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Introduction
Among the leading hospitality groups globally, Hilton Hotel Group oversees more than 6,500 hotels and resorts in more than 120 nations. Hilton's goals, culture, and organisational structure are all interconnected to ensure the smooth operation of its hotels and resorts around the globe (Jones. and Comfort, 2019). Several organisational theories and concepts are used to show how Hilton's culture and structure support its flexibility in responding to a variety of market conditions while maintaining a laser-like focus on its customers. Its goal-setting strategies provide a comprehensive strategy for achieving success in the cutthroat hotel industry, taking into account both corporate responsibility and commercial performance. The essay aims to analyse the organizational culture, Recent change initiatives, their impact and how well these were managed and the organisation’s strategic direction and current business performance.

[bookmark: _Toc150847796]Organisation structure, culture and goals
· Organisational Structure: A variety of organisational theories may be used to assess Hilton's company structure. At the corporate level, Hilton employs a functional organisation consisting of many departments such as human resources, marketing, operations, and finance (Lu and Zhu, 2019). Specialised expertise in every field is made possible by this technique, which aids in efficient management.
· Matrix Structure: Hilton often uses a matrix structure at the individual unit level, with employees reporting to a product manager (for a certain hotel property, for example) as well as a functional manager (for example, in charge of cleaning). Improved customer service and better cross-functional collaboration might result from this.
· Geographic Organisational Structure: Due to Hilton's global reach, a geographic organisational structure is required. Its regional divisions, which oversee activities locally, demonstrate the organization's adaptability to a range of markets.
[image: ]
Figure: Organizational Structure of Hilton 
(Source: Self-Made)

The hierarchical structure of Hilton's corporate organisation incorporates dispersed and centralised components. It is a vast, sophisticated corporation with a wide reach. The departments of finance, marketing, human resources, operations, and finance form the executive leadership team under the CEO. Hilton hotels frequently adhere to a functional arrangement at the level of individual units (Lu and Zhu, 2019). Every hotel features a number of departments, such as food and beverage, housekeeping, and front desk. Specialisation and excellent management are made feasible by this structure inside the hotel. Hilton Hotels & Resorts has built a culture founded on the notion that great people offer good hospitality. The progress and well-being of its team members is highly valued by the company (Adair, 2009). Hilton has garnered multiple honours at the corporate level for its devotion to diversity and inclusion. Innovation, a focus on sustainability, and a devotion to corporate social responsibility are all supported by the company's culture (Yao, 2021). The organization's principles are entrenched with these cultural components, which are further enhanced by a multitude of initiatives and events. Hilton's hotels are encouraged to tailor each unit to the local environment and culture while preserving the brand's basic ideals and standards of service. This permits some customization and tailoring to fit each visitor's individual wants and preferences.

Hofstede's Cultural Dimensions model gives significant insights into the cultural variables that impact firms like Hilton Hotel Group. This paradigm, established by Geert Hofstede, examines cultural differences based on six fundamental dimensions:
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Figure: Hofstede's Cultural Dimensions model
(Source: Aqa.org, 2022) 

Power Distance is a dimension that reflects the degree to which a community accepts hierarchical power and status distinctions. Hilton's hierarchical structure combines both distributed and centralized components. At the corporate level, there is a clear consolidation of authority under the CEO, with different senior leadership teams (Reidhead, 2020). However, at the particular hotel level, there is greater decentralization, allowing specialized departments to function successfully. This implies a balance between high and low power distance, allowing for localized decision-making while preserving central control.

The Individualism vs. Collectivism dimension investigates the degree to which people prioritize their personal interests above those of a collective (Armstrong, 2012). Hilton's culture, as represented in its vision statement, emphasizes generating meaningful opportunities for its team members. This dedication to the well-being of its workers reflects a collectivist mindset, where the organisation prioritises cooperation and shared achievement.

