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Introduction. 
Hilton Hotels is one of the leaders in the hospitality industry worldwide. The company was founded in 1919 by Mr. Conrad Hilton in Cisco, Texas, United States of America (USA). In nowadays Hilton Hotels has expanded worldwide. During the years the hotel group has managed to develop their own authentic hospitality concepts of travel and accommodation. In this way the company managed to achieve an enhance of the guest experience. Today Hilton Hotels operates 16 brands, more than 5600 hotels worldwide in 113 countries. According to these numbers there is no doubt and it can be considered as a fact that the company is capable to satisfy both their customers and their stake holders (Hilton Hotels, 2019).
According to the company’s website, Hilton Hotels consists of different popular brands with good reputation and high - quality standards like Hilton Conrad, DoubleTree and Waldorf Astoria which can be considered as a proof that the company can satisfy all the different target groups of customers in the hospitality industry. The Hotel group is running by the philosophy of its creator Mr. Conrad Hilton. The vision of the company is “To fill the earth with the light and warmth of hospitality” (Hilton Hotels, 2019).
The hotel group believes that it is their mission to spread the message of kindness and generosity through the whole world. Loyal to their core values the name of the brand stands for:
H for Hospitality
I for Integrity.
L for Leadership.
T for Teamwork.
O for Ownership.
N for now. (Hilton Hotels, 2019).
In 2019 Hilton Hotels continues to be one of the global leaders in the hospitality industry. It has an impressive portfolio of different hotel brands. It gives the hotel group the confidence that they can satisfy any customers need. The customers of the hotel group are people from all races, all religions and all nationalities. The common thing between all of them is that by choosing Hilton hotels all over the world they have the confidence that they will get service from the highest standards and memorable guest experience. Hilton Hotels group is a dynamic and innovative company and its prime focus is to administrate their business operations following concepts which are eco – friendly, in service to the community and providing exceptional guest experience. Mr. Conrad has created Hilton Hotels almost 100 years ago and since then the company’s commitment to create exceptional guest experience has not changed and remains without any alternative. Hundreds of thousands of team members all over the world continue to provide service of the highest standards by also achieving the interests of the stake holders (Hilton Hotels, 2019).

Discussion.
As an international leader in the hospitality industry Hilton hotel group has created their own code of conduct. It can be found on the website of the company. It must be followed by all employees no matter of the brand in which they are working or the country in which their hotel operates. It is applicable for all the staff members. From the general manager to the kitchen porter. Hilton’s code of conduct is global like the company itself. The company believes that the diverse background of all team members, all the suppliers, all the guests is something which gives strength to the organization. It gives the company the confidence that they can satisfy any customers need from any nationality (Hilton Hotels, 2019). 
In an interview with Shankman for skift.com, the Hilton CEO Christopher J. Nasetta is explaining that if a business tries to centralize the making of decisions in one place it is going to struggle. In his opinion it is very important for big business organizations to have their staff members aligned around the mission, the values and the vision of that organization otherwise it is going to be an anarchy within that structure. It is critical for big business organizations that their employees have the understanding what those key principles really are. It is not possible for a CEO to know and do everything when he is running a business that has more than 300, 000 employees in more than 100 countries simply because that CEO will fail. The staff members who are on the front line have the knowledge and the skills to make the right decisions in order to satisfy the customers and in this way to boost the business forward (Shankman, 2014).

Training and development.
The process that provides employees with the necessary knowledge and the skills which they need to operate within the systems and standards which are set by the management is called training. Trainings within organizations are part of the human resources development. The main role of the human resources department in business structures is to improve their efficiency by providing knowledge to the personnel as well as skills and attitudes that will improve their work performance. The training specialists have a very important role within the organization. They need to implement the right training method to the personnel of the company. In order to do that the training specialists, need to consider which are the advantages and which are disadvantages and what is the effectiveness of the training method (Ahammad, 2007).
That education is a continuous process which is improving already existing capabilities and leads to the development of different skills, knowledge and attitudes that are preparing employees for the future performance tasks. By developing those skills, knowledge and abilities the employees are part of an evolutionary process. In this way the individuals can achieve the goal of education and development which is an increase in the performance of individuals or the performance of the team (Horak and Matoskova, 2018).
Concierge.
In every big and self-respected hotel around the world there is a Concierge desk. Probably some people do not know much about that service, but it is very important for a hotel to have a good and experienced concierge. It is one of the most responsible roles in a hotel which plays a significant part in the quality of the experience of hotel guests. 
The task of the Concierge is to make the guests happy and to satisfy all their needs. The Concierge should have good knowledge of the city in which the hotel is located. He must judge by the people and the request they have which restaurants, attractions or events to recommend. If the guests need information about the city, the attractions, the shows, the events happening, if they need recommendations for restaurants, if they are expecting parcels or letters, if there is a special occasion and somebody wants to make a surprise they need to go to the Concierge. In other words, the Concierge makes the impossible – possible. A Concierge should have qualities like positive attitude, kindness, passion to satisfy every guest request, patience for both guests and staff, excellent grooming standards. 
There is society of the concierges worldwide called “Union Internationale des Concierges d’Hotels – Les Clefs d’Or”. According to their website, if a concierge wants to become a member of the society, he or she must have 5 years of experience as a concierge in a hotel. The perfect candidate should be proposed to become a member of the society by two other members who are at least three years part of the society. The organization is well recognized around the world and is a guarantee that the person who is their member is being perfectly trained and can provide service from the highest standard (lesclefsdorgb, 2019). 

