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The definition of problem solving is a complex skill. It involves critical thinking, decision-making, creativity, and information processing. Effective problem solvers use a systematic approach that them to break down difficult problems smaller, more manageable parts. 

In its simplest form, problem-solving involves three basic steps: identify the problem, generate a list of possible solutions and implement the solution. 

That why is very important have the knowledge of problem solving since will support us to have a better understanding of a complex organisation and how to run a business. I will start with the type of organisation I choose which is hostelry concretely Hilton hotel, situate on London, Park Lane.
 
Hilton has different branch in different parts of the world. The environment that the hotel has is resident manager and the assistant manager, under management we have three department: Reception, Housekeeping, and maintenance. 
Concerning reception, we have five receptionists, the accounting and two of the senior receptionists. On the maintenance we have the maintenance manager and the handyman. 

On housekeeping team, we have the housekeeping manager and three supervisors and 30 housekeeper staff, as well we have 5 porters. 

A typical working day a Hilton we have on average over 250 in house guest. Is a very busy hotel since every day we had between 150 to 250 arrivals therefore 160 departures. Hilton stress is taken as a priority the gust who are members meaning that they can request early checking and late checkout which is subjectable to availability. 
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One of the biggest complex problems that a hotel have is complains but each place has different complains types. The problem I would like to discuss is the customers instantiation at the time when they are visiting the hotel for first time, or they are regular gusts who notice something that never change and needs some improved. 

Is very important to undertint that when it comes to price and spencer the people expect everything to be just as perfect as the high cost. 

Once we received a gust complain explaining that they made a reservation for 2 weeks and upon checking they were told on reception that due to an unexpected over booking, they had to be moved to another room, room 334 and they will be moved again after 2 days. The gust said that the room was one of the older and unrenovated as well was at the end of the corridor on a dark corner, the room itself was quite dirty and have been perhaps unused for quite some time they added that the room has a strong smell that gave to them headache after the first night. The tried to contact reception the next day but they could not change of room cause of the non-availability. 

Of course, the expectation of they stay was horrible they claimed a refund for the total stay. since the room was not at all what they booked without leaving less they said the level of noise coming from outside through the windows. 

The also they feel miss-led via our website, booking process and the very positive feedback that they read in some of the comments. 
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I will use a cause-and-effect analysis using a fishbone diagram here to identify the possible causes to the complex problem including possible root causes. 



            Environment                                       Methods                    

Not enough rooms                            Late Checkout                                   busy area 
Available                                          
                                                            Lack of efficient ways 
                                                            Of working 
                                                                                                                         Hotel policy  
Rooms out of order                          lack of long 
                                                             waiting time                                            Lack of teamwork 
Poor Housekeeping 



Poor maintenance                               incorrect rooms     
                                                                allocation 
                                                                                                                             Disinterested manager 
                                                          Cleaning standers 
                                                                                                                           Lack of communication 
New housekeeping                               unexpected new                                  
Staff                                                         arrivals                                                       more staff training 


  Equipment                                                People                                           
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For analyse the situation and to suggest alternatives solution in this section I will use the Pestle analysis is usually referred as Pest analysis is a problem solving and decision-making method that in its expanded kind denotes P for Political, E for Economic, S for Social, T for Technological, L for Legal and E for Environmental. 

Pestle Analysis of Hilton examines the various external factors which impacts its business along with legal and environmental factors. The Pestle analysis highlights the different extrinsic scenarios which impact the business of the brand, as well is imperative for companies such as Hilton, as it helps them to better understand market dynamics and improve their business continuously. 

The Hilton Pestle Analysis:

· Political Factors 
· Economic Factors 
· Social Factors 
· Technological Factors 
· Legal Factors 
· Environmental Factors 


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 revenues of the hotel in the UK. Also trade war between various countries now will impact on the hostel operations and profitability. 








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.


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. 


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 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.

So, hotel bookings are now becoming more sophisticated so this factor cannot be overlooked by the business.



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, 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. 

Environmental Factors:

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.
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In this part of the report, I will suggest an arrangement of 3 solutions to solve the identified complex problem. 

