



  The hospitality industry is one of the most important businesses referring to its economic contribution and is one that mostly depends on human resources (Ashton,  2018; Liu and Wall, 2006). I strongly agree with this as hospitality is vulnerable to labour shortages and high turnover and needs effective human resource management systems for the best flow of employees and their retention within a business. It cannot be neglected that Human Resources Management within a hotel covers a large range of activities targeted at delivering extraordinary guest experiences, ensuring at the same time operational competence and efficiency within hospitality businesses. In this essay, I will discuss how the changing roles of HRM influence the strategic development of Hilton Hotels through the planning, recruitment, and selection process. 
[bookmark: bbib0420]   It is important to note that recruiting, personnel selection, and strategic planning are essential mechanisms of successful hospitality management. Besides these, Human Resources Management should provide opportunities for nourishing work, given the variety of hire options in the different types of business, the rich social connection, and the reward involved in providing give-and-take open hospitality (Poulston, 2015). Working in the hospitality industry typically means below-subsistence-level pay, unacceptable working conditions, exploitation, abuse, and even modern slavery. This statement emphasizes the significant importance of professional Human Resources Management in the hotel industry as a tool for improving this situation.
   From my perspective, one of the best examples of effective Human resources management is Hilton Hotels known also as Hilton Worldwide. This hotel company is one of the best examples of Human Resources implication and development for business success and employee satisfaction. The evolution of HRM in Hilton Hotels reflects broader industry trends toward strategic workforce management. 
   As it is well known in the mid-20th century, Hilton experienced rapid growth locally and internationally. This period shifted the HRM practices across Hilton properties, with a need for the development of employee training programs, performance review systems, and standardized job roles. Additionally, Hilton started to prioritize employee dedication and satisfaction, appreciating the critical role of motivated and well-trained staff in delivering exceptional guest experiences.
   Initially, Human Resources Management in Hilton hotels was largely administrative, focusing mostly on tasks such as payroll and compliance. However, as competition with other brands intensified and customer expectations rose, Hilton recognized the need to align HRM practices with strategic business objectives. This shift towards strategic HRM involved a greater emphasis on talent management, employee development, and organizational culture. Later, in the early 21st century, Hilton Hotels underwent significant technological advancements that revolutionized HRM practices. Hilton also implemented talent management programs to select, develop, and retain top talent across their global workforce.
   It is a fact that Hilton Worldwide Hilton has a vast collection of hotels operating in 94 countries worldwide. The company owns eleven well-known hotel brands, which are divided into five segments, namely, luxury, upper upscale, upper midscale, upscale, and timeshare. It has over 6000 hotels worldwide with around 1.4 million employees across the globe. At a glance on their website, I could see their vision and values which promote the approach to ensure the best experiences for guests and expressive prospects for team members with an accent on the values of ‘integrity, cooperation, leadership, and partnership. These are the result of Human Resources Management and their continuous efforts and dedication. 
Based on this, I consider that a hotel’s success is directly proportional to the employee's well-being and motivation. As a result of this change of strategies, Hilton has been declared one of the best places to work for several years. They acknowledged the importance and necessity of Strategic human resources management (SHRM) in the hotel operation.
   Additionally, Hilton's Human Resources Management has focused on educating internally, especially its HRM systems, by continuously working to develop a sense of belonging. In my opinion, this was possible because they have created a comprehensive work environment and prioritized training and programs for employees that accelerate them in succeeding in their career goals. These processes help manage performance, deliver excellent customer service, and cultivate an environment that fosters talent growth. 
   Another key element that has changed over decades is workforce planning at Hilton Hotels. This helps Human Resources management to ensure it has the right people in the right roles at the right time. This method implies predicting future staffing demands based on business ideas and market tendencies. An example is the fact that Hilton's HR department cooperates closely with senior management to detect strategic priorities and convert them into workforce needs. By projecting future demand, Hilton can immediately rectify talent gaps and develop strategies to attract and retain top talent. For example, when integrating into new markets, Hilton conducts detailed analyses to reveal the skills and expertise required to succeed in those regions. 
   Technological innovations have influenced the hospitality industry, changing how Hilton plans, recruits, and selects its workforce. For example, digital recruitment platforms and artificial intelligence tools assist Hilton's Human Resources management in reaching a broader number of candidates and streamlining the selection process. Moreover, innovations in workforce management software enhance operational efficiency and facilitate real-time performance monitoring, enabling Hilton to optimize staffing levels and improve service delivery.
  Interestingly, Hilton has effectively implemented a digital interview platform called HireVue. This platform allows them to examine video interviews of multiple candidates at once, without the need for a recruiter to be present. Hilton uses this video evaluation at the first stage of their hiring process, which helps them determine if the candidate would be a good fit or not from the start. Using HireVue has reduced Hilton's time-to- hire process from 45 days to only five days, which I find very useful and money and time-saving. 