Masculinity vs. Femininity defines the degree to which a culture emphasises conventionally masculine or feminine attributes (Foster, Ricaurte, and Farrar, 2019). Hilton's focus on generating genuine experiences for customers indicates a more feminine approach, stressing empathy, care, and hospitality. Uncertainty Avoidance examines a society's tolerance for uncertainty and risk. Hilton's emphasis on sustainability and corporate social responsibility corresponds with a reduced uncertainty avoidance approach, since it displays a desire to deal with and handle complex, uncertain situations.

Long-Term Orientation vs. Short-Term Orientation assesses a society's time horizon for decision-making. Hilton's commitment to sustainability and its long-term aim for becoming the most welcoming corporation in the world coincide with a long-term approach, valuing lasting values and activities above immediate, short-term advantages.

Indulgence vs. Restraint assesses the degree to which a society indulges in enjoying life or exercises self-control (Mekhruza et al. 2022). While Hilton encourages individual units to tailor their services to meet local culture and tastes, this represents a degree of luxury, enabling freedom to accommodate to guests' needs.

Hilton Hotel Group's corporate culture exhibits a unique combination of cultural elements. The company embraces parts of both high and low power distance, promotes collaborative success, stresses empathy and caring, demonstrates a willingness to face ambiguity and complicated challenges, has a long-term vision, and allows some indulgence to cater to individual preferences (Ruiz Molina, Belda-Miquel, Hytti, and Gil-Saura, 2022). This flexible approach helps Hilton to adapt to varied cultural circumstances while retaining its basic principles and standards of service. Hofstede's Cultural Dimensions approach helps us grasp how Hilton navigates and respects distinct cultural characteristics in its worldwide operations, eventually contributing to its success in offering excellent hospitality experiences.

[bookmark: _Toc150847797] Recent change initiatives, their impact and how well these were managed.
Hilton Hotel Group has made significant reforms in recent years in an attempt to better position itself in the fast-paced, fiercely competitive hospitality industry (Arnold, 2005). These changes have been made on purpose to improve the experiences of guests, boost operational effectiveness, and maintain the company's standing as one of the world's leading hotel brands. 

Initiatives for Change at Hilton Hotel Group:
The use of contemporary technology solutions to enhance operations and boost customer service has been one of the Hilton Hotel Group's major transformation initiatives in recent years. Hilton invested a lot of money in developing a user-friendly mobile app that allows guests to choose their accommodation, check in and even use their iPhones as room keys (Fachada, 2023). The goal of this initiative was to improve customer satisfaction and convenience while adhering to the guidelines of the Parasuraman, Zeithaml, and Berry Service Quality (SERVQUAL) model.

Effects of Integration of Technology:
Hilton's guest satisfaction ratings have significantly increased once technology was included. Research conducted across many Hilton hotels found that 85% of guests reported feeling more satisfied because of the mobile app's expedited check-in process (Cardoso, 2022). Hilton's annual customer loyalty index also showed that the app's features, such as personalised recommendations and real-time service requests, helped to increase customer loyalty by 20%.

Theories of Change Management:
Hilton's technology integration may have been successful since Kotter's 8-Step Model and other effective change management concepts were used. 'Establishing a Sense of Urgency,' the first part, was completed by highlighting the growing trend of technology usage in the hotel industry. To further the plan, "Building a Guiding Coalition" entails assembling a dedicated group of IT experts, customer support representatives, and marketing experts (Deng, 2022). Hilton's leadership also focused on 'Communicating the Vision,' making sure that every employee understood the benefits and objectives of the technological integration.

Enhancements in Operational Efficiency:

Hilton Hotel Group used operational efficiency methods to improve resource utilisation and decrease costs, in addition to improving guest experiences. Lean Six Sigma principles, which emphasise ongoing process improvement and waste reduction, align with this endeavour. Hilton discovered inefficiencies in housekeeping operations via data analysis, which led to a 15% decrease in cleaning time per room and a corresponding decrease in staff costs (Gil and Agudo, 2022). Hilton is able to ensure consistent improvements over time by tracking the impact of these changes via the use of statistical process control charts.

