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	The purpose of this report is to highlight the managerial system Hilton Worldwide has and to outline the whole processes that are held in order for the managerial system to run smoothly, without any problems. More, this report also has a subjective manner regarding the perception of a qualitative process.

[bookmark: _Toc5538021]Company background

[image: ]	Hilton Worldwide was founded back in 1919, near 100 years ago and it is still one of the best hospitality chain-service on the market. It has more than 912.960 rooms worldwide (Figure 1) and the Hampton Inn brand distinctive to Hilton Worldwide is the biggest out of this family because of the number of hotels-chain opened (Figure 2).[bookmark: _Toc5537982][bookmark: _Toc5537999]Figure 1: Number of Hilton Worldwide hotel rooms from 2009 to 2018, Statista 2019
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[bookmark: _Toc5537983][bookmark: _Toc5538000]Figure 2: Leading hotel chains in the United States in 2015, by number of hotels, Statista 2019
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	A management system by definition is a system that is formed by smaller processes that work together in order to achieve their very best in the best form possible. If one of the components does not work accordingly, the whole system is compromised. I consider that this whole management system works just like a watch system: it is composed by smaller pieces that work together in order to show the exact time. However, in the case of hospitality services, the management system has the aim to fulfill the customer and accomplish their demands and needs in a very smooth way, clean way and understandable. The perceptions and expectations may differ, but in the most wanted scenarios, the perceptions should be better than the before-formed expectations. “Documented and tested step-by-step method aimed at smooth functioning through standard practices. Used primarily in franchising industry, management systems generally include detailed information on topics such as (1) organizing an enterprise, (2) setting and implementing corporate policies, (3) establishing accounting, monitoring, and quality control procedures, (4) choosing and training employees, (5) choosing suppliers and getting best value from them, and (6) marketing and distribution.” (BusinessDictionary, n.d.) Moreover, the management system operations focus on 4 aspects: the effectiveness, efficiency, cost and quality concerns. Each and every aspect is put under an in-sight analysis in order to maximize the profits for the company. For example, the effectiveness is measured by the service availability. The efficiency is measured by the right amount of delivered services to the right customer. Quality refers to the staff and how well they are trained in order to think critically and to be fast problem-solvers and the cost involves the inventory management as well as the purchases made through the company. 
[bookmark: _Toc5538023]Quality management system

	In order for a management system to be seen as a qualitative one, the perceptions should be at the same level of expectations of higher regarding the services provided in the hotel. More, the quality of a management system also refers to the 3Es: Energy, Economy and Environment (also Earth). Each aspect here derives into more sub-categorized factors: the energy provided is the human resource path that is also a social factor that is indirectly sub-concluded, the economy is actually the revenue and how it makes the hotel profitable and last but not least, the environment and how Hilton use its resources in order to eliminate their footprint in the nature. Together, the 3Es form a sustainable system that combines the human part with the nature and the objective of any company in general: the profit. But in order for Hilton to achieve its very best, it needs to invest money as well as time and effort. (Figure 3)
[image: Imagini pentru the three e][bookmark: _Toc5537984][bookmark: _Toc5538001]Figure 3: The 3Es, https://axiomamuse.wordpress.com/tag/canadian/

