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Executive summary
Hyatt Hotels is an American multinational company managing hotels, resorts, residential properties, and franchises. It has established a hybrid organizational structure using a functional structure at the corporate level and a divisional structure in different geographical regions. Its clan organizational culture enriches interpersonal relationships while downward communication and information flow provide control. Its clarity and coherence of corporate and individual unit goals are helping the company to achieve the goal of providing unparalleled services, authentic hospitality, and inviting surroundings to all the hosted events. It has made changes in the loyalty program, investment, and sustainability measures, which have been managed well. Hyatt Hotels has identified its focus area to be its investment and care system. These have helped the company to take the necessary initiatives to increase income and growth—the alignment with diversity trends. Globalization trends and people-centricity trends have helped to gain a better competitive position in the international market. It should use a good tracking system in the loyalty programs to manage the change. It also should configure its training programs for employees to align with technological advancement and sustainability measures.
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[bookmark: _Toc160107345]Introduction
[bookmark: _Hlk156731472][bookmark: _Hlk156731461]An organization dedicated to providing meals, overnight accommodation, and other services is known as a hospitality organization (Demsetz, 2020). The hospitality industry is one of the fastest-growing industries in the UK. Hyatt Hotels has been selected to conduct the audit. Conducting an audit of hospitality organizations is important at both individual unit and corporate levels. This helps to enrich the system of human resources management to improve performance and customer satisfaction (Holyoak, 2022). This also helps to identify opportunities and threats for taking necessary initiatives. The report will analyse organizational structure, culture, and goals. Then, it will analyse the change initiatives with their impacts and management system. Further, it will interpret strategic direction and current business performance to improve risk management and customer satisfaction.
Organizational Overview
[image: ]
Figure: Hyatt Hotels.
Source: (Hyatt Hotels, 2023).
[bookmark: _Hlk156731484]Hyatt Hotels is an American multinational company managing hotels, resorts, residential properties, and franchises. It has a yearly revenue of £6.595 billion, operating in 76 countries on six different continents. It has employed 189,000 people to execute organizational operations and deliver excellent performance to customers (Hyatt Hotels, 2023). Its market cap of £13.36 billion highlights its positioning in the highly competitive market of the hospitality industry (Holyoak, 2022). 
[bookmark: _Toc160107346]Main body
[bookmark: _Toc160107347]Organization Structure, Culture, and Goals
Organisational structure of Hyatt Hotels
[bookmark: _Hlk156731494][bookmark: _Hlk160107473]Hybrid organizational structure refers to the employment of multiple organizational structures concurrently. Hyatt Hotels has successfully established a hybrid organizational structure with a combination of divisional and functional structure (Research, 2023). It has incorporated a functional organizational structure at the corporate level to execute functions like marketing, finance, legal, operation, and human resources. Every department is accountable for its expertise. Again, the hospitality organization has implemented a divisional structure in resorts and hotels of different geographical regions (Sigala and Baum, 2022). Every brand operates in a semi-autonomous way in meeting daily operations, leadership, and addressing customers' demands, but they remain accountable to the head office, representing annual business reports. Focusing on the corporate governance of Hyatt Hotels highlighted that its board of directors was established with 5 to 15 members with adequate qualifications (Slattery and Olsen, 2022). The directors have independence in regulating and decision-making, while the functional board is responsible for execution. The major decisions are made at the corporate level while the employees are empowered in making decisions in their operational areas.
The organisational culture of Hyatt Hotels
Analysing the values and principles of Hyatt Hotels has highlighted that it has implemented clan organizational culture. The employees and the organisation focus on communal growth (Rollinson, 2008). It enhances its relationship with the guests and local community, showing values like integrity, respect, creativity, and empathy. The company believes it cannot grow, leaving behind its guests and employees, so it focuses on collaboration (Robbins et al., 2008). Nevertheless, it aligns its culture with corporate goals because this clan culture is helping the company to build a grand community of customers and employees for gaining growth. 
[bookmark: _Hlk160107717]The effectiveness of communication and information flow
Hyatt Hotels has ensured its information flows from be highest levels to the lowest levels for smoothness in effective communication. This helps the hotel employees to exchange ideas, perceptions, knowledge and information. This enables the organization to effectively problem-solving (Huczynski and Buchanan, 2013). Effective communication also makes a clear understanding of the organizational roles and responsibilities among the employees for aligning the organizational activities with goals (Bloisi et al., 2007). This effective information flow ensures increased productivity with enhanced outcomes of motivation and interpersonal relationships.
