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[bookmark: _Toc166631050]Executive summary
This paper presents an extensive research of the hospitality industry, which is centred on the operations of the Placement Hotel that resembles the strategies and challenges of hotels like the one faced at Hilton. The report starts with a PESTEL analysis, pointing out the political, economic, social, technological, environmental and legal factors that are affecting the hotel industry. It underlines the necessity of adjusting to political situations, economic conditions, societal trends, technological progress, environmental issues, and legal frameworks to be competitive and to reduce risks. Additionally, the report covers the topic of front desk technology and its effect on the customer satisfaction and operational efficiency. The article talks about the importance of the services that are designed according to the needs of the people, the data-driven insights, and the technological innovations that are the key factors in the improvement of the guest experiences and loyalty. Besides, it highlights the importance of the front desk staff in controlling the guest's expectations, fixing the problems as soon as possible, and keeping the good relations to increase the repeat business and the positive word-of-mouth referrals. The report ends by suggesting that the Placement Hotel should invest in the front desk technology, staff training, guest engagement initiatives, sustainability practices and continuous improvement efforts. The Placement Hotel will be able to increase its competitiveness, raise the guest satisfaction, and, thus, the long-term success in the hospitality industry by introducing these strategies.
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[bookmark: _Toc166631051]Introduction
Guest satisfaction is important in the hospitality sector and for this reason, front desk operations serve as the first point of contact for guests therefore, the guest satisfaction depends on the quality of the first impression they receive according to Manhas and Tukamushaba (2015). The effectiveness and efficiency of the front desk impact how satisfied customers perceive the experience (Nunkoo et al., 2019). Guest data collection and analysis done by the front office staff can give useful information concerning preferences, like room kinds, amenities, and dining options according to the perception of Padma and Ahn (2020). By being proactive, hotels may predict the needs of their guests and can tailor their experiences better, which increases the guest satisfaction (Rane et al., 2023). Hotels can establish a good impression on guests and encourage returning clients by emphasising efficient check-in procedures, attentive service, and customised interactions. This report will be based on the recently completed hotel placement experience at Hilton Hotel. The themes to be explored in this research include staff training and development needs assessment, industry best practices for front office operations, and techniques for personalising guest interactions and services. These themes aim to optimize front office operations at Hilton Hotel and enhance guest satisfaction through tailored experiences. Hilton Hotel is a global hospitality company that operates a chain of luxury and full-service hotels and resorts, extended-stay suites, as well as focused-service hotels (Hilton, 2023). The Hilton Hotel offers lodging, food, boarding, restaurants, dining, and loyalty programs. It operates hotels under brands including Spark by Hilton, Waldorf Astoria Hotels & Resorts, Homewood Suites by Hilton, LXR Hotels & Resorts, Canopy by Hilton, Conrad Hotels & Resorts, Hilton Hotels & Resorts, DoubleTree by Hilton, Embassy Suites by Hilton, Tru by Hilton, Home2 Suites by Hilton, Hilton Garden Inn, Hampton by Hilton, Curio Collection by Hilton, Signia by Hilton, Motto by Hilton, and Hilton Grand Vacations (Hilton, 2023).  
[bookmark: _Toc166631052]Research aim 
The aim of this research is to investigate and propose strategies for optimising front office operations at Hilton Hotel to enhance the guest experience and satisfaction.
[bookmark: _Toc166631053]Research objectives
i. To assess the skills and competencies of front office staff to identify training and development needs to improve service delivery and guest satisfaction. 
ii. To identify the best practices and standards for front office operations in hospitality businesses including hotels. 
iii. To explore methods for personalising guest interactions and tailoring services to meet individual preferences. 


[bookmark: _Toc166631054]Literature review
[bookmark: _Toc166631055]Hotel front office
The hotel front office works as a main interface between the guests and the hotel and it is centred on check-ins, check-outs, and guest services provision (Nalley and Bufquin, 2020). It is the first point of contact that forms the first impression of the guests and it has a great impact on their satisfaction levels. This department is the centre when making people feel at home by allocating rooms and responding to requests immediately. The front office desk is the primary point of contact with guests taking care of various tasks (Kim, 2011). Therefore, the effectiveness and professionalism of the staff directly shape guest experiences and determine the reputation of any hotel making it all the more important to focus on training, attention to detail and clear communication within this operational hub (Carlisle et al., 2023). 
[bookmark: _Toc166631056]Front office staff training needs
Hotel front office staff training encompasses a variety of competencies which address the areas required to attain the best standard of guest experience (Testa and Sipe, 2012). To begin with, training should target the acquisition of the necessary technical skills for performing the check-in/out procedures, room allocation, and handling reservations in a proficient way. Staff should be trained in customer service among other skills as well such as interpersonal communication skills, conflict resolution, and empathy in order to relatively provide guest assistance and comfortably attend to their questions or complaints. Similarly, the extent of the training program should include software skills such that the staff is able to operate the property management systems and any other tools. Besides, cultural sensitivity training is a must to take care of the diversity of the guests in a way that touches them in the right places. The professional development of staff is a vital component of organisational growth, requiring employees to remain in touch with the latest industry trends, specific service standards, and newly advanced technologies (Horng et al., 2016). The training of the front office staff is crucial and should be done in a comprehensive way so that they can provide personalised and efficient service which in turn will elevate the guest satisfaction and guest loyalty (Yang, 2010). 