   It is my belief that in order to improve its hiring process, the Human Resources Management has performed comprehensive research on various hiring methods over the activity years. The objective of this exploration was to find ways to expand the group of applicants and ensure that the hiring process is adapted to meet the needs of each candidate. The company is focused on providing an honest and comprehensive hiring experience to all potential candidates, and this element is just one of the many steps it is taking to achieve this goal. Hilton has pushed up same-day job fairs, where candidates are interviewed on-site, get an immediate job offer, and can begin working the next day. This strategy has been a considerable success at most of the largest hotels. Hilton has also invested in “second chance” hiring and has looked at how to hire and support refugees, how to reintegrate previously retired workers, and how to bring in disadvantaged youth. 
   Beyond hiring, Hilton focuses on employees’ involvement in the first 90 days of work, when turnover is usually the highest. I found it interesting that Hilton delegates training buddies, who work directly with new employees to help them learn the necessary skills and to help them get into the company’s culture. From my own experience, this is a useful tool and helps candidates understand the company’s level of expectations from new starters.
   It is of significant importance to mention that recruitment is another critical component of HRM that directly impacts the quality of Hilton's workforce and guest experiences. Hilton employs a variety of recruitment strategies to attract a diverse pool of candidates, including online job postings, career fairs, and employee referrals. Additionally, Hilton leverages its employer brand to highlight its commitment to employee development and career advancement opportunities. By positioning itself as an employer of choice, Hilton can attract top talent who align with its values and culture. Moreover, Hilton's recruitment process is designed to assess not only candidates' skills and qualifications but also their fit with the organization's culture and the focus on customer satisfaction.
   An incredibly significant element of Human Resources Management is the investment in the staff’s learning programs. In this aspect, Hilton has its learning strategy at Hilton University. The university provides millions of classes worldwide, teaching basic hospitality skills and job-specific expertise to foster leadership development. Hilton Human Resources Management offers leadership development programs called "talent accelerators" to their employees at all stages of their careers. These programs are suggested to teach distinct characteristics of leadership, including wellness, sustainability, and inclusion. Both internal company executives and external providers present the courses. In addition to this, Hilton has joined  Guild Education, which helps employees extend their own educational goals. 
   I strongly agree that Hilton's formidable reputation as an employer is due to such individualized approaches to recruiting and development. Some employees have flexibility, and they can do their jobs when suitable for them. I consider that freedom increases employee’s well-being and satisfaction, and as a result, it boosts the company’s success.
Other benefits that I would like to mention are underlined on the Hilton website. It states, “Come for the job, thrive in your career, and enjoy the journey of Making the Stay.” The company offers benefits that empower you to defy expectations and seek excellence. Thrive at Hilton is a Team Member Value Proposition. It is aimed to support the well-being and performance of the Team Members with industry-leading benefits, recognition, and support to meet professional needs. Besides this, Hilton has a variety of events that are aimed to thank and reward its members. Hilton offers its employees discounts for its hotels worldwide.
   Hilton Worldwide has been acknowledged for its efforts in supporting diversity and inclusivity in the hiring, development, and retention of employees. The company has been registered in the top fifty companies offering diversity for seven years in a row. In this direction, the company has begun a strategy to advance gender and ethnic diversity in recruitment. Furthermore, this strategy helps to reach the organisational mission, which is to positively impact the local community and achieve the global expansion strategy of Hilton Worldwide.
I was pleasantly surprised to learn that Hilton Hotels not only focuses on their company's needs but also promotes a family-friendly work environment. The company offers several programs such as 'Parental Leave', 'Parenthood Journey', 'Milk Stork', and 'Adoption Assistance' to support its employees. These programs could indirectly or directly enhance employees' personal and professional growth by improving job flexibility and satisfaction. For example, on a survey sourced by Great Place To Work® 2021 Global Employee Engagement Study, 95% of employees at Hilton say it is a great place to work compared to 57% of employees at a typical U.S.-based company. This is undoubtedly a result of the hard work of Human Resources Management and everyone within the company. 
   Considering the above-mentioned Hilton Worldwide strategic approach to HR planning, recruitment, and selection which plays a fundamental role in the development of the business worldwide, I can conclude that over its existence as a business, Hilton Worldwide proved its development and competitiveness in the industry that goes hand in hand with new technologies and trends. By aligning its workforce with organisational goals, attracting the best talent, and selecting individuals who represent Hilton's values, the company ensures that its company is offering exceptional guest experiences and achieves long-term success in the competitive hospitality industry. The employees feel appreciated and motivated to grow on their career and personal paths, promoting the brand and its values and principles.
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Table 3. Fiii ﬁ-xmdli ‘benefits programs of Hilton Worldwide

