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EXECUTIVE SUMMARY

This organisational report will contain the evaluation of the  Organisational structure, culture and goals of the Hilton Hotel Group. This will include researching the hotel’s visions and future aims and its management tactic, focusing on how actions can affect how well a business performs. The report will consist of the changes Hilton Hotel group intend to implement and the reasons behind it. Finally, the report will conclude with an evaluation of the organisation’s strategic direction with an overall conclusion.
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INTRODUCTION

The Hilton Hotel Group is known for its global presence, high standards of hospitality and  wide range of hotel brands. Its historical past began in 1919 when Conrad Hilton bought his first hotel in Texas, and it was legally renamed Hilton in 1925. The company created numerous industry firsts throughout the years, including the first central reservations office in the world in 1955 and the first hotel to put televisions in guest rooms in 1947 (Hilton, 2024b).

BACKGROUND OF THE COMPANY

Global Reach: As one of the biggest and most known hotel companies globally, Hilton has over 7600 properties spread over 126 countries and territories. It can accommodate all kinds of travellers, from business executives to families on holiday, thanks to its vast network (Hilton, 2024b).

Brand Diversity – the group includes diverse portfolio of 24 distinct brands catering to market segments, from luxury (Waldorf Astoria, Conrad) to mid-scale (Hilton Garden Inn, Hampton by Hilton) and extended stay (Homewood Suites, Home2 Suites) and to budget accommodations (Hotel Tech Report, 2022).

Award-winning Hilton Honours is a loyalty programme that provides members with an extensive variety of perks, such as airline miles, special discounts, and partner deals in addition to points that can be redeemed for free nights (Forbes Advisor, 2024).

Innovation: Digital check-in, mobile room keys, and the Connected Room experience, which lets visitors operate services with a smartphone app, are just a few of the innovative hospitality technology initiatives that Hilton has a reputation for (NerdWallet, 2024).

 Commitment to sustainability - Hilton has introduced many sustainability efforts, including its "Travel with Purpose" programme, which aims to reduce and promote social responsibility, include eco-friendly practices, and support diversity and inclusion in the workforce (Hilton, 2024b).


ORGANISATIONAL STRUCTURE, CULTURE AND GOALS 

ORGANISATIONAL STRUCTURE

The diverse global operations of Hilton Hotel Groups are supported by a clearly defined organisational structure. Hilton has an organisational structure that is hierarchical. This organisational structure has several tiers of management and well-defined roles and duties to efficiently oversee its vast international operations (Business Research Methodology, 2016). 

At the top of the hierarchy are the Board of Directors, The Board of Directors is Hilton’s  highest governing body, supervising corporate governance, strategic direction, and important business choices. To guarantee a diversity of viewpoints, the Board is composed of both independent directors and internal executives (Hilton, 2023a). 

Then comes the Executive Leadership positions which are the leading management teams at Hilton. Currently, the President and Chief Executive Officer (CEO) is Christopher J Nassetta. He joined the company in 2007 and who is supported by an executive committee including a Chief Financial Officer, Chief Operating Officer, Chief Marketing Officer, Chief Human Resources Officer, Chief Information Officer and a General Counsel at the Hilton Hotel Group that brings extensive industry experience (Hilton, 2024a).

Hilton has regional teams and offices around the world that supervise operations, marketing, and sales in totally different geographic areas. Hilton's operations are divided into numerous geographic regions, each led by a regional president or managing director. These regions include:  

Americas: North America, Central America, and South America.
EMEA: Europe, Middle East, and Africa.
APAC: Asia-Pacific.

This regional management assists in catering to local market needs while keeping the worldwide standards of the hotel brand. To guarantee consistency and effectiveness throughout the company's international activities, vital support services including IT, marketing, finance, and human resources are centralised (Work Theater, 2023).

ORGANISATIONAL CULTURE

The organisational culture of Hilton Hotel Group, which encourages an atmosphere that prioritises hospitality, innovation, diversity, and community involvement, is a key component of the company's success on a global scale. Hilton’s organisational culture contains key elements such as:

Hospitality and customer service - Hilton's mission statement, "to be the most hospitable company in the world," places a strong emphasis on providing outstanding customer service with the goal of going above and beyond to make guests' stays unforgettable (Hilton, 2024b).

