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Executive Summary
This report examines Hyatt Hotels Corporation, focusing on its organisational structure, corporate culture, recent change initiatives and strategic direction. First and foremost, Hyatt's hierarchical and functional structure ensures effective management of global and local operations. The company's corporate culture, centered on values such as hospitality and social responsibility, positively influences interactions with guests and employees.
Recent initiatives, including digitisation of processes and sustainability programs, have improved operational efficiency and increased guest trust. In addition, Hyatt's long-term strategic direction is focused on global expansion, personalised experiences and sustainable practices, all designed to meet the demands of today's modern guest.
The report recommends expanding digitisation, increasing green initiatives and continued talent development. These measures will strengthen Hyatt's competitive advantage and contribute to its long-term sustainability, enabling the company to remain relevant and thrive in a dynamic industry. Implementing these strategies will ensure Hyatt's continued leadership position in the global hospitality industry.
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[bookmark: _Toc179887597]Introduction

	Hyatt Hotels Corporation is one of the world’s most recognisable hotel chains, with a history that begins in 1957, when Jay Pritzker purchased the first Hyatt House hotel in Los Angeles. Over the decades, Hyatt has rapidly expanded to become a global leader in the hospitality industry, with a presence in more than 60 countries and a diverse portfolio of brands spanning luxury. With brands such as Hyatt Regency, Andaz, Grand Hyatt and Park Hyatt, the company offers a diverse range of personalised experiences, appealing to both leisure and business travellers (Hyatt, 2022).
	The purpose of this report is to evaluate and analyse Hyatt Hotels Corporation from an organisational standpoint, both at the corporate level and at the individual hotel level. The report will focus on Hyatt’s organisational structure, exploring how it is constructed and how it supports the company’s overall goals. The report will also address the company’s corporate culture, the impact of recent change initiatives and long-term strategic direction. Finally, based on the analysis, recommendations will be proposed to improve Hyatt’s position in the hotel market, with the aim of strengthening its long-term success and adapting to the changing demands of the hospitality industry.
[bookmark: _Toc179887598]Organisational Structure, Culture and Objectives of the Organisation

[bookmark: _Toc179887599]	Organisational Culture

	Hyatt Hotels Corporation employs a hierarchical organisational structure that incorporates functional and matrix elements, thereby facilitating effective management of operations at both the global and individual hotel levels. The hierarchical structure provides a transparent chain of command and accountability from the corporate headquarters to the hotels in different regions. Each Hyatt hotel operates under local leadership, with regional managers and the central corporate team providing direct direction (Hyatt, 2023) (Olsen and Zhao, 2008).
	In the functional structure, central departments, such as those responsible for marketing, finance, HR and operations, collaborate with hotel managers to implement corporate strategies. Matrix elements are present in cross-departmental collaboration on specific projects, such as sustainability initiatives or personalised guest experiences, that require input from various functional areas. This structure facilitates international communication and coordination, enabling Hyatt to maintain its brand standards and adapt to the needs of local markets (Gannon, Roper and Doherty, 2015). 
[bookmark: _Toc179887600]	Corporate Culture

	Hyatt’s corporate culture is founded upon a set if core values, including hospitality, integrity, respect and social responsibility. The company fosters a culture that is centred on the individual, which is known as “The Hyatt Touch”. This emphasises the importance of authentic relationships with guests and employees. The company encourages its employees to deliver experiences that are both memorable and personalised, with the aim of fostering a sense of guest loyalty (Hyatt, 2023b).
	Hyatt’s corporate values are also reflected in the way the company manages its employees. Hyatt invests in their training and development, promoting a collaborative and inclusive work environment. Respect for diversity is a core element and Hyatt supports initiatives that support inclusion and diversity in the workplace. The positive culture not only motivates employees but also helps to maintain high standards of service (Hyatt, 2023c).
	In addition, a culture of social responsibility is evident in the company’s commitment to sustainability and community involvement. Hyatt collaborates with charitable organisations and supports social responsibility projects, thereby contributing to the development of the local communities in which it operates.

