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                                                 HILTON HOTEL COMPANY 
 
Introduction: 
      Established in 1919 by Conrad Hilton the first Hilton hotel was placed in Cisco, Texas named The Mobley. In 1925 in Dallas was the first hotel with his name-Dallas Hilton. In 1946 The Hilton hotels were listed on the New York Stock Exchange(NYSE). In 1949 Conrad Hilton buys the original Waldorf Astoria in New York and opened the Carile Hilton in Puerto Rico. In 1964 Hilton International with C. Hilton as a president forms as a separate company. In 1969 in Scottsdale, Arizona was created The first Double Tree hotel. In 1970 Hilton becomes the first NYSE listed company to enter domestic gaming business with the purchase of The Las Vegas Hilton and The Flamingo Hilton. In 1979 Conrad N. Hilton died at age 91. Continue to develop in 1984 was the first Embassy Suites hotel in Kansas City, MO and first Hampton Inn in Memphis, TN. In 1987 Hilton presents Hilton Honors, its guests loyalty program. In 1989 in Omaha, NE was first Homewood Suites hotel. In 1990 was The Hilton Garden Inn. In 1999 Hilton Hotel Corporation expanding with Double Tree, Embassy Suites, Hampton and Homewood Suites. In 2009 Hilton Hotel Corporation changed its name and logo to Hilton Worldwide and moved its headquarters from Beverly 
Hills, CA to McLean, VA. In 2011 in Fayetteville, NC was first Home 2 Suites. Hilton returns to NYSE in 2013. Next year launces two new brands- Curio Collection by Hilton and Canopy by Hilton. In 2015 Hilton launches Digital Key and added to other industry- mobile app features, digital check-in and room selection. In 2017 Hilton launches its 14th brand- Tapestry Collection; introduces Five Feet to Fitness and debuts Connected Room. Next year launches Motto by Hilton and LXR Hotels & Resorts. In 2019 launches Signia Hilton and celebrates its 100th Anniversary. During this hundred year Hilton Hotels & Resorts now is placed in 117 countries and territories, owns 5980 properties and 954 855 rooms. Hilton means: Hospitality
Integrity 
Leadership 
Teamwork 
Ownership 
Now 
“Working in our hotel is like living in a community of people who have come together to make our daily environment a better place to work and live in.”(www.hilton.com/lobby/about us). 
The first Hilton hotel in UK opened doors in 1963 and this is Hilton London on Park Lane. Just one step from Hyde Park, close to famous shopping brands, historic landmarks and West End theatres. Hilton London on Park Lane is one of the biggest hotels in London with his 28 floors, 453 rooms and 56 suites. Incredible city view from Galvin at Windows restaurant on the top floor with Michelin dining. There are more facilities like executive lounge, fitness and spa centre, business centre, grand ballroom. 


Main body 
                    Being a successful company for hundred years means that Hilton launches and develop new methods to deliver good service and receive high feedbacks. 
                  However, one of the Hilton's new method is named “Blue energy” which is part of their training program. The motto of “Blue energy” is: Living our values; Delivering our promise; Celebrating our stories and the following 12 universal service standards: 
1. Greet the guest with a smile using their last name, if known. 
2. Use positive body language and gestures and maintain eye contact. 
3. Use engaging language to communicate with both guests and fellow team members. 
4. When guest asked for direction outside the hotel, walk the first few steps with him/her and offer to escort them to their destination. 
5. Acknowledge guests who are waiting to be served with eye contact and indicate that you'll be with them shortly. 
6. Positively and nicely engage with children. 
7. Recognize Hilton Honors members and communicate sincere appreciation for their loyalty. 
8. Demonstrate hotel knowledge by answering questions and providing accurate information. If you don't know the answer, find out for the guest rather than referring them to someone else. 
9. Quickly address all guest requests in a friendly, helpful manner and provide a positive response. 
10. Ensure that each guest interaction demonstrates the helpfulness of the hotel staff: 
a. Identify yourself by providing them your first name; 
b. Inquire if they need anything else; 
c. Invite the guest to contact you (or any other team member) if additional needs arise during their stay. 
11. Ensure that the guest is pleased with the assistance provided. 
12. Use the HEART model when resolving guests concerns: 
Hear the guest out 
Empathize 
Apologize 
Resolve 
Thank the guest 
           These 12 standards are supported by another 6 BEHAVIORS: 
1. Body language 
2. The words and tone use 
3. Active listening 
4. Empathy 
5. How Not To Say No Model 
6. HEART service recovery model 
            To develop these standards and behaviours Hilton created a staff portal in their website which is available only for team members( Hilton lobby ). The portal gives the opportunity to study in Hilton University which was created for team members who wants to develop in the hotel. By taking all the Hilton courses in the program, each team member will be able to provide better service and also will be presented in Hilton Worldwide. This means that the team member can receive job offers from Hilton hotels in the world. For example: each team member can apply for job position to another Hilton hotel in the country or abroad. The portal has also “ job search “ where can search what position is available and where in the world. For example:  the team member looks for position in Waldorf Astoria in New York. By taping the name of the city in “ job search “ will be shown all the available positions in Hilton hotels in New York. By applying for the opened positions will receive an emails with information how and when the team member can start the new position.  
           Hilton lobby also created Hilton Honors which is not only for the guests of the hotel. Each team member can apply for Hilton Honors which gives Hilton discounts by choosing another Hilton hotel in the country or abroad including their family or friends. Becoming a member in Hilton Honors each team member receives good discounts for better service. 
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