[bookmark: _Toc166631057]Practices for front office operations
The most common and widely accepted practices and standards for front office operations in the hospitality industry, including hotels, are oriented around efficiency, guest satisfaction, and personalised service (Özdemir et al., 2019). To start with, keeping the front desk area clean and friendly is a distinct feature that creates a good impression. Check-in and check-out processes that are streamlined and automated with the help of technology such as mobile check-in and keyless entry help company to reduce waiting time for their clients (Secchi et al., 2019). The effective communication between front office staff and the other hotel departments ensures that the whole work runs smoothly and the guest's problems are solved promptly (Wang et al., 2017). Proper personalisation is achieved by staff that will learn and predict till the last details about guest preferences such as room amenities and dining options. Data management policies provide guests the privacy they need, but also help services to design their marketing strategies and to tailor the services they offer. Staff training and performance evaluation are the things that keep service standards high and make staff ready to deal with different customer needs (Hewagama et al., 2019). Moving towards sustainable practices and adding eco-friendly services are among the necessary measures to suit both modern guests' expectations and the criteria required for the industry (Prakash et al., 2023).  
[bookmark: _Toc166631058]Personalisation of guest interactions
Creating personalised guest experiences and customised options based on individual preferences requires use of synchronisation among technology, analysis of customer data, and attentive customer service (Stankov et al., 2019). The hotels can use the guest profiles and preferences stored in their CRM or customer relationship management system to know ahead of the guests’ needs and preferences. This data can tell what welcome messages should be personalized, which room amenities should be provided, and which dining recommendations should be customized according to previous preferences. Moreover, the hotels can have the survey results, post-stay surveys or online reviews from their guests who have stayed there will give the hotels’ owners insights into the guests’ preferences and areas for improvement by which they can adapt the services to the needs (Chung and Cakmak, 2018). The adoption of technology, hotels have made available guest-facing apps and platforms to serve the purpose of customising the guest stay experience before the actual arrival by virtue of selecting features of the room, requesting special amenities or even scheduling services like spa to name a few (‌Das, 2023). In addition to this, training the front office staff in active listening and empathy allows them to interact with guests on a personal level, and they can easily identify the preferences and address the requests quickly and effectively (Luo et al., 2019).  
[bookmark: _Toc166631059]Front office interaction with other departments
The connection between hotel front office and its other departments is vital in order to establish a well-oiled business and great guest services. Communication and cooperation of these departments are important to increase guests' satisfaction and sustain service integrity of the hotel (Magatef et al., 2019). First, the front office works closely with housekeeping to coordinate room turnover, thereby helping to clean and prepare rooms for check-in on time (Manaf, 2016). Effective collaboration between these departments is crucial to guarantee clear picture of the room available for further booking and avert guest waiting period. Furthermore, the front office works together with the maintenance service in response to the problems and maintenance requests reported by guests during their stay (Park and Allen, 2013). Solving these issues in a timely manner is crucial for the satisfaction and comfort of the guests. 
The front office also cooperates with food and beverage department, mostly observing development of dining reservations, room service orders, and other issues concerning on-site dining options. Through efficient communication, the guests will gain the correct information as well as smooth dining experience (Walls et al., 2011). Moreover, the front office communicates with the sales and marketing department to advertise hotel amenities, special packages and loyalty programs to guests at the time of check-in or through targeted communication channels. The collaboration between the front office and other departments at the Hilton Hotel ensures efficient operations, timely resolution of guest needs, and seamless service delivery. This connection enables Hilton to provide exceptional guest experiences characterised by personalised service, prompt attention to requests, and overall satisfaction. 


[bookmark: _Toc166631060]Methodology
This study uses a case study methodology to explore and suggest methods to improve front office operations at Hilton Hotel to increase guest satisfaction and improve the visitor experience. Case study methodology provides a thorough and deep research of a particular event in its natural setting (Yin, 2018). This method is especially suitable for the study of complex phenomena, like hospitality operations, where many variables are in play and affect the results. Through the investigation of a single case, which, in this situation, is the Hilton Hotel, the study can go into details on the front office operations and their relation to guest satisfaction. Case studies, among other things, enable us to have a deeper comprehension of the topic at hand (McCombes, 2019). Using a thorough investigation, researchers can obtain the information about the difficulties in the front office operations at Hilton Hotel. Besides, the Hilton Hotel being a real-life example of front office operations in the hotel situation makes the research to be able to feel the fine and practical details of the front office operations and hence the research will be able to give insights that the theoretical framework alone cannot give. Nevertheless, case study methodology also has its drawbacks. One of the limitations is the problem of going beyond the specific conditions to create the more general results.
