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The main purpose of the report is to analyse what are the key functions and responsibilities which the Hilton Hotel serves to the customers. While making this report it is also analysed that what are the key measures and the processes which the organization takes when there is any issue or any problem (Wilson, 2020). The report will analyse the finding and results and the framing of action plan which will help in initiating the main purpose of the report. This will be done to ensure that all the process of the organization are going and working correctly along with recommendations framed.
The problems and issue which are to be addressed in the current report is the irresponsive behaviour of the staff members which created bad reviews from the customers’ side and this affected the reputation and brand image of the organization which is Hilton Hotel on large scale (McIntosh and et.al., 2018). This problem and issue which has been raised by the customers has created the major problem for the organization and has also forced to change the patterns and systems of the whole organization. Therefore, this is the problem which the organization faced of having irresponsive staff behaviour towards the customers on bad note.
The methods used to analyse this problem was through PESTEL and SWOT analysis which helped in making the process of the report to be done in more effective and efficient manner. the PESTEL and SWOT analysis helped in making the most of the points of concerns which are there in the patterns and the problem through these analysis will be solved as it engages in taking the complete scenario of the whole problem along with the major points which play the key concerns and denote both positive and negative effects for problem which is to be solved on large scale. 
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Hilton Hotels and Resorts is a global brand of full service hotels and resorts which is the flag bearer of providing the hospitality services to the customers with their products and services which are to be made available for serving the purpose of luxury (Chang and et.al., 2019). Hilton provides luxury to the customers by their services and products which are available to the customers for their luxury while staying at the hotel. Hilton function effectively and efficiently in providing the services to the customers as it is well arranged hotel in terms of allotting the luxury with the seven star services. There are various types of services which the Hilton Hotel provides from providing the rooms to making the customers feel comfortable while they stay at the hotel. This is one of the main key points which help in analysing that the hotel is providing all the facilities that are required by the customers as per their requirements. The management of the Hotel is very efficient in providing the organization is keeping the standards to make it effective. 
On the contrary, there are some negative and positive aspects which are to be considered as important and for this PESTEL and SWOT analysis is done so that all the functions and process of the organization will be identified and through this it will be observed that there are both the aspects to which the organization is dealing in (Yu, 2020). This is the most important part of the organization in which the organization’s overall factors are identified which will be described in detail and they are as follows – 

PESTEL Analysis - The PESTEL analysis for Hilton Hotel is done as follows – 
Political - Recently, UK has left European Union which reduces the number of visitors that are to visit UK and this reduces the revenues of the Hotel in UK. And if any trade wars happen between the countries, UK is likely to be affected at its political grounds. This affects the profitability of the hotel (Pan and et.al., 2019). As Hilton hotel is serving its best in the UK and along with other countries there can be political clashes which is the major key point for the Hilton Hotel.
Economic – As Hilton Hotel is the large chain in the hotel industry therefore it targets the countries which have high disposable incomes and this initiates the factor of being economically independent and to increase the awareness towards the hotel on economic grounds. Due to COVID – 19 many countries have very low interest rates and also having stable economic environment is very important for the business to flourish and this will keep the economic stability on the grounds that it will be able to make the Hotel business successful.
Social – The social factor concerns that due to COVID - 19 there is no social gathering and this is the factor which has affected the Hilton Hotel on large scale (Nurmi and et.al., 2018). This has become the matter of social concern for Hilton Hotel as people are not moving any place and therefore it has decreased the value of concern for the people who wish to visit the Hotel.
Technological – Hilton Hotel must upgrade its technological aspect as through this the organization will be able to improve the value proposition which it offers to the customers. And through this the other aspects of the organizations technological aspects will be improved. In this factor, the organization should also enhance its social media platforms and the website functions. 
Legal – The legal factors of the hotel include customer laws, employee laws and other legal framework things which are to be concerned by the Hilton Hotel. Various laws are to be followed by the Hotel and this makes the major concern for the company as the operations are to be concerned with the functioning of the Hotel and its various processes.
Environmental – The environmental factors concern the fact that is the environment suitable for the Hilton should be considered but sometimes there is criticism about the hotel that the hotel pollutes the environment which has become the serious issue for the hotel in these recent times (David, 2019). Therefore, UK should follow proper environmental standards which help in making the environment clean and safe for customers as well as for the organization at large scale. 
Therefore, this is the PESTEL analysis of Hilton Hotel which is major point of concern for the whole organization and for the customers on large scale.

