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[bookmark: _Toc22558284]Introduction
The hospitality industry is well known for setting an excellent benchmark for providing luxurious experiences to the guests and customers. The qualities of these industries can only be measured through the nature of services and experiences offered to the guests. Many hotels, spas, resorts, cafes and restaurants have been operating in the hospitality sector.
The Hilton group is one of the largest well-known brands in hospitality segments. The brand is located in many global cities. The group holds a chain of hotels in the United Kingdom. Many of which are named as Hilton Bournemouth, London Hilton on park lane, Hilton Manchester deans gate, Hilton Newcastle Gateshead, Hilton Sheffield hotel and many more. 
The report will highlight several strategies of Hilton hotel concerning welcoming guest and inculcating wide varieties of procedures used for the exponential growth of the hotels. The purpose is to enable the researcher with the concept of hospitality services and innovative strategies adopted by the hospitality segments.











[bookmark: _Toc22558285]Discussions
The hospitality industry is entirely based on the services given to guests and consumers. The sector provides accommodation facilities, gaming zones and other recreational and necessary zones in the hotels (Dzhandzhugazova et.al, 2016). There are so many seven and five stars hotels have introduced in the market of the United Kingdom. These hotels compete with each other based on providing astonishing services to consumer groups. The higher the level and quality of services, the higher the satisfaction level of the guests, which is the foremost objective of Hilton hotels. 
The consumer of hospitality segments demands excellent services and support of the hotels in terms of food, living, gaming and enjoying in the hotels. They admire the place where they feel comfortable and entertained by the hotels. The Hilton hotels provide an amazingly large number of services to the consumer groups. Citizens of UK and people coming from different countries give preferences to the Hilton hotel groups because of the strong brand recognition in their minds for the best of amenities facilitate by the hotel groups (Vrkljan et.al, 2017). As shown below, the occupancy level of Hilton hotels is also growing year by year because of its active operations.
[image: ]
[bookmark: _Toc22558072]Figure 1: Occupancy rate of Hilton worldwide hotels
(Source: statista.com, 2019)
[bookmark: _Toc22558286]Services provided in the hotel
Accommodation services
The Hilton hotels offer lavishing rooms for the consumers. The categories of rooms are available as the budgets of consumer preferences. The room services are provided to the guests for which networking system is maintained in the organisation. Guests are provided with 24*7 customer support desk for fulfilling their desires and resolving their needs (Worldwide, 2014).  The accommodation facilities are complementing with the food services in many service plans for the hotels. The hotels have designed its rooms to provide attractive sight viewing options to attract guests.
Food services
Hilton provides expanding menus having a list of many mouths watering dishes which satisfy the taste buds of the guests so that they can excellently enjoy their trips. Exotic preparations of recipes help in fulfilling the hunger needs of the guest. The hotels are flexible in providing and modifying the recipes for children and old aged guests as per their requirements (Vrkljan et.al, 2017).
Business services
The hotels have also incorporated meeting rooms, audiovisual equipment, photo-copying and fax machines and secretarial services for providing facilities to the business magnates for conducting meetings at the best destination.  Hilton also avails video conferencing and business phone services to the meeting members for flawless communication.
Fitness and recreational services
Many fitness equipments, gym centres, sightseeing, swimming pools, gaming zones, mini theatres and bars are also part of Hilton hotels. These amenities complement the stay of guests for availing them all the facilities at one place only. Some small shopping centres are also located to fulfil the daily basic needs of the consumers (Vrkljan et.al, 2017).
Comfort and convenient services
Elevators, card payment options, baggage locations, planning tours, laundry services, urgent medical needs etc. are also provided by Hilton. The help desk is placed at the entries of hotels so that the guest can raise their queries at the place and the hotel staffs ensure them to resolve their questions in best ways. 
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[bookmark: _Toc22558073]Figure 2: Hospitality services
(Source: 123rf, 2019)
[bookmark: _Toc22558287]Quality management of hotel
Quality management is essential in the hospitality industry. Quality should be managed at all the levels of the hotels. Quality is oriented with the internal and external factors of the hospitality segments. Handling qualities help in developing the values of the organisation and also help to determine the required improvements to manage the customers and dynamic workforce of the organisation. 
The Hilton hotels have developed required infrastructural facilities for the consumers. The organisation structure is also designed to manage the workforce diversities in the hotels. A proper hierarchical system is followed in places to manage human resources effectively. Government legislation in the hospitality segment is followed by the group to run the operations followed by stated guidelines and principle to retain the interest of consumers (Miller et.al, 2018).
