[image: ]
 
 
 
 
School of Hospitality and Tourism Management 
BA International Hotel Management 
  
Module Handbook Winter Term 2024 
BMIH5004 Management and Organisational Behaviour LEVEL 5 
  
Module Lead: 
Charlotte Joyner 


	Student name: 
	 Andreea Camelia Liuta
	Student ID number: 
	 2131348

	Programme: 
	BA International Hotel Management 

	Module: 
	Management & Organisational Behaviour 

	Module code: 
	BMIH5004 
	Contribution to 
Overall Module 
Assessment (%): 
	50% 
(2 of 2) 

	Lecturer: 
	Charlotte Joyner, Giulia Chifari, Maggie Lan Zang 
	Internal Verifier: 
	Jacqui Jones 

	Assignment Title: 
	Written report  
	Word count 
(or equivalent): 
	2,000 


[image: ]

Executive Summary
The organizational structure has shifted to incorporate separate teams for franchises, each with dedicated responsibilities. This approach complements functional teams like finance, marketing, and technology, fostering a dynamic structure. The brand's commitment to diversity and inclusion has manifested in its actions, creating a more equitable and representative workforce. This commitment has played a significant role in transforming the hospitality industry. Guest experiences have remained a top priority and the company has continuously strived to improve them through effective services. This focus on customer satisfaction has further solidified its reputation as a leader in the industry.
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[bookmark: _Toc159666546]Introduction 
The system that includes the handling of specific activities for the fulfilment of a mission is known as an organisational structure (Szczepaniuk et al., 2020). This is an essential part of an organisation and determines the culture that the organisation is going to follow. The report aims to state the organisational structure, culture, and goals of the chosen company.  It further highlights the initiatives undertaken by the brand along with the strategic goals. The chosen company is Hyatt, the hospitality giant that caters to a vast customer base. The brand was built in the year 1957 by Jay Pritzker, who bought the Hyatt House Motel (Hyatt, 2024). Currently, the brand has 1300 hotels and properties in 76 countries around the world.
[bookmark: _Toc159666547]Organisation structure, culture and goals
Hyatt is a multinational hospitality company that operates in various places. The brand fosters a diverse portfolio of resorts, hotels, and other businesses. The brand follows a top-down structure, as visible from its organisational chart (The Org, 2024). Mark Hoplamazian, the leader, and CEO of the brand stays at the top of the table, while the subordinates work under him. This explains a hierarchical structure, where the leader undertakes the most essential decisions. This allows for quick responsiveness, based on the situation. Hyatt owns around 25 brands and they operate by catering to diverse customer groups (Hyatt, 2024). This further includes luxury brands like Park Hyatt and Andaz and lifestyle brands like Hyatt Centric and Hyatt Place. The brand further fosters select-service brands like Hyatt House and Hyatt Regency. Hyatt operates through a combination of franchised and owned properties as well as management contracts. This has helped the brand with geographical expansion and diversification of the brand portfolio. 
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Figure 1: Organisational structure of Hyatt 
(Source: The Org, 2024)
The franchises are managed by separate teams, who are assigned each separate duty. Hyatt fosters functional teams like finance Marketing and technology support to aid the brands and properties hosted by them. 
Hyatt cares for the people working in the company. The brand emphasises a World of Care campaign for offering proper services to colleagues, customers and guests (Hyatt, 2024). This campaign has taken account of the well-being of guests and communities along with the workforce. This is reflected in the employee training, guest interactions and social responsibility of Hyatt. Hyatt helps to encourage innovation across its brands and operations. Hyatt Hotels won the Visionary Award for the revolution it brought to the digital experience (Escobar, 2023). This was done to see new ways of enhancing guest experiences and operational efficiency. The company fosters a huge and diverse workforce. Hyatt believes in the concept of diversity and inclusion to care for the people who are involved with them (Hyatt, 2024). The brand is committed to the concept of ensuring diversity and inclusion, and it is reflected across the actions undertaken by it. The workplace environment and culture are maintained to be healthy by the company. As a brand, Hyatt stands with all the people who suffer from discrimination and prejudice (Hyatt, 2024). The brand holds the vision of a world of understanding and care for the work and actions. The workplace at Hyatt is healthy, as 89% of the employees approve of the CEO (Glassdoor, 2024). The brand fosters a healthy work culture, which engages the employees and keeps them motivated. The interview experience at Hyatt is also high, which has a value of 74% positive (Glassdoor, 2024). Hyatt was named one of the 100 Best Companies to Work for in the year 2021 (Hyatt, 2024). The brand has a feedback section as well, that empowers employees to provide necessary feedback to the leaders. 