[bookmark: _Hlk156731593]
The clarity and coherence of corporate and individual unit goals
[bookmark: _Hlk156731582]The corporate goal of Hyatt Hotels is to provide unparalleled services, authentic hospitality and inviting surroundings to all the hosted events. This is why the company has set individual unit goals based on this. This has created corporate governance and organizational principles supportive of these corporate goals (Arnold, 2005). Whenever it makes changes, it executes in every organizational unit to bring coherence to corporate and individual unit goals. The organization also believes that every working employee represents the entire organisation while demonstrating unparalleled services and authentic hospitality (Armstrong, 2012). As a result of this, the hotels have set individualized employee goals aligning with the corporate goals. It has also established a clear understanding of its vision so the employees are also dedicated to their coherence of unitary goals with corporate goals (Adair, 2009). 
[bookmark: _Toc160107348]Recent Change Initiatives
To handle the challenges due to global changes and gain growth, Hyatt Hotels has recently implemented some major change initiatives. 
[bookmark: _Hlk156731650]The World of Hyatt is a loyalty program that has successfully established a customer community of 16 million people. The hospitality organization has started Milestone Rewards for staying every 10 qualifying nights and up to 150 nights with 10,000 Bonus Points and $300 Find Credit (Stredwick, 2020). The company has ensured gift status to provide better staycation for family and friends in terms of Guest of Honor benefits. It has terminated the booking limit from the same account.
The company has widened its operational areas, doubling the number of luxury rooms and tripling resort rooms in the last five years. It has also implemented Sabre's SynXis Central Reservation System for providing equal and standard quality services. It has upgraded the hotel category of 214 Hyatt hotels and moved 158 to downgrade quality. 
Hyatt Hotels has implemented renewable energy sources in 28 hotels with photovoltaic and solar thermal technologies to save 40% on energy costs (Slattery and Olsen, 2022). It has started using EcoTrack to calculate its sustainability measures with greenhouse gas emissions, energy, waste management, recycling, and so on. The hospitality organization has also started contributing to local resources, cultural heritages, and protection of biodiversity and animals (Boddy, 2014).
The impact of these change initiatives on stakeholders 
The Milestone Rewards has made the employees alert to the website. The employees are joining the technology-based training program to increase their technology skills and adapt to this change as stakeholders (Weigelt and Miller, 2023). Again, this has increased the satisfaction of both guests and investors for the financial and non-financial benefits of long-term connectivity to the organization. However, the foreign customers are not that satisfied because this change has terminated their global privilege. Secondly, the company has widened its operational areas, doubling the number of luxury rooms and tripling resort rooms in the last five years (Mullins, 2016). It has also implemented Sabre's SynXis Central Reservation System for providing equal and standard quality services, along with changing the category of 372 hotels (Bloisi, Cook, and Hunsaker, 2007). Thirdly, the sustainability measures in the hotel have changed the operational system and working process for the employees. They are facing difficulties in managing the change temporarily. The investors are expecting to have a better rate of return on their large business expansion investment. The customers are also satisfied with setting price rates based on their buying capacity.
How the changes are managed
Though the company has made beneficiary changes in the global loyalty program, the company is facing discrepancies in gaining coherence with a plan. However, it has managed the installation and digitalization of technology-based operations along with gaining an enhanced reservation system (Mullins, 2020). Nevertheless, the employees are facing challenges in managing the changes. However, the company has successfully implemented and managed its sustainable measures with the collaboration of its stakeholders.
The effectiveness of changes 
The undertaken changes and initiatives in Hyatt’s Hotel, including franchise and business trajectory, have helped to gain 3% of CAGR (Demsetz, 2020). Categorizing the room facilities in the hotel has been proven to be a lucrative strategy for pursuing traditional business operations and de-risking the business concurrently with a 30% sales increment with active members (Kandampully, 2023). This has also reduced the CAPEX requirement and started generating 75% of its yearly revenue from the asset lights segment. Focusing on the reservation and luxury system has increased by 10% pre-booking (Lawlor and Jayawardena, 2023). 
