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DoubleTree By Hilton

- The first DoubleTree hotel
opened in 1969

- DoubleTree owned by Hilton
worldwide

- More than 600 Resorts and
Hotels all around 6 continents

- Pet Friendly
- Family friendly

- Signature warm cookie
(Compton, 2020)
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Guest Services and Facilities

« OFFERS

Spa facilities (vary by locations)
Hilton Honors loyalty program
Pet Friendly

Business services



Function
and Role of
Guest
Services

 Personalised attention and assistance
e The 5 senses

* Ensure the guest are comfortable with
the stay and experience

« High level of customer service

« Emotional intelligence,: “Emotional
intelligence (EI) helps employees
regulate their emotions and display
appropriate emotions, and hence should
help hospitality workers provide
outstanding service.”

(Miao, Humphrey and Qian, 2021)



» Guest expectations play a
crucial role in the hospitality
Industry as they help
determine the level of

Im p ortance satisfaction guests will have
with their experience (Shoes

Of Guest _ For Crews Europe, 2019).

EX p e C t at I O n S . gxcgleeagtigﬁgI,ntr\{\g;hmt/nleu\?t/irr%g%eIy feel

manipulated and dissatisfied. And the
result is negative reviews, decreased
consumer loyalty, and decreased
revenue(Hallstrom, 2021).



Summary

- Organizations need functions to do tasks efficiently. Customer service
helps customers address problems. Good customer service builds trust,
loyalty, and business growth. Excellent customer service helps
companies stand out and create long-term connections with customers.
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