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This report is an investigation into Hilton Hotels & Resorts, formerly known as Hilton Hotels. The report takes published literature relating to the company in order to summarise the information, analyse it, and present it in a formal manner.
[image: HiltonHotelsLogo.svg]
Figure 1: Hilton Hotels & Resorts Logo (Hilton Hotel & Resorts, 2019).
Hilton Hotels and Resorts is a private company operating in the hospitality industry. It was founded 99 years ago, on May 31 of 1919, and is soon to reach its 100th founding anniversary. Founded by Conrad Hilton, the company now holds more than 570 hotels across the world (Hilton Hotel & Resorts, 2019).


[bookmark: _Toc5315127]1. Sector of operation, the size, structure and explanation of its goals, mission and values
Hilton Hotels & Resorts is a private company operating in the hospitality sector. The parent company Hilton Worldwide Holdings Inc. is the second largest hotel chain in the world, having more than 4600 hotels in its portfolio belonging to at least 10 different hotel brands. Hilton Hotel & Resorts itself owns 586 hotels across 94 countries. Though the parent company owns 16 other brands, Hilton Hotels & Resorts remains to be its flagship brand (Hilton Hotel & Resorts, 2019).
The mission statement of Hilton Hotels and Resorts is “to be the most hospitable company in the world – by creating heartfelt experiences for Guests, meaningful opportunities for Team Members, high value for Owners and a positive impact in our Communities.”. Its goal is to be the first choice for its shareholders, team members and guests alike (Reference, 2019). The hotel values ‘hospitality’ to deliver exception guest experiences, ‘integrity’ to do the right thing, ‘leadership’ to be the leaders in the industry, ‘teamwork’ to be team players, ‘ownership’ to be the owners of all actions and decisions, and operating in the ‘now’ with a sense of urgency and discipline (Hilton Hotel & Resorts, 2019).
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Hilton Hotels & Resorts has prioritised opening hotels in popular locations to gain the attention of its target customer segment. The primary targets of the brand are people in the age bracket of 26 to 60 years. These are professionals who are middle and senior aged and have a high level of income. They typically belong to the upper social class. It is also known to target people who would enjoy a life of luxury. It prices its products and services in a similar fashion (Bhasin, 2019).
The customers of this hotel chain expect quality products and services from the company. They are people used to a luxurious lifestyle and want nothing less than exceptional for their money. From Hollywood galas to luxurious weddings to office deal closings, a variety of events take place at Hilton Hotels & Resorts. Hence, their customers want the experience to be the best as possible, so that they may be tempted to return again.
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Strengths, Weaknesses, Opportunities, and Threats analysis
	Strengths
	Weaknesses

	· Great and positive brand recognition in the minds of people around the world.
· High quality of goods and services.
· Effective administration.
· Developing in the Asian Continent.
· Established relationship with customers.
	· Network comparatively underdeveloped.
· Dependency on proprietors is higher than it should be.
· Lacklustre growth of business in China.

	
	

	Opportunities
	Threats

	· Possibility of exploring the Australian market.
· Preparing first-line representatives to become leadership specialist, thereby improving relationship management.
· Partnering with Games Events can help the business establish a good ground.
· Acquiring local hotels and resorts can make setting up the business easier while getting rid of the competition, all at the same time.
	· High competition in the market poses a great threat to the company’s revenue and growth of customer base.
· New entrants in the industry are shaping with global brands to join together.
· Some economies have a higher wage than others, and venturing in them is a threat to employee satisfaction. (Bhasin, 2019)



Political, Economic, Social, Technological, Legal, and Environmental analysis
	Political
	Economic

	· Upsetting political situation in Northern Ireland and some parts of the United Kingdom.
· Increasing acts of terrorism or threats
· Possibility of the United Kingdom leaving the EU.
	· Macroeconomic situations are observed occasionally, and the situation at other times is disappointing.
· Approaching the economic crisis in the United Kingdom.
· The exchange rate of the Great British Pound against other major currencies could pose an issue.

	
	

	Social
	Technological

	· More people from India and China visiting the UK, as a change in demographics.
· Emerging childless couples, singles and same-sex couples are a change in family patterns.
· Social values are in a stage of shifting.
· Social media gaining more and more influence over businesses and consumers.
	· Easier and quicker practices of technology are now possible in catering services due to technological breakthroughs.
· The Internet is now more integrated into the daily life of businesses and consumers alike than ever before.
· Booking at Hilton Hotels & Resorts has become easier due to online facilities.

	
	

	Legal
	Environmental

	· Rules and regulations in the United Kingdom can directly affect the catering and hospitality industry.
· The consumers’ protection rules also impact the activities of Hilton Hotels & Resorts.
· Changes in immigration rules is another area of impact.
	· Changes in the weather condition can impact the availability of customers.
· Hilton Hotels & Resorts could suffer damage to the brand image due to its negative impact on the environment.
· The hospitality and catering businesses tend to be fashioned around seasons.
· Natural disasters also carry some risk (Pechaycaren, 2019).



