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[bookmark: _Toc107620906]Introduction
[bookmark: _Hlk107615731]The report demonstrates an understanding of Hotel Organisational Audit by focusing on the Hilton Hotel Group. Hilton hotel group comprises 18 world-class brands and consists of over 6,800 sites and over 1 million rooms scattered over 122 countries. Hilton Hotel Group has headquarters in the Virginia of the United States (Zeng, 2021).  The report analyses the organisation's current organisational structure, culture, and the goals that the organisation is willing to achieve. It also focuses on the change initiatives taken by the organisation to adapt to the market and the impact of those. The organisation’s strategic business direction and business performance are also discussed.
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Figure 1: Logo of Hilton Hotel Group (Hilton, 2022)


[bookmark: _Toc107620907]Organisation structure, culture and goals of Hilton Hotel Group
There are several sorts of organizational structures, each serving a certain function. Rules, duties, and responsibilities all contribute to the operations of an organisation (Mullins and Dosser, 2013). In a functional organisation, employees are organised based on their areas of specialisation; for instance, all accountants would work in the accounting or revenue division. Product or service lines may be organised into divisions, with each division having its marketing department.
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Figure 2: Organisational Structure of Hilton Hotel Group (Organimi, 2022)
The structure of Hilton's firm might be considered divisional. Because Hilton's C-Suite is responsible for many functional and geographical divisions, the corporation itself divides its properties, and hence its business, into three areas (Reidhead, 2020). The first one is that Hilton directly owns the relevant properties. The second fact is that the properties of Hilton are either operated by Hilton or franchised to other businesses. The third one is Hilton timeshare, like Grand Vacations. These three areas are managed by Hilton Hotels & Resorts, except Hilton Grand Vacations, which was separated from Hilton Hotels & Resorts in 2008 and is now a completely independent firm (Park and Min, 2020). There are multiple layers of management in the hierarchical structure of the firm. The organisational structure of a three-tiered pyramid is used in creating this structure.  Less liberty and bureaucracy, with an emphasis on procedures, are followed by the organisation. In this hotel, the person in control is the one with the greatest power. Only a few workers fall under the direct supervision of the manager. A lengthy chain of command and communication exists due to the number of levels Hilton Hotel Group must traverse.
Regarding employment inside an organisation, "culture" refers to the set of values, standards, and processes that all workers are expected to uphold. The culture of the hotel is always service-oriented which emphasises creating the best experience for the customers. Initially, the employees go through a short training period to understand the organisational culture and the work proceedings. Employees learn about the culture of Hilton Hotel Group via socialisation. The hotel, they have a large number of employees who get along well. Consequently, they often invite one another to gatherings at their residences (Xess et al., 2021). In addition, they have lunch at the same table, which encourages dialogue and cultural exchange. Their behaviour at work is impacted by the company's culture and the culture is focused on providing the best service to the customers of the hotel. Hilton Hotel Group is an organisation that promotes hard labour, customer pleasure, and staff welfare. As a consequence, workers' behaviour is affected and coordinated, and their collaboration is fostered. When presented with a crisis, employees share their experiences with their peers, who subsequently provide advice and remedies to the affected employee. During the covid-19 period, the organisation provided quarantine facilities and the employees had to go through special proceedings to take care of those guests (Davahli et al., 2020). The guest-oriented culture also lets the organisation focus on the best coordination and motivation within the team by providing the best performers with bonuses and other benefits.
The goal of the organisation is to create a fantastic experience by keeping the guest's needs at the front. The organisation had to lay off 70% of its employees during the pandemic but later it tried to retain the employees when the situation started to become stable. The problem occurred as there were very few business opportunities during the pandemic (Business Wire, 2022). This made the organisation find business opportunities by providing the quarantine service. Apart from that, the organisation started to renovate and reorganise all its services to keep the organisation adapted to the global changes.  The guest facilities and the employee engagement has been improved and they care for their long-time employees by showing recognition (Mullins, 2020). The hotel aims to provide the best service in the area with the best-trained personnel. The hotel is focusing on measures to provide better service during the pandemic by setting up thermal sensors and hand-washing facilities. 
[bookmark: _Toc107620908]Recent change initiatives, their impact and how well these were managed
Developing interactive system: Modern travellers are independent, tech-savvy folks who are comfortable using mobile apps and websites. Therefore, Hilton Hotel Group guarantees its services are up-to-date and user-friendly. Attendees of corporate conferences and meetings expect hotels and conference centres to offer high-quality technology and professional support staff and the hotel has developed its internal communications. In the conference room, digital registration and smartphone technologies are being leveraged to create more customised and ecologically friendly events. The hotel has also included live chat on its website to create more communications with the customers (Floričić, 2020). Planners have been driven to embrace productivity tools and a crash course in digital transformation because of the unanticipated shift to working from home resulting from the coronavirus pandemic's social isolation. Virtual meetings, once considered a threat to face-to-face events, have become a lifeline for business, research, and social ties at the Grosvenor Hotel Torquay. The benefits of a virtual meeting are recognised by both in-person and remote personnel. Nearly 90 per cent of workers believe that video conferencing increases productivity (Breier et al., 2021). The hotel has focused to create ease for guests and employees to create an impact with their efforts with remote working from the roles such as managing accounts, Human resources, finances, etc.
