

2






[bookmark: _gjdgxs]                            Module Name: Management and Organisational Behaviour
Module Code: BMIH5004
Student Name: Iulian Vasile Girtu 
Student  ID : 2133038
                                                 Lecturer’s Name : Ka Po Chong





AI Declaration
Grammarly was used on 13th February 2025 to cheque for spelling and grammatical errors as well as structural problems. The tool offered a couple of minor suggestions as to readability which I looked over manually before deciding to accept or reject them. Besides, I have not used any AI generated content in my work at any point during this assignment. All research, writing, and revision has been done independently to ensure the authenticity and academic integrity. 


Executive Summary
This report examines Hilton Hotels and Resorts one of the important worldwide hospitality brands, well-known for its luxury, service quality, and innovation. Recognised in 1919 by Conrad Hilton, the company has full-grown into an international brand with over 6,800 properties across 122 countries. Hilton’s portfolio comprises 19 brands, for example, Waldorf Astoria, Conrad Hotels, Doubletree, and Hampton Inn, supplying an extensive variety of travellers. Hilton Hotels and Resorts is one of the important worldwide hospitality brands, well-known for its luxury, service quality, and innovation. Recognised in 1919 by Conrad Hilton, the company has full-grown into an international brand with over 6,800 properties across 122 countries. Hilton’s portfolio comprises 19 brands, for example, Waldorf Astoria, Conrad Hotels, DoubleTree, and Hampton Inn, supplying an extensive variety of travellers. Hilton raises innovation, plain in its digital check-in, keyless room access, and AI-driven personalised guest experiences. Hilton’s sustainability policy, personified in its "Travel with Purpose" program and LXR Hotels and Resorts to fascinate prosperous travellers concludes the report, Hilton Hotels and Resorts is a leading power in the hospitality industry, determined by strategic expansion, innovation, and sustainability. Its strong corporate culture, digital transformation efforts that can emphasis on customer satisfaction donate to its continued success. However, to tolerate its competitive edge, Hilton must improve digital transformation, support sustainability initiatives, capitalise on employee development, and enlarge into developing markets. 
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1. [bookmark: _30j0zll]Introduction
Hilton Hotels and Resorts is one of the important worldwide hospitality brands, well-known for its luxury, service quality, and innovation. Recognised in 1919 by Conrad Hilton, the company has full-grown into an international brand with over 6,800 properties across 122 countries (Hilton.com, 2025). Hilton’s portfolio comprises 19 brands, for example, Waldorf Astoria, Conrad Hotels, DoubleTree, and Hampton Inn, supplying an extensive variety of travellers. This report proposes to examine Hilton Hotels and Resorts’ organisational structure, shared culture, goals, recent change creativities, and strategic direction (Mullins, 2019). With evidence-based analysis and theoretical outlines, the report estimates how Hilton upholds its modest advantage and mentions potential improvements (Zeng, 2021). 
2. [bookmark: _1fob9te]Organisation Structure, Culture, and Goals
[bookmark: _3znysh7]2.2 Organisational Structure
Hilton Hotels and Resorts proposes below a ranked to reorganised structure, harmonising corporate mistakes with operational flexibility (Mullins and Dosser, 2013). The company shadows a multi-divisional method, with strong differences between corporate leadership, regional management, and individual hotel operations (Mullins, 2019). The corporate headquarters in McLean, Virginia, delivers planned direction, although regional managers supervise bunches of properties inside exact geographic areas. This structure allows well-organised decision-making and makes sure of worldwide brand dependability while letting individuals to familiarise the local market conditions (Mullins, 2023). Franchise agreements spread Hilton’s global presence, allowing rapid expansion with summaries of the operational risk.
[bookmark: _2et92p0]2.3 Corporate Culture
Hilton’s corporate culture is constructed on its essential standards which are Hospitality, Truthfulness, Leadership, Teamwork, Ownership, and Now (HILTON) which underline service excellence, reliability, and teamwork (Bloisi, et al 2007). The company endorses a comprehensive and varied workplace, recognised by its reliable ranking as one of the best employers in the hospitality sector (Buchanan and Huczynski, 2007). Hilton raises innovation, plain in its digital check-in, keyless room access, and AI-driven personalised guest experiences (Huczynski and Buchanan, 2019) Employee engagement is a keystone of Hilton’s culture, with complete training programs, career development creativities, and recognition systems confirming high job satisfaction and retention. The company’s “Thrive@Hilton” program backs employee well-being and promotes the establishment of an optimistic work environment.