 Since case studies are based on particular situations, the results may not be valid for all hospitality establishments. Besides, the opinions and prejudices of the researchers may affect the analysis and conclusion of the case study, thus, the findings are subjective. Nevertheless, the transparency in data collection and analysis methods can solve this problem. Along with the case study methodology, the research may incorporate the key techniques and methods like reflective writing and netnography. Reflective writing is basically the activity of scrutinizing and assessing the personal experiences and observations (University of Cambridge, 2019). In the study, reflective writing is used to record researchers' reflections on the interactions with front office staff, observations of guest interactions, and insights gained at the end of the research process. Contrarily, netnography entails the study of online communities and social interactions to comprehend the consumer behaviour and preferences (Heath, 2023). Though it was not the main data collection method in this case study, netnography can be used as a supplement to the traditional data collection methods by giving the online guest feedback and the reviews about the Hilton Hotel's front office services.
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Hilton Worldwide Holdings has become a worldwide hotel industry player, with a wide range of brands that cover different segments of the market. Hilton is a brand that is diverse and covers more than one category, which is the luxury, full-service, focused-service, and extended stay brands. Hilton has thus positioned itself to cater to the different preferences and needs of the travellers. The Hilton Company has several well-known brands among them Hampton, Embassy Suites, Waldorf Astoria, and DoubleTree which are trying to offer the guests memorable experiences in accordance with their different characteristics (Statista, 2022). Being a U.S.-based company, Hilton has had a solid base in the United States throughout its history. Nevertheless, its influence covers far more than the American territory, since it has a big number of followers in the Americas, Europe, Asia Pacific, and the Middle East and Africa. Although the U.S. is still his major market, Hilton has successfully broadened its footprint worldwide, utilizing its brand reputation and the reputation for quality service (Statista, 2022). 
Despite its worldwide presence, Hilton is still making tough battles with the big names of the industry like Marriott International, Hyatt Hotels, and Caesars Entertainment. In sales, Hilton was the fourth among top hotel companies globally in 2023, trailing behind Marriott International, which marketed the main share in the sector, as it had over twice the sales of Hilton. This competitive environment means that Hilton must face the difficulties of keeping and growing its business market share in the face of strong competition (Statista, 2022). In the future, the international hotel industry, which is part of the hospitality industry, will continue to grow and expand. As the travel demand rises and the consumer tastes change Hilton should innovate and adapt to the new times and stay at the top of the curve. Hilton will have to focus on its worldwide presence, improving the guest experience and making it different from the competitors. This will be the way to take advantage of the opportunities that are emerging and to strengthen its position in the industry as the leading player (Statista, 2022).
In an ever competitive and fast influenced business environment like the hotel industry addressing staff turnover becomes a core policy to maintain productivity and keep the guests content all the time. The UK hospitality industry has recorded a huge increase in turnovers between years 2020 and 2021 and reached as much as £15 billion (Statista, 2023). With its employee count of 7 billion, retaining people have become the most challenging issue for the hotel managers to tackle. Through the announced 2,100 job cuts, which is about 22% of the corporate workforce, Hilton Hotels demonstrates that the tourism industry still suffers the long-term consequences of the pandemic's decreased travel demand. In light of the decline in the leisure and business travel, Hilton also extended the existing furloughs for many corporate staff members for a period of three more months. These actions denote the hotel chain's perspective to keep pace with a changing market and its initiative to make itself more efficient in order to escape financial difficulties. Furthermore, the Hilton's disclosure of first furloughs and executive pay cuts are operational measures as the organisation tries to remain afloat amid the unpredicted turbulence in the hospitality sector. 
In light of the detrimental effects of staff shifts, the hotel owners must come up with creative and practical techniques of sustaining the workers. One such solution is the introduction of job enrichment programs where the employees' roles and responsibilities are broadened and updated to make their responsibilities more challenging and fulfilling. By doing so the employees will have a higher level of job satisfaction that also facilitates skill development and career growth. Moreover, job satisfaction can be instigated through recognition, reward programs, and compensation strategies which can go a long way in boosting employee morale and loyalty. Hotels which recognize their employees efforts as well as offer the competitive salary packages have a tendency to generate that working environment where employees appreciate the recognition and feel the desire to stay with such  organizations (Codling et al., 2022). For an organisation to retain its employees, it is necessary to invest in such initiatives as employee well-being, work-life balance, and supportive team culture. This will lead to the increased job satisfaction and reduced turnover rates. Furthermore, including job embeddedness in a way that it analyses the issues linked to the role performance and employees’ integration to the community, will elevate employees’ commitment and retention. Offering career paths, advancement, and continuous learning assures staff that the company is vested in employees' growth, promotion and success within the organization. Employee hiring practices must be attuned to thorough selection processes and checking the skills of candidates against job requirements to gain a good fit during the beginning. This process should be supplemented with the help of open communication channels between employers and employees, which will lead to increased transparency, trust, and engagement level, and help the organisations deal with the issues proactively and build a bond with their employees (Codling et al., 2022).
