times e.g. rooms not being ready for guests once they’ve checked in. So it is really important to find out what the individual wants from the job. The recruiter needs to see whether the candidate is looking at it as a temporary job or do they want the job so that they can help the organisation succeed and then progress within the hospitality industry. 

If the right person is recruited, this can help the hospitality industry as the staff makes up a big part of the guest experience. If they provide great quality service, go the extra mile for guests, have high productivity, this will make a great impression on the guests. The guests will then want to revisit and will recommend to others through social media and by word of mouth. This will help uphold and increase the reputation of the hotel as well as bring in new customers and profit. This would help maintain competitive advantage as guests would rather go to a hotel which is familiar, where they get their money’s worth and enjoy the experience than somewhere new. (8, 9)
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Performance Management

Performance management is what drives the success of a business and allows it to maintain competitive advantage as the business is continually improving and therefore this is essential to maintain competitive advantage in the hospitality industry. Performance management includes a set of actions that take place to allow improvement in the overall performance of an organisation. In short, the actions include identifying, measuring, monitoring and reviewing performance on a regular basis and using this information to make further improvements in the organisation to maintain the advantage in a competitive industry like the hospitality industry. There are two types of performance management. Corporate Performance Management (CPM) involves managing the performance of the organisation by putting strategies in place to achieve the main objectives of the organisation and then reviewing them regularly to see if further improvements can be made. The second type is People Performance Management (PPM) which involves the management of people and works hand in hand with improving CPM. PPM involves making employees aware of what the goals are for the organisation, praising them whenever they perform well and working with them to set targets for areas of developments. 

In order to succeed, all organisations need to develop, use and improve their performance management tools & processes as a combination of this with high performance from employees, an organisation can achieve the results it wants. (B.Marr, 2019). There are many methods of performance management such as KPIs, PDPs, Reward & Recognition Programmes, Management by Objectives, 360° Feedback, Performance Appraisals & Performance Management Frameworks. Key Performance Indicators are most commonly used by organisations to measure their employee’s performance as well as the company’s performance in comparison to the company’s objectives which can help the organisation check if they are hitting their targets.

Reward and recognition programmes are another performance management tool that is used to reward employees who perform exceptionally well by giving them praise and possible rewards like bonuses when they have hit their targets. This helps to motivate those high performers to continually perform and motivate those who haven’t reached that level of performance to get there too so they can enjoy the reward and recognition as well. The 360° Feedback is another method which allows more people that are directly affected by an employee’s performance to give their opinion anonymously on how well they think the individual has performed and then all this information is put together to form feedback and then given to the employee. Performance Appraisals can help motivate employees to do well and hit targets so that they receive a great annual appraisal, with their manager appreciating their hard work. Lastly, Personal Development Plans are used in organisations to focus on the development of the employee. During this, the manager and employee sit together and discuss what went right, what went wrong and what development opportunities are available. By keeping the staff happy and constantly developing, organisations are maintaining their competitive advantage as this would lead to high productivity and profit. (10, 11)




Culture, Equality & Diversity in the Hospitality Industry


Nowadays, more & more people have realised the importance of culture, equality & diversity in the organisation, especially those that work within the hospitality industry. Within the hospitality industry, guests that stay in the hotel can be of any culture, race, age and disability and hotel staff should appreciate the diversity, rather than discriminate and make guests feel unwelcome just because they might be different. Therefore diversity within the workforce is extremely important as it makes guests feel comfortable to stay in the hotel as they feel like they are being treated equally and with respect. It benefits guests because they might find someone they can relate to or someone who may speak the same language as them. It also benefits the staff as they are able to learn about other people’s differences and embrace it, this increases their knowledge and it could also bring in more ideas, skills and creativity to improve the workforce and organisation overall. This will give the hotel a competitive advantage over others in the hospitality industry, as their workforce represents the wider public and increases their reputation among guests and even potential employees in the future. Also it means that the organisation can choose to recruit from a much wider variety of people rather than be limited in choice. Having a diverse workforce can increase productivity, knowledge, respect and understanding between staff. There are a few factors which can affect the culture, equality and diversity in an organisation such as not having open minded recruiters or recruiters who are biased during the selection process and discriminate against someone because of their differences. Another factor that affects diversity is that sometimes management and teams might not be accepting of an employee's values and beliefs, making them feel unwelcome and unappreciated, causing them to leave.

There are many policies in place to ensure this does not happens during recruitment, selection and employment such as the Equality Act, Human Rights Act & Disability Discrimination Act. This allows everyone to accept their differences, feel valuable and not feel like they have to change their views and hide who they are to fit in. It is extremely important that all staff feel appreciated within an organisation so that they want to do their best and help guests as much as they can.  (12, 13)


Recommendations

There are a few actions we can take to combat the issues discussed with recruitment and performance management. To make recruitment and selection more effective, more background checks and tests can be done during interview and assessment stage to make sure the right people are recruited. Also to improve performance management, regular coaching sessions should be conducted and SMART objectives should be set on a monthly basis. 
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