Hilton provides adequate training and development programs to the staff members so that they build healthy interrelationships with the guests. Behavioural training is offered to the workers of the hotels so that they can behave and communicate with the guests in a polite way and ready to serve guests with the necessities whenever need. The human resources are provided with better incentives and salary structures. Motivational programs are also conducted to energize them for their workings (Wang and Chung, 2015).
The hotels also structured digitization in their internal environment to connect the different departments for effectively flowing information. Centralized structure helps the hotels to integrate the functions of each department. The reception and help desk of Hilton circulates the information for the respective department through interface platforms to avoid chances of confusion (Grobelna, 2015). 
Hilton focuses on creating sustainable environment facilities to promote the importance of sustainability. The hotel also circulates social responsibility messages to the guest to develop the sense of serving in them. Hilton has been helping so many needy people by tying up their operations with many NGO's and non-profit organisation (Fregonese and Ramadan, 2015).
The Hilton industry focuses on researching the guests timely to develop the service lines timely. The developing services help in differentiating the hotel with other competitors to retain the interest of the consumer groups. The decisions taken by the Hilton performed strategically and quickly to implement the strategic services of the organisation. Employee feedback and appraisal systems are also followed to assess the performances of the individual as the staff members are only responsible for facilitating exquisite services to the customers (Miller et.al, 2018).
The human resources are in direct contact of the guests, so they know better about their necessity trends and nature of expectations from the hotels. These resources are assets of the organisation and also participate in providing innovative ideas for developing services.
The top management of Hilton often made surprise visits and inspecting hotel kitchens to assess the qualities followed by the staff members.  Research and development team of the Hilton continuously focusing on the needs of the consumers and finding ways to satisfy them.
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(Source: author)
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Linguistic diversity and staff training
The Hilton has recruited people from different linguistic skills to welcome the guest from all over the world. Guests also feel comfortable by communicating in the regional languages. The staff members are trained to provide the cultural displays and values based on the customer backgrounds, for example, Hilton introduces different menu options for serving the food for the people from different demographics and culture to catch their trust and loyalties (Wang and Chung, 2015).
Digital experience services
Preferences of consumers have shifted towards digitization modes because of continuous improvement in technologies. Digital strategies of Hilton are productive to deal with competitors of hospitality sectors. Loyalty in keeping the personal details safe, introducing different booking channels, mobile services are some types of strategies adopted by Hilton to win the guest attentions (McNabb et.al, 2015). 
Hilton also tied up with many trip advisors firm for suggesting and displaying the quality of services provided by them. The strategies are made for implementing the valid search engine optimization for encouraging the bookings of hotels. Hilton has also tied up with the banking institutions for converting the currencies of several guests to provide the most comfortable payment options (Kane, 2017).
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(Source: author)
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The approach adopted by Hilton hotels helps in catching the interest of consumers. Different service lines are available for guests who assist in developing trust in them. The strategies are helpful to reduce the complexities in guest service management of hotels.
Reduce efforts of attracting consumers
The technological and digital ways help in spreading the performances of Hilton hotels to increase the preferences level of the consumers. The digital marketing and payment options help in removing the extra efforts of the guest to approach the hotels in convenient ways (Grobelna, 2015). Providing leisure to the guest helps in boosting them for mouth publicity of hotels which is the effective way of attracting consumers.
Help in tackling diversity guests
The diverse cultural bases of human resources inside the organisation help in addressing the demands of the varieties of guests. Different backgrounds, linguistic skills, culture, trends, lifestyles and regional fashions help in understanding the expected requirement of the guests in prior so that the management can make necessary improvements in the service supplies for the respective guests (Lim, 2016).
Easy operational methodologies
Developing technologies and improvement in infrastructural facilities help in creating a comfortable environment within the hotel designs. Mobile services, cameras and digital communication system assist the internal functions of the organisation. Whereas, accessing digital services help in reducing the cumbersome efforts of booking hotels rooms for the customers. It also helps in providing convenient amenities options to the customers for safe and secure trips and vacations (Kane, 2017).
Improvement in guest services and managing staffs
The strategies adopted by Hilton also help in improving the amenities options for the guest by evaluating the research conducted by the R&D department of them. Appraisal systems and training tend to motivate the employees of the organisation to provide the best services to the guests. Effective employee management and guest services improvement help in increasing the overall revenues of the hotels, which are the ultimate objective of the Hilton group.
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[bookmark: _Toc22558076]Figure 5: Revenue growth of Hilton in world-wide
(Source: statista.com, 2019)

[bookmark: _Toc22558290]Conclusion
It is observed from the above report that Hilton has occupied different services options which is necessary for the hospitality industry. The report has demonstrated the service lines followed by the Hilton group hotels for retaining the customers. The strategies adopted by them help in creating excellent services and living experiences to the guests. The report has also highlighted the importance of guest services strategies in Hilton for maximising the profits turnover of the Hilton hotels.
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