Hilton Onq Training Manual

OnQ Database

* 4 TB (Terabyte) of Customer Profile
Information

» Managed by Informix Database (IBM)

» Integrated with a Pegasus Solutions
Central Reservations System

» New market International's Delphi
sales-force automation tool

» Modified Legacy Revenue-
Management System

» PeopleSoft Financial and HR
Applications

» E-commerce site — Hilton.com

HiLToN ONQ TRAINING MANUAL IS AN ESSENTIAL RESOURCE DESIGNED TO ENHANCE THE OPERATIONAL EFFICIENCY OF HILTON'S
HOSPITALITY SERVICES. THE ONQ (OPERATIONAL NETWORK FOR QUALITY) SYSTEM IS A CRUCIAL PART OF HILTON'S
COMMITMENT TO DELIVERING OUTSTANDING GUEST SERVICES AND MAINTAINING HIGH OPERATIONAL STANDARDS. THIS ARTICLE
WILL DELVE INTO THE KEY COMPONENTS OF THE HILTON ONQ TRAINING MANUAL, ITS SIGNIFICANCE, THE TRAINING PROCESS, AND
HOW IT CONTRIBUTES TO THE OVERALL SUCCESS OF HILTON PROPERTIES.

OverVIEW OF HILTON ONQ

THE HILTON ONQ SYSTEM IS A COMPREHENSIVE PLATFORM THAT INTEGRATES VARIOUS OPERATIONAL FUNCTIONS WITHIN THE
HOTEL ENVIRONMENT. THIS CENTRALIZED SYSTEM ALLOWS STAFF TO MANAGE RESERVATIONS, GUEST PROFILES, BILLING, AND
MORE, ALL IN REAL-TIME. THE OBJECTIVE OF ONQ IS TO STREAMLINE PROCESSES, REDUCE MANUAL ERRORS, AND ULTIMATELY
ENHANCE THE GUEST EXPERIENCE.

Key FEATURES OF HILTON ONQ

1. RESERVATION MANAGEMENT: ONQ SIMPLIFIES THE RESERVATION PROCESS BY ALLOWING STAFF TO EASILY MANAGE
BOOKINGS, MODIFICATIONS, AND CANCELLATIONS.

2. GUEST PROFILES: THE SYSTEM MAINTAINS DETAILED GUEST PROFILES, INCLUDING PREFERENCES AND PAST STAYS, ALLOWING
STAFF TO PROVIDE PERSONALIZED EXPERIENCES.

3. BILLING AND PAYMENTS: ONQ INTEGRATES BILLING FUNCTIONS, FACILITATING SMOOTHER TRANSACTIONS AND ENSURING
ACCURACY IN CHARGES.

4. REPORTING AND ANALYTICS: THE SYSTEM OFFERS ROBUST REPORTING TOOLS THAT HELP MANAGEMENT ANALYZE
PERFORMANCE METRICS AND MAKE DATA-DRIVEN DECISIONS.

5. Task MANAGEMENT: ONQ ASSISTS IN TRACKING TASKS ASSIGNED TO VARIOUS DEPARTMENTS, ENSURING ACCOUNTABILITY
AND TIMELY COMPLETION.



IMPORTANCE OF THE HILTON ONQ TRAINING MANUAL

THE HILTON ONQ TRAINING MANUAL IS CRUCIAL FOR SEVERAL REASONS:

1. CONSISTENT SERVICE DELIVERY: WITH A STANDARDIZED TRAINING MANUAL, ALL EMPLOYEES RECEIVE THE SAME INFORMATION
AND TRAINING, PROMOTING UNIFORMITY IN SERVICE DELIVERY ACROSS ALL HILTON PROPERTIES.

2. OPERATIONAL EFFICIENCY: BY FAMILIARIZING EMPLOYEES WITH THE ONQ SYSTEM, THE MANUAL ENSURES THAT STAFF CAN
UTILIZE THE SYSTEM EFFECTIVELY, REDUCING TIME SPENT ON MANUAL TASKS.

3. IMPROVED GUEST EXPERIENCE: WELL-TRAINED EMPLOYEES CAN LEVERAGE THE ONQ SYSTEM TO PROVIDE TAILORED
SERVICES, LEADING TO HIGHER GUEST SATISFACTION.

4. COMPLIANCE AND STANDARDS: THE TRAINING MANUAL OUTLINES HILTON'S OPERATIONAL STANDARDS AND COMPLIANCE
REQUIREMENTS, ENSURING THAT ALL STAFF MEMBERS ADHERE TO COMPANY POLICIES.