Solution 1.  Frond desk should check the request of the arrivals guest, so they will be aware to what the guest expect on the room. As well reception must be on contact with housekeeping to inform them any upgrade or rooms moves, given to housekeeping staff time to make any change if is necessary. 

Solution 2.  The policy for our Hilton member is late checkout or early check-in subjective to availability, but sometimes if is many late departures and early arrival is a lot of paperwork and long-time queue. So, the best solution is having efficient way of working meaning if we do not have availability, we should the out of order rooms, in that case maintenance needs to implement teamwork. 

Solution 3.  The cleaning standers for a hotel is one of the more important guest experiences since if it the first time they join the hotel. If we have new staff from housekeeping department, Management should be more involve on the hotel standers and as well be sure that the new staff got the correct training. 
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Following the complex problem solution, in this section a will evaluate the convenient alternative solution using decision making matrix. 

	
	Weight
	Solution 1
	Solution 2
	Solution 3

	Cost 
	5
	3x5=15
	4x5=20
	5x5=25

	Time 
	4
	4x4=16
	5x4=20
	3x4=12

	New staff training 
	3
	3x3=9
	4x3=12
	5x3=15

	Hotel policy 
	5
	4x5=20
	5x5=25
	3x5=15

	Customer Disruption 
	5
	4x5=20
	5x5=25
	5x5=25

	Total 
	
	80
	102
	92


Solution 2 is the most appropriate to be implemented. 
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For discuss of the implementation plan I use Gannt Chart, it will help me to shows me the activities of a project mapped against a timescale. The Gantt Chart is used to a project planning and management. With Gantt charts I can indicate dependencies tasks that can not start until other one is complete, using symbols and significance of colours. 
Gannt Chart analysis:
	Task 
	Activity
	Predecessor
	Duration 
(Weeks)

	1
	Managers training 
	1
	4

	2
	Staff training 
	2
	3

	3
	Cleaning standers
	3
	2

	4
	Change the floors 
	4
	2

	5
	Fix windows/Doors
	5
	3

	6
	Electric 
	5,6
	2

	7
	Finishing/handover 
	7
	1
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Here we can see the monetary schedule of the task. 
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The stakeholder analysis method is used to examine the environment of the Holton Hotel. This is an effective method to analyse the internal factors, which pose a threat to the hotel business. The investigation has proved that the major stakeholders in the Hilton Hotel are the customers, dealers, employees, and the government. 
· Customers: They are considered as a chief stakeholder in the business that significantly affects the profitability and stability of the Hilton Hotel. The qualitative or the conditioned services are the major requirements of the clients of the company. always kept satisfied by the organisation. 

· Employees: As per the findings, the employees of the Hilton Hotel constitute a high turnover of the establishment. The employees are not satisfied much with the hotel. They are not given incentives and privileges as they think they require. The hotel emphasises on several training programs to boost the employee's zeal, but there has been a communication gap between the higher level and the lower employee levels. 

· Suppliers: To maintain the adequate supply of the raw materials and the edibles in the hotel, the suppliers and dealers should be paid on time. There should also be good communication establishment between the hotel and the dealer so that there is never any supply issue to the organisation. The Hilton Hotel maintains an adequate relationship with it suppliers, mainly the relationship with the raw materials suppliers are maintained very closely. The relationship with the suppliers is always gratified by the organisation. 

· Government: The Hilton Hotel has to pay a tax to every government of the country where it operates. All the financial transactions of the organisation have to be reported to the government of that nation. The organisation pays the taxes properly and on time, this helps the Hilton Hotel to maintain good relationships with the government of every country, wherever it operates. As per the stakeholder analysis, the government is managed closely by the organisation.

	Keep Satisfied 

· Creditors
· Suppliers
· Customers

	Manage Closely

· Government 
· Trade Unions 

	Monitor 

· Employees
· Investors 
	Keep Informed 

· Owners 
· Community 



After of the classification according to the Stakeholder matrix I well complete the stakeholder communication plan for have a meter understanding. 

