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Executive Summary
This report is based on Organisational Audit of Hilton Group hotel.
Hilton Group hotel is one of the biggest hotel branches in the world. The Hilton Group has 18 hotel brands distributed among 122 countries.
The report will look at Hilton Group hotel Organisational Structure and its goals in order to understand how the group can manage their organisation and their team members. The document them will focus on the effectivenss of the organisational structure to overcome the global impact of Covid 19 and the Brexit at its branches in United Kingdom. 
Furthermore, the report will analysis the impact of culture on the Hilton Group hotels and how they could manage their diverse workforce. Finally, the report will highlight the strategies Hilton Group hotels implemented to stand up in advance of their competitor.

This document concluded that well-designed Organisation Structure S, culturally sensitive awareness, people and management, are essential to achieve any business success include HG, because they offer the organisations several advantages such as good performance and integration; higher satisfaction and motivation and effective management of its resources. The document also concluded that DWL and transference of power to the branches was vital for its success. Likewise, the strategies implemented by HG hotel enabled them to keep growing and get advance in market competition.
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Introduction
[bookmark: _Hlk108017514]This assignment is about Hilton Organisational Audit.
The report will analyse Hilton Group (HG) hotels Organisational Structure (OS) and its goals, in order to understand how the group can manage their organisation and their team members. The document then will explain the effectiveness of the organisational structure on how to overcame the global impact of Covid 19 and the Brexit at its branches in United Kingdom. 
The document will analyse Hilton Group (HG) Organisational Structure (OS) and factors such as lines of command, division of functions and the transference of power at Hilton Group (HG) hotel. It will then focus on the importance the knowledge of cultural awareness sensitive has to manage workplace diversity and business goals.
Furthermore, the document will conclude with the analysis of recent changes that impacted the business worldwide and nationwide (e. g., Covid,19 and Brexit) and what strategies HG hotel implemented to minimise and overcome market trends and challenges.
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[bookmark: _Hlk107379160]1.  Organisation Structure.
Tran and Tian (2013) and Boddy (2017) stated that OS is the way organisation is designed. This design is usually represented in charts.
According to Buchanan and Huczynski (2016), Maguire (2003), Ahmady, Mehrpour and Nikooravesh (2016), Mullins (2016) and Mullins and McLean (2019), OS is a structure created within the organisation with the purpose to provide its economic development. Well-designed OS enable:
· Effective management and coordination (e.g., delegation of task and definition of job roles).
· Accountability of the staff in their roles and functions. 
· Adaptation and flexibility to external changes.
· [bookmark: _Hlk108021556]Good performance and integration.
· Higher satisfaction and motivation. 
· Effective management of its resources. 
In contrast when OS is not well-designed it;
· Reduces motivation, morale and engagement.
· Increases operational cost. 
· Increases workplace conflict, poor decision making and effective coordination. 
Mullins and McLean (2019) and Buchanan and Huczynski (2016) points out that the effective distribution and coordination of tasks can be through three functions of works. Division of work by function, Division of work by product or service and Division of work by location (DWL). 
They suggest that all Global Organisation that has several branches such as Hilton Group (HG) should use  the DWL structure (fig 1) because this structure provides them the following benefits.
· Decentralization of power (DOP). 
· Reduction of operational and production cost according to each country inflation rate, consumers demand, labour legislation and wage demand.
· Increase revenue (e.g.,   prestigious and luxury brand on country or location that consumer has higher economic power).
· Promote friendly and health competition between branches.
· Improve effective communication between organisation and local customers.  

HG operates in more than 122 countries. They have 18 branches with up to 16912 team members. The main HG office is based at McLean, Virginia, the US
 (Hilton, 2022, Hilton, 2022c and MarketLine, 2022)

The areas A, B and C, represent each local or international branch.       
[image: ]
Fig 1 (SlideToDoc.com)
    
Decentralization of power. 
The DOP enables HG head offices to empower their branches with authority in order to manage their structure independently. 
This transference of power enables the branches to make quick and better decision.
For example, if any guest makes complaints, request any cancelation of service or product at any particular branch, the leaders of these branches have the authority to solve them without consulting the head office. 
This procedure increases job satisfaction, motivation and engagement by training and development in management role. It also helps the branches to reduce stress and concentration of work from the head office.
[bookmark: _Hlk107535406]In contrast, Mullins and McLean (2019) inform that decentralization increases duplication of resources and administrative cost. It also creates institutional conflicts between branches and head office, because the managements of the branches can take some decision based on local market demand and costumers need that head office may opposite. If HG has a fixed suppliers which provides all the branches products at a discounted price and if the manager of one branch spends excessive money in different supplier, it can be a reason for conflict. Prud'Homme (1995) and Ivanyna and Shah (2011) support these arguments and stated that decentralisation can improve corruptions, inefficiency and disagreement between head office and branches.