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A SWOT analysis looks at the opportunities, threats, and internal and external strengths and weaknesses of a hotel (Kenton, 2023). Internal strengths could be things like a well-known brand or effective operations, while weaknesses might be things like old facilities or a high staff turnover rate. Externally, opportunities such as emerging markets or technological advancements can be leveraged, while threats like economic downturns or increasing competition must be mitigated. By identifying these factors, hotels can develop strategies to capitalize on strengths, address weaknesses, exploit opportunities, and defend against threats, ultimately enhancing their competitive position and long-term success in the dynamic hospitality industry. 
	Strengths
	Weaknesses

	i. Hilton Hotel is a worldwide leader in the industry and the world’s second-largest chain of hotels after Marriot International. 
ii. The hotel has a diverse corporate portfolio with different types of products depending on both price and service. 
iii. The hotel has focus on development strategy that makes it easier to enter the new markets. The hotel has been focusing on its growth strategy so that they can consolidate its market position throughout the world. 
iv. The hotel has established a loyalty program which is one of its major advantages and strengths. The hotel has become a well-known in the travel and tourism industry.
v. The brand is further strengthened by the capable and efficient leadership of Hilton President and CEO Christophe Nassetta.
vi. 
	i. Much dependence on the US market for its profitability
ii. Smaller global market share, despite the hotel having a large brand portfolio.
iii. The hotel is having trouble establishing itself in the new markets since it entered them late and real estate prices are rising. This is especially challenging because these places are popular investment destinations because of the strong economic growth these nations have shown.


	Opportunities
	Threats

	i. The business can increase its international footprint and benefit from the low presence of other foreign companies in growing economies like India, China, Brazil, Russia, and South Africa due to their dynamic market expansion.
ii. Hilton Hotel may take advantage of the technological revolution and dynamism by creating distinctive worldwide brands that can rival those of its competitors in the sector.
	i. The demand for distinctive accommodation experiences has grown due to the existence of individual consumer prices, which is ultimately pushing independent hotel establishments.
ii. The corporation faces a significant decline in business travel, particularly in the wake of the global economic crisis that lasted from 2007 to 2010.
iii. The advent of internet technology and e-commerce has significantly decreased the necessity for business travel, which has an impact on hotel operations.
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Performing PESTEL analysis for the hotel industry shows how different macroeconomic elements like political, economic, social, technological, environmental, and legal factors affect business operations (Peterdy, 2024). Through comprehending these factors hotel owners will be able to pinpoint the openings for the hotel growth and strategic planning. This analysis allows a full appraisal of the business setting thereby helping the hoteliers to make the required informed choices to fully benefit from the opportunities for development and expansion.
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The global operations of Hilton Hotel depend heavily on political stability. Travellers may be discouraged by unstable nations, which could affect hotel profits. Brexit and the decline of tourists to the UK serve as examples of this risk. Hilton faces a variety of political dangers because of its international presence (Fachada, 2023). To mitigate negative effects on hotel revenues and retain global competitiveness, it is imperative to monitor political climates and adjust strategy accordingly.
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The hotel sector is impacted by economic variables both directly and indirectly. These external factors have an impact on the business's overall revenue but are not under its control (Wang et al., 2012). It considers variables including the nation's GDP, growth rate, inflation rate, and interest rate. Hilton Hotels is a chain of luxurious hotels, and it should concentrate on developing nations where the population has a lot of disposable income. The expansion of this form of business also heavily depends on a stable economic condition.
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Globally recognised Hilton Hotels is impacted by social issues that have an impact on hotel finance (Nain, 2018). Spending patterns are influenced by consumer lifestyle, demography, and cultural preferences. Rising incomes encourage consumers to spend more on leisure pursuits, which is advantageous for the hotel industry. Furthermore, the world's improved lifestyles point to a bright future for hostel profitability. Understanding these societal factors enables Hilton Hotels to customise their offers and leverage changing consumer inclinations, guaranteeing long-term prosperity and financial gain in the hospitality sector.
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Technological innovations are essential for Hilton Hotels to stay competitive and improve value offerings in today's market. Adopting disruptive technology can lower expenses, increase customer satisfaction, and streamline processes (Bharwani and Mathews, 2021). Taking a variety of payment methods satisfies the demands of the digital age while guaranteeing visitor convenience. The widespread use of social media and online reservation systems allows clients to make hotel reservations from anywhere at any time. Hilton must thus constantly update its technology to satisfy changing industry standards and client expectations. In the ever-changing hospitality industry, Hilton can maintain its competitive edge, improve operational effectiveness, and provide exceptional guest experiences by utilising cutting-edge technologies and adopting digital trends.
