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Introduction
In this report, I will analyse the Hilton hotels, discuss the services provided at the chosen hotel, how the hotel adapts to changing consumer preferences and how these changes have an impact on the management of guest services
Representatives of guest services operate in hotels, spas or other places to help visitors access the information or service they need to enjoy their stay. Representatives of the guest service are listening to visitors and trying to satisfy their needs, be it extra towels, toothpaste or a suggestion for dinner. Excellent customer service means that needs are met and exceeded. This means showing the customer how important he or she is to you and the company by engaging in a polite, supportive and positive manner with him or her.
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Customer focused culture
Not only the department, "Customer Service" should be the whole business. As Sir Richard Branson, founder of Virgin, put it, "Customers don't come first, employees come first. If you take care of your employees, they will take care of your customers.” 
The efficiency, interaction and cooperation between staff, roles and services is linked directly to your external customer experience. How would that impact not only on what you doing but how you would, when you think of your colleagues as the intern customer and extend that same customer experience to them as you do to an external customer? Think about this as the value chain of the consumer. You're stronger than your worst link! In your society outside of your clients, you can see the internal culture that fails to answer or assume responsibility or is late or incompetent.
Service experience design

Customer experience design is the framework for planning, developing and concentrating on optimised customer experiences for you and your company. This provides a holistic view of your entire enterprise and welcomes any point of contact that customers have with your company to ensure that they are memorable and create a true market leadership difference.
Service experience delivery

The definition of consumer engagement is just 50% of a double-edged sword. The other 50 percent concentrate on your positive obsession and your unwavering insistence on consistent, optimal customer interactions by discipline. The Carl W. Buehner here comes to mind... "They may forget what you've said, but they'll never forget how you made them feel."

Customer satisfaction

If companies have had excellent customer service, customers are going to tell their families, friends, and colleagues, but 3 times more people are going to be told if they have a bad experience.
Assessment of customer satisfaction is part of a successful business. The company would have no sales and no incentive to be in operation without potential customers. To please these consumers and meet their needs, you design products and services. Requesting their views is an important part of this.

As example, I'm going to use Hilton hotels and resorts, one of the largest hotel chains. Worldwide, the company has more than 5700 properties. The worldwide network of full-service hotels and resorts as well as Hilton's Hilton flavour brand, is formed at Hilton Hotels & Resorts (formerly Hilton Hotels). The initial company was set up by Conrad Hilton. The company is targeted both at business and leisure travellers with sites in major cities, near airports, convention centres and worldwide popular holiday destinations. The luxurious creative hospitality pioneer of Hilton Hotels & Resorts remains synonymous, Hilton remains the most widely-recognized name of the industry with "hotel." Hilton is where history is made from opening balls and gala awards in Hollywood to business activities and memorable days. Over 144,000 employees of the Hilton flagship brand build interactions in which each guest feels looked after, valued and respected.
Body part:

The Hotel Hilton offers various brands of different products and services, as well as the most modern luxurious hotel chains. A variety of food and drinks are available from Hilton Hotel, which is a significant part of a stay. Guests will relax and have dinner at one of the Hilton Hotel Diners, as well as have some options for breakfast. The hotel offers accommodation for all kinds of people that is serviced. They offer a wide variety of facilities to suit consumers ' needs such as the health club and a calming spa. The Hilton Hotel offers products and services for leisure and business travellers. They boost revenue by providing extra amenities including bed & breakfast, family fun packages and conference facilities. The Hilton often has a guest loyalty programme that often allows customers to earn miles and points while staying with various Hilton Hotel brands. The Hotel Hilton also has the potential to loyally allow you to get one night off if you live long.
The substantivity of the environment is increasingly important according to WTO (2004) to relate to the quality and overall tourist fulfilment of customers.

