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Executive summary

Strategic planning in hospitality organizations such as the Hilton Hotels and Resorts is critical to promoting sustainability and continued service delivery. The management practices within Hilton Hotels and Resorts are informed by the evaluation of the five production systems that are delivery, service transactions, repair, service transactions, and maintenance. Hilton Hotels and Resorts has provided to be effective at implementing these five production systems. The analysis of the inputs such as human resources, raw materials, and informational technology have identified key strengths in the delivery of services as well as challenges in the processing of these inputs in each production system thus compromising the quality of services provided. The time it takes to process these inputs is extremely long limiting satisfaction of the customers as well as customer relationships. The four system maintenance, repairs, production, and delivery are subsystems of the service transactions system and the inefficiency of the processes in these systems has limited the quality of services provided. The report has identified that this challenge can be addressed through the implementation of a fix strategy that capitalizes on the need to expand the number of employees in the repair and maintenance departments while promoting training and leveraging of information systems to enhance delivery, production and consequently the services transactions.

Strategic planning in hospitality organizations

Hospitality organization such as the Hilton Hotel and Resorts specialize in the production of services to address the needs of the customers. Services are defined as the interactions and the transactions that result in the development of relationships between the staff and the customers. The development of customer relationships is what defines the process involved in hospitality enterprises. The service enterprises compete based on the quality of services and offerings provided to the customers and therefore an understanding of strategies aimed at improving services determines the sustainability of these organizations in the industry. The report below provides an analysis of the production systems at Hilton Hotels, an evaluation of those production systems, their relationship and the identifying of key challenges that can be addressed to enhance the efficiency of operations and services offering to the clients.

Hilton Hotel and Resorts

The Hilton Hotels and Resorts is a global hospitality company founded in 1918 by Conrad Hilton. It is currently headquartered in Mclean, Virginia. The company has over 570 hotels and resorts across 85 countries and six continents (Hilton.com, 2017). The business model utilized by the organization is franchising to independent operators. Its growth as global hospitality company has been marked by the quality of its services that have worked to create a strong brand name.

The target marketing approach has been defined by the implementation of a geographic segmentation approach in which the company has worked to strategically develop its chain of hotels and resorts based on geographical locations that provide its access to wealthy middle and upper-class travelers and tourists. Geographical segmentation approach has led the company to develop hotels in areas defined by increased influx of its target customer that are urban areas such as London and other capital cities as well as tourist destinations across the world. Its position has been based on prime location and luxury living (Hilton.com, 2017). Hilton Hotels also implement a demographic segmentation approach in which the company has segmented its targeted market based on gender, social class, income, and lifestyle. According to Tesone (2012) its target customer segment represent the senior and middle aged professionals who have high levels of income and from upper social class. It also targeted the clients who pursue luxury accommodations as the company seeks to charge premium prices for its services and products that have been perceived to be of high quality. 

Analysis of the competitive environment identifies that Hilton Hotels and Resorts compete with other hospitality companies across the globe. Its competitors include the likes of Marriot International, Intercontinental Hotels Group, Melia Hotels Internationals and Mandarin Oriental International (Hilton.com, 2017). Other competitors include Accor Hotels and Starwood Hotels and Resorts.

Management practices

The management functions within the hospitality enterprises are planning, organizing, and control (Tesone, 2012). The understanding of the production systems and the impact they have on the organization is key to enhancing the efficiency of operations within the service industry. The five production systems that need to be evaluated are production, service transactions, repairs, maintenance and delivery (Das, 2015). The evaluation of these production systems is essential to providing insights and knowledge needed to enhance the development and implementation of effective strategies. Due to the numerous transactions provided concurrency within the organization an understanding of the forces that influence the level of services is important in strategy formulation.

Services transactions system
Service transactions refer to the exchanges between the clients and the staff. For instance at Hilton Hotels and Resorts services transactions occur when guests book a room where they pay for the room and are directed to it. The conversion of services is what is termed as service transactions. The provision of various quality services by Hilton Hotels and Resorts has worked to attract a large group of customers (Enz, 2009). The availability of a well-trained workforce has enhanced the quality of service transactions. Customer feedback has been positive showing that the staff has been effective at promoting service transactions. The speed at which its staff has been able to respond to the needs of the customers has been essential to the development of services transactions. The rate of conversion of services and products to suit the needs of the customers has been a defining competitive advantage for the company.