	Stakeholder
	Power/Internet
	Key Interests & Issues
	Communication
Vehicle
	Frequency

	

Government
	

High/High
	

Privileges to buy new land
	
Personal meetings
Emails
	
Monthly

Annual

	
Employees
	
Low/High
	
Travel time,
Facilities,
Incentives, privileges
	
Email
Website
Announcement
	
Monthly

Updates

	
Supplier
	
High/High
	Company Discount
	
Email
	ASP

	

Customer
Service
	

High/High
	
Frond desk skills development for better gusts feedback
	Notice board
Emails with trainings
Group meeting
	Initial and monthly
Trainings update
Weekly
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Concluding the report, I used the skills learned in class, using the example of Hilton hotel demonstrating as well as the meaning of problem solving and decision-making skills. Doing this work, I have realized how to do an analysis of a complex problem and how to fix it or find the main solution. 
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NATURE OF THE BACKGROUND
ORGANISATION

The industry is a 5 star Hotel ******

Accounting with 8 department; Front Office, Management, Housekeeping, Food and
Beverage, Kitchen and Food Production, Maintenance, Accounts an Finance and
Security.

The Hotel have 160 rooms between them; Studio room, Deluxe room, Suites and
Presidential Suites. With a clean change of bed and bath linen daily and during arrival.

Five-Star Hotel include an extensive breakfast buffet an assortment of restaurants and
dining option. Also expect free access to a Spa service, Swimming pool and 24H Fitness
centres.
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•

Accounting with 8 department; Front Office, Management, Housekeeping, Food and 

Beverage, Kitchen and Food Production, Maintenance, Accounts an Finance and 
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•

The Hotel have 160 rooms between them; Studio room, Deluxe room, Suites and 

Presidential Suites. With a clean change of bed and bath linen daily and during arrival.

•

Five-Star Hotel include an extensive breakfast buffet an assortment of restaurants and 
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« Hiring and retaining the Staff.
« Operational issues.

« Housekeeping issues.

« Chang in guest expectation.

« Losing loyal customers.

« Rising competition.









IMPACT OF THE COMPLEX PROBLEM

•

Hiring and retaining the Staff. 

•

Operational issues. 

•

Housekeeping issues. 

•

Chang in guest expectation. 

•

Losing loyal customers. 

•

Rising competition. 
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ALTERNATIVE SOLUTIONS

- The new employees need more training and management should be
more corporative with them.

. Front desk should not give early check/in if they know we do not have
full housekeeping team.

- Housekeeping should have enough machines and better organization.
- The hotel needs more rooms availabilities.

« Maintenance should check all rooms which are out of order so we can
have more room available.
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•

The new employees need more training and management should be 

more corporative with them. 

•

Front desk should not give early check/in if they know we do not have 

full housekeeping team.

•

Housekeeping should have enough machines and better organization. 

•

The hotel needs more rooms availabilities.

•

Maintenance should check all rooms which are out of order so we can 

have more room available.
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EVALUATION OF ALTERNATIVE
SOLUTIONS

« Housekeeping should have enough machines and better organization.

Solution 1 | Solution 2 | Solution 3

Housekeeping staft 5 5x5=25 3x5=15 2x5=5

Experience 3 2x3=6 4x3=12 5x3 =15
Team communication 4 5x4 =20 3x4=12 5x5=25
Poor schedule 3 3x3=9 4x3=12 5x3 =15
Time 4 3x4=12 5x4 =20 2x4=8

Customer disruption 5 3x5=15 5x5=25 4x5=20
Total 87 96 88

Solution number 2 is the most appropriate one to be implemented.
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SOLUTIONS

•

Housekeeping should have enough machines and better organization. 

Weight

Solution 1  Solution 2 Solution 3

Housekeeping staff  5 5 x 5 = 25 3 x 5 = 15 2 x 5 = 5

Experience  3 2 x 3 = 6 4 x 3 = 12 5 x 3 = 15

Team communication  4 5 x 4 = 20 3 x 4 = 12 5 x 5 = 25

Poor schedule 3 3 x 3 = 9  4 x 3 = 12 5 x 3 = 15

Time  4 3 x 4 = 12 5 x 4 = 20 2 x 4 = 8 

Customer disruption  5 3 x 5 = 15 5 x 5 = 25 4 x 5 = 20 

Total  87 96 88

Solution number 2 is the most appropriate one to be implemented.  
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