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Hospitality and Guest Service – A case of Hilton Hotels and Resorts



Hospitality Business – A case of Hilton Hotels and Resorts
Hotel chain is a group of hotels that have a common leadership, product promotion concepts. The hotel chain is a group of hotels (two or more) that share a common leadership, product promotion concept, and brand. International hotel chains create centralized supply enterprises, training centers, factories for the repair and manufacture of furniture and equipment (Richard, 2017). The role of international hotel chains is undoubtedly very important for tourism, as well as other industries and the economy as a whole. Let's find out in more detail what they are. Hotel chains act as an economic upsurge in various industries and an increase in living standards in developed countries has led to frequent movements of business, people and tourists to different regions of the world (Richard, 2017). Significant investments were made in the hotel industry to upgrade the hotel base, new construction, the introduction of modern technologies, forms of service (Richard, 2017). Hotel chains are important in the development of the hospitality industry. They allow you to promote high standards of service on the world tourist market and also contribute to the support of hotel services for tourists (Richard, 2017). Hotel chains contribute to the distribution and significant increase in the level of organization of production and services for tourists, the creation of a certain image of hotel services, having met which in another country, a tourist feels almost at home. In this study, Hilton is considered for analysis of provided services to the customers and adaptations needed with the changing customer preferences. 
Hilton Hotels and Resorts
Since its founding in 1919, the Hilton chain has become a pioneer in the hospitality industry, the first to introduce innovations such as air conditioning and televisions in rooms, an automated reservation system, and even the Pina Colada cocktail (Richard, 2017). All this was designed to give the hotel guests the best possible experience, anticipate any desire and transform the experience of hospitality using new technologies. In the first hundred years of the network’s existence, Hilton has hosted over 3 billion guests in more than 5,700 hotels in 113 countries and territories around the world. The company hired 10 million employees and contributed $ 1 trillion to community economies around the world, continuing to fulfill Conrad Hilton's mission: to make Hilton the most hospitable company in the world (Richard, 2017). 
Changing Customer Preferences
The dynamic development of the hospitality industry (hotel industry) poses new tasks. Particularly, the ecology of all branches of the economy, including this industry, matches the national interests (Schuckert, Liang, Law & Sun, 2019). This can be linked to the ecology of various aspects of the activity of collective accommodation facilities and the implementation of eco-innovations, as to eco-hotel creation. However, the achievement of all these tasks leads to sufficient losses that can be recompensed by the income of hospitality industry organizations in the only case of significant demand for ecological hotel services (Schuckert et al., 2019). Evidently, such a demand can be expected due to customer preferences transformation: young generation representatives are more ecology oriented. The results of some foreign investigations show the principal factors motivating youngsters (Schuckert et al., 2019). Particularly, these include a high level of ecological education. An analysis of the current situation demonstrates that the customer preferences transformation in relation to ecological products and services does not facilitate a quick and significant increase in interest in the ecology of the hospitality industry (Schuckert et al., 2019). 
The appearance of the relevant differences between the international, national and personal interests creates sufficient challenges for the development of the hotel industry in the country. Ecology-related losses will be hardly recompensed by demand increase. The solution to the problem can be linked to the enhancement of people's ecological culture and level of ecological education (Schuckert et al., 2019). Greening costs are unlikely to be fully offset by increased demand. The solution to the problem may be associated with an increase in environmental culture and the level of environmental education of the population. The transformation of consumer preferences regarding environmental goods and services does not contribute to the rapid and significant growth of interest in the greening of the hospitality industry (Schuckert et al., 2019).
Changes in Global Needs and Future of Hilton Hotels
Hilton Hotels and resorts are focused on changing global needs and set the objectives to overcome the upcoming problems. The ecological and environment-friendly development is the main objective of Hilton hotels and resorts. In picture of the next 100 years, it is reported that:
“Food supply, limited resources, and sustainability will be the biggest challenges for the hospitality industry in 100 years,” said Emma Banks, vice president, Strategy and Food and Beverage Segment Development, Hilton, EMEA (Sinelnikova, 2018).
This way of thinking will be shaped by the global challenges that humanity will face and which it will overcome including food supplies, extreme, adverse weather conditions and natural disasters. Humanity will develop and adapt, forming a new way of life in order to ensure zero impact on the environment (Sinelnikova, 2018).
“In 100 years, we will have to succeed in stopping and even reversing climate change. We have the power to make the changes necessary for the safety of our planet for future generations, but our lifestyle will be completely different,” said Daniel Vennard, Director of Better Buying Lab, Institute of World Natural Resources (Sinelnikova, 2018).
Create-use-use-disposal model
The whole solar system will be in our hands. Life will be determined by positive impact as the only right way of life, the release of Earth's resources for restoration and the beginning of a new life on other planets with the realization that there will be no impact on the environment (Madera, Dawson, Guchait & Belarmino, 2017). A system that works without human intervention will replace the traditional linear model of “creation - use - disposal” and will bring only positive results. We will change the way we eat and how we produce energy. We will awaken an updated sense of world society in which businesses and communities will exist organically in order to ensure only a positive impact (Madera et al., 2017).
“A global awareness of environmental issues will mean that only brands with a common positive outcome can succeed. The way our economy functions on a global scale will also change. The world will move away from the “create-use-use-disposal” model and move on to a model for which a guarantee of resource efficiency and system closure will initially be an integral part,” says Daniella Foster, senior director of corporate responsibility at Hilton (Madera et al., 2017).
“By integrating and connecting within the framework of the external environment, hotels will become venues for meetings of any functioning communities. They will be the ones who will manage the resources and protect the cultural heritage and beauty of these places,” said Tripp McLaughlin, director of global development for the brand Motto by Hilton (Madera et al., 2017).
