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[bookmark: _Toc24942102]1.0	Quality Management at Hilton Hotel
Total Quality Management comprises of the approaches to management and service and product delivery that organizations undertake to improve quality, efficiency, effectiveness, and productivity (Deming, 2017). Usually, total quality management systems are implemented horizontally across an organization through the departments, staff, while also including suppliers and focusing on customer satisfaction. In the hospitality industry, the three keys to TQM are coordination, communication, and cooperation between the departments of a hotel. It involves aligning organizational goals through all the levels of management, i.e., the top-level, the middle level, and the junior level management (Burke & Hughes, 2018). This report analyses the various approaches adopted by Hilton hotels in ensuring total quality management, and how the company optimizes its customer services based on customer preferences to stay competitive in the market.
[bookmark: _Toc24942103]2.0	Total Quality Management in the Hospitality Industry
Total quality management is based on the feedback received from customers, their complaints, and also suggestions. These factors, when carefully considered, provide the necessary information to enable an organization to implement an effective TQM system. However, it is crucial to ensure that operational expenses are not in a way that compromises the quality of products or services an organization offers. This is an issue that needs to be researched further to provide more insight (Martínez & Nishiyama, 2019). TQM allows organizations to provide products and services of a level of quality that meets the expectations and perceptions of the goods and services received (Tarí, Pereira-Moliner, Molina-Azorín & López-Gamero, 2019). In the hotel industry, feedback from the customers provides information necessary to reduce the gap between the expectations and the perception of the customers on the quality of services they receive (Farrington, Antony & O’Gorman, 2018). 
[bookmark: _Toc24942104]2.1	TQM Processes
Research studies have shown that the application of a TQM framework of 4Ps (planning, people, processes, and performance) together with the 3Cs (communication, culture, and commitment) yields the most suitable results (Burke & Hughes, 2018). The framework enables a hotel in the hospitality industry to ensure quality in its supply chain by monitoring every process in the supply chain from the suppliers to the customers. It also enables the hotel to create an effective system that guides employees on the most effective ways of ensuring quality (Martínez & Nishiyama, 2019). This is achieved through the use of flow charts. Flow charts are one of the most effective tools in total quality management used to assist employees in enhancing the quality of services to the customers. Process mapping starts with the creation of standard operating procedures that outline every task that should be performed. Next, diligent supervision must be carried out to ensure that the outlined tasks are carried out according to the guidelines in the flow chart.
[bookmark: _Toc24942105]2.2	Continuous Improvement in Service Delivery
The TQM process must be continuously checked via a statistical procedure that uses extensively documented data and internal and external audit reports (Pereira-Moliner, Pertusa-Ortega, Tarí, López-Gamero & Molina-Azorin, 2016). Problems in the implementation of the process may be analyzed through a work-study that covers motions study, and time is taken to complete tasks, as well as job results upon completion of the tasks. Such a study can be used to identify the areas that must be rectified through the training of staff through the application of technology (Krajewski et al., 2016). It is crucial to have a competent and committed team of employees that will ensure the success of the quality management process. The bottom-up technique is the most effective way of implementing the TQM system as junior employees are directly involved in the provision of services to the customers and therefore have a more significant impact on them. It is imperative for an organization in the hospitality industry to set up and implement ways of planning, controlling, and improving its quality management procedures (Deming, 2017). Employees must be trained and educated on the benefits of implementing a TQM strategy to ensure that the acceptance levels are high enough as the success of the strategy is dependent on the acceptance by employees.
According to the BS EN ISO 9000 (2000), a quality management system (QMS) is a system that organizations use to manage, direct and control their operations to ensure quality(Fouayzi et al.,2006; Pereira-Moliner et al., 2016). ISO further defines the terms as the structure and organization and processes involved in transforming inputs resources into products or services that meet the objectives of the organization and customer expectations while being compliant to all the regulatory and legal requirements(Conti, 2019). The system utilizes available information regarding the processes and procedures for achieving the quality standards set by an organization and the responsibilities of the employees towards achieving them efficiently. According to Martínez & Nishiyama (2019), the purpose of the Quality management system includes process optimization to reduce wastage, cost reduction, identification of areas that need training and development, staff engagement, setting an organization's long term goals, and providing a sense of direction for the company.
[bookmark: _Toc24942106]2.3	Total Quality Management at Hilton Hotels
Hilton Hotels and Resorts are among the leading organizations in the global hospitality industry in terms of providing the best quality of services (Sanders, 2019). The company has been lauded through awards and certifications many times for the successful implementation of quality and environmental management strategies. According to Farrington et al. (2018), the company was awarded an ISO 9001:2008 in 2011 for its establishment in the global hospitality industry and the successful implementation of quality management system throughout its departments and business operations.