Values and Behaviours - Hospitality: Deliver exceptional guest experiences. Integrity: Do the right thing, all the time. Leadership: Be leaders in our industry and in our communities. Teamwork: Work together to make a difference. Ownership: Act with a sense of ownership and pride. Now: Operate with a sense of urgency and discipline. These principles are deeply rooted in the company's activities and can be seen in its employees' behaviour and attitudes (Hilton, 2020a).

Innovation and continuous improvement - Using digital tools and platforms like the Hilton Honours app and digital key technology, Hilton fosters innovation and continuous development while improving the guest experience.

Diversity and Inclusion - Hilton has been recognised by DiversityInc. for its dedication to building an inclusive and diverse workplace through its use of employee resource groups, inclusive hiring processes, and diversity training and development initiatives.

Employee engagement and development - Hilton prioritises employee engagement and development through a variety of initiatives, including Hilton University, leadership development programmes, and recognition programmes. This technique has led to strong ranks on job satisfaction surveys (Hilton, 2021). 

Sustainability and Corporate Responsibility - Hilton's Travel with Purpose initiative focuses on sustainability, reducing environmental impact, generating opportunities, and building communities. It intends to lower its environmental footprint and treble its social impact investment by 2030 (Hilton, 2021b).

According to Fair360 (2022), an interview with Christopher J Nassetta was conducted where he was asked how he helped the company to get back on the right track by shifting the corporate culture when he joined in 2007. He replied, “When I joined the company, it was not performing the way it could be in large part because it lost sight of its dynamic, entrepreneurial culture. The leadership team had to paint a picture of the future for our teams and show that we were on a path to building a bigger and better company. We had to get back to the basics and remind ourselves what made Hilton so iconic in the first place – our hospitality.” 

ORGANISATIONAL GOALS

A set of company goals has been set out by Hilton Hotels in line with its vision to become "the most hospitable company in the world." These objectives cover a wide range of company actions, including customer service, expansion, sustainability, diversity, and involvement in the community. These goals reflect Hilton’s broader strategy to foster a sustainable, inclusive, and community-oriented business model.

Hilton has well-defined goals that are communicated across the organisation, guaranteeing that every structural component is working towards accomplishing these specific aims. For example, the Development department's attempts to increase Hilton's worldwide presence promote the objective of sustainable growth. 

Objectives are linked to performance indicators that are monitored and controlled within Hilton's chain of command. Continuous progress is made possible, and responsibility is guaranteed by this arrangement.  

Hilton's culture of appreciating and investing in its people is supported by goals linked to employee engagement and development. Initiatives for leadership development and programmes like Hilton University (2024), make sure staff members are prepared and driven to contribute to the success of the company. Because of Hilton's deep cultural commitment to sustainability and social impact, staff members are encouraged to take part in projects that further these objectives .


RECENT CHANGE INTIATIVES, IMPACT AND MANAGEMENT

RECENT CHANGE INTIATIVES

Hilton Hotel Group has recently implemented various change efforts to respond to changing market conditions, improve guest experiences, and strengthen its commitment to sustainability and social responsibility.

Hilton has assured to reduce its waste by 50% by 2030 and  also in line with our 2030 Travel with Purpose ESG Goals, Hilton has pledged to cut waste in all areas of our international operations by 50% by the year 2030 (The Sustainable Restaurant Association, 2024). Through its Travel with Purpose initiative, Hilton has set high sustainability goals, hoping to reduce its environmental impact by half and increase its social impact investment by double by 2030. Reducing trash generation, energy and water use, and carbon emissions are important activities (Hilton, 2023d).

Another initiative Hilton has begun to place is to provide environmental and social awareness training to Hilton hotel personnel. The progression on this has shown that 99 percent of hotels have at least one team member with anti-human trafficking training. Since 2017, more than 15,000 team members have received training on the LightStay system, with 100% of hotel general managers and engineers being mandated to have received it (Hilton, 2020c).
Hilton's dedication to innovation, sustainability, and diversity can be seen by these change initiatives, which guarantee the company's leadership in the hospitality sector while tackling modern-day possibilities and challenges.

IMPACT OF THE CHANGES

The combination of Hilton's objectives, culture, and structure has produced some impressive outcomes.  The business has received recognition for its efforts towards sustainability, contented workers, and steady financial performance. 