Maintenance system
Maintenance is an essential system within the hospitality organizations as it works to ensure consistency of services provided by the organization. Tesone (2012) argued that maintenance system are those that aim to convert unusable space into spaces that can be exploited to offer services. Hilton Hotels and Resorts have been effective at maintaining its products. The organization as an in-house maintain ace crew that best understand the needs of the organization as opposed to the acquiring external maintenance services. Hilton Hotels and Resorts have implemented an internal information system that enables the employees to effectively report any damages that need to be addressed (Enz, 2009). The information system works to prioritize maintenance needs within the organization enabling the maintenance technicians and engineers to effectively determine which systems or operations that need to be prioritized. System maintenance is done on a weekly basis to ensure sustainability of the facilities and services within the organization.

Repairs system
Repair systems involve the act of ensuring that services are constant while the products within the organization are operable. Repair systems at Hilton Hotels and Resorts are designed to restore products and services to their original states (Enz, 2009). The act of leveraging technology to promote repairs within the organization have been effective at ensuring there is no disruption to services or products.  Repair system at Hilton Hotels and Resorts is defined by three main steps that are the diagnosis, intervention, and testing.  For instance, elevators and plumbing system are constantly being repaired to ensure that services are not compromised. The ability to use technology to highlight areas that need to be repaired and commissioning the repair crew within the organization is an effective way to ensure continuity of services and products (Ham, Kim & Jeong, 2005). The ability to effectively initiate repairs at Hilton Hotels and Resorts has been essential to ensuring that the quality of services provided to the customers does not depreciate.

Production system
Production systems identify the process through which resources or inputs are converted into products or services within the hospitality organization (Tesone, 2012). Production systems refer to the transformation of inputs into outputs within the organization.  Service production system and product production systems occur simultaneously at Hilton Hotels and Resorts (Ham, 2005). The product production systems refer to the process in which raw materials are transformed into products such as food. The service production system refers to the conversion process of things such as information, finances, room division or safety and security functions. The act of converting resources into services or products that address the varied needs of the customers defines the production systems at Hilton Hotels and Resorts.

Delivery system
Delivery systems identify the process through which relationships are formed between staff and the customers in the provision of services. According to Tesone (2012), service delivery systems refers to the conversion of technology or organizational networks with the aim of delivering needed services to the target customers. The availability of a team of professionals who are well trained has been critical to the support of the delivery system. The use of innovative solutions, as well as advanced technologies, has been essential to increasing the business while lowering cost without compromising the quality of services delivered to the customers. The delivery system has been essential to the creation of an unrivaled competitive advantage for the organization.

Evaluation of production systems

The productivity model is essential to evaluating the weakness and the strengths of each production system. The productivity model is defined by three key aspects that are inputs, process, and outputs. The evaluation of each production system based on the productivity model works to effectively identify gaps in the system that needs to be addressed thus enhancing the efficiency of services and products provided by the organization. The analysis of Hilton Hotels and Resorts based on its production system is key to identifying critical areas that can be improved to enhance the positioning of the organization in the hospitality industry.

Services transactions system
Service transactions refer to the conversion of inputs such as human resources to develop quality services for the customers. Human resources are the primary input for service transactions (Tesone, 2012). The high retention rate of highly qualified employees has been a defining feature of the success of the service transactions at Hilton Hotels and Resorts. The transformation process refers to the execution of orders or demands of the clients resulting in the output of quality service and strengthened customer relationships.

Maintenance system
Input, processes, and outputs are used to evaluate the maintenance system at Hilton Hotels and Resorts. The main inputs include human resources that are the maintenance crew, the technology that is the internal information system and materials used to maintain the facility to ensure the continuity of services (Pantelidis, 2014). The transformation process identifies the process in which the maintenance crew leverage information and the materials provided to maintain the facility thus leading to the development of quality products and effective functioning of all operations within the organization. The delays in the acquisition of materials needed to repair various areas of the facility affect the maintenance system resulting in delayed response to maintenance orders which can work to limit the satisfaction of the clients due to the breakdown of services of products.

Repairs system
Repairs refer to the work implemented to fix deterioration or damage. At Hilton Hotels and Resorts, repairs are continuously implemented to fix wear and tear. The inputs to the repair system Hilton Hotels and Resorts include the repair crew, information and raw materials needed to fix the wear and tear from the facility to ensure constituent quality in service or product delivery continues (O'Fallon & Rutherford, 2011). The processes involved in the repair system involve the commission of repairs and the involvement of the repair crew on the site that has been identified for repair. The output, in this case, is the continued use of products or proper functioning of the facility. For instance, an inoperable door or escalator is identified, and the repair crew is involved in replacing the parts that were poorly functional to ensure that it continues serving the customers.