[bookmark: _tyjcwt]2.3 Organisational Goals
Hilton Hotels and  Resorts has recognised a long-term planned image absorbed on three essential objectives
· Growth and Expansion
Hilton is searching to strengthen its worldwide attendance by growing its market share over planned initiatives (Zeng, 2021). This includes increasing into high-growth regions, mainly in Asia-Pacific, the Middle East, and Africa that is to grow the number of permit partnerships to gage operations while upholding brand standards (Jones and Wynn, 2023). Obtaining and emerging new possessions to expand its portfolio crossways luxury, lifestyle, and mid-scale segments. Furthermore, to improve brand gratitude through ground-breaking marketing policies and customer loyalty programs (Janjusevic, 2022). 
 In the direction of improving brand recognition and supporting customer loyalty, Hilton is influencing ground-breaking marketing strategies and digital transformation. The Hilton Honors loyalty program endures evolving, donating members’ high-class benefits, discounts, and modified experiences to drive engagement and replication bookings (Rockett, 2023). The company is also capitalising on AI-driven customer understandings, targeted digital marketing campaigns, and modified marketing to improve brand awareness and customer relationships. These imaginations support Hilton in building a solid brand presence, attracting new guests, and recalling loyal customers in a progressively modest market (‌Fachada, 2023). 
· Sustainability and Corporate Responsibility
Hilton’s sustainability policy, personified in its "Travel with Purpose" program, highlights dipping environmental influence while endorsing social responsibility (Fachada, 2023). Important creativities comprise the targeting of a 50% decrease in carbon releases by 2030 over renewable energy investments and energy-efficient hotel projects (Rockett, 2023). Applying water conservation measures by way of low-flow fixtures, water reprocessing systems, and accountable water management in high-risk areas. Diminishing waste through food waste discount programs, enhanced reprocessing efforts, and sustainable gaining practices (Khatter, 2025).  Associating with local communities to back economic growth, employment, and principled supply chain management. 
The waste separation systems and composting initiatives, extra donations to sustainability aims. Moreover, Hilton ranks responsible for obtaining by joining with maintainable suppliers for food, and facilities, and building the materials, warranting moral and eco-friendly obtaining practices (dzhabarova, 2024).  Hilton is dedicated to social responsibility by associating with local communities. The company capitalises on job creation, skills development, and moral supply chain management to stand in economic growth (Guix and Lotfy, 2025). Through obtaining nearby and cooperating with small businesses, Hilton supports and improves its optimistic social impact. Over these sustainability creativities (Giousmpasoglou and Marinakou, 2024). Hilton not only decreases its environmental footmark but also improves its name as an accountable global hospitality leader, the rising request for sustainable travel experiences although pouring long-term business success.
· Guest Experience Enhancement
Hilton ranks conveying a unified, personalised, and ground-breaking guest experience by, participating in leading-edge technology (Rockett, 2023). Through way of AI-driven customer service, smart room automation, and digital check-in/out systems also, increasing and clearing the Hilton Honors loyalty program, donation exclusive benefits, personalised suggestions, and rewards for recurrent guests (‌Fachada, 2023). Refining operational efficiency and service quality over employee training, AI-powered analytics, and real-time feedback mechanisms. Promising reliable, high-quality experiences across all hotel brands through resolute hospitality excellence and the best facilities.
3. [bookmark: _3dy6vkm]Recent Change Initiatives
Hilton Hotels and Resorts has unceasingly changed to uphold its modest edge in the hospitality industry (Zeng, 2021). Recent change creativities have absorbed sustainability, digital transformation, and post-COVID recovery policies to bring into line with unstable market demands and improve operational efficiency (Pommier and Engel, 2021).
