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The Hotel started in the years after World War II, during a period when many hotels operated as large urban properties or smaller household-owned roadside hotels. In the state of California, a chain of individual hotel operators started to make a referral of their hotels to travellers. The referral system's main component was phone calls exchanged between desk operators. As a result of referrals, the network would eventually grow, forming the modern-day Best Western Hotel initiated by M.K Guertin back in 1946 (Mininglife, 2013).
It is a group which licenses more than 4700 hotels globally. The franchise and HQ in Phoenix, Arizona, comprises over 2,000 hotels across North America. HWH Hotel Group is a leading international hospitality network of three major hotel corporations: WorldHotels Collection, Best Western Hotels &Resorts and SureStay Hotel Group. Developed under the foundation of BWH&R, it is a group that brags more than 70 years of legacy and experience. It was founded after BWHR acquired WorldHotels Collection. 
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The Best Western Hotels & Resort provides an international network of hotels serving more than 100 countries and territories. Some brands include GLO, Best Western Plus, Premier, Collection, Sadie Best Western, Signature Collection, Aiden by Best Western and Executive Residency by Best Western (BWH&R, 2019). 
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An organisational structure demonstrates a system that outlines how certain activities are directed to accomplish the goals and objectives of an organisation. The key activities include roles, rules, and responsibilities. Additionally, an organisational structure establishes how the information within a company flows from one level to another (Ahmady, Mehrpour and Nikooravesh, 2016). 
Best Western Hotel Group operates under a typical hierarchical structure among large companies and organisations. The design depends on working under various levels of authority with a chain of command linking different management levels in the group. As a result, the decision-making procedure is more formal and flows from the top down (SHRM, 2015).
Based on this explanation, Best Western Hotel Group operates under a hierarchical organisational structure, which is the board of directors, executive, management team and employees at the top of the hierarchy. In this case, the chairman of the group of hotels is John Kelly, and the company's board has seven members. 
At the second level of the hierarchy is the executive team led by Larry Cuculic, the president and Chief Executive Officer of the Group. Additionally, the executive team has twelve members (Bestwestern.com, 2022b). 
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It explains how things are done and the behaviours of staff in an organisation (Lee Yohn, 2021). According to the hotel employees, the culture of the group of hotels is unique since it is a company that is loyalty based. Therefore, besides providing quality products and services, Best Western concentrates on strategies about getting customers to love the company and its services and come back or refer a friend or family member. To nurture this culture, the company starts with the employees who are made to feel pride and loyalty to the brand. Therefore, the company promotes this culture by helping staff members to love and feel excellent in their jobs daily. Thus, what separates Best Western from close rivals is their caring attitude and culture, which makes them more than employees- they are family. 
The group of hotel culture serves as an excellent example of a service culture. Service culture refers to a corporate culture which promotes a collective way of employing thinking concerning a service. In the BWH group, there are four significant dimensions of service culture 
i. Reliability 
The company offers services outstanding services for both employees and customers. It continually looks to improve these services to retain a good reputation, thus securing and maintaining staff and customer loyalty. 
ii. Assurance
The second dimension of service culture at BWH groups is how the company cares for its staff, promoting their satisfaction at work. As a result, guests visiting their hotels can see how satisfied their employees are, providing them with assurance regarding their services. Proper treatment of staff helps the company assure the guest and increases their levels of confidence in the Hotel. 
iii. Responsiveness
The hotel practices an annual staff engagement survey in which employees raise their concerns while the management shows commitment by responding to the issues. The approach has helped the management and employees apply such skills when dealing with customers and when the guest raises a concern, there is always someone to listen. 
iv. Empathy 
The Hotel operates on an open-door policy which intends to inspire open communication. The approach allows employees to receive help from the management and colleagues and strengthens relationships within the organisation. 
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The company mission delivers the company's desire to offer top-quality services first to the company (employees) and then to their customers with higher degrees of integrity and honesty, thus securing and preserving brand loyalty. 
[bookmark: _Toc110271484]Vision 
On the other hand, the vision of Best Western is to become a leader in the hospitality sector in superior customer care. 
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To achieve the vision and mission of the company, Best Western Hotel Group operations are under the guidance of various core values, including excellence in quality and service, higher levels of accountability, and integrity and respect for others' dignity, which touches both employees and customers. Also, it operates its business with honesty and truthfulness, fairness and impartiality, leadership according to Best Western Values, and corporate social responsibility which make the company a good community member (BWH.com, 2021). 
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They represent a vehicle for delivering strategies within an organisation. 
Change in Leadership 
One of the notable change initiatives in Best Western Hotel is the change in the lead after the company promoted its general counsel Larry Cuculic to succeed David Kong as the Chief Executive and the President of the company. According to an article, stability and a pre-existing relationship won in the search for the most qualified person for the job. Larry was a Best Western Hotel Group employee, working as senior vice president and general counsel for 12 years (Sperance, 2021). 