DWL also enables effective management because it reduces the size of span of control and increases the chain of command. (e. g, It creates a structure with different lines of command such as  team leaders who will report to lines managers, then the line managers to general manager, so the general managers span of control has reduced and he will concentrate on communication with the liners managers instead of the staff in front line. 
[bookmark: _Hlk107535388]According to Buchanan and Huczynski (2016) the transference of power from head office to the branches, make the branches to be Organic organisation. 
The organic organisation enables sharing of knowledge, collaboration and team work. Likewise, it encourages and incentivises health competition, workplace creativity, innovation, job performance and higher productivity. This process is facilitated through horizontal line of communication between all departments (Boddy, 2017).

Good organisation performance is only possible with a good OS. The higher performance of both is only possible with involvement of people. Without a good OS there is no execution of jobs, institution relationship and members accountability. Thus, people, organisation goals, structure and management are elements of the process which defines organisation (Buchanan and Huczynski 2016 and Mullins and McLean 2019).

1.1 [bookmark: _Hlk107379110]Organisation Culture (OC)
[bookmark: _Hlk107380734][bookmark: _Hlk107384361]According to Hilton (2022) and Buchanan and Huczynski (2016) HG culture is defined as the way they do things on their brand and it represents their personality. Torres, Fu and Lehto, (2014) define culture as capability and habits people develop which include their skills, religion faith, art, music and more. Globalisation transformed hospitality industry in a multicultural, multinational and diverse workplace (Mullins and Dossor, 2013 and French, 2011).

HG have employees with more than 170 nationalities. HG has culture of inclusion and diversity.  They do not tolerate unethical, incorrect behaviour such as discrimination, exploitation, sexphobia or bullying, so they have a support team to deal with these problems if it happens (Hilton, 2022d).
[bookmark: _Hlk107467647]HG culture makes them to be more flexible in accordance to each branch (country) cultural values, costumes and tradition. Above all, HG has culture of innovation and creativity, which makes them winner on market competition (MarketLine, 2018).
  
HG vision is “to fill the earth with the light and warmth of hospitality” where they create a culture of belonging in the way their stakeholders feel part of HG family.  They prioritise employment based on training and mentoring.
HG developed partnership with Historically Black Colleges and Universities (HBCUs) and Hispanic-Serving Institutions (HSIs) to recruit, coach and mentor people with disabilities, war veterans, immigrants to work in their branches (Hilton, 2022).  
 
They embrace recruitment of top talents to promote innovation and competition, marketing and community support. They also help people with disabilities, people on need providing food. HG has culture of respect. They embrace celebration and respect of international tradition religion beliefs and customs from the place where they based e.g., Christmas, easter, Eid, Ramadan, Diwali, the Sabbath and others (Hilton, 2022 and Mullins and Dossor, 2013).
[bookmark: _Hlk107522165]Buchanan and Huczynski (2016), Mohelska and Sokolova (2015) advocates that the culture of HG drove them to be one of the most reputable Hotel Chain. Likewise, HG culture makes them more attractive on market recruitment. Despite these competitive advantages, , ……………stated that HV culture can create barrier CRITICS?DISADVANTAGES  cultural sensitive 
Buchanan and Huczynski (2019) publication inform that OC impact on organisation performance and on how employees feel regarding to their jobs and organisation. OS and OC promote:
· Its Mission, Vision and Values.
· The creation of a unique company brand image.
· The guidance of all members, directing them towards common goals. 
· Healthy relationship between employees. Those from different backgrounds too.
· The attraction of the best talents.
· Higher motivation, job satisfaction and higher performance.
· Turnover reduction
[bookmark: _Hlk107527310][bookmark: _Hlk107315426]For these elements to be implemented successful, British Council (2013), Grobelna (2015), Mullins and McLean (2019), Koc, (2020; 2020a) stated that the leaders have to be flexible and culturally sensitive. 
Knowledge of cultural difference enables appreciation and respect for multicultural diversity and a good understanding of cultural differences. Likewise, it enables effective workplace integration which generates organisational and individual performance for achievement of organisation goals. 
British Council (2013) and Oriade et al., (2021) advocates those Intercultural skills provide organisation value and build/develop stakeholders’ relationship and trust.

1.2 Organisation Goals

Organisational goals represent the future desire of the organisation. Things   something the organisation is striving to accomplish (Mullins and McLean, 2019)

To be effective, goals should be verry clarified and informed to all members of the organisation. So, every team member will know their responsibility regarding to their duties and how to accomplish them. Hilton (2022) stated that their goal is to be the “Best Hotel in the world”.