Training and Development for Employees:
[bookmark: _heading=h.1fob9te]Hilton concentrated staff development and training programmes to support these changes. Workers received in-depth instruction on the newest technological platforms and operational protocols. Hilton policy align with Adult Learning Theory, which prioritises practical training and real-world scenarios to ensure that employees could effectively apply their acquired knowledge (Fu, 2023). This method significantly lowered the learning curve and increased staff members' confidence in carrying out the adjustments.

[bookmark: _Toc150847798]The organisation’s strategic direction and current business performance
The Strategic Direction
Hilton's ambition to become the most welcome organisation in the world acts as a guide for its strategic direction. This mission involves a number of essential components of the business's strategy, including:

· Portfolio diversification: Hilton puts a high focus on maintaining a broad variety of hotel brands that serve distinct market segments (Belay, 2020). In addition to mid-scale and affordable brands like Hampton by Hilton and Hilton Garden Inn, its brand portfolio also includes luxury names like Waldorf Astoria, Hilton Hotels & Resorts, and Conrad. Hilton's versatility helps them to attract a wide range of clientele.
· International Growth: Hilton has a great strategy for developing worldwide. They have operations in more than 120 countries, but they focus primarily on developing nations as they have great opportunity for development. A combination of partnerships, franchises, and management agreements is propelling this expansion.
· Customer-Centric Approach: Hilton prioritises customer loyalty and delight. Regular visitors are rewarded with their Hilton Honours loyalty scheme, which promotes repeat business and customer retention.
· Sustainability and Social Responsibility: Sustainability and social responsibility are vital to Hilton (Kopuz and Bal, 2023). They have set tough objectives for minimising their environmental effect, such as a 61% drop in carbon emissions by 2030.
· Innovation and Technology: Hilton employs technology to enhance the tourist experience. Using their smartphones, guests may book, check-in, and unlock their rooms using the Hilton Honours app. They are also studying new technologies to boost operations and service delivery, like artificial intelligence (AI) and data analytics.

Current Business Performance
Hilton's extraordinary financial performance may be traced in part to its strategic approach. 
· Revenue: Hilton's most recent annual report shows that the company's revenue for the prior fiscal year was $8.5 billion, suggesting a constant climb over the years. A combination of increased average daily room pricing, improved room occupancy rates, and continued market growth are responsible for this income boost. High occupancy rates are a typical occurrence at Hilton hotels. Their global occupancy rate in 2022 was over 71% on average, which was substantially higher than the industry average. This chart indicates both the strength of their brand portfolio and the success of their customer-centric approach (Liu, 2022).
· Loyalty Programme: As of the most current report, there were over 145 million members worldwide in the Hilton Honours programme, which has witnessed tremendous growth. Hilton's ability to both attract and maintain customers via its loyalty programmes is proven by the size of its membership base, which is continuously increasing.
· Development: The number of Hilton hotels is expanding, which is symptomatic of the company's development in new locations. Their drive to international expansion is obvious by the roughly 120,000 rooms they debuted in 2022 and the hundreds of new properties they have in the works.
· Sustainability Efforts: Hilton's sustainability initiatives have seen demonstrable development. They were able to lower water consumption by 23% and carbon emissions by 34% in the previous year. These data reflect Hilton's dedication to environmental care.

[bookmark: _Toc150847799]Conclusion
[bookmark: _heading=h.iaak5mjzp312]In conclusion, the Hilton Hotel Group's exceptional performance may be attributed to its commitment to sustainability, customer-centric approach, and strategic direction. Guest satisfaction and operational efficiency have increased significantly as a result of the company's well-managed transformation activities, particularly the integration of technology. Hilton's ability to adapt to different markets while maintaining its core values is a result of its cultural flexibility, as shown by Hofstede's Cultural Dimensions model. Hilton's strategic direction and commitment to providing a positive customer experience have paid off, as seen by the company's strong financial performance, revenue growth, and expanding loyalty programme. Furthermore, its focus on sustainability emphasises its duty to uphold corporate social responsibility and environmental preservation. Hilton's outstanding performance keeps it apart as a top worldwide brand in the hospitality industry.
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