SWOT analysis – The SWOT analysis of the Hilton Hotel is described as below – 
Strength – The strength of the Hilton Hotel is that it has good brand name in the market and portfolio. The organization also contains the loyal customers’ database which helps them in making the sources of the organization stronger (Gürel and et.al., 2017). There are various benefits to the employees which helps the employees of the organization in making the brand name of the company even more effective which counts in its strongest strength of the company. The management system of the organization is having high evaluation system and this initiates the purpose of the Hotel to become stronger there and then. The technological aspect of the Hotel has developed its training and processes to be more effective in terms of how the organization will serve to the customers. 
Weakness – The major weakness of Hilton Hotel is that there is lack of trust of shareholders. Along with this the major weakness which has been observed in the past years is that the organization has received some bad reviews about the Hilton Hotel which has made the whole process of having a good image decline to such bad reviews. 
Opportunities – Hilton should utilize the various opportunities which are provided by the social media channels such as promoting the products and brand on Facebook, Instagram, Twitter etc (Vlados, 2019). The Hilton Hotel should consider joint ventures and partnerships to merge into. The marking of the services and products and the brand should be done in the various other developing countries. 
Threats – There has been major competition in the market especially to the Hilton Hotel for which the major competitor is the Marriot International. Due to the current situation which has been occurred due to pandemic, the Hilton Hotel has the threat of the business not working and this has made the decline in the profits.

Along with this the major problem and the issue which the Hilton Hotel is facing right now is the irresponsive staff which was seen at the review site where the customers had written reviews and in that they had made major complaints about the staff that they were very irresponsible and were not taking care of the problems which, the customers had made them aware of (GURL, 2017). This is the major issue which the organization is facing through at this recent time. As this problem is the main concern for the Hilton Hotel therefore it should be considered on prior basis and should be solved effectively and efficiently. To solve this the organization should take the major steps so that there are no such problems in the future which disturbs the reputation and brand image of the organization in the market and along with this, there is no trouble which the customers face in the near future in Hilton Hotel.
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The major issue which the Hilton Hotel is facing is - 
Irresponsive Staff - 
This was one of the issues identified on review site about the hotel. Guest who stayed in hotel word disappointed with irresponsible and irresponsive attitude of staff in which guest of the hotel Express that they were not satisfied with attitude of staff towards them. Some of the people Express that staff did not considered their problem and some people sad that when they were looking for staff in hotel there was no one to help them (Sánchez-Franco, Navarro-García and Rondán-Cataluña, 2019). These are some serious problems that can affect customer satisfaction with hotel and regarding staff issues it is important to consider that in hospitality employees and staff play very important roles in overall customer satisfaction with services.
This issue can be solved by providing staff required training so that they become more responsive to guest and their requirements. In addition to this creating positive and favorable condition for staff where they can keep guest and their requirement on top priority is also a very important way through which operation can be improved of Hilton Hotel. This means that many of the time situation and conditions within hotel occupy time and attention of staff that they should be giving to customer and ultimately it affects customer service in hotel. Concerned with this it is also important that organization provide required training and also build a culture in which guest of the hotel are kept at top priority by staff (Taheri and et.al., 2017). In this culture staff of the hotel should be motivated to be present when they are being required by guest for their complaints and issues. In addition to this one of the very important elements of trading is that when staff is not present and make complete about services how they should be responded in order to ensure they remain satisfied with services of Hilton Hotel.
Imaginative ways through which this issue or problem can be solved is by taking training and development sessions of the staff members so that they are management is able to identify the major weaknesses and loopholes which are affecting the performance of the organization and the customers are being reviewing on a bad note (Tsai and et.al., 2020). The management for this irresponsive behavior of the staff should take corrective actions so that the performance of the staff members is improved and they are able to deliver their best and there are no complaints from the side of customers. The main issue which the organization is also facing is the ill behavior of the staff members which has led them in trouble and has created the negative brand image in the market and also the customers bad reviews have made the organization denoted on the bad terms. 
This problem which is being reflected by the Hilton Hotel is that the organization is still facing the major drawbacks therefore, for the welfare and good reputation of the organization, it is very necessary that the organization takes care of the staff members performance so that there is no problem which the customers face (Ktait, 2019). On the large scale, the main point is that for this problem to be solved, the management is responsible for which they should make the efforts towards conducting the creative programs and planning the training sessions for the staff members so that the company is able to make sure that the staff members are eligible for the given work which they have to perform in the long run. This problem has affected the performance and other systems of the organization which are there. This has created the negative impact of the organization on the society and the Hotel industry overall in the market because there have been no good reviews which can be presented by the customers. They denoted various ill effects and poor performance of the staff members in the Hilton Hotel which has led to many threats to the society and the organization itself on large scale. 
There are various ways through which the performance of the staff members can be improved. This can be done by taking training programs and sessions in which the members are able to analyze their key strengths and weaknesses. Also, along with this the management is able to make the necessary changes which are being seen in the whole organization and the department itself (Do and et.al., 2021). The negative impact by initiating this process will be reduced and organization will be able to take concern of matters which are major to them and for they are responsible on large scale. Therefore, the main point of concern will be solved when staff members will be able to deliver their best performance and through this they are able to make changes which are necessary as to which the organization is responsible for. This will also initiate and value the performance of individuals and will improve organization’s patters effectively and efficiently. 
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