Focusing on well-being: Hilton Hotel Group aims to ensure fitness centres, pools, and spas reflect the desire of visitors to take charge of their health. There has been an increase in the number of travellers in search of new methods to enhance their health (Mullins, 2020). As well as other health-conscious trends such as yoga studios, in-room workout equipment, etc. are increasing (Hoyer et al., 2020). It is likely that in the not-too-distant future, lower population density, improved sanitary facilities, and pre-packaged food will be the norm. Meditation and other stress-relieving practices, including mindfulness, are gaining popularity in businesses of all sizes. Therefore, the Hilton Hotel Group is aiming to create well-being options for the visitors and employees to stay fit and healthy while enjoying their tour. Employees are also trained to assure hygiene and safety for the pandemic health safety guidelines which are strictly followed by the hotel.
Taking sustainability guidelines: Sustainable practices are becoming the norm as more and more organisations concentrate on renewable energy resources and water shortages (Mullins, 2020). Solar panels and other energy-saving features are becoming more common in hotels, allowing their air conditioners and lights to turn off automatically when no one is in the room. Hilton Hotel Group is also adding solar panels and using eco-friendly waste management in its operations (Floričić, 2020). The hotel is using eco-friendly packaging for its food packages. Plastic cup usage is replaced by paper cups by the hotel as this industry is more emphasised to consider the environmental impact of disposable plastic straws and food waste. The hotel is reducing the waste of energy by adding eco-friendly appliances. The waste of the hotel is planned to recycle shortly. These initiatives are taken at a small level at present but the hotel plans to gradually change the full energy system to eco-friendly ones in future.
Acting on customer complaints: It is simple for unhappy hotel customers to vent on social media platforms such as Facebook, Twitter, and TripAdvisor. The capacity to respond quickly is crucial for hotels. By connecting with customers in these public forums, a superior tourist experience is maintained and new bookings are made (Xess et al., 2021). Hilton Hotel Group is trying to build rapport with customers by requiring feedback from the customers and acting according to it to improve the services. The customers can also put feedback to the hotel through the website or social media services. The organisation is emphasising these through a separate department that is focused to work and coordinate with customer management. 
[bookmark: _Toc107620909]The organisation’s strategic direction and current business performance
The company's growth strategy has placed a key focus on hotel management, shifting Hilton away from a vertically integrated business model. Park Hotels & Resorts purchased a significant portion of Hilton Grand Vacations' hotel holdings in 2017 when the timeshare company was split off. Franchise fees and hospitality management contracts, which provide a percentage of the income generated by the company's franchised and managed facilities, presently account for the vast bulk of the company's earnings (Yao, 2021). If Hilton Worldwide extends its network of hotels, or if its present properties improve their occupancy or nightly rates to promote their sales, its revenue will continue to climb. It is easier to construct new hotels when the existing ones are operating well; thus, the two go hand in hand. As the company's international franchisor, one of Hilton's key obligations is to create compelling advertising and marketing. Anna Kendrick's participation in Hilton's "Expect Better, Expect Hilton" campaign has been favourably appreciated by the company. 
Even though the COVID-19 pandemic continued to hurt Hilton's business and hotel operating data for the three months and year ending December 31, 2021, Hilton's performance improved significantly from 2020. Throughout 2020, a few hotels were forced to shut down due to the pandemic, although the vast majority reopened by the start of 2021. Even though several hotels will close during the year ending December 31, 2021, reopening will much outnumber closures in line with the recovery (Business Wire, 2022). As a result, for the year ending December 31, 2021, only 360 hotels in the United States and Europe will be closed for a time, vs. 1,280 hotels in 2020. By December 31, 2021, almost all hotels closed by the epidemic had reopened.
During the fourth quarter of 2021, Hilton launched 94 more hotels, adding 16,100 new rooms to its portfolio, an increase of 13,100 new rooms over the same period last year. New Hilton hotels with 67,100 rooms were built in 2021 and Hilton's overall number of rooms increased by 55,000. This third quarter saw the openings of Hilton's newest all-inclusive resorts, the Conrad Tulum Riviera Maya in Mexico and the Conrad Jiuzhaigou in China (Breier et al., 2021). As the company's specialised service brands continue to expand, Hampton by Hilton debuted 30 new hotels in the fourth quarter, totalling 4,300 rooms.
There was still 1398 million pounds in borrowing capacity left after taking into account the 49 million pounds in current letters of credit under Hilton's 1.45 billion pounds senior secured revolving credit facility as of December 31, 2021 (Zeng, 2021). The entire amount of cash and cash equivalents on December 31, 2021, was 1251 million pounds. This comprised 70 million pounds in restricted cash and cash equivalents. Hilton made 4.79 billion pounds in revenue for the year 2021. 

[bookmark: _Toc107620910]Conclusion
The report demonstrated an understanding of Hotel Organisational Audit by focusing on the Hilton Hotel Group. The report found that the hotel uses a divisional organisational structure to maintain the large operations efficiently.  The services of the hotel group are guest-oriented and its goal is to provide the best service for its guests. The recent initiatives are mostly tech and sustainable goals based on hygiene and safety measures for the guests. The organisation is performing excellently and expanded its business more in the past year and focuses to create more expansions shortly.
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