1. Sustainability Initiatives
Above its travel with purpose outline, Hilton has strengthened its assurance of sustainability, pointing to a decrease in its environmental footmark while improving its brand reputation among eco-conscious travellers (Giousmpasoglou and Marinakou, 2024). Important creativities comprise energy-efficient hotel designs Hilton has accepted green building values and crossways new and prevailing belongings by assimilating energy-saving technologies using LED lighting, motion-sensor systems, and renewable energy sources (e.g., solar panels) (Guix and Lotfy, 2025).  These measures support lower carbon emissions, supporting Hilton’s target of dipping its environmental impact by 50% by 2030.
Water conservation programs of the company have applied smart water management systems, counting low-flow fixtures in guest rooms and smart irrigation systems for redesigning (Janjusevic, 2022). These technologies decrease water consumption and encourage sustainable water use, mainly in sections with water scarcity. Waste reduction efforts that the Hilton has complete important steps in waste reduction, mainly in food waste management (Avasiloaei, 2022).  Through leveraging AI-driven inventory management, the company decreases excess food production while increasing recycling efforts crossways properties. Hilton has also joined with food donation programs to fund local communities and minimise food waste (Sarode, 2022).  These sustainability creativities not only recover Hilton’s environmental identifications but also fascinate eco-conscious guests who rank accountable hospitality choices.
2. Digital Transformation
In place of part of its obligation to innovation, Hilton has comprised digital transformation to improve guest experiences, rationalise operations, and uphold a competitive edge. Distinguished advancements include the Hilton Honors App (Sarode, 2022).  This mobile application provides a seamless guest experience by allowing users to book rooms, select their preferred accommodations, and access keyless entry (Rockett, 2023). With the need for physical check-ins, Hilton improves both suitability and security for guests. AI-powered customer service that the Hilton has presented chatbots and virtual assistants to deliver 24/7 support, submission of guests prompt responses to inquiries, personalised recommendations, and quick issue resolution (Khalil et al., 2024). 
This AI-driven method improves customer satisfaction while dipping the load for front-desk staff (Thakur, 2024). Smart Rooms and IoT mixing Hilton has combined Internet of Things (IoT) technology to initial guest stays. Features like voice-controlled room settings, automatic temperature control, and modified lighting improve comfort and convenience (Kaur et al., 2024). These novelties make a more custom-made and efficient guest experience, setting Hilton separately as a front-runner in digital hospitality (Kumar, 2024). Through leveraging these technologies, Hilton has supported its spot in the hospitality industry and better operational efficiency.
3. Post-COVID Recovery Strategies
The COVID-19 pandemic expressively blocked the hospitality sector, necessitating businesses to order health and safety (Rahim et al., 2024). Hilton replied proactively with its Clean Stay program, intended to assure guests while upholding service excellence. However, to improve sanitation protocols of the Hilton that can augment cleaning frequency in high-touch areas, by way of elevators, doorknobs, and public spaces (Ayyildiz et al., 2024). The use of hospital-grade bleaches and electrostatic sprayers confirmed a higher level of hygiene across all properties. Contactless check-in and check-out of the Hilton can introduce digital check-in and check-out solutions over its mobile app, falling physical interactions at the front desk. 
This moves better both safety and suitability for guests. Adapted food and beverage services towards detecting social estrangement guidelines, Hilton applied grab-and-go meal options, digital menu ordering, and familiar seating arrangements in restaurants to confirm a safe dining environment (Giousmpasoglou and Marinakou, 2024). These actions reassured guests, enhanced Hilton’s recovery, and helped keep brand trust and customer loyalty in a post-pandemic background. Hilton’s recent initiatives in sustainability, digital transformation, and post-COVID recovery prove its obligation to innovation and adaptability (Slaoui, 2021). Through unceasingly developing to meet industry challenges, Hilton strengthens its market leadership, improves guest satisfaction, and confirms long-term business sustainability (Rajagopal and Al-Shanfari, 2024).
4. [bookmark: _1t3h5sf]Strategic Direction
Hilton's long-term policy is built on expansion, innovation, and sustainability, certifying continued growth and industry leadership.
