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[bookmark: _Toc192696662]Executive Summary 
This report is based on a critical evaluation of Hilton Hotels and Resorts. The report aims to study about the organisational structure, its culture and its goals. It is found from the report that the organisational structure of Hilton is divisional, and the company follows a decentralised decision-making process among the organisation. In the Hilton hotel, an inclusive as well as diverse environment is followed, and the culture affects the daily operations of the organisation.  Further, it had been analysed that Herzberg's two-factor theory and value-based theory are applied by the hotel. The hotel improves by reaching its goals within the organisation. Different change initiatives are made concerning sustainability, operational efficiency and digital transformation. 
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1. [bookmark: _Toc192696663]Introduction
Hilton Hotel is a hospitality Company that manages, owns and franchises hotels and resorts. In 100 years, the company has welcomed about 3 million guests.  The company has built a reputation of integrity, excellence and innovation with the guests and owners (Hilton, 2025a).  Conrad Hilton opened the hotel in 1925, intending to operate the best hotel in Texas. With his innovation, leadership and commitment, the hotel today is among the respected brands. In 1943, Hilton was the first coast-to-coast hotel chain in the US with the purchase of The Plaza and the Roosevelt Hotel. In 1955, the first central reservations office was created as HILCORN, and reservations can be made by telegram, telephone, or teletype (Hilton, 2025b). In 1995, Hilton.com was launched. In 2009, Hilton Hotels made an expansion to 76 countries.  In 2013, Hilton made a return to the New York Stock Exchange with the same ticker symbol HLT. In, 2019, Hilton, was regarded as a global hospitality company with many of other brands such as Hilton Garden Inn, Waldorf and Astoria.  The Hilton Worldwide holdings have a market cap of $65.79B (Forbes, 2025). The presence of Hilton has made growth in the Asia Pacific, including the opening of hotels in Jakarta, Laos and Thailand. 
The report is on the organisational structure followed by Hilton Hotel and will discuss about the impact of organisational culture on the operations.  The change initiatives made by identifying the changes, their impact and evaluating the effectiveness of change management will also be there in the report. The strategic direction of the company which will be explained by considering the current strategic direction and the strategies that are implemented for achieving long-term objectives.   


2. [bookmark: _Toc192696664]Organisational Structure, Culture, and Goals 
[bookmark: _Toc192696665]Organisational structure of Hilton Hotel
The good organisational structure will support in improving the organisational performance. The distinct organisational structures include divisional, flat, matrix and hierarchal structures (University of Wales, 2025b). In Hilton divisional organisational structure is followed and, in the hotel, executive-level managers manage the functional as well as the geographic divisions. As, the chief executive officer and president is managing multiple boards as Federal City Council, the real estate roundtable, the World Travel and Tourism Council and CoStar Group, Inc. (Hilton, 2025f). Distinct divisions include general counsel, chief human resource officer, executive vice president and management services are also managed.  They all have different divisions that they are managing (refer to the below figure).  The divisional structure followed for the organisation and it split into distinct divisions, as this makes people responsible for the performance. The behavioural theory is focussing on understanding the human behaviour for organisations work. 

