
[image: ]

School of Hospitality and Tourism Management 
BA International Hotel Management 
Module Handbook Autumn Term 2024 
BMIH5004 
Management and Organisational Behaviour   Level 5 
Tutor Name: Scott James


Student name: Andreea Lavinia Rusu
Student no: 2234811




[bookmark: _zd3uvdqxqn7k]
[bookmark: _ekqjg2vb7w5z]Hyatt Hotels Corporation Report




Executive Summary	1
Introduction	2
Organisation Structure, Culture, and Goals	2
Organisational Structure	2
Corporate Culture	3
Goals	3
Recent Change Initiatives	4
Recent Initiatives	4
Impact of These Initiatives	4
Change Management Evaluation	4
Strategic Direction	5
Strategic Direction	5
Strategies to Achieve Long-Term Objectives	5
Conclusion	6
Recommendations	6
Reference list	6

[bookmark: _olh92i529m2x]Executive Summary
  This report contains an analysis of Hyatt Hotels Corporation, about organisational structure, corporate culture, goals, recent change initiatives and strategic direction. Hyatt is a leader in the hospitality industry, managing to satisfy the needs of customers from different areas. Hyatt Hotels Corporation owns a large portfolio of brands, brands that are distributed in over 76 countries. This report analyses the company's culture focused on customers and sustainable growth. One of the initiatives analysed in this report is World of Care, this being a sustainability program, another initiative being digital transformation efforts, both initiatives help to satisfy customers and maintain the company's position in the hospitality industry.
  With the help of this report, it is demonstrated that the way in which Hyatt approaches innovation, the way in which Hyatt focuses on people, positions the company in the top of customers' preferences and makes it a formidable opponent for any other company.

[bookmark: _41fhnvkmm3av]Introduction
   Hyatt Hotels Corporation is an American hospitality company, a company that is recognized worldwide. It was founded in 1957 when Jay Pritzker bought the original Hyatt House hotel. Jay Pritzker together with his brother Donald, managed to grow the Hyatt brand and make it known worldwide, so that in 2023 Hyatt includes in its portfolio over 1300 hotels and all-inclusive properties in 76 countries. Hyatt Hotels Corporation includes different types of accommodation, from the most expensive and luxurious to cheap accommodation, Park Hyatt, Grand Hyatt and Hyatt Place are just some of the brands in the Hyatt portfolio. (Hyatt, 2024)
  In this report, both the organisational and cultural structure and the objectives of the Hyatt company will be evaluated. Recent change initiatives will be evaluated and your strategic direction will be analysed. All these analyses will provide information about Hyatt's operating mode at the corporate and operational level, information about how Hyatt manages to manage changes. Also in this report it will be highlighted which strategies Hyatt uses to achieve its long-term goals.
    
   
[bookmark: _gl7sh7vmt4qj]Organisation Structure, Culture, and Goals
[bookmark: _m8s93g8xm49w]
[bookmark: _yfcmvbnsdh6r]Organisational Structure
   From the point of view of the organisational structure of Hyatt Hotels Corporation, this is a hybrid, that is, it combines elements from the functional structure with elements from the divisional structure. The company uses this structure because it allows it to manage much more efficiently the wide range of hotels and services it owns. This structure also allows him to maintain clear lines of responsibility and accountability. (Organimi,2023)
  The functional structure is used for the corporate level, the various corporate functions (finance, marketing, human resources, legal) are organised in different departments, each department being responsible for different things. (Organimi,2023)
  The split structure is used to divide the company into brands and geographic regions. That is, each brand has a different business unit from another, and from a geographical point of view, the company is divided into 3 areas, America, Asia Pacific and Europe, the Middle East and Africa. This geographical division allows tasks to be divided between employees, each focusing only on a certain area, thus they manage to meet the unique needs of customers in different areas. (Organimi,2023)
  The advantage of this structure is that it allows companies to share their attention according to regional preferences. That is, they can offer both luxury accommodation for those with different requirements, as well as cheaper accommodation to satisfy the needs of clients from less affluent areas. Hyatt manages to personalise its services and this presents a huge advantage over its competitors. (Organimi,2023)



