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Organisational behaviour is the study related to understanding of individual and group behaviour and patterns of structure in order to help improve organisational performance and effectiveness (Mullins and Christy, 2010). Organisational behaviour does not encompass the whole of management but explains the behavioural approach to management (Mullins and Christy, 2010). The study of organisational behaviour includes the nature and purpose of the organisation, the behaviour of people, the organisational process and execution of work, the management process and coordination of activities, the approach to external environment and the organisational need for success (Mullins and Christy, 2010). Considering the above definition and area of study of organisational behaviour this report aims to analyse the organisational behaviour of Hilton Hotel to understand from practice what this study encompasses. To achieve a more in-depth understanding, the report will analyse the mission and values of the company to understand the nature and purpose of the organisation, the organisational structure of Hilton to understand the process of management and execution of work, the culture of the organisation to understand behaviour of people, changes in its activities to understand how to organisation reacts so its external environment and strategic direction of the organisation to understand needs of success.
[image: ]
(Mullins and Christy, 2010 p.6)
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	Hilton worldwide holdings are reckoned as an American multinational hospitality entity that handles and franchises a wider portfolio of hotels, resorts, and time-sharing properties. (Mazaraki, 2022). The Hilton Hotel is the flagship marque of American multinational hospitality. Hilton was founded by Conrad Nicholson Hilton and as of in the year 2019. The company was founded back in the year 1919, and it is headquartered is in McLean, Virginia, United States.    In 104 years of activity, Hilton’s portfolio of hotels reached 7,600 Hotels and holdings with over 1,18 million rooms in 126 nations and territories that are located across 6 continents (Hilton Group, 2023), (Statista, 2024). A map of Hilton Hotels is provided bellow to understand the presence of the company worldwide (Hostetler, 2022). 
[image: Complete map of Hilton hotels (with award prices) | Million ...]
	Currently, the Hilton Hotel Group is a flagship marque and is considered as one the most sizeable hotel brands in the world (Reidhead, 2020). In 2023, Hilton Group reported revenues of approximately 10.24 billion U.S. dollars (Statista, 2024). During the pandemic, Hilton also experienced poor revenues but the brand reputation of the company, as well as its strong financial performance registered over its lifetime on the market, allowed the hotel chain to survive this crisis and return to positive financial performance. The vision, mission and values of the organisation are delivered as announced by the organisation in the figure below: the commitment of the organisation to deliver the value to consumer set the tone, structure, and management of the organisation. 
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[bookmark: _Toc167994097]Hilton organisation structure
	The Hilton's organizational structure can be exhibited as Divisional organizational structure as this is an instrumentation in the Hilton Hotel where the working individuals are teamed into peculiar sections with respect to the commodities and services they offer and not in accordance with the job description (Kainthola, 2021). Hilton has 189 executives and 8 divisions as showed in the graphic bellow. 
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(The Official Board, 2024)
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Hilton is accountable for handling a wide sphere of functional and geographic segments and the reason that the brand itself it segmented its holdings and thus its operations are as follows - 
Ownership - The properties and holdings that are directly possessed by Hilton Hotel. 
Management and Franchise – The properties that are handled by Hilton or franchised to other entities. 
Timeshare – The timeshare of Hilton is Grand vacations holdings that is 800 units and also have 92 holdings.