Hyatt is a leader in the global hospitality industry and is growing subsequently every year (Hyatt, 2024). The brand has the aim of catering to the customers and enhancing the quality of its services. The company prioritises guest experiences and, can further aim to enhance their satisfaction through effective services. The work environment fostered by Hyatt is positive and healthy, however, it can aim to improve it further for the convenience of colleagues. The brand fosters goals for responsible practices and sustainability. Hyatt aims to achieve the target of reducing Scope 1 and 2 emissions by 2030 (Hyatt, 2024). This includes the goals of minimising the environmental impact and supporting the local communities. The brand fosters the goal of reducing food waste as well by 50 % (Hyatt, 2024). However, their goals must include enhancing financial performance as well, to support their workforce and keep their profits.
[bookmark: _Toc159666548]Recent change initiatives, their impact and how well these were managed
Hyatt embraced numerous change initiatives that transformed their experience in the industry. It has helped the brand to maintain its leadership position in the history of famous hotels. The Diversity, Equity, and Inclusion (DE&I) model undertaken by Hyatt was one of the major steps in managing change initiatives. The (DE&I) model was launched in 2020 and it set ambitious goals to address systematic inequalities and other issues (Hyatt, 2024). The brand stood with the people who were affected by discrimination and prejudice and strictly opposed such issues in the company. This aspect included the enhanced representation of diverse groups in leadership positions and investment in Black-owned businesses. Hyatt further supported businesses that were advocating for racial equity. The impact surpassed the 2025 goals of the brand of 10% black supplier, as it progressed to 34% in the year 2022 (Hyatt, 2022). This demonstrated significant progress in supporting diverse businesses. The leadership diversity has improved, however, it needs to be enhanced further to show more commitment to the cause. It must require the role of the management to ensure proper operations. Transparent goal setting and clear metrics along with partnerships with external organisations can be started as the strengths of the management in this venture.
The World of Care is another notable change initiative undertaken by Hyatt to ensure Sustainability and Social Responsibility. The brand pledged to reduce carbon emissions and achieve the target of net zero emissions by 2040 (Hyatt, 2024). The brand launched several initiatives to reduce pollution to ensure proper responsible methods. The brand aimed to reduce waste generated at properties, including food waste. This includes single-use items as well, that are discarded by the customers. the brand started recycling and composting to reduce the risks of waste. Furthermore, the brand wanted to ensure responsible sourcing as well as to manage the concerns of climate change and deforestation. The impact of this venture was far-reaching for Hyatt. As per its 2030 target, Scope 1 and 2 emissions were reduced significantly by 50% (Hyatt, 2024). As per the same report, the brand experienced a 50% global reduction in food waste when compared to 2019. Hyatt achieved 100% renewable electricity in US-owned hotels and offers carbon-neutral meetings and events (Cousins, 2023). The brand aims to reduce around 43,000 metric tonnes of GHG emissions to have a more sustainable approach. The management must have undertaken noticeable initiatives in this genre to support this cause. Several prospects were overseen to ensure the proper execution of these services. 
Technological innovation prospects undertaken by Hyatt were one of the change initiatives taken. Hyatt has invested in various technologies to enhance guest experiences and operational efficiency. This encompasses various technologies used by the brand to enhance customer experience. One of them includes VR services, which help to provide convenient stays with services like food and beverages (Hyatt, 2024). Artificial intelligence and other services include helping the brand. Hyatt received the title of 100 Best Companies to Work For” List by Great Place to Work for its technological innovation. The brand uses technology to employ new people as well (Hyatt, 2024). The VR experience improved guest convenience and satisfaction through new features. This provided a potential for increased revenue. However, technological advancements often pose notable risks to data privacy and other issues. The management played a significant role in optimising the guest experience. This helped in enhancing operational efficiency through the adoption of technology. However, the management at Hyatt needs to address the data privacy concerns that may arise due to technology concerns. 