Adoption Hilton reimburse Team Members up to $10,000 per child for qualified adoption expenses—

Assistance Program  including application fees, home studies, agency and placement fees, legal fees and court costs,
immigration, immunization and translation fees, transportation, meals and lodging, and counselling.

Milk Stork Program  Hilton launched a partnership with Milk Stork, allowing Team Members to easily ship or carry
breast milk home to their babies while traveling for work.

Parental leave Hilton will increase parental leave by two weeks, providing birth mothers with an industry-leading
Program 12 weeks of paid time off, and fathers and adoptive parents with four weeks of paid time off.
Parenthood Joumey  In partnership with Stanford Medicine, this program provides support ranging from in-person
Program training for managers of new parents, video ¢-learning for new moms on themes of wellbeing,
connection and purpose, and toolkits for partners to navigate and support their partner and baby.

Source: Hilton Press Center (2019)
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Table 1. Awards & Recognition of Hilton Worldwide from 2020 to 2022

[ _vesr | Name of Awards &Recognition _____________|

2022

2021

2020

Fortune 100 Best Companies to Work For® 2022 The second prize

Fortune 2022 World's Most Admired Companies

2022 Great Place to Work, Peru - The first prize

‘World’s Most Valuable Hotel Brand, Brand Finance Global 500 2022 Rankings
2021 Great Place to Work World’s Best Workplace - The third prize

GPTW & Fortune #1 Best Place to Work for Women in the U.S.

2021 Great Place to Work, Colombia - The fifth prize

2021 Great Place to Work, China - The first prize

2021 Great Place to Work, UK - The first prize

2020 US Best WorkPlace for Parents - The second prize

Top Companies for People with Disabilities, Diversitylnc, - The eighth prize
2020 Great Place to Work, UK - The third prize

2020 Great Place to Work, China - The first prize
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Table 2. The definitions of best tice model
Rescarchers

Delery and Doty (1996)  The best practice perspective argues that some HR practices or HR systems are universally effective —
adopting this set of practices is expeeted to always lead to better results, regardless of the context,

Johnson (2000) Best practice or high performance work practice are described as HR methods and systems that have
universal, additive and positive effects on organizational performance’ .

Paauwe and Boselie Best practice models imply a close connection between HR practices and organizational performance and are
(2003) often associated with high commitment management.
Kreitz (2007) Best practices are defined as “practices which are most appropriate under the circumstances, esp. as

considered aceeptable or regulated in business; techniques or methodologies that, through experience and
rescarch, have reliably led to desired or optimum results.”

Kuvaas (2008) Contemporary rescarch on ‘best practice’, high-performance, high-commitment, high-involvement,
progressive, or human-capital-cnhancing human resource management (HRM) implies that organizations
offer resources and opportunities that improve the motivation, skills, attitudes and behaviours of their
employees.

Maroudas et al. 2008)  The best-practices approach, generally, refers o the resource-based theory of competitive advantage, which
focuses on the rolc that internal resources (employces) play in developing and maintaining an organization's
competitive capabilities.