Production system
Production systems can refer to the conversion of physical raw materials into products that serve the customers (O'Fallon & Rutherford, 2011). For instance, food and beverage production is an example of the production system at Hilton Hotels and Resorts. The inputs include raw materials such as food stuff, human resources such as chefs and waiters. The process from which the meal order is taken and the food are prepared defines the transformation process in this system. The output is the delivery of quality food that meets the taste requirements of the customers thus forming stronger customer satisfaction. The transformation process is however slow and the too much time is taken between the time the order is made and the food is delivered.

Delivery system
Delivery identifies the transactions that take place to provide the customer with needed services. The delivery system is characterized by inputs such as human resources which include a variety of professional from the receptionist to room cleaners who serve the clients. Technology such as information system is another important input critical to serving the needs of the customers (Butler & Russell, 2010). The processes in this system refer to the act of the employees to synthesize information based on the needs of the clients to deliver the needed services. The outputs include quality service delivery and development of customer relationships. The weakness in this system lies in its transformation process in which the service delivery is affected by the length of time or limited understanding of the needs of the clients leading to poor customer service as an output thus weakening the competitive advantage of the company.

Interrelationship between the five production systems

The five production systems are interlinked to each other, and the efficiency of these systems directly influences other systems. Tesone (2012) argued that the service transaction system is the hub of the other four systems that is maintenance, repairs, delivery, and production. Service transactions define the conversion of processes within the organization to serve the needs of the customers. The production system therefore directly affect the customer relationships formed between the staff and the customers. Tesone (2012) further noted that the services transaction system is critical to the enhancement of the client experience and thus the focus on its subsystem and how they influence the overall services provided to the customers is an important aspect of the hospitality organization. For instance, the failure of the maintenance and repair system would see an increase in client complaints due to the poor quality of services provided. The inefficiency of the delivery and the production system as well directly affect the satisfaction of the customer based on the lowered quality of service transactions provided. The ability to manage each of the four production systems is essential to promoting service transactions at Hilton Hotels and Resorts. The delays in maintenance and repair at Hilton Hotels and Resorts due to the poor rate of acquisition of raw materials means that customer satisfaction is affected as the service transactions are negatively affected (Jin-zhao & Jing, 2009). The time is taken to process orders in product and delivery systems at Hilton Hotels and Resorts in which some clients have to wait long periods before demands are addressed poised another challenge to the quality of customer relationships which embody the main attribute of service transactions. 

Recommendations for tactical strategies

The identification of organization challenges at Hilton Hotels and Resorts is essential to developing effective tactical strategies to address these shortcomings. Tactical strategies as noted by Tesone (2012) are aimed at promoting the current performance levels of the organization. The analysis of the production systems at Hilton Hotels and Resorts identifies the need to fix the operational problems that limit the quality of services provided. A fix strategy would be critical to addressing the challenges related to the production systems at Hilton Hotels and Resorts. According to Tesone (2012), a fix strategy is defined as the process of enhancing an underperforming department or process. 
A fix strategy will be essential to enhancing the internal capabilities of the organization leading to the development of competitive advantages. The fix strategy will involve addressing operational problems in the maintenance and repair crew to enhance the response time to maintenance and repair orders within the organization. Increasing the number of employees in these departments will enhance the rate at which repairs and maintenance orders are addressed. The fix strategy can be implemented to enhance the production system which involves the expansion of the client order system as well as room service delivery which will work to ensure wait time for products such as food and beverages is reduced to enhance customer satisfaction. The delivery system can be enhanced through continued training of the new and existing employees to enhance the quality of services delivered which translate to enhanced service transactions (Tesone, 2012). The fix strategy is, therefore, an effective way of addressing the operational problems facing the five production systems with the objective of enhancing the development of quality services that play an essential role in positioning the organization and enhancing competitive advantages.

Conclusion

Strategic planning is essential to guiding the sustainability and adaptability of the hospitality organizations in an ever competitive environment. The analysis of the five production systems that are delivery, product, repair, service transactions, and maintenance are key to identifying critical areas that can be improved to enhance positioning of the organization. Hilton Hotels and Resorts targets senior and middle aged professionals with high income and faces competition from other organization such as Marriot International and Accor Hotels. The use of technology and trained professionals has led to the development of delivery, product, repair, service transactions and maintenance. Analysis of the inputs, process, and outputs of the system identified the challenge of poor customer services across its delivery, product, repair, service transactions and maintenance systems based on the low rate of response to customer needs. The report identified the importance of implementing a fix strategy to address the limitations of each department involved in these systems to enhance overall customer satisfaction and development of customer relations.
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