The recent change initiatives undertaken by Hyatt have demonstrated the strong commitment of Hyatt to addressing the social, environmental, and technical challenges. Most of the initiatives were successful in determining a positive impact. However, some of the ventures require constant monitoring and stronger strategies for further implementation. Effective management should be able to balance the ambitious goals with constant updates while addressing potential negative implications. 
[bookmark: _Toc159666549]The organisation’s strategic direction and current business performance
The strategic direction of Hyatt is focused on a few essential bases, which have the ability to propel the brand further. The brand has undertaken an asset-light transformation. The company is shifting its business model to be less reliant on operating and owning hotels. The brand sold owned assets and acquired light asset companies. The brand acquired companies like Miraval, Two Roads Hospitality, Apple Leisure Group, and Dream Hotel Group, which have greatly enhanced the brand presence of Hyatt in almost every market (Hyatt, 2023). As per data, the brand has been able to triple the number of present hotel rooms and quadruple the number of pipeline rooms since the IPO of the company in 2009. In the Year 2022. The brand grew an annual free cash flow of 473 million dollars in 2022, which marked an increase of 75% from the existing 37% (Hyatt, 2023). This has effectively helped Hyatt to expand its reach and brand recognition in the market. 
Expanding the luxury portfolio is another strategic direction taken by Hyatt. The brand is currently targeting the upscale and luxury segments of customers. the brand launched the newest select service brand known as Hyatt Studios (Killion, 2023). Throughout the process, Hyatt prioritised scalable construction costs with an efficient operating mode. This helped to create a brand that caters to the needs of high-end guests, providing them with luxurious offerings. The brand has a plan to feature the amenities that guests usually rely on during their travels (Killion, 2023). This is a helpful strategy to attract higher-end guests in the upper-midscale category. Hyatt focused its growth on positioning itself as a premier brand in the industry. Hyatt has increased its luxury and lifestyle rooms to 44% of its portfolio in the year 2022 (Hyatt, 2023). This has significantly enhanced its brand awareness in the market. 
Hyatt emphasises a culture of care and personalised services to attract guests. The brand always tries to provide proper experiences so that customers return to avail of the services again. Hyatt has invested in several programs including technology for better experience and enhancing sustainability. However, the brand launched the World of Hyatt loyalty program to provide rewards and benefits to consumers (Hyatt, 2024). This is a powerful strategic direction that worked in enticing the customers by providing points that could be redeemed against services. The World of Hyatt Loyalty programme has been able to significantly enhance the member base of the programme, which has grown by about 260% over the past five years (Hyatt, 2023). The World of Hyatt members were looking for more opportunities to continue their journey with the brand.
Hyatt has emerged strongly from the downfall it experienced in the pandemic, and it is evident from its financial performance. The brand returned to profitability in the year 2022 with a profit of 455 million dollars (Hyatt, 2022). The system-wide RevPAR increased by around 34.8% in the fourth quarter and jumped to 60.2% for the full year of 2022 when compared to 2021.


[bookmark: _Toc159666550]Conclusion
On a concluding note, the strategic initiatives undertaken by Hyatt encompassed the categories of diversity, sustainability, and technology. This showcased its commitment to bringing a change in the hospitality industry. However, the Diversity, Equity, and Inclusion model made significant progress for Hyatt. The World of Care initiative highlighted the achievements of the brand in enhancing its diversity initiatives. The technology ventures undertaken produced the zero-emission hotel which helped the brand to enhance its performance in the market. However, as stated in the study, the management needs to undertake specific policies to ensure the policies are undertaken in proper ways.  
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