[bookmark: _Toc24942107]2.4	Measuring Quality Management at Hilton Hotels
In the hospitality industry, quality management is based on customer satisfaction. According to Dupre (2016), Hilton Hotels and Resorts offers its customers the best quality of services and has been able to create a basis for its quality standards that are unmatched to any other hotel organization in the world.
[bookmark: _Toc24942108]3.0	Motivations for Quality Management
[bookmark: _Toc24942109]3.1	Brand Image
Hilton has established itself as one of the leaders in the global hospitality industry by creating a strong brand image. A sharp brand image attracts more customers and improves the profitability of the organization. To maintain its brand image, the Hilton hotel ensures the quality of its services meets the needs and expectations of every customer/guest. 
[bookmark: _Toc24942110]3.2	Enhanced Customer Service Experience
The company also ensures that its customer service is the best. Meeting the needs of the customers and customer satisfaction is one of the reasons that motivate Hilton hotels to implement quality management practices throughout its processes. 
[bookmark: _Toc24942111]3.3	High Quality Food and Services
Through the provision of food and services that are of the best quality and meet regulatory requirements, Hilton has a competitive advantage over other hospitality service providers.
[bookmark: _Toc24942112]3.4	 A Highly Committed Workforce
The workforce of Hilton hotels also plays a crucial role in the effective implementation of a total quality management strategy through the companies operations (Sanders, 2019). The company has established an organizational culture that consists of an accepted code of conduct, communication, and service delivery to meet the needs of customers. The corporate culture is also reliant on quality assurance as a means of ensuring customer satisfaction. 
[bookmark: _Toc24942113]3.5	Changes in Customer Preferences
Hilton hotel’s management changes its quality management practices according to changes in customer preferences and expectations (Sanders, 2019). The provision of services that are tailored to suit the needs of every customer is achieved through the customer-centric approach that evaluates and assesses the needs of every customer. The standards are optimized according to the market trends to ensure the comfort and satisfaction of the employees. Continuous assessment and inspections are conducted through the use of various management tools and techniques o ensure that all the departments of the hotel entity comply with the set quality standards. 
[bookmark: _Toc24942114]4.0	Provision of Standardized Services at Hilton Hotels
Hilton hotels and resorts follow a set of standards that provide a sense of direction for all the employees towards ensuring customer satisfaction (Sanders, 2019). These standards ensure that every individual customer is treated and provided with services that reflect the hotel's standards, improve customer loyalty, and improve brand awareness (Chavan, 2011). The level of training of employees and the organization culture of Hiltons also play a crucial role in the achievement of its quality standards. 
The company also ensures that planning, people, and performance processes are done through the guidelines of its TQM strategy, which involves the use of a comprehensive TQM (Dupre, 2019). Planning is done by the company’s management to ensure that there is an elaborate system of ensuring the quality of services provided to customers is assured. Quality management starts from the suppliers through all the levels of the supply chain up to the end consumer. Effective control measures are put in place to ensure that the gap between the hotel’s quality standards and the expectations of the customers is as narrow as possible. The control is based on a customer satisfaction survey that evaluates and assesses the gap between the standards and customer expectations. The information obtained is used by the company's management to improve the quality of services in order to improve customer satisfaction.
[bookmark: _Toc24942115]5.0	The Benefits of Quality Management Systems to Hilton Hotels
Through the integration of the TQM into its operations, Hilton gains a competitive advantage in the hospitality industry (Leonardo & Fons, 2011). The system allows the company to offer services that have added value and of diverse and differentiated nature from those provided by its competitors. Quality management has also improved operational efficiency and performance in the global hospitality industry. Resources are utilized optimally to provide services that meet quality standards such as the ISO 9000, TQM, etc. (Krajewski, Ritzman, and Malhotra, 2016). Hilton has also been able to build a strong brand image that commands customer loyalty through the adoption of quality management techniques that are focused on ensuring customer satisfaction through continuous assessment and improvement of service delivery and quality. This has earned the hotel entity numerous accreditations making it a recognized leader in the hospitality industry (Dupre, 2019). Through the optimization of its processes, Hilton employees can attend to customers in a timely manner, thus offering them services that reflect value for their money.
[bookmark: _Toc24942116]6.0	Conclusion 
Hilton hotel is one of the companies in the hospitality industry that can be used to showcase the importance of total quality management. The company has successfully integrated its operations into a quality management system to ensure that it can offer its customers the best services than its competitors. Hilton hotels ensure that it maintains its brand image in the industry by providing the best customer service provided by a well-trained and competitive team of staff that ensures that the customers are treated to the best food and services. Through total quality management, the company offers standardized services that provide customers value for their money. This has also proven beneficial in improving the effectiveness and efficiency of its operations. Additionally, the company has successfully been able to stay ahead of its competitors in the highly competitive hospitality industry.
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