[bookmark: _Toc179887601]	Objectives

	Hyatt has a number of strategic objectives at both the corporate and individual unit levels that contribute to its overall growth and high standard of service:
1. Corporate objectives
· Global expansions: one of Hyatt’s main objectives is to expand its presence in emerging markets and strengthen its position in existing markets. The company aims to increase the number of hotels, particularly in regions with high potential for tourism development (admin, 2023).
· Sustainability: Hyatt is committed to minimising its environmental impact through green initiatives such as reducing water, energy and waste. The company has clear sustainability goals that it integrates into all its operations (Elphick, 2024).
· Innovation and digitisation: another important focus is integrating technology into the guest experience. Hyatt is investing in digital solutions to streamline check-in, booking processes and enhance the guest experience.

2. Hotel level objectives
· Guest satisfaction: each Hyatt hotel aims to achieve a high level of guest satisfaction by providing personalised experiences and excellent service. This goal is measured through guest feedback and constant review of service improvement processes (Ali et al., 2021).
· Community responsibility: individual Hyatt units are encouraged to be actively involved in their local communities. This objective helps to strengthen ties with communities and develop a sense of belonging and responsibility (Hyatt Hotels, 2022).
· Financial performance: in addition, each hotel has clear financial goals set to ensure profitability and operational efficiency, which supports the company’s overall financial objectives. 
Through this structure, culture and set of goals, Hyatt is able to maintain its relevance in a competitive market and align its global operations with the needs and expectations of its guests.

[bookmark: _Toc179887602]Recent Initiatives

In recent years, Hyatt Hotels Corporation has implemented a number of change initiatives designed to adapt to changing guest needs and trends in the hospitality industry. Notable initiatives include:
· Digitalising processes: Hyatt has invested heavily in technology to improve the guest experience. The company has introduced mobile apps for check-in and check-out, smartphone room control and a more intuitive reservation system. These measures not only improve the guest experience, but also streamline operations and reduce costs (Kumar, 2021).
· Sustainability and environmental responsibility: Hyatt has launched its “World of Care” program, which includes specific targets for reducing carbon footprint, water consumption and efficient waste management. For example, in many of its hotels, Hyatt has implemented LED lighting systems, recycling programs and alternative energy sources to reduce environmental impact (Jones, Hillier and Comfort, 2021) (Hyatt, 2023a). 
· Adapting to COVID-19: during the pandemic, Hyatt introduced health and safety standards through its “Global Care & Cleanliness Commitment program”. It includes sanitation procedures, social distancing and contactless technology so guests feel safe. The company invested in employee training to adapt to new protocols and encouraged flexibility in its reservation policy to address guest uncertainty (Hyatt, 2020).

[bookmark: _Toc179887603]Impact of Initiatives

The change initiatives have had a significant impact on Hyatt, both operationally and in terms of corporate image:
· Improved customer satisfaction: digitising processes has enabled Hyatt to reduce wait times and provide a more personalised guest experience. For example, Hyatt’s mobile app allows guests to control a room settings and access amenity information, enhancing guest comfort and satisfaction (Ratcliff, 2014).
· Reduce operational costs: sustainability technologies not only reduce environmental impact, but also deliver significant cost savings. For example, efficient lighting and water recycling systems have reduced energy and water costs at several locations. This contributes to the company’s long-term profitability and reduces dependence on external resources (Peláez et al., 2023).
· Improved reputation and customer confidence: strict hygiene and safety standards have increased customer confidence, particularly in the context of pandemic. The Global Care & Cleanliness Commitment initiative demonstrated Hyatt’s commitment to guest health, which attracted guests who prioritise safety. This program also contributed to guest loyalty and enhanced brand reputation (Hyatt Hotels, 2020). 

