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 Hilton Hotels & Resorts is a
flagship brand of Hilton
Worldwide.

 The first hotels of “Hilton”
were first established by its
founder Conrad
Hilton (Hilton Brands, 2023).

 Hilton Hotels & Resorts has
around 601 hotels on six
continent.

 It is one of the largest and
fastest growing hotel
brands under the chain of
Hilton Worldwide.
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Presentation Notes
“Hilton Hotels & Resorts” is a flagship brand of “Hilton Worldwide". It is one of the leading and largest hotel brands in the world. The first hotels of “Hilton” were first established by its founder Conrad Hilton in 1925 in Texas, US (Mark Young, 2023). The founder had the mission of operating the best hotel in the city and his commitment, leadership and innovation have led the Hilton hotel group to be known to be one of the luxury brands in the world. HILTON is the acronym for “Hospitality, Integrity, Leadership, Teamwork, Ownership and Now”. Hence, the hotel aims to offer the values it has derived from its initials. “Hilton Hotels & Resorts” is one of the portfolio brands among the 19 brands of “Hilton Worldwide”. The hotels’ group has 7,061 properties and operates across 123 countries and territories throughout the planet (Hilton Brands, 2023). There are around 601 hotels on six continents under “Hilton Hotels & Resorts”.



 The main consumers of
Hilton Hotels & Resorts are
travelers and
tourists (Hilton, 2023).

 The hotel brand targets
both business and leisure
travelers.

 The high class people are
the target customers of
the hotel group.

 Hilton Hotels & Resorts
mostly targets business
professional and they
have established
themselves around major
business hubs.
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Hilton Hotels & Resorts is a hotel brand that operates across the globe. Hence, it can be said that the brand operates in the hospitality sector and also has a negligible connection with the tourism industry. It offers food and accommodation facilities to people all over the world. Thus, the main consumers of the hotel group are travellers and tourists who travel to different destinations for various purposes. The main consumers of “Hilton Hotels & Resorts” can be identified by studying the hotel’s market segmentation (Lamo, 2019).  . It has been found that the hotel has segmented its customers on the basis of “geographic, demographic, psychographic and benefits segmentation”. The hotels’ target customers are based around popular businesses and travel locations. For instance, “Hilton Hotels” in London are found around business and travel hubs such as Bankside, Tower Bridge, Aldwych and Trafalgar Square (Hilton, 2023).  



 Hilton Hotels & Resorts
provides a range
food and drinks.

 It offers
accommodation
facilities.

 It offers inclusive
access to all its
guests (Su and
Reynolds, 2019).

 It provides customer
loyalty points to
regular customers.
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“Hilton Hotels & Resorts” offers different kinds of products and services to its guests. It has a large chain of hotels with different brands that provides distinct services to its customers. The hotel chain here provides drinks and foods that are integral parts of the stay in their properties. It provides accommodation facilities to various segments of people on the basis of their benefits and preferences. “Hilton Hotels & Resorts” has excellent guest satisfaction by meeting customer needs and demands such as gym and spa facilities (Su and Reynolds, 2019). It also looks deeply into the health and safety of its guests and ensures that everyone is safe within their properties. “Hilton Hotels & Resorts” also complies with the Discrimination Act and has inclusive accessibility (Su and Reynolds, 2019). The hotel group also offers loyalty to customers who stay for longer duration by offering them a night free of charge.



 Hilton Hotel & Resorts
offer meals and
room services.

 It caters to the needs
of leisure as well as
business travelers.

 It offers guests loyalty
programs (Ma,
2021).

 It provides excellent
service to the guests.
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Presentation Notes
The main aim of “Hilton Hotels & Resorts” is to gain profits by offering various products and services such as meals and room service. It has allowed the hotel group to boost its sales, expand itself and attract more customers. This has led to the growth and success of “Hilton Hotels & Resorts” all over the world. The hotel group offers quality guest services for both leisure and business travellers. It provides Guest Loyalty Program to its customers which allows consumers to accumulate points when they stay in different brands of “Hilton Hotels & Resorts” (Ma, 2021). It offers a range of meal options and exquisite customer service that satisfies its guests.  