[bookmark: _Toc5315130]4. Explanation of the role of the employees within the organisation and how they support the organisation in achieving its goals
The employees at Hilton Hotels & Resorts carry a great responsibility of keeping the company alive and functioning as it is expected to. The employees are the ones who manage all the major activities and events happening in the hotel, starting from even the tiniest chores.
The three prime classifications of employees at Hilton Hotels & Resorts are the administration (e.g. managers and secretaries), guests’ services (e.g. maids, waiters and cooks), and support staff (e.g. plumbers, gardeners and electricians). The variously titled employees serve unique purposes that support Hilton Hotels & Resorts in achieving its goals (English4hotels.com, 2019). The administration looks after executive roles, and general managers could have particular areas of responsibility stated in their titles. They hold the most responsibility in terms of keeping the company functioning right. The guests’ services are responsible for directly catering to the customers and guests, making them really important for the state of hospitality in the company. Finally, the support staff keep the functionality, features and appearance of the hotels in the prime condition. They are also important in keeping up the luxurious presence in the hotels and resorts.

[bookmark: _Toc5315131]5. Explanation of the training and development and why this is important to organisations
The companies in the hospitality and catering industry are known to make use of a diverse workforce. This means that there are a lot of positions with very different educational and technical requirements. The skillsets that each employee would require may differ greatly from another. For this reason, training and development hold great importance for catering and hospitality companies like Hilton Hotels & Resorts.
Businesses need employees who are capable of doing what they are tasked with. One great way of finding such employees is to hire skilled ones. However, the lack of experience among people is a great concern for businesses, and skilled people are not always available for hire. Even if they were, the cost of their employment might be greater. Instead, hiring employees with less or no experience and improving their skill set with training and development serves a better use for catering and hospitality companies. It could also improve the capabilities of existing employees, thereby making them fit for new roles (Goodwin, Hills and Ashton, 2009).
Training and developing employees make them more capable and responsible for their specific jobs. As a result, they become a greater asset to the organisations they work for.

[bookmark: _Toc5315132]6. Explanation of the importance of a receptionist to the organisation
A receptionist is a person responsible for receiving visitors and also answering calls on the telephone. The role of a receptionist for a catering and hospitality company like Hilton Hotels & Resorts is immensely great. Normally, there is more than one receptionist at each hotel. This is to ensure a better reception for customers at the hotels.
Receptionists are the first point of contact for many of the customers at a hotel. They function as the face of the hotel. Hence it is important to ensure that they present a good image. For both people who have booked beforehand and those who haven’t, receptionists provide guidance and support in the hotel. They are responsible for welcoming guests, connecting them to appropriate staffs, creating an amicable experience for the customers, scheduling bookings, taking messages, increasing security by speaking to the customers, completing paperwork, sending emails, etc. (Whyte, 2011). Thus, it is clear that a receptionist is very important for the hotels of Hilton Hotels & Resorts.

[bookmark: _Toc5315133]7. Explanation of the skills and knowledge needed to carry out the role of a receptionist
The role of a receptionist does not require extensive knowledge or training. It is a rather easily approachable field of job, and the training is rarely difficult. The required knowledge may vary accordingly. Typically, they are required to have a diploma from a high school or something of equivalent value. Their training includes stress management, anger management, customer handling, speaking lessons, and other skill training regarding office activities. It helps if they have experience in technological aspects like computers and the Internet (English4hotels.com, 2019).
It is expected of a receptionist to show great professionalism in the job. Lack of professionalism can greatly ruin the experience for the customers. They should also have good communication skill, without which they would be unfit for the job entirely. Having interpersonal skills is also important, as that helps them engage in teamwork. During emergencies, receptionists need to be the calmest in order to ensure that the customers know everything is under control, even if they are not. They should also have great technical skills, and the ability to handle multiple tasks at once. Being at the centre of a hotel, their excellence means the excellence of the hotel (Whyte, 2011).

[bookmark: _Toc5315134]8. Explanation of the training and development requirements that need to be considered
To train and develop an employee into an excellent receptionist would require a training programme capable of shaping them into a very professional person. Regardless of what kind of personality they used to have, they will have to go through the training to become more amicable and calm-minded. They need to ensure that they are never affected by the situation when things get heated. Customers may behave very rudely with the receptionist, enough to drive a person insane. Even then the receptionist would have to keep calm and handle the situation carefully (Whyte, 2011).
For these things, the role of a receptionist would need training in communication skills, anger management skills, conflict management skills, and also a second language. Knowing more than one language can help the receptionist speak with foreigners. The language to be learned can be decided based on the presence of foreign customers. Being an office employee as well, receptionists need to be trained to learn using the computer, internet and handling emails (Goodwin, Hills and Ashton, 2009).
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Hilton Hotels & Resorts is a very popular brand name for many, and a widely popular name for people living the life of luxury. From Hollywood galas to important business deals, Hilton Hotels & Resorts is the perfect place for all events. The company has many strengths it can value and weaknesses it needs to overcome, as well as opportunities to look forward to and threats to be careful of. Nevertheless, it is in a state of growth, and will only improve further through effective marketing and increasing customer satisfaction.
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[bookmark: _Toc5315137]Appendix: Training and Development Plan
	Programme
	Week 1
	Week 2
	Week 3
	Week 4

	Communication and Interpersonal Skills
	✓
	✓
	
	

	Stress, Anger and Conflict Management
	✓
	
	
	

	Customer Handling
	
	✓
	✓
	

	Office (Word, Excel, PowerPoint)
	
	✓
	
	

	Internet (Firefox, Chrome, Edge)
	
	
	✓
	

	Dedicated Room-Booking Software
	
	
	✓
	✓
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