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Introduction 
This report examines the multinational hospitality company, Accor S.A. The headquarters are based in France but the hotel chain is present in over 110 countries and has roughly 5,500 hotels. Accor works across various market values, from economy hotels to luxury hotels. The company has brand names well known to travelers and holiday makers such as the Ibis hotels, Novotel, sofitel and Raffles. These hotels cater to a broad range of customers with different preferences for travel and hotel accommodation. 
The primary objective of this report is to discuss and analyse Accor’s organizational structure, its corporate culture and the strategic goals of the company. The report will also evaluate any recent change initiatives and assess the current business performance and consequently it’s market position. It will be prudent to make comparisons with Accor’s key competitors such as the Marriot chain of hotels and Hilton Worldwide. The report will provide context and critical insight into Accor’s positioning within global hospitality trade.  
The report is divided into several sections. The first will discuss Accor’s organisational framework and how the culture and long term objectives of the company work side by side. Recent strategic changes will also be evaluated and discussed, for example the partnership with Ennismore and the development of the asset-light model. Accor’s financial performance and response to external challenges faced by the market will also be analysed and a summary of findings with practical recommendations for improvement purposes will be used to conclude.  
  
Organisational structure, Culture and Goals 
Accor has adopted a decentralised, organisational structure, allowing for greater flexibility and the ability to quickly respond to local market demands and changes. The structure of the organisation means that regional and local managers have the ability to make decisions which are tailored to the specific markets and allows for innovation and adaptability. There are two main divisons which the company is divided into. One is the Premium, Midscale and Economy division and the second is the Luxury and Lifestyle division. By dividing the company into two Accor is able to manage the extensive brand portfolio in an effective manner and ensures that each brand maintains it’s own unique identify and holds it market position in both.  
It is true to say that this de-centralised model which Accor uses provides the company with numerous advantages it does also bring along its own specific challenges. One of which is the potential inconsistency of customer service across the hotels. It is a significant issue that this may happen, especially where there are franchise arrangements. This can result in different operational strategies where some may be better than others. It is also true to say that trying to implement group wide strategies can be more difficult given that each hotel unit is under different ground floor management. 
This differs from the groups other market competitors such as the Marriott Internation and the Hilton Worldwide. Both of these have more centralised structures which allows for stricter control over the brand, the brands standards and means that there is consistency across the board for guests and users. When a more centralised approach is implemented this can result in a more streamlined decision making process and ensures uniformity across properties.  
 
 Corporate Culture 
Accor actively promotes a corporate culture which is centered on inclusivity, trust, and innovation. The company's "Heartist" program encourages employees to deliver service with empathy and passion, allowing for a positive work environment that shows the importance of customer satisfaction (Accor, 2023). Accor invests significantly in training and development, with the aim to build morale and teamwork in the workforce and promote diversity throughout the company. This culture is not only a reflection of the company’s internal values but is also absolutely essential to the brand identity in a competitive global market. 
The company’s commitment to social responsibility is seen in its diversity and inclusion policies, these include measurable targets to increase the representation of women and minorities in leadership roles. As of 2023, women made up 41% of Accor’s executive committee and 39% of general managers in their hotels globally, with an aim to raise these numbers further in the coming years (Accor, 2023). Accor’s emphasis on sustainability and environmental stewardship further reflects its dedication to corporate social responsibility. This includes a range of initiatives such as reducing food waste. They also aim to  eliminate single-use plastics, and improve the energy efficiency through its hotels (Accor, 2023). 
However ensuring that these cultural values are always upheld across the different locations can be a difficult challenge, particularly in areas with different cultural attitudes and practices. Maintaining this corporate culture across a diverse and worldwife reaching organisation requires ongoing dedication and effective communication. As some of the hotels are franchised this can mean that they may not always fully adopt Accor’s values and create inconsistencies in service delivery and employee engagement (Statista, 2024). Therefore, Accor must continue to work on internal communication channels and provide regular  training specific to the culture and to make sure the global operations are  in harmony. 
 
