Community Engagement 


COMMUNITY ENGAGEMENT: CASE STUDY OF HILTON HOTELS
Martin Aleksandrov
1913436
Word Count: 4584







Table of Contents
Assignment 1	3
Community Engagement: Case Study of Hilton Hotels	3
Introduction	3
Customer Expectations of Hilton in Terms of Goods and Services	3
Role of Employees at Hilton	6
Importance of Training and Development	6
The Importance of Waiter Role to Hilton	7
Skills and Knowledge for Waiter Role	7
Training and Development Requirements for Waiter Role	8
Conclusion	9
References	10
Appendix	11









[bookmark: _Toc37980827]Assignment 1
[bookmark: _Toc37980828]Community Engagement: Case Study of Hilton Hotels
[bookmark: _Toc37980829]Introduction
Founded by Conrad Hilton in 1919, Hilton Hotels is a multinational chain of hotels that commands a huge market share in the global hospitality industry. The company has over 586 properties and operates within over 85 countries in six continents across the world. The mission of the company entails being the first choice for guests, owners and team members while the vision of Hilton entails “filling the earth with light and warmth of hospitality by delivering exceptional services (Hilton, 2019).” Operations within the company are built on vital values that include hospitality, leadership, teamwork, ownership, and integrity. The management of the company ensures maximum service provision to customer through effective employee training on vital skills such as customer service, communication and decision making that influence the competence of roles, such as waiter. This report offers an overview of customer expectation of Hilton, employee roles, and the roles, skills, training required for the role of a waiter at the company. 
[bookmark: _Toc37980830]Customer Expectations of Hilton in Terms of Goods and Services
While services refer to the economic activities that lead to the production of a tangible product for instance, through education, entertainment, health services, and accommodation, goods refer to the tangible products, such as food in the hospitality industry that companies, such as Hilton offer to their customers (Heymann, 2019). Customers of Hilton except that the organisation through its management should ensure that they provide quality goods and services. The customer expectations further reflect on the level of satisfaction they receive from the purchase and use of goods and services offered by the company (Hilton, 2016). Undeniably, to explore the expectations of customers of Hilton in terms of goods and services, it will be pragmatic to carry out a SWOT analysis. 
SWOT Analysis 
SWOT tool or analysis refers to the examination of the factors within the internal environment of an organisation and the external issues that impact on development and productivity (Lin, 2016). The use of the tool at Hilton Hotels ensures that the firm recognises the areas in which it is doing well and those that it might do well in the future. It also helps the firm to identify the areas with problem so that the management can make decisive decisions on improvement. It also helps in revealing the opportunities the company should explore to mitigate impact of threats from the external environment (Williams, 2018). 
	Strengths
Presence of a strong brand and reputation 
Exemplary customer service 
(USP) Unique Selling Proposition 
	Opportunities
New consumer trends, such as veganism 
Consumer use of digital online channels in the industry
Room for global expansion

	Weaknesses
Gaps in the range of products the company offers
Poor feedback mechanism to customers
	Threats
Competition from major rivals 
The company can also face law suits 
Changing environmental laws


