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Hilton Hotels Group

[bookmark: _Toc137240659]Introduction

To stay ahead of the competition, it's important for businesses in the hospitality industry to be adaptable due to changes in customer preferences, technology, and economic conditions and the Hilton Hotel chain has achieved remarkable success as a business. Hilton is a huge hotel chain with thousands of locations all over the world and  they have hotels in over 100 countries. This company has gained a reputation as a top player in the market by offering a diverse range of top-notch services to tourists and travellers. (David, 2020)

This report aim to evaluate the Hilton Hotel chain comprehensively, analysing everything from the corporate level to the performance of its individual properties, starting by looking into how Hilton Hotel chain manages their business, their company values, and the main ways they operate. Once completed, the evaluation will analyse the performance of each hotel in the chain based on factors such as market position, revenue sources, and guest satisfaction.

There will be conducted t a comprehensive and unbiased investigation of the Hilton Hotel chain, utilising industry reports, financial statements, and guest reviews and will be using different analytical tools and approaches in the report to help the company improve its operational efficiency, enhance customer satisfaction, and gain a competitive advantage in the global hospitality industry.

This research aims to assess the Hilton Hotel Group comprehensively, emphasising its strengths and weaknesses to identify areas for improvement.


Hilton's 3,843 hotels have a total of 596,775 guest rooms and are distributed throughout 67 different countries and when compared to the company's previous financial report in June 2007, this is a significant increase of more than 39%. It should be noted that the corporation owns 4% of the whole hotel portfolio and because it manages 513,000 hotels, the aforementioned corporation controls 10% of the US hospitality market. This offers it a tiny advantage over its nearest competition, Marriott International (MAR 0.27%) as Hilton is currently building less rooms than Marriott. Hilton, in particular, controls 19.1% of the total inventory now under construction and it operates in a high-risk industry, which accounts for 27% of the company's annual sales.  (Hilton Hotels & Resorts, 2021)

Furthermore, a significant amount of Hilton's and franchisee workers can participate in wage, benefit, and working condition collective bargaining an if labour unions insist on their own demands, even while the economy and the hospitality industry are both increasing, franchisee revenues, and thus the parent company's, could suffer. (Hilton Hotels & Resorts, 2022)

The Hilton name is associated with over 232 hotels and resorts in the United States, the vast majority of which provide full service to both business and leisure guests and the Hilton's reputation for excellence is maintained by the exceptional quality of its rooms and the dedicated efforts of its workers. Hilton has remained at the top of the hospitality industry because of the cutting-edge services and amenities it offers its visitors.  (Hilton Hotels & Resorts, 2021)
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Company Structure
Each hotel and resort in the Hilton Hotel Group has a lot of independence because of the organization's decentralised structure as the company's main offices, which handle marketing, operations, and technology, offer exceptional assistance. The management team of every hotel is accountable for supervising guest services, staff management, and financial outcomes and large  corporations can leverage their structure to benefit from individual properties that appeal to local markets. (Flores & Gallego, 2019)

Company Culture
At Hilton, they value customer service, innovation, collaboration, and environmental stewardship as part of their corporate culture as the company strives to create a friendly and encouraging workplace for its employees, who are affectionately called "Team Members." Hilton has been acknowledged as an excellent workplace for prioritising the growth and progress of its staff members, both personally and professionally and the company's guiding principle of "Hospitable" ensures that every visitor is treated with the highest level of courtesy and respect. (Grant, 2019)

Company Goals

A great way to increase profits and grow your business is through expansion as Hilton values revenue management, sales, marketing, and innovation as key drivers for profitable growth. They keep a close eye on expenses and revenue to increase profits, and make significant investments in advanced technology to enhance efficiency and Hilton's purchase of the Waldorf Astoria brand from the Blackstone Group in 2014 was a major move to broaden its range of products and increase its brand awareness. (Hill et al., 2019)

Increasing their Exposure
Hilton plans to expand its presence worldwide by strategically building new hotels and resorts, with the aim of capturing a larger market share and to grow the business, Hilton is allowing other hotel operators to use their brand name and building new hotels. The company is looking to expand its reach to developing nations in the Middle East, China, and India. (Hilton Hotels & Resorts, 2022)

Offering Exceptional Customer Service to Guests
Hilton strives to offer outstanding guest experiences, which requires a constant focus on innovation and technology investment and the company's loyalty programme and mobile app allow customers to personalise their experience and conveniently manage their preferences. Moreover, they prioritise staff training to guarantee that every customer is provided with reliable and excellent service. (Hitt et al., 2019)

Hilton Hotel Group's framework, corporate values, and goals demonstrate a dedication to delivering exceptional guest experiences while also driving revenue and expanding their reach worldwide as hotels within the company have the freedom to add their own unique touch while still benefiting from the resources of a big chain, thanks to the decentralised structure. At Hilton, employees are highly valued and the company prioritises their professional growth and delivering exceptional customer service and the company aims to be the most hospitable organisation globally, and to achieve this goal, they focus on strategic initiatives such as profitable growth, expanding their presence, and providing exceptional visitor experiences. (Hospitality Net, 2021)
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Hilton made a big change by putting $500 million into a worldwide technology platform, which helped them improve their digital strategy and the main goal of this platform was to enhance the autonomy and convenience of hotel guests in accessing their lodgings. The hotel aimed to enhance guest experience by providing interactive in-room entertainment and reducing check-in wait times through digital check-ins while customers were able to stay connected all the time, which was a positive outcome. (Knights & McCabe, 2017)