Organisational Goals 
There are several strategic goals in Accor which cover several key areas such as the expansion of lifestyle brands. The company’s partnership with Ennismore aims to grow the portfolio of lifestyle hotels. These are meant to appeal to younger travelers looking for an experience.  
Digital transformation means that the company is investing in digital tools and services to enhance experiences of the customer. Accor is also developing an app called the Accor Live Limitless app. 
Accor is also committed to achieving carbon neutrality by 2050 showing the groups push for sustainability. They are aiming to reduce energy consumption and avoid a negative impact on the environment.  
Customer Loyalty is strengthened by making sure that experiences are personal to the customer and prioritising a rewards programmed. This results in many customers returning to the brand. 
 
These goals are also in alignment with broader industry. Customers are generally looking for eco conscious and digitally supported travel experiences. To achieve this the organisation will need to ensure this is implemented across all levels.  
 
 Recent Change Initiatives: Impact and management 
Strategic Changes 
Accor has undertaken several strategic initiatives to adapt to the evolving hospitality landscape. The partnership with Ennismore -  In 2021, Accor partnered with Ennismore to create a separate division focused on lifestyle hotel brands, including Mama Shelter, The Hoxton, and Mondrian. This move targets younger, experience-driven travelers and supports Accor's aim to offer personalised and culturally relevant hospitality. The Asset – Light Model means that  Accor has transitioned to an asset-light model, focusing on managing and franchising hotels rather than owning them outright. This approach allows for faster expansion and reduced financial risk, aligning with strategies employed by competitors like Hilton and Marriott. The company has expanded its ALL app, improved online booking systems, and introduced contactless check-in features. These digital advancements happened quickly due to  the COVID-19 pandemic and cater to the growing demand for convenience and hygiene. 
Drivers of Change 
Several factors have driven these strategic changes being the Covid-19 pandemic.The pandemic significantly impacted the hospitality industry, necessitating operational adjustments and a focus on health and safety. Changing Consumer Preferences: Travelers increasingly seek personalized, digital, and sustainable experiences, prompting Accor to adapt its offerings. Competitive Pressure: To remain competitive, Accor must innovate and differentiate itself from other global hospitality brands. Financial Considerations: The asset-light model reduces capital expenditure and allows for more agile expansion. 
 
 Change Management Approach 
Accor's approach to change management can be explored using Lewin's Change Management Model: 
· Unfreezing: Recognising the need for change due to external pressures, Accor prepared stakeholders for transformation by providing  the rationale and benefits. 
· Changing: The company implemented new structures, created strategic partnerships, and introduced digital innovations to allow for the  the changing environment. 
· Refreezing: Accor reinforced the changes by integrating them into the corporate culture, providing training, and aligning policies and procedures with the new direction. 
Furthermore, elements of Kotter's 8-Step Change Model are seen in Accor's strategy, including creating a sense of urgency, forming strategic alliances, and creating short-term wins by having successful brand launches and digital initiatives. 
Outcomes and challenges 
These changes have created positive results which can be seen below.  
· Financial Performance: Accor reported a record EBITDA of €1.003 billion in 2023, indicating strong financial health. 
· Brand Expansion: The partnership with Ennismore has expanded Accor's lifestyle brand portfolio, attracting new customer segments. 
· Digital Engagement: The ALL app has enhanced customer engagement and loyalty. 
However, there are some challenges, including: 
· Service Consistency: Ensuring uniform service quality across diverse properties remains a concern. 
· Technology Adoption: Some franchise hotels face difficulties in adopting new technologies and meeting updated service expectations. 
· Communication: Effective communication and implementation of changes across all regions require continuous effort. 
Overall, Accor's change initiatives have been a success and have positioned the company for sustainable growth in a competitive industry. 
Stategic Direction and Current Business Performance 
Strategic Direction 
Accor’s strategic direction focuses on several important areas, such as, lifestyle and luxury growth. By expanding the lifestyle and luxury brands through partnership and aquisions they are able to cater to evolving customer preference. Digital inovation means that investing in tecnhology to better customer experience and streamline operations. Sustainability means implementing environmentally friendly practices and aims for carbon neutrality by 2050. Customer loyalty strengthens the ALL loyalty program to increase customer retention and lifetime value. Asset light expansion means the company can grow with reduced financial pressure.  
These strategic priorities align with industry trends and position Accor to meet the demands of modern travelers. 
Financial Performance 
Accor's financial performance in recent years reflects the success of its strategic initiatives: 
· Revenue Growth: The company reported total revenue of €5.056 billion in 2023, a 20% increase from the previous year. 
· EBITDA: Accor achieved a record EBITDA of €1.003 billion in 2023, surpassing analyst expectations. 
· Net Profit: The net profit reached €633 million in 2023, marking a significant improvement from €402 million in 2022. 
· RevPAR: Revenue per available room increased by 23% in 2023, indicating strong demand and pricing power. 
These financial indicators demonstrate Accor's resilience and adaptability in a challenging economic environment. 