Larry's appointment was the best choice due to their wealth of experience working at the company to replace Kong, a CEO who oversaw BWH Group's growth from one brand to 18 brands in two decades. After his appointment, the board chairman referred to Larry as a trusted and decisive leader. He said his collaborative and strategic approach would help him lead the company to stronger financial success and drive growth for the group (Sperance, 2021). In 2017, Best Western unveiled Experiences by BW Rewards, an initiative which permits BWR members to earn a free night within any BW-branded property in N. American for approximately 10,000 points till 31st January 2018. Additionally, in 2018 during the same conference, the company unveiled a new technology initiative. The company announced its partnership with tech brands, including IBM, Google, and Amazon, to advance brand awareness and increase customer loyalty. 
In the new initiative, sharing the "vital" consumer permits the company to develop customised consumer messages. Additionally, it helps the company locate the best clients, own up to the instants that matter and increase its relevance. According to the new initiative and new campaign, the company noted that users spent double engaging with the ads above the industry average. Also, the initiative made the company see eight engagements per session, while the campaign led to 1200 direct branded conversations. Additionally, the initiative would help the company send "road warriors" customised messages via Google Maps concerning upcoming BW locations along their route (Escobar, 2018). The Google Map initiative continues to help the BWH customer locate the new BW location along the way, promoting customer experiences. Additionally, the new campaign, in conjunction with Tech companies, has been of greater help to the business, which uses customer data to deliver personalised services, thus increasing customer loyalty as a result of greater satisfaction (Schalk, 2017). 
Also, the company shared a back-of-House innovation, a new enhancement to the company revenue management platform (Bestrev). Bestrev comprises a partnership with OTA insight, and the goal is not to double the shopping rate at hotels assisting the owner in making informed pricing decisions (Best West, 2017). Moreover, the group of hotels utilises high speed, mobile engagement, and guest room entertainment. The mobile engagement platform operates via Runtriz and is in operation in 900 hotels across North America. The innovation has helped improve customer experience by providing customers with pre-arrival emails, a chance to check-in online before arrival, make requests and buy upgrades and amenities, permitting text messaging with hotel staff on site, and a local digital concierge feature via TripAdvisor and providing ease of check-out. According to the report from the Hotel IT department, the platform has brought impressive results as guests are increasingly utilising mobile check-in by 4.1 per cent. The tech has also helped increase Hotel guest mobile requests by 8.8 per cent, and the platform made the company make about $340,000 in incremental income to the hotels (Escobar, 2018). The platform, which has brought a new dimension to customer service, continues to improve the value of BWH Hotel Groups, strengthening its service culture. In a world where there is a high level of competition, innovation can play a significant impact in distinguishing a company from the competition. Best Western Hotel Group continues to bring innovation and initiatives that enhance customer experience, thus increasing their loyalty to the company (Hospitalitytech, 2013).
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It explains the plans required to be executed for a company to progress toward attaining its vision while fulfilling its goals. These directions help the owner and the company leadership to communicate the significance of staff work and their contribution to achieving business objectives (Kabeyi, 2019). The main strategic direction BW have is its company mission and vision. The company mission delivers the company's desire to offer top-quality services first to the company (employees) and then to their customers with higher degrees of integrity and honesty, thus securing and preserving brand loyalty. The vision of Best Western is to become a leader in the hospitality sector in superior customer care. 
Another strategic direction the company has been taking is to ensure it attains its goals and objective marketing and strategic partnerships. The company aims to become a leading business in the hospitality industry—one way to ensure that is through brand recognition and brand awareness by the target markets. As a result, the company engages in innovative, integrated marketing programs that help maximise its revenue while capitalising on available opportunities in the corporate and leisure sphere. The efforts have seen the company win national advertising awards, helped it increase consumer brand awareness, and enabled them to capture market share and drive revenue to the firm via traditional and digital channels. On the other hand, the company continue to enter strategic partnerships of high profiles targeting well-recognised and esteemed companies to extend its marketing reach. The partnership includes Costco, CAA, Disney Channel, TripAdvisor, and Google. It has made the company recruit the best marketing team for the job (Bestwesterndevelopers.com, 2012)
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According to the company, everyone thrives with well-trained, competent hotel leadership and employees. As a result, to acquire top hotel performance, a company must ensure properties maintain competitiveness, operations are done with high efficiencies, the workforce is highly motivated, and customers receive top service. To ensure all of these happen, the BWH Group provides proper and adequate training and development to their team supplying the team with the latest information, equipment and skills relating to the fast-shifting hospitality business. The initiative positions the employees in a better position to deliver the best services, thus increasing the Hotel's reputation and revenue (Best Western International, 2020). 
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The Hotel's unique central reservation platform and online supply channels drive millions of dollars in revenue to its member hotels daily. BW remains competitive and aggressive in the fast-developing digital landscape. First, the company has an excellent website that avails hotel services to millions of travelers globally and is accessible via PCs, desktops, and smart gadgets. Additionally, the company provides information to global travellers via Global Distribution systems and top online supply systems like Booking.com, Travelocity and Expedia. Also, it has various customer centres worldwide, including Phoenix, Milan, and Arizona. 
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The hotel group managed to get out of the pandemic with a strong balance sheet and offer relief worth millions of dollars to member hoteliers. It was one of the central performances of the newly appointed CEO, Cuculic (Nandi, 2022). 
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