Hilton has improved the experiences of both its guests and employees by emphasising digital transformation, sustainability, health and safety, diversity, and community participation. It has also established itself as a leader in the global hospitality sector. Through these activities, Hilton has been able to take advantage of new opportunities and handle modern difficulties, which has ensured its resilience and long-term success (Hilton Global Foundation, 2024). 

MANAGING THE INITIATIVES

Hilton's management style stands out by a strong customer focus, strategic leadership, staff involvement, innovation, sustainability, performance management, and branding. Hilton is using a comprehensive approach to manage the effects of recent transformation initiatives. This method entails monitoring and evaluation, effective communication, cultural reinforcement, stakeholder engagement, dedication to sustainability, and adaptability (Sustain Case, 2016). 

Hilton makes sure that its projects have a beneficial impact on the firm, its staff, its visitors, and the larger community by utilising these tactics. Hilton ensures that it can provide excellent service, promote growth, and positively influence its workers, guests, and communities.

Hilton uses Key Performance Indicators, (KPI) like as customer happiness, staff engagement, and environmental impact to track its initiatives. Feedback from visitors and staff, along with powerful data analytics technologies, helps in identifying areas for improvement and directing quick decisions.

Hilton's approach to managing change includes educating visitors, providing training, motivating leaders, coordinating projects that align with company values, and recognising employees who assist with change initiatives.

To develop the Hilton Honours loyalty programme, corporate responsibility initiatives, and operational advancements, Hilton places a high priority on employee input, loyalty, environmental aims, community involvement, corporate responsibility, market adjustments, and innovation (Hilton, 2020b).


HILTON’S STRATEGIC DIRECTION

Hilton has made growth, innovation, sustainability, and improving the experiences of its customers and employees its top priorities. The goal of this strategy plan is to keep Hilton in the forefront of the hospitality sector on a worldwide scale. Hilton is constantly growing its presence throughout the world by adding new hotels in prime areas. This involves expanding into developing markets and strengthening its position in important global cities.

Hilton expands its portfolio through a combination of management and franchise agreements, allowing quick growth at a reduced cost of capital. There are eighteen different brands in the Hilton portfolio, ranging from extended stay (Homewood Suites) to mid-scale (Hampton by Hilton) and luxury (Waldorf Astoria). Hilton's varied brand strategy enables them to accommodate a wide range of consumer preferences and market groups (Hilton,2021a).

Hilton wants to reduce its environmental impact by half by the year 2030. Some of the efforts it plans to implement include cutting back on waste, water usage, and carbon emissions.

 Another important objective is to double social impact investments, with an emphasis on local economic growth, disaster aid, and community support (Stories from Hilton, 2023).

Hilton is dedicated to using suppliers that follow the highest ethical and environmental standards when acquiring goods and services for its hotels. This strategy heavily relies on initiatives for continuous improvement and the sharing of best practices.

Hilton maintains profitability by putting cost-management ideas into practice while providing top-notch services. Hilton wants to provide long-term value to its stakeholders and solidify its position as a leader in the global hospitality sector.

CURRENT BUSINESS PERFORMANCE

Hilton broke its own record in the fourth quarter of 2023 with 24,000 new rooms added, and it also saw 22,300 net room growth. Hilton opened its 500th Tru by Hilton, its 1,000th Hilton Garden Inn, and its 150th Curio Collection by Hilton during the quarter, marking several growth milestones for the company. Hilton also commemorated the launch of the 600th hotel in Greater China and the brand's first new construction, the Signia by Hilton Atlanta.

Hilton added 33,800 rooms to its pipeline of future properties in the fourth quarter, bringing the total number of rooms added for the year to 130,200, or roughly 45% more than the previous year (Hilton, 2023c). 

Despite having to make some tough choices because of the COVID-19 epidemic, the Hilton Group has managed to sustain a high degree of commercial success. Thanks to its efficient cost control, the business has been able to keep a profit even if its revenue has decreased.





CONCLUSION

The Hilton Hotel Group is a prime example of effective management since it prioritises three key objectives: assisting leaders in their development, improving the work environment, and appreciating how people act. 

This report highlights the Hilton Hotel Group's outstanding financial results, commitment to sustainability, and moral corporate conduct. It demonstrates that, even in the highly competitive hospitality sector, the Hilton Hotel Group generally encourages organisational excellence and long-term success.
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