Competitive Positioning 
Accor's position in the global hospitality industry is influenced by its strategic choices and market dynamics: 
· Brand Portfolio: Accor's diverse brand portfolio allows it to cater to various market segments, from economy to luxury. 
· Geographic Presence: The company's strong presence in Europe, Asia, and Africa provides a competitive advantage in these regions. 
· Innovation: Investments in digital technology and lifestyle experiences differentiate Accor from competitors. 
However, Accor faces competition from other global hospitality companies: 
· Marriott International: With a centralized structure and extensive loyalty program, Marriott offers consistent service across its properties. 
· Hilton Worldwide: Hilton's focus on operational excellence and brand consistency strengthens its market position. 
· Airbnb: The rise of alternative accommodations presents a challenge to traditional hotel models. 
Accor's ability to innovate and adapt will be crucial in maintaining and enhancing its competitive position. 
External Factors 
Several external factors impact Accor's operations: 
· Economic Conditions: Inflation and economic uncertainty can affect travel demand and operational costs. 
· Regulatory Environment: Compliance with environmental regulations and labor laws is essential for sustainable operations. 
· Technological Advancements: Rapid technological changes require continuous investment and adaptation. 
· Consumer Trends: Shifts in consumer preferences toward sustainability and digital experiences influence service offerings. 
Accor's proactive approach to these external factors will determine its long-term success. 
 

Balanced Scorecard Analysis 
Applying the Balanced Scorecard framework provides a comprehensive view of Accor's performance: 
· Financial Perspective: Strong revenue and profit growth indicate financial stability. 
· Customer Perspective: Enhanced loyalty programs and personalized experiences improve customer satisfaction. 
· Internal Processes: Digital transformation and operational efficiency contribute to improved processes. 
· Learning and Growth: Investment in employee development and innovation fosters organizational growth. 
This balanced approach supports Accor's strategic objectives and performance management. 
 
Conclusion 
Accor has demonstrated significant progress in reshaping its business to meet the evolving demands of the hospitality industry. Through strategic partnerships, digital innovation, and a focus on sustainability, the company has positioned itself for continued growth and competitiveness. Financial performance indicators reflect the success of these initiatives, with record revenues and profitability achieved in recent years. 
However, challenges remain, including ensuring consistent service quality across diverse properties and effectively implementing technological advancements. 
 
Recommendations 
To support Accor’s continued success, several improvements could be made. Firstly, the company could   standardise digital tools across all properties, including smaller hotels. Making sure everyone has the same access to technology and providing proper training will help maintain consistency in service quality. Secondly, Accor should strengthen its global staff training programmes to ensure brand standards are met across different parts of the world and to improve the overall customer experience. 	Pushing forward with sustainability efforts is also essential. The company could introduce more measurable and faster steps towards reducing energy use, water consumption, and carbon emissions, which would appeal to the growing number of customers wanting ecofriendly services. In addition, internal communication channels should be improved to allow hotels to share feedback and best practices. This would encourage greater  innovation, and alignment across the business. Finally, the company should enhance the benefits offered through its ALL (Accor Live Limitless) loyalty programme by offering more personalised and attractive rewards. This would help build stronger relationships with guests and increase repeat bookings, supporting long-term customer loyalty. Together, these actions would help Accor address current challenges while strengthening its position in the global hotel market. 
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