[bookmark: _sjbi8k14jtyu]Corporate Culture

   From the point of view of corporate culture, Hyatt focuses on empathy, listening and care. Hyatt believes that their employees are their advantage over their competitors, they focus on attracting and keeping the best people in this field. Hyatt chooses to create a workplace where employees are encouraged to discover what makes them happy and fulfilled, a place where they come with pleasure. Hyatt wants to highlight that their care for people starts right from their employees. Hyatt invests in a communication that respects the values ​​of respect, integrity, creativity, empathy and, of course, fun. (Hyatt, 2024)
  This culture comes from the desire to offer exceptional hospitality experiences, they promise to take care of people and want to become the best. (Hyatt, 2024)
  Thanks to this culture, Hyatt is recognized as a top employer, because they value diversity, inclusion and social responsibility. Employees are encouraged to evolve, to work in a team, this is where Hyatt's reputation for high-quality services comes from. (Hyatt, 2024)

[bookmark: _fh5p6ffsciw7]Goals
   The main goals at the corporate level of Hyatt Corporation are global expansion, brand loyalty and improving customer experiences. In the case of individual units, the goals refer to operational excellence, customer satisfaction. Of course, profitability, customer service and employee involvement are some of the individual goals of each hotel. Hyatt Corporation wants to excel in terms of the hotel experience and wants to offer more than the typical hotel experience. Even Hyatt mentions on the company's website that their mission is to offer authentic hospitality making a difference in people's lives. Another goal is represented by the desire to create a workplace based on respect and understanding for each type of guest and employee. Hyatt Hotels Corporation's dream is to become the preferred hotel for every customer and employee. (Hyatt Report,2009)
   Their goal to increase its global footprint aligns with their long-term vision to become a leader in terms of global hospitality provider. Their goal regarding customer satisfaction aligns with their long-term vision to become the hotel preferred by all customers. (Hyatt Report,2009)

[bookmark: _8tnje4msx4ji]Recent Change Initiatives

[bookmark: _bbi2avxy1bhu]Recent Initiatives

   The most important and recent change initiative is digital and sustainable transformation. So that, in 2021, Hyatt launched the World of Care platform, with the help of which the companies' commitments to environmental sustainability, diversity and, of course, community involvement are emphasised. With the help of World of Care, the aim is to reduce carbon emissions, reduce single-use plastic materials. Another thing introduced by Hyatt is digital innovation, mobile check-ins and service platforms are introduced, based on artificial intelligence, all to improve the customer experience. (Otley T., 2021)

[bookmark: _mqbs0l95rpg3]Impact of These Initiatives
   All digital transformation initiatives represented a plus, a positive thing in terms of operational efficiency and customer satisfaction, especially in the post-pandemic hospitality landscape. Due to the fact that the Hyatt application was improved, the check-in processes reduced the waiting time and improved the experience for the customers. Hyatt's reputation has grown due to their sustainability efforts. (Hyatt, 2022a)
   With the help of World of Care, Hyatt wants to reduce gas emissions by 50% by 2030, and reduce food waste. The fact that Hyatt also focuses on diversity, equity and inclusion can be seen in the fact that in 2023 Hyatt manages to increase the number of black people in leadership roles by over 10%. (Hyatt, 2022b)