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The increasing awareness of environmental issues leads to heightened scrutiny of corporations' waste management and environmental initiatives (Flammer, 2013). Hotels such as the Hilton are criticised for possible damage to the environment. Its activities are significantly threatened by climate change. Different national and state environmental regulations have an impact on profitability. Businesses that are recognised for their environmental efforts get favour, which enhances their long-term profitability and reputation. To maintain a competitive advantage in the rapidly changing hospitality industry, Hilton needs to uphold a variety of environmental standards, adopt sustainable practices, and take an active role in environmental conservation initiatives.
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Legal factors greatly affect hotel operations, including legislation pertaining to customers and employees, among other things (Tsai et al., 2012). Government and non-governmental organisation interventions are lessened when legal frameworks are followed. In all its operational regions, Hilton Hotel is required to keep a careful eye on and comply with national legislation. Keeping up to date is essential because laws are always being amended. This helps Hilton to maintain seamless operations and regulatory compliance by proactively modifying company practices to comply with legal standards. In the ever-changing hospitality sector, Hilton can protect its brand and reduce legal risks by placing a high priority on legal awareness and compliance.
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Front desk technology is a key driver of customer satisfaction as it helps front office staff deliver faster and more customer-focused services. These technologies enable staff to have access to a lot of customer information and therefore, serve guests proactively and anticipate their needs. For instance, as staff members get inputs on guest preferences such as room type, amenities and dining options, they can be stored and retrieved anytime for the provision of customised recommendations and smoothly functioning services provision. Furthermore, the front desk technologies improve operational efficiency, saving both money and time for the hotel (Shin et al., 2019). The completion of on-boarding tasks, such as check-in and check-out are fast-tracked, lessening chances of wait-in line which will also largely improve efficiency. Moreover, data unification between multiple departments enables more seamless coordination within the company, whereby guest inquiries and requests are responded to in a prompt and timely manner. The hotel will have more responsive and personally tailored service interactions that cater to the needs and preferences of individual customers. It does not only deal with instant needs but also creates a long-lasting, positive image. Guests feel appreciated and recognised, which enhances their loyalty and the chances of a return visit. In this case, using front desk technology to improve service levels enables the hotels to raise guest satisfaction, increase positive word-of-mouth references from guests, and gain a competitive position in the hospitality industry (Shin et al., 2019).  
Front office services are critical to managing customer expectations and influencing customer satisfaction in the hospitality sector, especially in hotels. The front desk's level of service has a direct impact on the hotel's reputation and can either win over new business or draw criticism and bad press. Similar views exist on the quality of services, with both consumers and service providers stressing the significance of reaching and surpassing client expectations (Mmutle and Shonhe, 2017). Front desk teams use a range of techniques and procedures to guarantee client happiness and efficiently handle grievances. This entails prompt issue resolution, tailored interactions, and effective check-in and check-out procedures (Weinstein, 2012). Hotels hope to improve overall client satisfaction and encourage repeat business by emphasising these elements. Additionally, front desk employees are the first point of contact for visitors and represent the hotel. Views of the quality of their services are greatly influenced by their professionalism, attentiveness, and capacity to anticipate and satisfy the wants of their guests (Sriyam, 2010). Gaining a guest's trust and resolving any issues they might have requires effective interpersonal and communication skills. Furthermore, front desk services are essential to the stability of an organisation (Bardi, 2011). Hotels may ensure repeat business and favourable word-of-mouth referrals by maintaining positive connections with their customers through constant delivery of high-quality service and effective management of guest expectations (Ng et al., 2011). Consequently, this enhances the hotel's longevity and viability in the cutthroat hospitality industry (Mmutle and Shonhe, 2017).
The front desk of a hotel is the main part of the front office operations, as it is the first thing a guest sees (Sayin and Karaman, 2019). Nowadays, hotels are trying to improve their performance and guest satisfaction by using new methods to make guests happy and to attract more people. Every visitor is treated with the greatest attention in order to give them the feeling of being important and unique. Differentiation is attained by the valuable attention to unique ideas which are meant to boost guest communication in the fierce industry. In addition, front office staff must be prepared to deal with different problems and to resolve them as guests will face difficulties during their stay (Torres and Kline, 2013). The most important thing here is the guest satisfaction that tells us how much their expectations have been surpassed or lived up to. The guests who are not satisfied can be a tremendous obstacle for the business to achieve its goals, and the business will likely lose many clients due to it. Consequently, guest satisfaction is the main indicator of the organizational achievements and their survival in the future. Hotels can improve their image and gain more guests by focusing on the guests' satisfaction and having the skills of solving the problems (Özdemir et al., 2019). 