Strengths of Hilton include a strong brand and reputation that influences customers’ preferences of the goods and services offered by the company due to high quality. The company’s USP is also a vital strength, as through effective pricing and high quality of its goods and services, it has gained a competitive advantage over more rival companies, thus meeting and exceeding customer expectations. Furthermore, Hilton has impeccable customer service practiced by its highly trained workforce that continuously attract more customers and exceed their expectations (Lin, 2016).  
Weaknesses of the company include gaps in the range of the food, beverage and accommodation goods and services that its offers. For instance, the lack of low budget accommodation at the company has influenced shift of customers to products in the sector offered by competitor companies. Furthermore, the company does not also have an effective feedback mechanism to deal with the issues raised by customers at individual level. This has influenced the loss of a significant market share for the organisation, thus threatening Hilton’s effective achievement of customer expectations (Williams, 2018). 
Opportunities for Hilton include the emerging consumer trends, such as the rise in the preference for vegan foods among customers. This provides an avenue for the company to not only meet customer expectations but also make increased revenues. The continued use of online channels, such as social media is also an important opportunity that will help the company to offer individual feedback to customers to tame the threat of tainting the reputation of the company. There is also room for expansion within more multinational territories that will influence the creation of international Hilton culture that will influence filling of the gap currently experienced in its goods and services provision (Lin, 2016). 
Threats facing the company include intense competition from major rivals, such as Marriot that highly focus on low pricing of their products and services to attract more customers. This impacts on Hilton’s vision of quality provision as a key priority. The company also faces threats of law suits especially whenever customers feel not contented with the goods and services offered to them. This may in turn impact on the good reputation and brand image that Hilton has built over the years. The constantly changing environmental regulations also pose threat to the company as they increase the sensitivity of customers to environmental sustainability, thus influencing customer relation with goods and services depending on whether they positively or negatively influence the environment (Williams, 2018).  
[bookmark: _Toc37980831]Role of Employees at Hilton
The role of employees at Hilton mainly entails fulfilling their duties and responsibilities depending on their job description. For instance, while a waiter seeks to serve quality food and beverage to customers, a receptionist ensures warm welcoming of guests at the company. Employees also strive to meet the performance standards set by the company to attract rewards and performance appraisal. For instance, the employees that offer quality services to customers receive rewards and other motivational benefits, such as promotion. The role of employees at Hilton also entails attending training programs and taking part in educational activities to improve their skills and knowledge levels that influence their job competencies. Through this, they strive to meet and exceed the needs and expectations of customers in the company (Guthrie et al., 2019). 
[bookmark: _Toc37980832]Importance of Training and Development
	Training and development forms the basis for improved employee competence at Hilton. The company adopts elements, such as organisational learning, training, and career development to ensure that employees are equipped with relevant and emerging skills in the industry. While training offers the employees with the skills and knowledge that they need to perform their current jobs, development involves goes beyond the current job of an employee and its prepares them to keep pace with the changes and growth that the company continues to experience. Training through methods, such as coaching and mentoring at Hilton are aligned with the service quality goals of the company as employees are trained to foster the achievement of improved customer satisfaction. Through training and development, the management of Hilton ensures improved quality of the skills and knowledge exhibited by employees in their different jobs, such as waiter (Noe & Kodwani, 2018).  
[bookmark: _Toc37980833]The Importance of Waiter Role to Hilton
The waiter role at Hilton is not only important to customers but also to the organisation as a whole. The waiter is important in managing the queries of guest in a more efficient and friendly manner to ensure that customers are satisfied. The waiter also exhibit knowledge of menu on all the food products and services offered at the company. This enhances the provision of customer demands by the company in the required quality and quantity. The waiter also ensures that food and beverage goods ordered by customers are consistent with the standards set by regulators in the industry. The waiters at the company also ensure that they maintain hygiene, proper grooming and dress code that attracts customers towards purchasing the products of the company, thus promoting the achievement of the Hilton’s goal of overall customer satisfaction and increased profits (Noonan & Rankin, 2017).  
[bookmark: _Toc37980834]Skills and Knowledge for Waiter Role
	The role of a waiter at Hilton entails working as a link between the company and customers as they constantly interact with customers when offering services in the food and beverage sector. The main skills that waiters at the company possess include decision-making that helps them to make sound decisions for instance, when they experience problems while dealing with customers. Communication skills is also used by waiters at the company, thus influence the relationship of customers and the company. Other skills that waiters at Hilton possess include customer service skills that enable them to offer quality services to customers. They also exhibit exemplary grooming and flexibility in performing varying roles. For instance, in the absence of the head chef, the waiters at the company have gained advance knowledge and skills through training and development that influence their high level of competency and quality service delivery (Guthrie et al., 2019). 
	The knowledge needed to carry out the role of a waiter at Hilton include the experience in food and beverage unit of the company. This can be manifested by their ability to prepare various cuisines, depending on the taste and preference of customers and what is on the menu. They should also have prior experience in the handling of cash as in the contemporary hospitality industry for companies, such as Hilton, waiters transact the bills of customers through summation of the totals of orders made by customers. They should also have knowledge in food hygiene and regulations for instance, through HACCP knowledge that helps in preventing food contamination (Hilton, 2019).
[bookmark: _Toc37980835]Training and Development Requirements for Waiter Role
	The main training requirements for the role of a waiter include the availability of resources, such as mentors and coaches that offer training to the employees on advanced skills and knowledge on the role. For instance, at Hilton, the management ensures that the head chef acts as a mentor to the waiters by providing them with advanced skills in service of food and beverage to customers. Training and development also requires the availability of time as a key resource that helps employees to access learning for instance, from institutions that offer advanced skill training, such as on leadership and customer service. Through training and development, the management of Hilton ensures that employees develop skills, such as communication and team management. Furthermore, the company also encourages career development which enables waiters to pursue higher learning for instance, by undertaking bachelor’s degree program to boost their diploma knowledge in Waiter role (Noe & Kodwani, 2018). 
[bookmark: _Toc37980836]Conclusion
	In summary, Hilton hotel is one of the multinational hospitality companies that strive to provide quality goods and services to customers in the food and beverage sectors. The company’s ability to meet and exceed the needs and expectations of customers can be demonstrated through SWOT analysis that reveals a reputable brand as the main strength that the company has over major rivals. The company has also highly invested in training and development which can be demonstrated by the advance skills and knowledge possessed by waiters at the company. 
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Training Plan Template

	Training Name: 
	Time:   min
	Training Type: 



Training on skills acquisition                    5hr: 45min               Mentoring 
  Training Goals
1. To improve leadership skills  
2. To improve interpersonal skills 
3. To enhance self-management skills 

  Results
· Improved leadership skills 
· Improved interpersonal skills 
· Enhanced self-management skills 

  Certificate Skills Covered
· Certificate of Leadership  
· Self-Management Certificate 

	Time / Length
	Section
Goals/Results
	Description
	Equipment and Material
(Room Lay)
	Comments

	2hr: 30 min
	To improve leadership skill. 
	Attending mentoring sessions to improve the skill. 
	An individual in leadership position. 
	

	1hr: 15 min
	To improve interpersonal skill
	To be mentored by the leaders of the company to foster my interpersonal skills. 
	Time and a mentor plus reading materials. 
	

	2hr. 
	To enhance self-management skill
	Explore mentoring by looking up-to the best self-managed leaders. 
	Reading materials and a mentor. 
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