Role of personal managers
After registration becomes automated, Hilton team members will take on the new role of personal managers, each of whom will be responsible for the number of guests assigned to him. Managers will pay particular attention to the individual greetings of each of their guests. “We will always appreciate the concept of human relationships (Niemelä, 2019). People forgive us for the mistakes and difficulties associated with our product. They do not forgive us for poor service. That is why personal managers will offer you everything you need for a successful stay, starting from the first meeting” explains Ben Bengougam, senior vice president of human resources at Hilton EMEA (Niemelä, 2019).
Innovation and Technological Advancement
	Hilton Hotels and resorts are focused on best-provided services to their customers. with the changing technology, the company is working on improvements in customer services. "Intelligent assistance (IA (intelligence assistance), unlike AI (artificial intelligence) will be the new norm (Niemelä, 2019). Technology will help us in everything, increasing our ability to understand others, and, at the same time, allowing us to solve problems faster and much more reasonable the way,” says Gerd Leonhard, director of The Futures Agency. “Imagine how a hotel room space adapts to your needs, which you may not even suspect. This will happen from the moment you enter the room,” commented Jonathan Wilson, vice president of innovation and services at Hilton (Niemelä, 2019).
Based on the Hilton's Connected Room concept, lighting and temperature conditions will be constantly updated in accordance with the guest’s requests (Niemelä, 2019). Virtual wardrobes will offer an endless selection of environmentally friendly clothes designed using biodegradable and recyclable materials, eliminating the need for guests to pack their bags and carry luggage. Guests will continue to seek comfort and opportunities for relaxation during their stay at the hotel; this has been so for many years. Personalizing our services will only help us with this, giving guests the opportunity to relax in a space that is tailored to their individual needs,” said Joshua Sloser, Senior Vice President, Digital Innovation at Hilton. In the coming future, advancing technology will help to manage the task more easily (Tien, 2019). “Technologies will allow managers to find more time for things that are really important: experience, involvement, communication, interaction, creative and creative approach to solving any emerging issues,” says Gerd Leonhard, director of The Futures Agency (Tien, 2019).
Stability Principle
“Happiness is the main goal for any hotel,” adds Gerd Leonhard, director of The Futures Agency. “Building new relationships, facilitating communication, providing personal recommendations and using the creative skills of personal managers to solve any problems will become a priority. The principle of “Stability in everything” will be implemented”. “Man will always be the center of any Hilton practice. The most important thing for us is the satisfaction of our guests (Tien, 2019). Whatever your wishes, the most important thing for us is for the guest to be completely satisfied with the stay at the hotel and leave us inspired and full of energy,” comments Ben Bengougam, Senior Vice President, Human Resources, Hilton, EMEA.
The relationship between our hotel guests and personal managers is crucial in providing guests with an individual experience. Nathalie Corredor, Senior Vice President, Corporate Strategy, Hilton, notes: “We will ensure that every guest at our hotel has a personal manager. This person will always be there to give you any support at any time, knowing exactly what your preferences are based on your previous stays (Tien, 2019).”
“No matter how technology is developed, personal managers will remain the heart of our hotels. After a few decades, people will strive for human communication more than ever, and the hospitality industry will contribute to this,” said Daniella Foster, senior director of corporate responsibility at Hilton. “An exceptional relationship with guests will be the key to customer loyalty.” New technologies and data will provide incredible opportunities for creating personal loyalty systems that will be as unique as our guests and fully adapted to them,” said Heather Laverne, Vice President of Customer Relations, Loyalty and the Hilton partnership (Kibe, Ogutu & Ojwach, 2019).
Hotels will be served by huge teams of remote "technical experts." Working from a centralized point, these professionals with great technical knowledge will ensure the smooth operation of each element in the hotel, if necessary, being virtually present in any hotel in the chain and providing additional support so that each guest can make the most of the technological opportunities available to him - from the maximum benefit from holographic training to personal room settings to make it what the guest wants (Kibe, Ogutu & Ojwach, 2019). “By 2119, we will witness a complete transition of a person from routine work to truly meaningful practices. The more space there is in our lives for digitalization, the more important real human communication becomes. We can’t replace anything between people,” says Gerd Leonhard, director of The Futures Agency (Kibe, Ogutu & Ojwach, 2019).
Food
	With the advancing technology, climate and needs of food, the food diversity and plant product will be increased in the coming years. “Today, we have only twelve grains at our disposal to feed a large part of the population, which is why our diet should become more biologically diverse. Hotels will present completely new and more diverse foods in their restaurants (Kibe, Ogutu & Ojwach, 2019). We will learn how to efficiently produce plant products and extract insect proteins using renewable energy sources,” commented Daniel Vennard, Director of Better Buying Lab, Institute of World Natural Resources. Hilton is also focused on the fitness of the guests and is working on providing fitness programs for guests. For Hilton, “advanced technology means that guests can choose individual and immersive fitness programs themselves beyond their imagination” (Kibe, Ogutu & Ojwach, 2019).
Conclusion
The report presents the futuristic ideas of hospitality that are mainly designed for the Hilton Hotel chain. The changing dynamics of the hospitality industry and new trends have a huge impact on business orientation. Technological advancements in management and procedures are the major points of implementation for the Hilton Hotel, as the future design of operations and management are well designed by the hotel management. the report presents an increasing demand for food in the future that will result in diversification of food and cultivation of genetically superior crop plants. Hilton management is aimed to sustain their business at the top position, and they are determined to develop advance management of their hotel chain. The new ecology centric trends will rule the hospitality industry in the future. the report presents advancements proposed by the Hilton Hotel management for sustainable business development and to set their future goals.    
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