 Hilton Hotels & Resorts 
offers meeting, banquet 
and wedding facilities.

 It also organises special 
events (Arroyo Herrera, 
2022).

 The hotels offer free 
newspapers and 
magazines.

 Booking and reservation 
can be done through 
online platforms. 
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Presentation Notes
“Hilton Hotels & Resorts” is a full-service hotel that provides a different range of customer services. It offers services that include meeting, banquet and wedding facilities. The hotel chain also offers customer service and facilities for special events. Since food and beverage services are a prominent part of the hotel, it offers excellent services in these aspects in its exclusive restaurants and lounges (Arroyo Herrera, 2022). The hotel group has swimming pools, retail facilities and souvenir shops among other guest services and facilities such as free newspapers, magazines, etc. The hotel chain has integrated the internet into its system for online reservations as well as assistance with event planning, etc. (Lukanova and Ilieva, 2019).  



 Guest services help
customers with check-
ins and checkouts.

 It provides essential
information about hotel
services (Baum, 2019).

 It assists customers to
feel comfortable in the
hotel.

 They also collect
information and data
about guests for future
reference.

Presenter Notes
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The significant role of guest services in hotels is related to assisting guests with check-in and checkout processes. The guest services in hotels are also responsible for providing the necessary information about hotel services. It is their duty to offer accomplished services and attention to guests during their stay in a courteous and friendly manner (Baum, 2019). The major functions of guest services are to welcome and greet guests at their first meeting. It is their role to assign rooms, issue keys and collect payments and information from guests (Baum, 2019). 



 The hospitality sector
operated under four
categories.

 The four categories are
food and beverages,
travel and tourism,
lodging and recreation.

 The hospitality sector
helps to generate
employment
opportunities.

 It is also a major
contributor to the
national and world GDP
(Ehl.edu, 2022).

Presenter Notes
Presentation Notes
The hospitality industry is broadly divided into four divisions, namely food and beverages, travel and tourism, lodging and recreation. Hence, hotels, restaurants, entertainment, events and cruises are included in the hospitality industry. This sector plays a significant role in multiple areas including the country’s economy and development.  The hospitality sector helps to boost the economy of the country and also contributes to the global GDP. It is also an important source of employment generation and accounts for 9.9% of total employment worldwide (Ehl.edu, 2022). This sector also provides excellent services to its customers by meeting their needs and demands. 



 It is essential for hotels to
identify customers’
expectations, needs
and preferences.

 The hotels should be
clean, safe and reliable.

 It should offer suitable
value and experience
to the customers
(Mohsin et al., 2019).

 It should ask for guests
feedback and respond
to them accordingly.

Presenter Notes
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The approach to meeting and exceeding guest expectations by hotels starts with identifying customers’ expectations, needs and preferences. Then the hotel needs to set realistic customer expectations which the hotel should aim to exceed. Customers expect hotels to be clean, reliable, safe and have a variety and value for money (Mohsin et al., 2019). Guests also expect mobile check-ins and digital keys in modern hotels. They also want to feel personalised and have great experiences in the hotels. Hence, hotels must integrate digital solutions into their systems to enhance the guest experience. It is very essential to be attentive to guests and anticipate their needs. Customising guests’ experience allows them to feel valued and it also helps hotels to retain their guests. Guest feedback is also one of the ways that allow hotels to understand their customers and their expectations and meet them accordingly (Mohsin et al., 2019). 



 The hospitality sector 
is one of the fastest 
growing industries.

 It should aim to meet 
customer 
expectations to 
achieve success.

 Hilton Hotel & Resorts 
is one of the leading 
hotel brands. 

 It offers excellent
quality services to its
customers.
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It has been found that the hospitality sector is one of the fastest-growing industries and it offers great contributions to the national as well as international economy. It is essential for the hospitality sector to meet customer expectations to thrive and succeed in their business. It has been found that “Hilton Worldwide” is one of the leading international chains of hotels. Its success lies in its objectives to deliver exceptional guest services through cooperation, responsibility and a sense of urgency and discipline. The aim and objectives are correlated to all brands included in the hotel group which has also led to the development and success of “Hilton Hotels & Resorts” and other Hilton brands. 
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