Hilton Hotel, a famous worldwide leader in the hospitality field, has the knowledge that front office operations are the essential element for achieving high customer satisfaction and providing a great guest experience (Böhme, 2023). The front desk team is the first point of contact, so they are the ones who set the tone for the guests' perceptions of the hotel's service quality, hence, they will influence the guests' views on the hotel (Domanski, 2020). Hilton understands that the front office operations is the most crucial aspect that will keep its competitiveness and deliver the best experiences and therefore, it is necessary to invest in the front office operations through the innovative ways and the relentless commitment to excellence in order to maintain its competitive edge.
The front desk technology is the most important area of the development at Hilton Hotel which is used to give the faster and more personalised services (Giousmpasoglou and Hua, 2020). Nowadays, guests anticipate a smooth and hassle-free communication, and technology is the tool that enables this to happen (Lin and Mattila, 2021). Through the creation of a centralized guest profile management system that links the information from different touchpoints, such as reservations, check-in/check-out, and the interactions on the property, Hilton will be able to offer its front desk staff with full details of the guest, preferences, and historical data of the guest on their desk (Mairinger, 2019). This invaluable insight helps the staff to foresee the needs of an individual and thus, to give a recommendation, and thus create the most unique, personalised experiences for each guest.
Apart from this, Hilton can use mobile check-in/ check-out or the self-service kiosks to speed up these procedures and thereby, decrease the waiting times (Liu and Piccoli, 2010). The people might not be able to have the service they require because of long queues and delays, which can greatly lower the guest experience, therefore, they might feel frustrated and dissatisfied. Hilton can boost the operations of the essential touchpoints using technology hence it can be more efficient and at the same time the guests satisfaction will also get improved. Besides, adding virtual concierge services or chatbots to the hotel can help the guests with the usual inquiries and requests, which would in turn enhance the responsiveness and thus, the front desk staff can concentrate on the more personalized interactions (Stringam and Gerdes, 2021). The improvement of the exceptional customer service is also one of the main areas of progress at the Hilton Hotel. The front desk team is essential in the whole process of controlling the guest expectations and in the end giving a very high degree of satisfaction (Pizam et al., 2016). To be successful in the hotel business, Hilton has to build and provide the appropriate training programs that will help its employees become proficient in the fields of communication with people, problem-solving, and cultural accommodation. Through the development of these essential skills, the front desk staff can easily deal with the various types of guests and communicate with them with confidence, sympathy, and professionalism (Armstrong, 2011).

The main idea of the source is to say how important the personal guidance are for the customers to remember the place of visit. The use of common gestures like calling the guests by their names, acknowledging the loyalty program members and giving the customers the recommendations that suit their needs or special occasions can greatly affect them. It is essential to set the service standards and the procedures for dealing with guest complaints or problems in a clear way, this will help to show empathy, responsiveness and efficient solutions, which are important for the service. Hilton can use customer feedback mechanisms like surveys or comment cards to monitor the satisfaction of the guests and to know the areas to be improved (Prasad et al., 2014).
Boosting the guest engagement and nurturing the guest's loyalty is one of the issues of Hilton Hotel that is needed for its continued success and expansion. In the fierce competitive hospitality industry, the patronage of a loyal customer base is of great value. Introducing a reliable guest recognition program that recognizes and rewards the guests who come back is one of the ways to make them feel special and important, thus, the emotional bond between the brand and the guest is strengthened. Front desk staff should be encouraged to have serious conversations with guests, to learn about their preferences and experiences, and to use this information to make a personalised future stay possible, this can make the hotel and its customers closer than ever (Kukulska-Hulme, 2012). Making use of social media and the internet is a way of the guest contribution and the loyalty enhancement (Tatar and Eren-Erdoğmuş, 2016). Through the direct interaction with guests on these channels, the giving of the right answers to the feedback, and the promotion of the exclusive services or unique experiences for the loyal guests, Hilton can create a feeling of community and thus, enhance its relationship with the customer base. Moreover, the cooperation with the other departments, such as food and beverage or housekeeping, will guarantee the smooth and consistent guest experience during their stay and thus, the brand's image of providing excellent service will be projected.

The hospitality industry is a rapidly changing and always evolving one, thus, in the continuous improvement and innovation Hilton Hotel always be up to date to be able to be a competitive company (Bowen and Whalen, 2017). The hotel should frequent the time of revisiting and modifying its front office policies, procedures, and technology to reflect the industry best practices and the changing guest preferences (Rahimian et al., 2021). Front desk personnel of a hotel can be motivated to provide feedback and suggestions based on their experience with the guests (González-González and García-Almeida, 2021). Thus, the prompt comments and suggestions can lead to the discovery of the valuable information and the opportunities for the hotel's improvement of the services. Collaboration with industry partners, technology providers, or hospitality research organisations can be a source of new ideas that can provide innovative solutions and thus, the guest experience can be improved (Marasco et al., 2018). Some of the advantages of the revolutionary technology are virtual tour of the facilities, biometric check-in systems, and personalized digital amenities (Dubey AND Thakur, 2023). Hilton will be able to stand out from other companies and still surpass the expectations of the guests by new technology and being the first to do something.