CoMPONENTS OF THE HILTON ONQ TRAINING MANUAL

THE HILTON ONQ TRAINING MANUAL IS ORGANIZED INTO SEVERAL KEY COMPONENTS THAT PROVIDE A COMPREHENSIVE
UNDERSTANDING OF THE SYSTEM. THESE COMPONENTS ARE DESIGNED TO CATER TO DIFFERENT ROLES WITHIN THE ORGANIZATION,
ENSURING THAT ALL EMPLOYEES RECEIVE RELEVANT TRAINING.

1. INTRODUCTION TO ONQ

THIS SECTION PROVIDES AN OVERVIEW OF THE ONQ SYSTEM, ITS PURPOSE, AND ITS SIGNIFICANCE WITHIN HiLToN's
OPERATIONAL FRAMEWORK. |T COVERS:

- THE HISTORY AND EVOLUTION OF THE ONQ SYSTEM.

- KEY OBJECTIVES AND BENEFITS OF USING ONQ.
- AN INTRODUCTION TO THE USER INTERFACE AND NAVIGATION.

2. User ROLES AND RESPONSIBILITIES

UNDERSTANDING USER ROLES IS CRUCIAL FOR EFFECTIVE ONQ OPERATION. THIS SECTION OUTLINES:
- DEFINITIONS OF VARIOUS ROLES WITHIN THE ONQ svSTeM (E.G., FRONT DESk AGENT, HOUSEKEEPING, MANAGEMENT ).

- SPECIFIC RESPONSIBILITIES ASSOCIATED WITH EACH ROLE.
- HoW DIFFERENT ROLES INTERACT WITH THE ONQ SYSTEM.

3. SYSTEM NAVIGATION

A CRUCIAL PART OF THE TRAINING INVOLVES FAMILIARIZING EMPLOYEES WITH THE ONQ INTERFACE. THIS SECTION INCLUDES:

- STEP-BY-STEP INSTRUCTIONS ON HOW TO NAVIGATE THE ONQ SYSTEM.
- TIPS FOR EFFICIENT USE OF THE SYSTEM (SHORTCUTSI FREQUENTLY USED FEATURES).
- VISUAL AIDS AND SCREENSHOTS TO ENHANCE UNDERSTANDING.

4. RESERVATION PROCESSES

THIS SECTION DELVES INTO THE HEART OF THE ONQ SYSTEM—MANAGING RESERVATIONS. KEY TOPICS INCLUDE:



- CREATING NEW RESERVATIONS: DETAILED INSTRUCTIONS ON ENTERING GUEST INFORMATION AND BOOKING DETAILS.

- MODIFYING RESERVATIONS: STEPS TO CHANGE EXISTING RESERVATIONS, INCLUDING DATE CHANGES AND ROOM UPGRADES.
- CANCELING RESERVATIONS: PROCEDURES TO FOLLOW WHEN A GUEST CANCELS A BOOKING, INCLUDING CANCELLATION
POLICIES.

- MANAGING GROUP RESERVATIONS: INSTRUCTIONS FOR HANDLING LARGER BOOKINGS, INCLUDING CORPORATE EVENTS AND
\WEDDINGS.

5. GUEST PROFILE MANAGEMENT

PERSONALIZING THE GUEST EXPERIENCE IS VITAL IN HOSPITALITY, AND ONQ FACILITATES THIS THROUGH EFFECTIVE GUEST
PROFILE MANAGEMENT. T OPICS INCLUDE:

- CREATING AND UPDATING GUEST PROFILES.

- UTILIZING GUEST PREFERENCES TO ENHANCE SERVICE.
- PRIVACY AND DATA PROTECTION REGULATIONS RELATED TO GUEST INFORMATION.

6. BILLING AND PAYMENT PROCEDURES

ACCURATE BILLING IS ESSENTIAL IN MAINTAINING GUEST TRUST. THIS SECTION COVERS:
- How TO PROCESS PAYMENTS AND HANDLE DIFFERENT PAYMENT METHODS (CREDIT CARDS, CASH, ETC.).

- GENERATING INVOICES AND RECEIPTS.
- HANDLING DISPUTES AND ADJUSTMENTS TO CHARGES.

7. REPORTING AND ANALYTICS

UNDERSTANDING THE PERFORMANCE OF HOTEL OPERATIONS IS CRITICAL FOR MANAGEMENT. THIS SECTION INCLUDES:
- How TO GENERATE KEY PERFORMANCE REPORTS.

- UTILIZING DATA ANALYTICS TO IDENTIFY TRENDS AND AREAS FOR IMPROVEMENT.
- BEST PRACTICES FOR REPORTING AND DECISION-MAKING BASED ON DATA.