[bookmark: _4d34og8]4.1 Expansion and Market Penetration
Hilton is dynamically increasing its worldwide presence through strategic partnerships, franchise agreements, and acquisitions (Janjusevic, 2022).  Significant creativities comprise the emerging market growth that is growing investments in Asia-Pacific, the Middle East, and other high-growth districts to release new customer bases. Luxury segment development to make its establishment (Pereira, 2023). The high-end contributions of Waldorf Astoria, Conrad, and LXR Hotels and  Resorts fascinate prosperous travellers (El-Said et al., 2024). Franchise model expansion depends on franchise agreements to scale operations efficiently through dipping direct capital investment.
[bookmark: _2s8eyo1]4.2 Customer-Centric Innovation
Hilton influences technology and data-driven policies to recover guest experiences. Recent innovations include personalised services that are utilisation of AI and big data to compromise custom-made experiences, by way of customised room preferences and targeted promotions (Hudson, 2025). The loyalty program enhances the continuous development of Hilton Honors, presenting flexible rewards and limited member benefits to initiate the retention of the customer. Smart hospitality solutions of the integration of IoT and automation, counting smart rooms with voice-controlled landscapes and digital concierge services (Dasgupta and Jamader, 2024). 
4.3 Sustainability and Corporate Responsibility
Hilton brings into line its sustainability enterprises with the UN Sustainable Development Goals (SDGs) to diminish environmental influence and improve social responsibility (Banyeva et al., 2023).  The main efforts include Carbon footprint reduction which is pointing to a 50% reduction in carbon emissions by 2030 over energy-efficient practices (Pereira, 2023). Community engagement in supporting local employment, helpful initiatives, and sustainable tourism projects to make an optimistic social impact (Janjusevic, 2022). The eco-friendly supply chain management of associating with sustainable suppliers ensures the responsible obtaining of materials, food, and amenities. Over and done with these policies, Hilton confirms long-term growth while upholding an assurance of customer satisfaction, innovation, and sustainability.
5. [bookmark: _17dp8vu]Recommendations
In the direction of supporting Hilton’s competitive position in the hospitality industry, the succeeding recommendations are planned.
1. Strengthening Digital Transformation Efforts
Implementation plan of expanding AI-driven personalisation in guest interactions, improving tailored services that can increase the use of data analytics for requests on predicting and lively valuing optimization (Wang et al., 2024). Improve the cyber security events to defend guest data and confirm obedience to global regulations. The Hilton’s IT and Invention to enhance customer satisfaction, rationalise operations, and support data security.
2. Expanding Sustainable Practices
 Invest in renewable energy sources by way of solar and wind power for hotel operations. Partner with maintainable suppliers for correctly sourced food, materials, and facilities (Keyhani et al., 2024). Develop staff training programs to impart environmental responsibility and sustainable practices. The Sustainability and Corporate Social Responsibility Team (Pereira et al., 2023).  To make it support brand reputation, condensed carbon footmark, and arrangement with sustainability aims.
3. Enhancing Employee Engagement and Training
Introduce AI-powered learning platforms for communicating and personalised employee training. Compromise the mentorship and leadership programs to enable career development within Hilton (Janjusevic, 2022). It should support mental health support creativities to short-term employee well-being and motivation. The human resources department projected the outcome of higher employee retention, enhanced workplace culture, and improved service quality.
4. Expanding into Underserved Markets
To make it expand the high-potential growth areas with increasing tourism demand. Change budget-friendly lodging options to draw mid-tier travellers (Keyhani et al., 2024). Influence the government partnerships for inducements and funding in expansion efforts. It should increase the market share, and revenue development, and expand the customer base (Semwal et al., 2024). By applying these planned recommendations, Hilton can endure long-term growth, improve operational efficiency, and harden its industry management.
6. [bookmark: _3rdcrjn]Conclusion
To conclude the report, Hilton Hotels and  Resorts is a leading power in the hospitality industry, determined by strategic expansion, innovation, and sustainability. Its strong corporate culture, digital transformation efforts that can emphasis on customer satisfaction donate to its continued success. However, to tolerate its competitive edge, Hilton must improve digital transformation, support sustainability initiatives, capitalise on employee development, and enlarge into developing markets. On the way to applying these recommendations, Hilton can harden its position as a worldwide hospitality front-runner, recover operational efficiency, and initiate long-term growth while keeping its assurance of excellence in guest experiences and maintainable business performance.
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