With the Hilton Honours app, you can conveniently check-in and access your room without a key and with the Hilton Honours app, you can easily choose your room, customise your amenities, and make changes to your preferences on-the-go. With the mobile room keys and contactless check-in system, guests can easily head straight to their rooms without having to stop by the front desk as all they need is their smartphone and they're good to go and the changes made to the hotel had a positive impact on both its financial performance and customer base. (Kotler & Keller, 2019)

During the COVID-19 pandemic, Hilton implemented the "CleanStay" programme to ensure a safe and hygienic environment for their guests as  At CleanStay, Hilton Group prioritise the safety of their  guests by implementing rigorous cleaning protocols and social distancing measures. Rest assured that these measures do not compromise the quality of your stay with Hilton as the dedication to the safety of its guests and employees is evident in this change, which provided protective equipment to the latter group. The World Health Organisation has given its endorsement to CleanStay, which should give customers peace of mind regarding its effectiveness. (The Wall Street Journal, 2021)

Afterwards, Hilton introduced "Heart of House," a programme designed to train and enhance the skills of their employees and the programme aimed to improve customer satisfaction by improving service quality and employee satisfaction by providing job security. Throughout the course, employees had  developed my skills in customer service, communication, and leadership. The approach resulted in higher levels of employee contentment and reduced turnover rates. (Porter 2021)

Hilton was significantly impacted by these reform initiatives and thanks to Hilton's digital approach and the Hilton Honours app, guests can now enjoy a more streamlined check-in process, which means less time spent waiting in queue and more time to relax and enjoy their stay. CleanStay's achievement in providing a more comfortable experience for guests and improving their impression of Hilton is due to a rise in customer loyalty and by implementing the Heart of House programme, employee satisfaction increased, resulting in better service quality and ultimately leading to more satisfied customers. (Ritzer et al., 2018)

As mentioned before, Hilton owes its success to effective management of their efforts, resulting in a significant boost in customer satisfaction and thanks to the team who crafted the initiatives who did a great job of making sure that the initiatives are in line with the company's overall goals and principles. Additionally, they created a work atmosphere that promotes creativity and new ideas. (Porter, 2019)

Hilton's change management team took the lead in promoting this initiative, ensuring that everyone in the company was informed about the changes and how they would affect day-to-day operations as they pinpointed areas where employees could improve and offered training to help them adapt to changing situations. The new system was introduced gradually, allowing all employees to adapt to the changes without difficulty. (Schilling, 2019)
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 Hilton Hotel’s Group website facilitated communication between hotels and their guests as the platform provided guests with a seamless experience by offering in-room entertainment, digital check-ins, and online bookings. You can now access the Hilton Honours app to check-in and access your room using your mobile device as  Hilton's focus on technological advancement has enabled the company to gain a larger market share and stand out from its rivals.  (Hilton Hotels & Resorts, 2022)

Hilton's recent achievements and quick growth can be attributed to a well-planned strategic direction. Hilton had a good fourth quarter in terms of profitability, despite the difficulties faced throughout the year and Hilton's profits saw a significant boost from the previous year, with a net income of $225 million. In addition, the company experienced a significant increase in demand despite generating $4.3 billion in sales in 2019, which accounted for only 59% of their total revenue. The firm anticipates a complete recovery to the 2019 pre-COVID levels by 2023. (Hilton Hotels & Resorts, 2022)

The company is doing well this year because more customers are traveling in the first quarter of 202q so, Hilton's report for the first quarter of 2021 indicates that the company is continuing to make progress as the world gradually bounces back from the effects of the pandemic. During the quarter, the system grew as more hotels were opened, resulting in increased income and Hilton's worldwide expansion increased by 1%, resulting in the addition of 13,100 new rooms to their system. However, the company's RevPAR experienced a significant decline of 38.4% compared to the previous year and the company is optimistic about its prediction for a faster return in the second half of the year. (Veevart, 2021)

Hilton's corporate plan emphasizes the company's commitment to protecting the environment and conducting business in a responsible manner and the company has been taking steps towards being more environmentally conscious by implementing sustainable practices. Hilton is committed to improving its operations in ethical product procurement, energy-efficient building design, and community outreach through its "Travel with Purpose" initiative as their campaign aims to decrease GHG emissions by 61 percent by 2030 as a part of our long-term goal. (Hilton Hotels & Resorts, 2022)

Hilton is currently prioritizing technological advancements and eco-friendly measures as part of their strategic goals and according to the latest business reports, the organization is quietly bouncing back from the effects of the pandemic and keeping its sights set on expansion. Hilton has effectively implemented digital strategies that have enhanced the guest experience and strengthened their position in the market while in addition, the company is establishing a benchmark for sustainability and ethical business practices, which are greatly appreciated by modern-day customers. (Hilton Hotels & Resorts, 2021)
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Due to the ongoing Covid-19 Pandemic and the significant influence of Hilton Hotels Group on the travel and tourism industry, Haines has a great opportunity to shape industry patterns and adjust accordingly while in addition, the company has hired highly skilled experts who have come up with innovative approaches to create a safer and more sustainable environment in accordance with global regulations until the situation returns to normal
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