8. TROUBLESHOOTING AND SUPPORT

TO ENSURE THAT EMPLOYEES CAN EFFECTIVELY USE THE ONQ SYSTEM, THIS SECTION PROVIDES!
- COMMON ISSUES AND TROUBLESHOOTING STEPS.

- How TO ACCESS TECHNICAL SUPPORT AND ESCALATE PROBLEMS.
- RESOURCES FOR FURTHER LEARNING AND DEVELOPMENT.

TRAINING PROCESS AND IMPLEMENTATION

THE TRAINING PROCESS FOR THE HILTON ONQ SYSTEM IS STRUCTURED TO ENSURE ALL EMPLOYEES ARE ADEQUATELY PREPARED
TO UTILIZE THE PLATFORM EFFECTIVELY.



1. INITIAL TRAINING SESSIONS

NEW EMPLOYEES TYPICALLY UNDERGO INITIAL TRAINING SESSIONS THAT COVER THE FUNDAMENTALS OF THE ONQ SYSTEM.
THESE SESSIONS MAY INCLUDE:

- INTERACTIVE WORKSHOPS.
- HANDS-ON PRACTICE WITH THE ONQ INTERFACE.
- GROUP DISCUSSIONS AND Q€T A SESSIONS.

2. ONGOING TRAINING AND DEVELOPMENT

To KEEP STAFF UPDATED ON CHANGES AND ENHANCEMENTS TO THE ONQ SYSTEM, ONGOING TRAINING IS ESSENTIAL. THis
INCLUDES:

- REGULAR REFRESHER COURSES.
- UPDATES ON NEW FEATURES AND BEST PRACTICES.
- PEER TRAINING SESSIONS AND KNOWLEDGE SHARING.

3. ASSESSMENT AND FEEDBACK

ASSESSING THE EFFECTIVENESS OF THE TRAINING IS VITAL FOR CONTINUOUS IMPROVEMENT. METHODS INCLUDE:

- REGULAR ASSESSMENTS TO EVALUATE EMPLOYEE PROFICIENCY.
- FEEDBACK FROM EMPLOYEES ON TRAINING CONTENT AND DELIVERY.
- MONITORING PERFORMANCE METRICS TO IDENTIFY TRAINING GAPS.

CoNCLUSION

THE HiLTON ONQ TRAINING MANUAL SERVES AS A CORNERSTONE FOR OPERATIONAL EXCELLENCE WITHIN HILTON PROPERTIES.
BY PROVIDING COMPREHENSIVE TRAINING ON THE ONQ SYSTEM, HILTON NOT ONLY ENSURES THAT ITS STAFF IS WELL-EQUIPPED
TO DELIVER EXCEPTIONAL SERVICE BUT ALSO FOSTERS A CULTURE OF CONTINUOUS IMPROVEMENT. AS THE HOSPITALITY
INDUSTRY EVOLVES, THE ONQ SYSTEM WILL REMAIN A VITAL TOoL IN HILTON'S QUEST TO EXCEED GUEST EXPECTATIONS AND
MAINTAIN ITS REPUTATION AS A LEADER IN THE HOSPITALITY SECTOR. THROUGH EFFECTIVE TRAINING AND IMPLEMENTATION OF
THE ONQ SYSTEM, HILTON CAN CONSISTENTLY PROVIDE MEMORABLE EXPERIENCES FOR ITS GUESTS WHILE ACHIEVING
OPERATIONAL EFFICIENCY AND EXCELLENCE.

FREQUENTLY AsSkeD QUESTIONS

WHAT IS THE PURPOSE OF THE HILTON ONQ TRAINING MANUAL?

THE HILTON ONQ TRAINING MANUAL IS DESIGNED TO PROVIDE STAFF WITH COMPREHENSIVE GUIDANCE ON USING THE ONQ
SYSTEM FOR MANAGING RESERVATIONS, GUEST SERVICES, AND OPERATIONAL TASKS EFFECTIVELY.

\WHO SHOULD USE THE HILTON ONQ TRAINING MANUAL?P

THE MANUAL IS INTENDED FOR ALL HILTON EMPLOYEES, ESPECIALLY THOSE IN ROLES RELATED TO FRONT DESK OPERATIONS,
RESERVATIONS, AND GUEST SERVICES.



How oFTEN IS THE HILTON ONQ TRAINING MANUAL UPDATED?