[bookmark: _Toc179887604]Change Management

Hyatt approached these changes with well-structured change management strategies, but also faced some challenges:
· Implementation and adaptation: digitisation and sustainability programs were implemented through a phased plan that included employee training and review of existing infrastructure. The company worked with technology and sustainability experts to integrate effective solutions. However, integrating new technologies into older sites required significant time and investment (Mondejar et al., 2021).
· Communication and training: to ensure effective implementation of the “Global Care & Cleanliness Commitment”, Hyatt conducted training sessions for staff and developed clear health and safety protocols. Transparent communication with guests via website and mobile apps was key to familiarising them with new hygiene and safety standards (Nicola et al., 2020) (Hyatt Hotels, 2022).
· Challenges and resistance to change: as with any change process, Hyatt faced challenges related to employee resistance and implementation of new practices. In some locations, the adaptation of contactless technology was difficult and employees required additional time to acclimate to new procedures. To overcome these barriers, Hyatt emphasised constant employee feedback and provided training and support sessions (Okumus et al., 2017).
Overall, Hyatt demonstrated a strong ability to manage change and adapt quickly to external environmental challenges, including pandemics. Its digitalisation, sustainability and safety initiatives have positively impacted its performance and strengthened its reputation in the global hotel market. By maintaining these efforts, Hyatt positions itself as a leader in innovation and responsibility in the hospitality industry.

[bookmark: _Toc179887605]Strategic Direction

[bookmark: _Toc179887606]Strategic Direction Analysis

Hyatt Hotel Corporation focuses on global expansion, personalised guest experiences and sustainability as key strategic directions.
· Global expansion: Hyatt is expanding its network in emerging markets and strengthening its position in developed regions. This includes opening new hotels and strategic partnerships to enter new markets and attract both leisure and business guests (Hyatt, 2024).
· Personalised experiences: Hyatt offers guests experiences tailored to their preferences, from themed packages to digital concierge services. Personalisation increases guest loyalty and helps guests feel valued, strengthening the relationship with the brand (Hyatt, 2024b).
· Sustainability: The company aims to reduce its environmental impact through green initiatives such as reducing carbon footprint and saving resources. Hyatt has set clear targets such as reducing emissions and using renewable energy sources.





[bookmark: _Toc179887607]Implementation Strategies

To accomplish these goals, Hyatt utilises specific strategies in marketing, operations and human resources:
· Marketing: Digital marketing campaigns focus on showcasing the unique experiences Hyatt offers. The company uses social media and collaborates with influencers to attract premium customers, emphasising brand values.
· Operations: Hyatt has integrated advanced technologies such as digital check-in systems and energy-efficient solutions. As part of sustainability initiatives, Hyatt hotels use environmentally friendly materials and methods to reduce resource consumption.
· Human Resources: Hyatt invests in ongoing employee training, with a focus on hospitality and adapting to new technologies. Its recruitment and development program supports an inclusive culture and contributes to a positive work environment.
Through these strategies, Hyatt is positioning itself as a leader in innovation and sustainability, building a solid foundation to achieve its strategic goals and ensure its long-term competitiveness.
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To improve its positioning, Hyatt can continue to innovate in the areas of digitalisation, sustainability and employee development. In terms of digitisation, I recommend adopting artificial intelligence-based technologies to automate check-in processes and personalise services. The IT department, in collaboration with hotel managers, could implement these solutions, training employees to ensure efficient integration. These measures could reduce costs and enhance the guest experience, similar to initiatives adopted by Hilton, which uses AI to provide personalised recommendations.
Second, Hyatt could expand its sustainability measures by switching to renewable energy sources in all locations. Solar panels and energy efficient lighting are examples of initiatives that can be managed by the operations department in collaboration with local teams. By adopting measures similar to the Marriott chain's use of solar panels in several locations, Hyatt can reduce its carbon footprint and save resources in the long term.
Talent development is also key. Hyatt could invest in training programs focused on diversity and leadership, managed by its human resources department. Creating diverse and inclusive teams contributes to innovation and customer satisfaction. One example is Accor, which runs continuous professional development programs for employees.
By implementing these recommendations, Hyatt can become more efficient, sustainable and attractive to talent, strengthening its competitive position in the hospitality industry.

[bookmark: _Toc179887609]Conclusion

	In conclusion, the review of Hyatt Hotels Corporation highlighted its well-defined organisational structure, its guest- and employee-centric corporate culture, and its commitment to sustainability. Recent change initiatives, such as digitalisation and enhanced hygiene programs, have positively impacted the company's operational efficiency and reputation. Hyatt's strategic direction, focused on global expansion, personalised experiences and sustainability, supports the company's long-term goals.
The proposed recommendations - expanding digitisation, increasing green initiatives, and continued talent development - can strengthen Hyatt's competitive advantage and enable it to better meet customer demands. Implementing these measures will help maintain market leadership and ensure the company's long-term sustainability in an evolving industry.
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