[image: ]
(Hilton, 2024)
	The first two divisions that is the ownership, management and franchise fall under the leadership of Hilton hotels while the third that is timeshare falls under the Hilton vacations as this has been an abstracted organisation. The market plan of Hilton Hotel as the superior level management is restructuring of most superior managers and enhancing the culture of the marque to boost unity and amplify judgement making rate at each level of the Hilton group (Astuty et al., 2021).  The organizational structure in Hilton is more efficacious in decision making procedures and better service allocation. 
[bookmark: _Toc167994098]Hilton Culture and Goals 
	The Culture of Hilton is to foster a culture of inclusion as the brand is pledged to inclusive work individuals that exhibit all ages, sexuality, sexual orientation, status, ethnicities, disabilities, cultures, and point of view. The brand grounded a culture that foster the surrounding where the working individuals can be their reliable selves. The worldwide marque offers meeting spheres for the individuals to associate, fabricating a hospitable surrounding for all (Rockett, 2023). Hilton stays loyal to Conrad Hilton's original insight by mixing the customer-centric strategy with the in-depth vow to hospitality and its working individuals.  Nurturing a sense of community across working individuals is set on top and the work domain integrity is epochal to holding the individuals and creating a society where the individuals feel valued. The five pillars guiding the overall behaviour of the organisation and its people are – integrity, leadership, teamwork, ownership and now. This guides all employees regardless of if they are managers or low skilled workers to do the right thing all the time, to act like a leader if a situation asks for it, to be a good team player, to take ownership of actions and to live the moment.  This cultural behaviour constructed by the company delivered some of the best results in the hospitality industry and made Hilton several times the best employer to work for in the hospitality industry. These pillars are meant to protect the company, its guests, its employees, and the environment. The figure bellow includes some of the certifications that Hilton received from promoting good behaviour and for making a positive impact on employees, customers, and the environment. 
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(Hilton, 2024)
[bookmark: _Toc167994099]Present change initiatives and their impact 
	The Hilton Hotel group argues that hospitality holds the power to be transformative and boost the world as a whole. The two most powerful external factors that drive change in the hospitality sector now are technology innovation and environmental factors. The development in technology allows hotels to save costs, improve guest experience, deliver services faster and improve overall operational efficiency. The urge to protect the environment requires the hospitality industry to make changes in their business operations to reduce carbon emissions, water usage, pollution, or any kind of harm on the environment and its population. It has been stated that the hospitality sector is accountable for 15% of total CO2 emissions, huge waste of water, tones of plastic pollution and tones of other types of waste such as food waste. The urge for hotels to control their impact on the environment is so important, that United Nations developed a department to support the tourism sector in tackling this challenge more effectively. 
Some of the change initiatives developed by the hotel chain now are  as follows- 
Positive change initiatives and its impact 
Green Hospitality – Hilton Hotel Group are incessantly adopting sustainable building practices and the marque is attempting to embrace a 360-degree approach that permits them to be sustainable from the first initiate to the overall functioning (Cabral and Jabbour, 2020). 
[image: ]

Impact – In terms of community impact, Hilton Hotel group ranked second on the DiversityInc's top 50 companies for diversity and also the brand is acknowledged as one of the best companies to work for in the United States by Great domain to work and Fortune for the sixth sequential year. In terms of environmental impact, Hilton Hotel 

The power of social media - The next positive change initiative is the power of social media as it assists Hilton Hotel to pull in the individuals with the assistance of appealing messages via social media tools. With the advancement in technology and many alternates accessible, the Hilton Hotel group require accurately canvassing the positive impact of social media attempts and fine-tuning the contents and appealing in accordance with that.  Impact – On an average Hilton Hotel replies to 3.3 tweets in one hour and the average time that is between the tweet and the reply is 37.3 minutes. This exhibits the power of social media.