THE HILTON ONQ TRAINING MANUAL IS UPDATED REGULARLY TO REFLECT CHANGES IN PROCEDURES, SYSTEM UPDATES, AND
NEW FEATURES TO ENSURE STAFF HAVE THE MOST CURRENT INFORMATION.

\W/HERE CAN EMPLOYEES ACCESS THE HILTON ONQ TRAINING MANUAL?P

EMPLOYEES CAN ACCESS THE HILTON ONQ TRAINING MANUAL THROUGH THE HILTON INTRANET OR THEIR PROPERTY’S TRAINING
PLATFORM.

WHAT KEY TOPICS ARE COVERED IN THE HILTON ONQ TRAINING MANUAL?

KEY TOPICS INCLUDE SYSTEM NAVIGATION, RESERVATION MANAGEMENT, CHECK‘IN/CHECK‘OUT PROCEDURES, AND
TROUBLESHOOTING COMMON ISSUES.

IS THERE A CERTIFICATION PROCESS ASSOCIATED WITH THE HILTON ONQ TRAINING
MANUAL?

YES, EMPLOYEES MAY NEED TO COMPLETE A CERTIFICATION PROCESS TO DEMONSTRATE PROFICIENCY IN USING THE ONQ
SYSTEM AFTER REVIEWING THE TRAINING MANUAL.

ARE THERE ANY ONLINE RESOURCES AVAILABLE ALONGSIDE THE HILTON ONQ TRAINING
MANUAL?

YES, HILTON PROVIDES ONLINE TRAINING MODULES, VIDEOS, AND WEBINARS THAT COMPLEMENT THE ONQ TRAINING MANUAL
FOR MORE INTERACTIVE LEARNING.

CAN THE HILTON ONQ TRAINING MANUAL BE USED FOR SELF-PACED LEARNING?

ABSOLUTELY, THE MANUAL CAN BE USED FOR SELF-PACED LEARNING, ALLOWING EMPLOYEES TO GO THROUGH THE MATERIAL AT
THEIR OWN SPEED.

\WHAT SHOULD AN EMPLOYEE DO IF THEY HAVE QUESTIONS ABOUT THE HILTON ONQ
TRAINING MANUAL?

EMPLOYEES ARE ENCOURAGED TO REACH OUT TO THEIR SUPERVISOR OR THE TRAINING DEPARTMENT FOR CLARIFICATION ON ANY
QUESTIONS REGARDING THE MANUAL.

Is THE HILTON ONQ TRAINING MANUAL AVAILABLE IN MULTIPLE LANGUAGES?

YES/ THE HILTON ONQ TRAINING MANUAL IS AVAILABLE IN MULTIPLE LANGUAGES TO ACCOMMODATE THE DIVERSE \WORKFORCE
OF HILTON PROPERTIES WORLDW IDE.
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Upgrade to premium wifi after choosing regular? : r/Hilton - Reddit
Sep 19, 2022 - Forget the wifi, Open incognito mode on your browser and go to 4.2.2.1 it should
bring you to the page to enter your room number and last name again to get premium wifi (Or ...
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Hilton seems slightly more popular among my coworkers but the split is at most 60/40. Unless
others have some insight as to big differences, they seem pretty similar to me so I would ...
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Dec 4, 2022 - It’s my understanding that Hilton is rolling out a new PMS called Property
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Hilton seems slightly more popular among my coworkers but the split is at most 60/40. Unless
others have some insight as to big differences, they seem pretty similar to me so I would ...

call from hilton today - scam? : r/Hilton - Reddit

Feb 23, 2023 - call from hilton today - scam? i got a call earlier today from a number and the caller
ID said Hilton. when i picked up they greeted me and thanked me for being a hilton honors ...

Anyone have experience with Hilton Grand vacations?
56 votes, 125 comments. 28K subscribers in the Hilton community. This is an unofficial subreddit for
Hilton Hotels & Resorts.

3-night getaway deal? is it a scam? hilton grand vacations : r
Sep 9, 2022 - Meh just do it, you only live once. It's far from a scam, nor is it an amazing deal. The

hotels are generally pretty cheap anyways. You don't need to go with anyone, but if you do bring ...

migration to pep : r/Hilton - Reddit



Apr 28, 2024 - Does anyone know when on 4/30 Hilton is migrating to pep? Like the time I am a
night auditor and I have to come in during the day to run the audit...

Hilton Employees, How do you log into a Hilton email for the

Jul 26, 2023 - 33K subscribers in the Hilton community. This is an unofficial subreddit for Hilton
Hotels & Resorts.

Unlock the secrets to success with the Hilton OnQ Training Manual. Enhance your skills and elevate
guest experiences. Learn more to boost your career today!
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