SWOT Analysis. 
SWOT stands for Strengths, Weaknesses, Opportunities and Threats. SWOT analysis is being used by different organizations for developing different strategies for their businesses. It helps them to consider all their strengths and opportunities as well as their weaknesses and threats. In this way they can create a better concept of their businesses and achieve better results. 

Strengths. 
Strong brand reputation.
Considering that Hilton Hotels has a great variety of hotel brands it can be concluded that the growth of the company’s revenue in future will be steady. The company has attracted a great number of customers through the years thanks to its strong reputation. Travelers from around the world recognize Hilton Hotels as one of the most reliable brands in the hospitality industry. Strong reputation is beneficial not only for the customers of the company, but for the shareholders as well. This is very important in nowadays in order to achieve good financial results in today’s uncertain world economy.
Different varieties of hotel services.  
The hotel group can satisfy all the needs of the different target groups of customers. It can offer hotel service for customers who are looking for middle priced or low - cost hotels, but it can satisfy customers who are looking for a luxury hotel experience as well. In this way Hilton Hotels is competing in every segment of the hospitality industry. By doing that the company limits the risks of being affected by problems which can appear in a certain segment of the hospitality industry.

Weaknesses.
High operating costs for luxury properties.
Hilton hotels is exposed to the risk of having big amounts of cost for maintaining luxury properties. Operating high standard properties can be an expensive initiative. Hotel brands like Waldorf Astoria or Conrad have strong reputation among customers and cannot afford to risk it.
 If we consider the fact that the world economy is not very stable in this moment it is not difficult to figure out that customers are reducing their costs for luxury experience. This will have an immediate negative impact on the hospitality business and particularly the luxury hotels and resorts. 

Opportunities.
New technologies and innovations.
[bookmark: _GoBack]In order to respond to the global competition Hilton Hotels group is obligated to be up to date with the new trends in the innovations and new technologies. It has been a decade since the company launched its mobile application for online services. It has never been so easy to check – in or to make a request upon arrival. Customers can even choose a room or even go straight up without even interacting with reception staff only by activating the “digital key” option on their mobile applications. These extras can make a huge positive impact on hotel guest experience and can even be a solid foundation for attracting new customers which can increase the hotels revenue. 

Threats.
Terrorist attacks and global climate changes.
The world has experienced a wave of anti - social activities around the world. Terrorist attacks are basically unpredictable and such an activity can occur anywhere. The hotel industry is not an exception or any kind of secured isolated island where such activities does not happen. Hotels around the world are vulnerable no matter what security precautions are taken. Hilton Hotels does not make an exception. Such horrible acts happened before in a Hilton property. People still remember the horror from Sydney on 13th February 1978. The humanity must stay together and unite against such inhuman acts.
Another vulnerability and a threat are the changes in the climate of the planet. People still remember the earthquakes from 2008 in China and the one from 2011 in Japan which was followed by a tsunami. Devastating hurricanes with tender female names like Rita and Katrina caused a lot of troubles in the United States of America. 
There is one thing which is certain. Both terrorist attacks and natural disasters are serious threats and could have serious negative impacts on Hilton Hotels group like reducing the occupancy levels or affecting the confidence of travelers that they will have a great hotel experience. 

Conclusion.
Hilton Hotels is one of the main leaders in the hospitality industry worldwide. The history and traditions which the company has guarantees a constant flow of travelers who are expecting a memorable guest experience. The hotel group has a policy to encourage employees to train and develop so they can grow in the career and continue to follow the brand standards and share the values of the company. There is a serious competition on the market, but by following the legacy of its creator Mr. Conrad Hilton, Hilton hotels group should not be worried about its future and its place among the leaders of the hospitality industry. The world of hospitality is constantly evolving and developing. Hilton hotels is proving constantly that has ambitious and capable employees who are ready to accept the challenge by their competitors and defend the brand from any threat which appears on the horizon. In the same time the hotel group is ready to take advantage of any opportunity to lead others with innovative approach and find solutions to different problems which stands in front of the industry.
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