[bookmark: _Toc190443975]Figure 1: Divisional Organisational Structure
Source: (Author, 2025)
[bookmark: _Toc192696666]Analysing decision-making process
The decision-making managers consider themselves important in the process and they have a strong impact on the process (Tavares, Vale and Costa, 2024). Hilton follows a decentralised decision-making process, as in this the individual managers of the hotel have the significant authority for making decisions based on the conditions of the local market, rather than relying on the top-level individual directives.  The top managers are organising the units and have the power to make the decisions for the team and the people working in organisation. 
[bookmark: _Toc192696667]Structure at individual hotel level and management autonomy
Among the individual Hilton hotels, there are many departments as operations, marketing, and brand development. The operation department is responsible for optimising the day-to-day activities for the guest experience. The marketing and brand department is responsible for improving the hotel’s brand image and attracting new customers.  In achieving the organisational goals as well as the performance, HR strategies are helpful for the Hilton Hotel (Zhang, 2023). In terms of autonomy of hotel management, freedom is given to individual hotel managers to manage operations and make decisions. 
[bookmark: _Toc192696668]B. Analysis of Organisational Culture and its Influence on Operations
[bookmark: _Toc192696669]Hilton Hotel's corporate culture and values
 The company follows a diverse culture, and the team members have unique perspectives for the diverse and inclusive environment. For Hilton Hotel, diversity will be important for the values, mission and vision of the organisation. Following Herzberg’s theory, the culture of Hilton is linked to employee motivation by fostering the factors of motivators as achievement, recognition and opportunities of growth. Hilton has affected many of the communities that are bringing cultures and people together with the expansion of opportunities (Hilton, 2022a). 
[bookmark: _Toc192696670]Impact of culture on daily operations and service delivery in context to organisational behaviour theory
The value-based theory is found relevant for assessing the organisational behaviour of the hotel group, as it focuses on the vision, values and mission, which is important for employee-centric culture and for organisational behaviour. Another theory that is found relevant is Herzberg’s two-factor theory for analysing Hilton’s culture.  In this theory, there are two factors identified, the hygiene factors and the motivators (Chiat and Panatik, 2019; Alam, 2021). Hygiene factors include job security, salary, working environment and supervision. Motivators include responsibility, recognition, teamwork and career development. The corporate culture affects daily operations through employee engagement, a focus on guest satisfaction and a commitment to creating positive experiences for guests and staff.  With a better culture, the guests develop exceptional experiences and memories for a lifetime (Hilton, 2022a). Encouragement is given to staff for fulfilling the guest's needs, personalising interactions and addressing concerns promptly.  The corporate culture is focused towards, giving priority to employee satisfaction, through this there is an impact in positive brand perception and higher customer loyalty.
C. [bookmark: _Toc192696671]Goals at Corporate and Individual Unit Levels
[bookmark: _Toc192696672]Corporate level goals of Hilton Hotel 
 The corporate goal of Hilton Hotels is to expand to new destinations, as with US expansion, entry is made to Canada.  For sustainability, Hilton has set the purpose for 2030 for refining sustainable travel with the social, environmental and governance strategy (Hilton, 2025c). In Hilton, innovations are made, by the use of digital keys for contactless payments, as by these the consumer-centric tech innovations are delivering a better travel experience. 
[bookmark: _Toc192696673]Goals at individual hotels
 In the Hilton Hotel for individual hotels, the guest experience is improved. AS, for this Hilton has made many technological innovations to enhance the guest experience among the hotel brands of the company.  Employee satisfaction can be achieved by motivating the employees through the rewards, programs and the rewards to acknowledge the team. Conversely, Hilton et al. (2021), found that employee dissatisfaction can impact organisational performance and lead to disengagement. 
[bookmark: _Toc192696674]Comparing corporate and local goals 
 In corporate-level goals, responsible travel is made globally, with focusing on social impact and environmental sustainability. The local goals are aligned with active engagement by the local businesses, immediate communities and within specific geographic areas. Other than this the corporate goals are for a larger scale, while the local goals are for specific hotels. The corporate goals align with local community objectives by following a travel-by-purpose strategy that focusses on environmental and social impacts at the destinations where operations occur. 
3. [bookmark: _Toc192696675]Recent Change Initiatives
A. [bookmark: _Toc192696676]Identification of Recent Change Initiatives
[bookmark: _Toc192696677]Strategic changes implemented in Hilton Hotel 
 The organisational change is bought when there is shift made from being at one state to another state.  The change can be in the form of people, process and culture and in the organisational change is made in the process, as the use of digital keys then to use the traditional method (University of Wales, 2025a). Hilton Hotel has introduced, a mobile app and a digital key, which is providing the members control and choice for the travel experience, so that the quality of experience for the Hilton Hotel can be found (Linxi, 2021). Technological development is significant for the hotel industry, as it is an evolving modern industry, that needs new technologies for effective working. 
[bookmark: _Toc192696678]Examples of changes 
Digital transformation- Digital keys, AI-powered customer service and mobile check-in (Hilton, 2020). 
Sustainability programs-Partnership made with other companies and LightStay (Zientara et al., 2020). 
Operational efficiency improvements:  Improving guest experience, technological enhancement and personalised room technology (Hilton, 2023). 
B. [bookmark: _Toc192696679]Impact Analysis of Change Initiatives
[bookmark: _Toc192696680] Impact of changes on business operations and customer service
In the hotel, changes affect business performance, digital transformation reduces unnecessary work, achieved cost reduction goals and optimises production capacity (Linxi, 2021).  With the adoption of changes such as the use of AI Chatbots and data analytics, customer service is improved by faster response times and the development of personalised experiences.  
[bookmark: _Toc192696681]Positive and negative impact of individual and corporate hotel performance 
	Performance/ Impact
	Corporate hotel Performance 
	Individual hotel performance 