Besides, the creation of an environment that encourages lifelong learning and the development of the front office personnel is also of great importance (Brad Shuck et al., 2011). Offering chances for upskilling, cross-training, and encountering industry best practices can prepare the staff with the knowledge and skills that are essential for dealing with the changing nature of hospitality (Shahane and Fernandes, 2021). This contribution to the growth of the staff members through the improvement of their skills will not only help to provide a good service to the guests but also will create a motivated and engaged workforce and the success of Hilton Hotel is in the future. Hilton's dedication to the best front office operations goes beyond the hotel building itself (Brody, 2014). The brand knows it is significant to keep the online presence and use the digital means to reach out to the guests and the customers. Through the optimisation of its website and online booking systems for the easier navigation and the user-friendly experience, Hilton can create a first impression that is good and can make the service excellent even before the guests arrive (Foris et al., 2020).

Moreover, Hilton can use the data analytics and customer insights to customise the digital marketing strategies, the promotions, and the offers based on the customers' preferences (Bardukova, 2023). The hotel can get to know the guests' likes, interests and other crucial information about them by analysing their preferences, booking patterns and behaviour data (Park et al., 2019). As a result, the booking patterns, and behaviour data can be used by the hotel to offer the guests the most relevant and personalized communications, which is a very important factor in enhancing the guest experience and in fostering the loyalty of the guests (Lee et al., 2019). Besides the front office customer-facing aspects, Hilton should also pay attention to the creation of a good work atmosphere for its front desk staff (Solomon, 2016). Through the core of the program, employee recognition and reward, at the core of the program, training and development opportunities, and at the core of the program, teamwork and collaboration, you can achieve high levels of job satisfaction and motivation for the front office personnel. A motivated and a passionate workforce is more likely to provide excellent service which in turn will be good for the guest (Horng et al., 2016).


[bookmark: _Toc166631071]Conclusions and Recommendations
· Guest satisfaction is the foundation of success in the hospitality industry, and front desk operations are the main elements that shape guests' perceptions and the overall experience.
·  The front desk team is the first one to be in touch with the guests and thus, sets the tone for the whole time of the stay and hence, substantially influences the hotel's image. The use of the latest front desk technology is the key to providing quicker and more individualized services. 
· The introduction of centralized guest profile management systems, mobile check-in/check-out solutions, and virtual concierge services allows the hotels like Hilton to reduce the operation's complexity, improve the efficiency, and predict the needs of the guests. Through the staff of the hotel, guests can get detailed information, preferences, and history, and thus, they can tailor their recommendations to guests and make the experiences truly personal.
· Giving excellent customer service is another crucial part that should be taken into consideration. Staff training programs that are thorough and concentrated on the development of interpersonal skills, problem-solving abilities, and cultural sensitivity which in turn, prepare the front desk teams to deal professionally, empathetically and calmly with the guests' expectations and issues are made. 
· The first step is to personalize the guests' experience. The use of a personalized approach, for example, addressing guests by their first name, commenting on loyalty program members, and suggesting recommendations based on the guests' preferences or special occasions, will be the key to creating an unforgettable moment and, hence, to building guest loyalty.
· The promotion of guest participation and the creation of loyalty will be the main thing which will ensure the long-term success of Hilton Hotel. The guest recognition programs that are built to reward and to recognize the guests that are frequent visitors of the company makes them loyal to the brand. 
· The process of the front desk staff of having a conversation with the guests, getting to know them and their preferences and experience, and using this information for the future stays is what makes the hotel and its guests to be friends which brings the guests back. 
· Social media and online platforms are the tools that can be used by hotel to interact with guests, to answer their questions, and to promote special offers or unique experiences to the guests who have already stayed in the hotel and these activities will make a hotel feel like a home for these guests hence the relationship with the customer base will be boosted.
· The hospitality industry is constantly changing and thus, the continuous improvement and innovation are very important in the changing scenario. Conventionally, front office policies, procedures, and technology are of the habit of being reviewed and updated respectively to the extreme with the industry best practices and the changes in guest preferences. 
· Thus, Hilton Hotel remains at the forefront of the industry. Working with the industry partners, technology providers, and hospitality research organizations, Hilton can access the new solutions like the biometric check-in systems, virtual reality experiences, and personalized digital amenities which will help to make Hilton the leader and to exceed the guest expectations constantly.
· The creation of a culture of continuous learning and development among the front office team is very important. Giving chances for upskilling, cross-training, and exposure to the industry best practices the staff will be able to get the knowledge and skills that are need to undergo the changing hospitality environment.
·  This expenditure on the professional development of the employees does not only improve the service quality for the guests but also generates a motivated and an engaged workforce which in turn, the whole Hilton family benefits from.
· The Hilton Hotel's dedication to excellence goes beyond the realm of the actual premises. The improvement of the travel agency's online presence, website, and online booking platforms for the better navigation and the smooth user experience creates a positive first impression and thereby, the exceptional service to the guests even before the guests arrive. 