[bookmark: _fiw0sqrgj364]Change Management Evaluation
   Hyatt has managed to manage these changes very efficiently and manages to integrate them into its operational framework without putting pressure on employees or guests. A successful implementation required a change management process implemented gradually in different properties to see the evolution. The employees were trained and equipped with everything necessary to succeed in adopting the new technology and sustainability practice. An important secret was communication, Hyatt provided clear guidance and specifications at every step, supported employees to help them adapt to the evolving environment.However, the challenges they encountered were in teaching the employees how to use the new operating systems and everything that involves the introduction of technology in the hotel reservation processes.(Hyatt, 2022c)
  With the help of World of Care, attention is also directed towards the involvement and empowerment of employees. They are encouraged to take proactive actions, to take the initiative in certain key situations. (Hyatt, 2022c)
  Hyatt Hotels Corporation has always transparently presented the situation and evolution of this program, they have always presented the goals.
  These strategic elements that were followed by Hyatt, led World of Care to success and put Hyatt in a superior position in this industry. Hyatt manages to set and raise standards for the industry. (Hyatt, 2022c)
   

[bookmark: _m52me1x95crx]Strategic Direction

[bookmark: _45m42sa6f8qb]Strategic Direction
   The company's long-term objective guides the strategic direction. The Hyatt company wants to become the best and favourite company for both customers and employees. Global expansion is part of the companies' goals, currently owning properties on international markets, the fact that they are globally expanded improves their brand recognition and attracts international customers. Another objective is to increase the number of loyal customers; and invest in digitization and sustainability. (Strategy Story, 2024)
   
[bookmark: _immnlyfol3ft]Strategies to Achieve Long-Term Objectives
   In order to succeed in reaching and fulfilling all the proposed objectives, the Hyatt corporation focuses on several strategies. One of the strategies is the diversification of the brand portfolio. Hyatt has in its own portfolio various brands that are both for those who prefer luxury and for those who prefer economy, Hyatt focuses on different types of travellers and tries to include in its portfolio hotel chains that satisfy all the varied customer segments. Thanks to this diversity, Hyatt manages to attract more customers and satisfy their various needs. (The Strategy Story,2024)
   Another strategy is technology, innovation and sustainability. Hyatt has chosen to invest a lot to improve its digital side; they introduce different personalised services for guests in the World of Hyatt loyalty program, improve the functionalities of the application and favour and simplify the digital reservation process,by improving this process and by focusing on digitalization, Hyatt manages to satisfy the needs and expectations of customers in terms of technology. The Hyatt corporation is known for innovation and sustainability, they choose to invest in more and more sustainable practices, they modify their business according to the environmental objectives preferred by clients who are aware of environmental issues. Hyatt Corporation prioritises responsible sourcing, tries to reduce food waste and energy efficiency. (The Strategy Story, 2024)
   With the help of these strategies Hyatt Corporation manages to be well positioned and manages to achieve its goals in terms of expansion, innovation, customer loyalty.

[bookmark: _fsykr26mehke]Conclusion

   Hyatt hotels corporation manages through the strategic combination of operational efficiency, digital solutions and a rich corporate culture, to maintain its position in the hospitality industry, it manages to satisfy various needs of its customers in terms of hotels and it manages to keep its activities sustainable. They continue to create a pleasant working environment for their employees by focusing on care, diversity, equality and sustainability. The structure based on which the company is made up and the fact that they divide their company according to regions and each region must satisfy the needs of customers in that area, allows the companies to be one of the most sought after by customers and appreciated by employees. The company's strategy to always expand and increase its portfolio of brands, the strategy to invest in technology and sustainability, are strategies that ensure the competitive position in the hospitality industry.


[bookmark: _ucw92l2zlx71]Recommendations
   Some strategic recommendations to continue to maintain its position in the hospitality industry and to achieve long-term goals can be represented by extending the integration of the loyalty program, that is, it could consider the integration of collaborations with certain companies that are not part of the hospitality sector .An example could be the collaboration with different airlines like Emirates, so World of Care Hyatt members could obtain points when they travel with these airlines.
   Another recommendation would be to continue supporting sustainability and introduce ecological construction certification in future properties, reduce plastic and focus on reducing waste. Hyatt can continue to expand in countries where luxury and lifestyle hotels are starting to be emphasised, for example in Africa, certain parts of South America or Eastern Europe, the expansion in these new areas could bring them more new customers and of course higher earnings.
 These recommendations aim to support the company's objectives.
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