	Positive Impact
	Enhanced brand loyalty and increase in customer service
	 Increased customer satisfaction and enhanced brand reputation

	Negative Impact
	Employee Dissatisfaction and negative guest perception by service change
	Decline in revenue and disruptions to operations during implementation


[bookmark: _Toc192696682]Performance indicators and customer feedback data 
In hotels, performance indicators are used for occupancy rate, daily rate and the cost per occupied room to measure performance. Other than this the performance indicators for hotels include customer satisfaction, average daily rate, occupancy rate and cost per occupied room.   The ACSI (American Customer Satisfaction Index) scored 81 in 2024, reflecting an increase in the two points from the previous year (refer to the below figure). Moreover, in hotels, customer feedback is used for improving service quality, personalising guest experience, identifying improvement areas and increase in customer satisfaction and loyalty. 
[image: ]
[bookmark: _Toc190443976]Figure 2: Customer satisfaction index for Hilton Hotel
Source: (Statista, 2024)
C. [bookmark: _Toc192696683]Evaluation of Change Management Effectiveness
[bookmark: _Toc192696684]Managing changes
Changes are well managed through employee engagement and strong communication. The smart room technology initiative is allowing guests to control the environment with digital devices. Hilton has managed the changes of Digital Key and the use of mobile check-in (Ravishankar and Christopher, 2020). Moreover, by use of the Hilton Honors app, guests can adjust the temperature, and lighting by their smartphones. Changes are well-managed by the use of ESG strategy, by focusing on sustainable efforts.   The changes of an organisation affect the hygiene factors or the motivators in Herzberg’s theory. 

[bookmark: _Toc192696685]Comparison made with competitor initiatives
	Basis
	Hilton Hotel 
	Marriott Hotel

	Impact of environment
	Focusing on inclusion and diversity goals
	Focused on net-zero greenhouse gas

	Brand expansion
	Initiatives for future development including the growth of the hotel portfolio
	Strategy is focused on the development of luxury.

	Technological initiative
	Mobile Check-in, AI-powered customer service and digital key
	Use of Augmented Reality, Cloud, AI and Robotics