The hotel industry moved first in 1992 toward general eco certifications by Hilton International and a few other small hotel groups. Their objective was to implement valid guidelines within world hotel business and raise general awareness of all sustainable issues as part of the International Hotels Environment Initiative (IHEI). The IHEI's international tourist network The Prince of Wales International Business Leaders ' Forum based in London (Honey, 2008) was composed of 86 Members with 11,200 hotels internationally and later merged withThe Prince's International Tourism Partnership.
The Hotel Hilton is climate-friendly and delivers a range of hotels with carbon free electricity. Between 2009 to 2014, they seek to reduce energy consumption by 20%, waste production by 20% and CO2 emissions by 20%. You continue to develop your waste reduction strategy to strengthen your commitment and minimise waste for the community's needs. Hilton Worldwide has established partnerships and initiatives at the national level that continuously help reduce its waste aggregation. The Hilton is an Eco hotel and many people are looking for a Eco holiday because their choices are positive and because they help the world become a better place to live. The Hilton is an Eco hotel. 69 of its UK hotels have carbon-free power. In order to consistently reduce their aggregate waste across its portfolio, Hillton Worldwide created national and regional partnerships and programmes. In their launde and housekeeping hotels, they have cooperated closely with their suppliers to find sustainable solutions.
Hilton is an example of how you adapt to changing consumer choices as one of the main Hotel Chain companies in the world. In the age of technology companies will begin to think about ways to put the Internet into their work. Consumers expect sophisticated programmes. The technological advances are driving that too, and service guests are sponsored by businesses in other industries. Devices are smarter today and need more nuanced hotel staff-guest interactions. Even towels and bed linen are now more intelligent. They are designed with RFIDs for the management of hotels to be more informed when a guest needs a service.
From a technological point of view, Hilton is working very well to get the guest information... They ask questions at time of booking, finding explanations for the tour, and we establish a full connexion with their customer relationship management system. The data allows personalised welcome letters with targeted information to be created. For instance, if the customer comes with two children, information on sightseeing is related. Hilton Vancouver Airport, 2008. (Steve Veinot).
The development of room technology, which is currently being built for hotels, is really exciting and evolving. Hotels, say, start adding "smart room keys" allowing guests to open doors with a quick smartphone swipe. In their hotels across the country, Hilton has already launched this technology. Hilton also allows its guests to access and unblock their doors via mobile applications through Bluetooth wireless communication. These brands lower their labour costs with the help of keyless entry while increasing guest satisfaction by otherwise saving time at the front desk. Platform firms such as Telkonet's EcoSmart are able to use the same guest loyalty applications that open the door to hotel brands to control IoT guestroom products, such as lights, power outlets and temperature settings.
Tablets are an important means of communication for visitors and staff. Travelers can apply in a matter of minutes from their room and it is then routed to the staff's mobile device. The hotel can even schedule the tablets for local attractions and paid services. The Hilton Worldwide pilot concierge named "Connie" works with IBM. In order to process information while interacting with our guests, Connie uses cognitive technology that makes it possible to adapt and improve recommendations as we learn. Guests may ask personal questions about the hotel-robot, dining, travel and hotel information. Furthermore, it can understand and answer instantly in many languages thanks to IBM's Watson. Even if Connie is not able to replace hotel staff, it is there to lighten the load and smile. She has the capacity to provide speech-to-text, voice-to-text, and a natural voice with the latest IBM technology. This enables the robot to interact as personally as possible with each other. And as such, the technology is available to guests, not just hard cold or plastic. Connie Robot, unlike her human counterparts, has nothing to do with feelings, family life and life's stresses. As such, except a possible technical failure, it will never have a bad day. This always means 100% perfect service, a service that has a sounding natural voice. Nevertheless, hotel guests ' knowledge offers a greater one-on - one commitment.
Conclusion:
The customer of the 21st century has high expectations not only for the product or service they buy, but most importantly for the experience they have in buying it. It is crucial to remember in every industry, but especially in hospitality, that today it is the customer who has the power and who needs to be answered. Let’s start with that, the guests are the people who invest their money in the hotel or entertainment. After all, everything is for profit. Finally, after the guest visit, a positive experience will impact not only a guest's home, but also their behaviour and their online reviews. The effect of Word of Mouth continues to be strong and should not be forgotten. Despite all the clever marketing tactics, the real satisfaction and recommendation of a customer is still the most powerful. Barriers are being removed between countries, so a company is no longer just competing with its local counterparts. The ease with which the offers can be compared makes it much harder to remain competitive. 
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