[bookmark: _Toc5538024]Adaptation to customer preferences

[image: hilton amazon]	The customer preferences may vary because it depends very much on the trends and changing life styles of the customers. The external factors (the social ones) that determines this adaptation of Hilton to the customer preferences should be a fast one and it should be forecasted in order to react fast to the changing demands, needs, expectations. For example, according to Mintel (2019), the nowadays travelers would prefer multiple trips of X days, instead of a single one of the same amounts of X days. This means that the modern traveler wants to discover the world and see what is underneath every mystery and what lays at the base of beauty of city-breaks. In order to maximize the profits and make their customers stay loyal, Hilton Worldwide has developed a rewards system (Hilton Honors) where travelers can benefit a lot from the points offered and exchange them with more free nights at their hotels because they are an international company or purchases at their partners. (Figure 4) Moreover, the industry now has customers that would prefer to pay more for a premium service. Paradoxical, customers tend to pay less for more. Thus, these two theories combined would result for a great price for premium service where travelers can benefit from more services along with the accommodation and food. For instance, customers can be given offers that include different therapeutically services for the segment of customers that is looking to relax or free of charge transport from and to airport for the businessmen. There are plenty of ideas on how to deliver the exact quantity to the right customer. [bookmark: _Toc5537985][bookmark: _Toc5538002]Figure 4: Partnership between Hilton Worldwide and Amazon
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	The premium services provided by Hilton are justified with their special programs and management services they also offer to smaller enterprises. For example, they offer “operational staffing resources and strategies support strong business performance” (Hilton, n.d.) as well as valuable resources like “Accessibility to platforms like TMX (Team Member Experience) – Hilton’s new cloud-based, mobile-enabled HR and Payroll system designed to improve access, process efficiencies, and report capabilities across Core HR, Payroll, Compensation, Talent Management, and Performance Management functions.” (Hilton, n.d.)
	Therefore, with all of their implication in each and every sector (especially the human resources one), Hilton is yet to become the best hospitality service which is offering unique experiences, making the guest feeling at ease when staying at Hilton.
	Like any other customer segments, the ones that Hilton is focusing throughout the brands it has, are in a constant change regarding the demands and the needs customers have. Thus, Hilton needs to anticipate and overcome their changes in their service sector as well. For example, in the early 60’ there was not needed for such attention and such service demand from the guests. The core idea of their staying was visiting. However, nowadays, in a technological era it is paradoxical strange that even though machines could replace the employees in a hospitality service, the guests still prefer to be served by a person shows a statistic of Mintel regarding the customers of a supermarket. (Mintel, 2018) Even though these are not correlated, they do have the thing in common which bounds them stronger and it is the demand for the personal service. Both these two niches are dealing everyday with customers/guests and the high-demand for the personal service is big. Therefore, Hilton has to operate in a manner to cover their wishes and to work upon the presence of the staff in the staying of customers.
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[image: ]	The changing demands as I have highlighted them before are based on the external environment (which is illustrated by the PESTLE analysis) and how it impacts the guest service. For example, Figure 5 (Mintel, 2018) shows that they are more interested in short leisure breaks rather than longer stays. These mean that visiting other cities (either abroad or not) known also as “city-breaks” is lately a trend that gain popularity among people. Therefore, Hilton now focuses also on short breaks of their customer segment and strives to offer them the best package for this type of holiday. For example, there are promotional offers when it comes to celebrating different holidays such as Valentine’s Day, Mother’s Day, Christmas, New Year Event (NYE) and many other. The short staying contains for about 2-3 nights in the promo and other services included like food, unique experiences like visiting something in the area etc.[bookmark: _Toc5537986][bookmark: _Toc5538003]Figure 5: Reasons for staying in UK Hotels, Mintel 2018

	However, there is still a problem regarding the Brexit because the uncertainty is high, and people do not often take the risk. The economy and tourism sectors are the most affected because of the turnover of the system. In this case, a forecasting is not to be done because of the political factors that are too changing. For example, the Brexit was postponed a couple of times which brings too much insecurity and make the immigrations go back to their original countries. Thus, a part of the market has disappeared as part of the risk that they had to take if they wanted to remain in UK. 
	The social media attracts hundreds of new customers each day if the activity is driven in the right direction. The social media platforms used mostly for eCommerce are Facebook, Instagram and Twitter. These customers are influenced by the reviews that Hilton or any other hotel had and also how the page of the hotel reacts and engages to customers. A close-relationships between the company and visitors is created, showing them that the interaction between these two parts are important and they should not be neglected otherwise the loyalty would fall.

[bookmark: _Toc5538027]Conclusion

	To sum up, I would like to underline the importance a Management System has in order to keep everything running smoothly and to ensure that the customers receive the importance and the services they have requested. Moreover, the Management System in Hilton Worldwide company is a premium one with prices that ensures the guest that he/she will receive the expected service. However, the external factors that could affect the customer service and the guests’ decisions are yet the ones that can not be controlled and Hilton has to overcome and cope with these problems.
	The Management System is the most important part of a hotel that sums all of the processes and every step that is done in order to deliver the right quantity to the right customer. In order to have a good Management System, I believe that it is needed a good formula which includes the staff and their presence and the equipment.
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