[bookmark: _Toc160107349]
Strategic Direction and Current Business Performance
Current strategic direction and focus areas
Hyatt Hotels aims to provide authentic hospitality, so it has identified its focus area to be safety and well-being (Morken, 2021). Due to this, the organization has fostered cleanliness and coaching on the accreditation process, empowering GBAC STAR. Then, the hotel has configured training for employees on hygiene in every sector, establishing new operational protocols. It has implant experts from Cleveland Clinic to have a Cross-functional board of trusted medical advisors and industry advisors (Raineri, 2022).
[bookmark: _Hlk156731695]Apart from this, Hyatt Hotels has identified its focus area to be its investment. It has transited to the business model of “asset-light,” focusing luxury segment to gain an improved profit margin. The hotel is going to foster compelling investment in upcoming years with declining capex commitments and an increment in shareholder distribution. As a result of this, the company has increased its share price rates (Research, 2023).
Compare performance with competitors and industry trends. 
The asset-light earnings have increased 80% of its revenue in FY25. It has rationalized real estate and the acquisition of the additional platform of asset-light. This has also provided higher earnings and paid matching with proper transactions (Mullins and Dosser, 2013). This has also increased its real estate value from $2.6 billion to $3.2 billion. The Strategic direction of the hotel is to provide a great competitive position aligning with industry change.
[bookmark: _Hlk156731761]The current performance and strategic direction have helped Hyatt Hotels to have a strong brand portfolio. The alignment with diversity trends in the hospitality industry has empowered diversified people to represent the hotel and gain growth, especially from the luxury section, meeting distinct needs compared to Marriott International (Sigala and Baum, 2022).
Again, the long business journey and persistence to continuous growth have helped to develop the ability to provide exceptional experiences to guests. The people-centricity trend has helped the company to have a better growth rate than Hilton and Accor.
Hence, the alignment of the company with the trends of globalization has helped to have a global footprint (Slattery and Olsen, 2022). This has unleashed a grand opportunity to lead the international market. This has helped to gain a loyal customer base with consistent and reliable services compared to InterContinental.
[bookmark: _Toc160107350]Conclusion 
[bookmark: _Hlk160107780]Conducting an audit of Hyatt Hotels is important at both individual unit and corporate levels. Hyatt Hotels is an American multinational company managing hotels, resorts, residential properties, and franchises. Hyatt Hotels has successfully established a hybrid organizational structure with a combination of divisional and functional structure. Its clan organizational culture enhances its relationship with the guests and local community, showing values like integrity, respect, creativity, and empathy. It clarity and coherence of corporate and individual unit goals are helping the company to achieve the goal of providing unparalleled services, authentic hospitality, and inviting surroundings to all the hosted events. It has made changes in the loyalty program, investment, and sustainability measures, which have been managed well. Hyatt Hotels has identified its focus area to be its investment and care system. These have helped the company to take the necessary initiatives to increase income and growth—the alignment with diversity trends. Globalization trends and people-centricity trends have helped to gain a better competitive position in the international market. 
Recommendations
· [bookmark: _Hlk160107837]Despite making beneficiary changes in the global loyalty program, the company is facing discrepancies in gaining coherence with a plan. Hyatt Hotels should enforce a good tracking system in the loyalty programs to manage the change in World of Hyatt well and be in coherence with the plan.
· It should configure expertise training programs on technology for the employees so that they can manage the changes in the installation and digitalization of technology-based operations and reservation systems (Weigelt and Miller, 2023).
· The hospitality organization has successfully implemented environmentally sustainable measures in 28 hotels with renewable energy, but it should work to widen the scope of gaining sustainability holistically (Stredwick, 2020). 
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Appendix 1: Revenue growth of Hyatt Hotels.
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Source: (Demsetz, 2020).
Appendix 2: Categorising Accommodation Facilities
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Source: (Holyoak, 2022).
Appendix 3: Asset light business model.
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Source: (Hyatt Hotels, 2023).
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Source: (Kandampully, 2023).
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Source: (Lawlor and Jayawardena, 2023).
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Source: (Morken, 2021).
Appendix 7: Global luxury chain and inclusive market share
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Source: (Research, 2023).
Appendix 8: Market segmentation with pipeline rooms 
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Source: (Slattery and Olsen, 2022).
Appendix 9: The Changes in The World of Hyatt
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Source: (Raineri, 2022).
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