Negative change initiative and its impact 
Workforce Empowerment – The workforce empowerment is to perform better at work. In Hilton with the working individuals are empowered as the confidence level of the individuals tends to amplify. The additional confidence is good for the hospitality as it fabricates happier visitors and also soar the productivity (Lee and Kim, 2020). But in some cases, the workforce empowerment can be taken too far and at last it crosses up with the shape of arrogance.  Impact – As the Hilton encounters the blurred-ness in relationships between the visitor and hotel management and boundaries of responsibility become damaged.  
Hyper-personalization – Hyper-personalization in Hilton hotel group goes far beyond addressing the visitors by their names and remembering their predilections. With hyper-personalization, an all-encompassing apprehension of the predilection of the individual, the behaviours and the anticipations via data analysis that are accumulated at several touch points during and after the visit to Hilton  are considered(Vemuganti, 2022). Impact – The impact that hyper-personalization upshot on Hilton as it relies on authentic and updated individual data. The poor quality of data accumulated may consequence in poor individual experiences and thus exhibits unsuccessful personalization initiatives.
[bookmark: _Toc167994100]How is the impact managed 
	The empowerment for individuals is a multifaceted conception and there are a variety of ways to go about to attaining them. The employee empowerment can be managed by listening and understanding the aspects of the individuals and knowing how they feel about peculiar work aspect is of supreme importance. The next step is to set realistic anticipations for the employees as the leaders in the Hilton needs to set high anticipations that can lead to individual experiencing the satisfaction of the intents. The next is to boost the working individual autonomy as autonomy is peculiar significance when attempting to fit for the aspect that everyone has not the same way of performing things.  
	Hyper-personalization remarkably requires the combination of different technologies for instance the individual relationship management (CRM) instrumentation, merchandising automation platforms and data analytics tool. Hyper-personalization is related with amplified depression and by focussing on the centre of control, knowing the initiations and self-compassion are the three ways through which hyper-personalization is managed (Ashqar et al., 2023). The negative upshot on Hilton Hotel Group can be managed by creating an appropriate job offering, stimulate other domains related to hospitality and also ponder on the issues like surrounding degradation.
[bookmark: _Toc167994101]Hilton strategic direction 
	The identified and trusted brand of the world and the primal leader in hospitality domain, Hilton Hotel Group directed on its stylish and forward-looking plan of actions so that the brand can amplify its positioning and foster the quality of its services.  Travel with purpose, is Hilton's global strategy to foster responsible travel world-widely and boosting the long-term suitability of the brand in an ever altering surrounding (Hilton, 2024). With the shaping of climate engineering and best activities, Hilton Hotel group uplifted its work-wide ESG intents by scoping the peculiar and gauged goals in the year 2023. 
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(Hilton, 2024)
		The Hilton Hotel group with the strategic direction to Travel with Purpose unwraps more aspiring environmental targets and new social intents that assist a path towards a net zero future for the travel and tourism domain (Ertuna, Gu and Yu, 2022). The brand markets itself as a marque that offers accessible services to the individuals with impeccable advantages with a impinge of superiority and comfort.  Hilton Hotel group has the following - 
·  Pursued to minify the carbon emanation intensity by 44%, the water intensity by 38.1% and the landfill wastage by 57.6% (Hilton, 2024). 
· Make up more than 677, 359 acquiring and career progression opportunities (Hilton, 2024).   
· The strategic direction is to combat inequality in employment practices and minimisation of the global poverty (Hilton, 2024).
· The plan of action is to improve the global economy and assist the responsible consumption within the domain (Hilton, 2024).
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	From the above report it can be summarised the impact of organisational behaviour on shaping organisational processes, interactions with employees, customers, and the society as a whole, as well as profitable projection. Hilton hotel is based on strong organisational values that shape the internal and external relationships of the business. The vision, mission and values of the organisation created a successful company in terms of financial results, a good place to work for employee and a responsible corporate citizen that understands that only by respecting the environment and its people can survive longer on the market. The primal four facets of organization behaviour are the individuals in the domain, structure of the organization, technology adoption and the affecting external surrounding to the brand. Apprehending how these facets interact with each other is epochal.
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VISION

To fill the earth with the light and warmth of hospitality -
by delivering exceptional experiences - every hotel,
every Guest, every time.

MISSION

To be the most hospitable company in the world - by creating
heartfelt experiences for Guests, meaningful opportunities for
Team Members, high value for Owners and a positive impact in
our Communities.

VALUES

HOSPITALITY We are passionate about delivering exceptional Guest experiences.
INTEGRITY We do the right thing, all the time.

LEADERSHIP  We are leaders in our industry and in our Communities.
TEAMWORK  We are team players in everything we do.

OWNERSHIP  We are owners of our actions and decisions.

NOw We operate with a sense of urgency and discipline.
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Hilton Worldwide has 189 executives and 8 subsidiaries
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ESG LEADING RECOGNITION

We proudly serve as an industry leader in ESG, yet we continuously strive to
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