2 Organisation recent change initiatives, their impact and how well these were managed.
For changes to be implemented successfully firstly, it is necessary for the organisation to recognise the need for change. Secondly, determine if the change is operational, transformational or strategic. Lastly, communicate the changes to members and prepare to overcome their resistance for the change (Armstrong, 2012).

[bookmark: _Hlk107982316]Beckhard (1969, cited in Armstrong, 2012) stated that the successful implementation of changes requires 4 steps.
· Set organisation goals and stablish the standard business expects after change
· Analyse the states of organisation when the goals are achieved 
· Determine time 
· Develop the plan and the strategies to control the process
Buchanan and Huczynski (2016) points out that Change is a dynamic process and it is a constant challenge for organizations and its stakeholders.
Picture 1 shows external environmental factors and internal business factors that drives changes.
[image: ]
Picture 1
SWOT and PESTEL 2 analyses tools that help organisation to macro and micro audit. The controllable (internal factor) and uncontrollable (external) factors that impact business performance. They help organisations to predict and to reduce the impact of external factor, to accomplish all elements of the Pestel and take any advantages of strengths and the internal weakness of the organisation (Buchanan and Huczynski, 2016)

Covid 19 is the recent uncontrollable factor that impacted HG at corporate level and their branches. They had to make strategic, transformational and operational changes to reduce and overcome its impact. Social distance, lock down measures, face covering, digital screen protection and hand sanitation changed the way hotels operate.
They have to introduce new technology such as digital kiosk services, disinfecting, sanitation and wipe stations to keep all hotel facilities safe.
New structures to deal with wellbeing was created to help staff because financial difficulties, social isolations.
HG hotel had to make staff redundance and Rebuild workforce, introduce flexible contracts at corporate level and at branches.

Brexit is another external factor that impacted HG massively but at branches level. 
According to Clark (2021) Brexit and covid 19 impacted the food supply and labour shortages more in HG in the UK than any other country. UK HG hotels had to make strategic decision in recruitment for example to adapt their operations and to accomplish with governments legislation in immigration status and requirement.

Recent change is the increase of inflation on National Insurance number that affects HG at UK only in UK branches and not at corporate level.  
To achieve Sustainability development goals by 2030, HG have to make changes into their strategies to reduce the impact its economic activities do on People, Society and  

 Marketing Business Network (2019) stated that organisational changes must happens and has the below benefit. 
· Improve market competition
· Reduce cost, improve quality, performance and productivity.
· Attract new costumers 

[bookmark: _Hlk107379251]3- The organisation’s strategic direction and current business performance
According to Boddy (2017) Organisations can have Differentiation Strategies to enable innovations and creation of new products at decentralised , organic structure (branches) and Cost leadership strategy to increase efficiency and to reduce cost at centralised and mechanistic structure (corporate level).
[bookmark: _Hlk107176341]The strategies define what is necessary to do for particular costumers or market segmentation on how to do it and which resources are necessary for its implementation in the benefit of customer satisfaction (Mullins and Dossor, 2013)
Armstrong (2012) stated that strategy is the way businesses follow to achieve the organisations future goals. It enables businesses to plan on how competitive, innovative it can be in order to increase their performance and success (profit).
One of the HG strategies is Corporate social responsivity. HG implemented this strategy to attract more customers who identify themselves with environmental and sustainability developments for one side. For another side to accomplish with government regulations on environment protection and Sustainability developments goals. This strategy is implemented at both levels of the structure.
According to MarketLine, (2017) Hilton loyal program is a global strategy, implemented by HG with objective to increase customer satisfaction and revenue.  
[bookmark: _Hlk107548697]MarketLine (2018), and Hilton (2022c) point out that Connected Room is a strategy that gives them market advantages and competitiveness in relation to their competitors.
The Connected Room app is another technologic strategy created by HG, not on global scale but at USA branches. The service provides, guest the opportunity to do online check-in, to get in the room (digital key), allowing guests to save energy consumption by swift off the air conditioning, lights, and TV. 

Advantages strategy enable Hilton the opportunity to offers an enhanced customer experience while decreasing operational costs, achieving operational efficiency and reducing its ecological footprint. 





4 Conclusion 

[bookmark: _Hlk108022262] This document concluded that well-designed OS, culturally sensitive awareness, people and management, are essential to achieve any business success, because they offer the organisations several advantages such as good performance and integration; higher satisfaction, motivation and effective management of its resources.

[bookmark: _Hlk108022406]The strong and good structure enables HG to reduce the impact of any uncontrollable external factor and take the advantages of it into strengths and internal weakness with strategies to innovative and win market competition. The document also concluded that DWL and transference of power to the branches was vital for its success. Likewise, the strategies implemented by HG hotel enabled them to keep growing and get advance in market competition.
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