· The use of data analysis and customer insights in digital marketing to make the promotions targeted, the offerings tailored and thus the guest experience improved and the loyalty fostered is the contribution of personalizing the digital marketing efforts and the customers.
· The treatment of staff turnover by means of job enrichment programs, recognition and reward initiatives, employee well-being initiatives, and comprehensive hiring practices is the key to having a motivated and engaged workforce. A passionate and satisfied front office team is the one that tends to provide excellent service, which is the main reason why the guests are happy, and the hotel is successful.
· Hilton Hotel can determine its strengths, weaknesses, opportunities, threats, and the different political, economic, social, technological, environmental, and legal variables affecting its operations by doing a SWOT and PESTEL analysis. 
· The thorough research facilitates well-informed decision-making and strategic planning, enabling the hotel to capitalise on development prospects, manage risks, and sustain a competitive advantage in the constantly changing hospitality industry.


[bookmark: _Toc166631072]Reflective Account
My placement at the Hilton Hotel gave me the priceless chance to see directly the complexities of front office operations and their great influence on the guest experience. I was in the busy lobby from the start where every interaction and process was arranged in such a way that the service was exceptional and the customers were left with a lasting impression. One of the most impressive parts that I noticed was the smooth adaptation of technology into the front office operations. The guest profile management system was the main reason why the front desk staff had a lot of guest information in their hands and this system was very useful. I noticed how smoothly they could go through their preferences, the history of the visitors, and the way they were able to customize their interactions, which in turn, gave them a very personalized experience for every visitor. The mobile check-in/check-out solutions and self-service kiosks were a great discovery that streamlined the processes and minimized the waiting times which in turn improved the Guest satisfaction and the operational efficiency. 
I experienced personally the phenomenon that many of the guests were impressed with the ease and the time-saving benefits of the new technologies, as they could quickly deal with the check-in and the check-out procedures with little efforts.
Nevertheless, technology by itself did not create the outstanding service provided by Hilton Hotel. The combination of the state-of-the-art systems and the unrelenting commitment of the front office staff was the thing that really made the hotel stand out. I was always amazed by their professionalism, attentiveness and the fact that they were keen to know what the guests wanted and to make their demands fulfil. Throughout my observations, I saw many times when the front desk staff literally took the initiative to solve guest problems as quickly and effectively as possible. Their incredible interpersonal skills, problem-solving abilities, and cultural sensitivity were all there to be seen, since they managed the diverse guest interactions with grace and empathy. I still remember a scenario where a guest had mistakenly booked the wrong room type, and the front desk team promptly fixed the problem, thus, making sure that the guest was immediately moved to the desired room while still keeping a soothing and reassuring attitude.
Personalized interactions were the main feature of the Hilton Hotel experience and I noticed many times that the staff members were calling the guests by their names, giving loyalty program member’s special attention, and offering recommendations based on the guest's preferences or the special occasion of their stay. These little acts had huge significance, and were the cause of people loving such small things which made them come back and recommend the hotel to their friends. Guest engagement and loyalty at Hilton Hotel were evidently given the first place. I saw the introduction of a successful guest recognition system, where every time a guest came back the welcome and recognition from the staff were immense and the guest felt valued for their continuity in the company. The front desk staff were busy having real conversations with the guests and they got to know what the guests liked and what they learned from their experiences. They then used all this information to design the future stays of the guests, thus creating a very personalized and emotional experience for them.
The teamwork among the different departments was another highlight that I really appreciated. I saw the front office team having an amazing cooperation with the housekeeping, maintenance, food and beverage, and sales and marketing departments. This harmony of guest requests and inquiries being addressed and issues being solved in a timely manner led to the resolution of the different problems and the guests getting a good experience. Besides, I was also amazed by Hilton Hotel's dedication to the constant improvement and innovation. The front office staff were continuously trained through training sessions and workshops to keep them up to date with the industry best practices, guest preferences and the latest technology advancements. The hotel's eagerness to try new things, like the biometric check-in systems and the personalized digital amenities, was a sign of its progressive thinking and its desire to be a leader in the field.
During my placement, I was also able to observe the hotel's attempts to establish a friendly work atmosphere for the front office staff. Employee recognition programs, team-building activities, and opportunities for professional development were regularly held, thus, a motivated and engaged workforce was formed. The team spirit and the friendship among the front-office staff were visible, creating a positive and cooperative atmosphere that undoubtedly resulted in the excellent guest experiences. Reflecting on my time at Hilton Hotel amazes me on how well the technology, the customer service, the personalized interactions and the best way to improve the front office operations were there at the same time. This experience has not only widened my knowledge of the hospitality industry but has also driven me to pursue excellence in my future projects. The lessons learned and observations gained during this placement will certainly influence my way of providing excellent service and creating unique and memorable experiences for the guests wherever my career will take me.
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