[bookmark: _Toc192696686]Lessons learned as well as the best practices for the future of change management
With the change initiatives, there has been improvement in customer and employee experiences at Hilton Hotel.  In Hilton, industry-leading technologies are used to enhance guest experience (Hilton, 2022b). Change is affecting the guest experiences by adapting the expectations of travelers through technological advancements with seamless booking and personalised room selection.    The future practices, used by Hilton Hotels include active employee engagement, transparent communication and developing a culture of continuous learning. 
4. [bookmark: _Toc192696687]Strategic Direction
A. [bookmark: _Toc192696688]Current Strategic Direction
[bookmark: _Toc192696689]Current business strategy of Hilton Hotel
 Strategy is made for future thinking and for developing the action for meeting the objectives and the goals (University of Wales, 2025c). The current business strategy of Hilton Hotel is to grow responsibly and socially through the initiative of travel by purpose.  The travel with purpose programme is a key component of the business strategy, offering guests dynamic experiences (Hilton, 2025d). This initiative will enhance guest experience and the effective use of technology. This strategy is developed to promote responsible travel with a focus on ESG (environmental, social and governance.  
[bookmark: _Toc192696690]Key focus areas as technology, sustainability and global expansion
Technological innovation: The use of new technologies is providing opportunities, although a threat is also faced in the decline of business (Hossain et al., 2024). Through technological innovations, there is improvement in customer experience through digital keys, AI chatbots, search filters and Digital check-in. 
Global expansion:  Hilton is making global expansion by making entry into new markets, opening new hotels and developing luxury brands. 
Sustainability:  Through, adopting, strategic CSR, Hilton Worldwide has set energy conservation goals by environmentally sustainable implementation (Lee and Legendre, 2023). Through climate action, the company is building a more sustainable future for travelling globally (Hilton, 2025e). In the company, sustainable initiatives are made by reducing food waste, reduction of energy use and there is to be more use of sustainable materials.
B. [bookmark: _Toc192696691]Strategies Implemented for Long-Term Objectives
[bookmark: _Toc192696692]Analysing long-term goals and initiatives of Hilton Hotel 
The long-term goals of Hilton Hotel include promoting responsible travel, environmental impact and increase of social impact. Through the environmental goals there is the reduction of environmental footprint and the governance goals are to be fulfilled by promoting the responsible sourcing of food.  Other initiatives include participation in the food donation program, implementing effective start-up and shutdown procedures and the Green Ramadan initiative for reduction of food waste (Hilton, 2024a).  
[bookmark: _Toc192696693] Implementing automation, AI and environmentally sustainable strategies 
Environmental sustainable strategy: To reduce the environmental impact, sustainable strategies are implemented, including the use of sustainable energy, reduction of plastic waste and sourcing the products responsibly. Other sustainable strategies include the reduction of single-use plastic, installing EV charging stations and site selection for reducing biodiversity risk (Hilton, 2025e). 
The strategy of automation: The automation strategy is implemented by the use of AI-powered systems such as robots, data analytics and chatbots for providing an effective guest experience and the repetitive tasks are automated. 
 Artificial Intelligence (AI): In Hilton hotels, AI-powered chatbots are used for providing effective customer service and a robot named Connie was interacting with guests. 
[bookmark: _Toc192696694]Strategies, positioning the hotel in the hospitality industry
Through the use of AI strategy, the guest experience is enhanced by providing personalised service.  This strategy is providing the support to position as a leader in the hospitality sector by using AI for the use of efficient guest journeys. The environmentally sustainable strategy of Hilton is making it the industry leader. Hilton was founded as the first hospitality company to set the science targets for reducing greenhouse gas emissions (Hilton, 2025e). Moreover, there is the effective utilisation of a mobile app as, it supports in-room selection, check-in and digital keys.  
5. [bookmark: _Toc192696695]Conclusion
The report summarises that Hilton Hotel follows a divisional organisational structure and a decentralised decision-making process.  In the company, diverse organisational culture is followed among the members of the team, as through this they are developing exceptional experiences.  The goal of Hilton Hotel is to make company expansion to new destinations and by the use of customer-centric tech innovations, a better customer experience is made.  Some change initiatives were also made by the Hilton Hotel as the use of AI, digital keys and mobile check-ins. As per findings, Hilton Hotel excels in several areas, including customer satisfaction, commitment to environmental programmes and brand recognition.  Also, Hilton Hotel, should improve its expansion towards digital services, and training provided to fulfil the needs of guests and to have a strong focus on employee culture and engagement.  It is suggested that the company should focus more on reducing plastic use and adopting sustainable strategies in the future. Hilton should also adopt blockchain, IoT and more use of AI in business operations. 
6. [bookmark: _Toc192696696]
Recommendations 
· The competitive standing of Hilton is enhanced by focusing on providing a seamless guest experience, investments made for employee training, a stronger company culture and market expansions. As of this, the guest interactions are personalised. 
· It is recommended that for improving sustainability in Hilton Hotel investment is to be made towards renewable energy and food waste is to be reduced. The hotel companies should make efforts so that sustainable performance can be made (Zientara et al., 2020). Moreover, for improving digital transformation, more focus is to be placed on smart room controls, data security practices, integrated loyalty programs and easy-to-use functions of mobile apps. Further, customer service can be improved by fulfilling guest needs, addressing complaints promptly and listening to customer feedback. 
· Implementation plans for improving sustainability include assessing current practices, setting clear goals, identifying specific initiatives for achieving goals, allocating resources, implementing changes and monitoring progress. So, adjustments can be made as needed, as it is a structured approach for integrating sustainable practices in the organisation. 
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