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Executive Summary
Organizational performance and sustainability are pegged to an organization’s culture, ability to handle changes, and strategic direction. The purpose of this paper is to understand Hilton Hotel’s organizational structure, culture, goals, recent change initiatives, and Hilton’s approach and strategic direction. The paper leverages a literature review, including company websites, scholarly articles, and industry reports, to paint a true and holistic picture of Hilton Hotel’s corporate governance and strategic direction. The Hilton Hotel has a centralized model with a regional responsiveness organizational culture pegged on its employees’ and guests’ experience. The hotel’s recent changes include its digital transformation to improve the guest experience and frictionless customer service. Finally, the Hilton Hotel has leveraged its growth and expansion strategies as its strategic direction for the future. 
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Hilton Hotel is a global hotel conglomerate of restaurants, resorts, and hotels. Hilton Hotel has over twenty-three brands under its franchise, over 1.1 million rooms, and 7626 properties spread across 126 countries and Territories. Hilton Hotel was ranked number One hotel in the World’s Best Workplace by Great Paled to Work and Fortune (Hilton, 2024). Olan et al. (2019) highlight that Organizational culture has been the central focus in ensuring efficiency, commitment, and stability and shaping the behavior and attitudes of many organizations. Organizational culture has been instrumental in facilitating performance and maintaining competitive advantages. Similarly, the Organizational structure has been instrumental in ensuring organizations have a structured mechanism of operations, which is critical to an organizations’ success. Lewis (2019) highlights that Organizational changes are an important and inevitable aspect of business operations. Nonetheless, Organizational changes do not imply disruptions because, if effectively executed, they can occur in a stable and continuous process and help the organization sustainably and maintain competitiveness. Consequently, a company’s strategic direction drives its progress and aligns with its goals, visions, and objectives. In the report, the study will explore Hilton’s organizational culture and structure, the recent changes, and its strategic direction.
[bookmark: _Toc167542651]Hilton Hotel Organizational Structure, Culture, and Goals
Like other corporate organizations, Hilton Hotel has its culture enshrined in its Mission, vision, and values statements. Lamo (2019) highlights that organizational cultures are important in success, performance, and employee experiences. A corporate culture is defined as the collection of understanding of the organizations’ stakeholders that are influential in the organization’s beliefs, values, decision-making process, and ethics, as well as informing the procedures and processes in an organization. Hilton Hotel’s vision is “To fill the earth with the light and warmth of hospitality.” The Mission is “To be the most hospitable company in the world – by creating heartfelt experiences for Guests, meaningful opportunities for Team Members, high value for Owners, and a positive impact in our communities.” According to Hilton Hotel (2023), Hilton’s workplace culture is rooted in creating a human experience through growth, wellness, purpose, and inclusion. In 2023, Hilton Hotels focused on well-being, flexibility, and care for all through supporting its employees and families. To achieve this objective, Hilton Hotel, through its Care for All Caregiving Initiative, provided the on-demand mental well-being resource for its employees, provided a flexibility pilot through Work Jam and Daily Pay programs to provide flexible financing and additional scheduling for its employees, and providing training and education programs for its employees. In addition, Hilton Hotel focuses on career growth and development for its employees through LinkedIn Learning, the Hilton University that provides thousands of certifications and courses to employees, and annual scholarships through the Hilton Cares and Debt-Free learning programs (Hilton Hotel, 2023). Hilton Hotel focuses on inclusivity by committing to providing an inclusive work environment for its communities, employees, and guests and incorporating inclusivity throughout all levels and areas of the business. Finally, Hilton Hotel has focused on providing sustainability through its Travel with Purpose programs that seek to advance its ESG strategy. Hilton Hotel has continuously partnered with local communities to influence positive change, and it is committed to protecting the planet and ensuring resilience and growth in its hotel destinations. González-Rodríguez et al. (2018) highlight that many hotels in the hospitality industry integrate corporate social responsibility in their business practices and as organizational culture. As implemented by Hilton’s Travel with Purpose, CSR is a common organizational culture strategy that many other conglomerates employ. For example, through its Serve360, Marriott International has focused on providing social, environmental, and economic advancements in doing good to communities, people, and the planet and advancing sustainability developmental initiatives (Marriott International, 2024).
The Hilton Hotel’s organizational structure is highly hierarchical and centralized. The President and CEO, Christopher Nassetta, and the Board of Directors head Hilton’s corporate governance. After that, the CEO heads the management services, which are structured as regional divisions. Every region has an Area President, such as the Middle East & Africa, Europe, and the Americas (Hilton, 2024). These leaders then manage and control the affairs of the organization top-down. As much as it is structured as a centralized model, the Hilton group structure allows regional and local adaptation to meet local cultures and preferences. Köseoglu et al. (2019) highlight that many hotels do not employ centralized or formalized systems. Findings indicate that large conglomerates employ centralized models through regional divisions. This organizational structure is common among hospitality conglomerates. Take the InterContinental Hotels Group (IHG), which employs a similar centralized organizational structure. The IHG has a CEO who is at the top and a Board of Directors followed by regional Division CEOs of Europe, the Middle East, Asia, Africa, and China. However, in the case of IHG, there are different teams, such as the Board of Directs, the Leadership Team, and the CEO and his Executives, who make strategic corporate decisions that are implemented at different regions and trickle down to individual hotels that ensure global standardization of the hotel and also ensure local adaptation to meet local cultures (IHG, 2023).
Hilton Hotel’s goals are enshrined in its values. Lamo (2019) notes that Hilton’s values are enshrined in the acronym of its name, HILTON, which focuses on “hospitality, integrity, leadership, teamwork, ownership, and now” (p. 15). Gil-Cordero et al. (2023) highlight that organizational values in the hospitality industry are critical in making employees and guests feel respected, comfortable, and satisfied. Moreover, organizational values are critical in supporting the growth and maintaining the organization’s competitive advantage. There are numerous intersecting points and roles of leadership in advancing organizational goals. In Hilton Hotel’s case, the organization’s goals are to advance hospitality to its guests and employees, foster service integrity, and build ownership to make employees feel loyal and committed to the organization. Similarly, other conglomerates’ goals are enshrined in their core values. 
[bookmark: _Toc167542652]Recent Change Initiatives at Hilton Hotels
One of the fundamental changes in Hilton Hotels is the digital transformation. According to Hilton Hotel (2023), the organization sought to reduce the Friction of Travel by implementing several technological transformation initiatives to improve their customer’s travel experience. Hilton’s integration of digital transformation followed Lewin’s Change Theory. Burnes (2019) highlights that Lewin’s Theory of change follows a three-step change process: the Unfreezing, Change, and refreezing steps. Adam (2022) highlights that the change process is a fundamental and inevitable process of organizations, and changes are often dictated by dynamic and rapidly changing social, technological, and environmental influences. Hussain et al. (2016) highlight that during the “unfreezing” stage, an organization identifies the internal and external forces pushing organizational change. Moreover, the organisation initiates the planning of the change process. According to the AHLA Report, 2024 State of The Industry Report, hotels and the hospitality industry have highlighted the importance of technological advancements to succeed. Hotels must leverage technological advancements, including AI technologies, to improve guest satisfaction and operational efficiency. Stories from Hilton (2023) highlight that in a survey by the organization in 2023, they understood the customer’s demand for a “frictionless” travel experience. Hilton understood the need to incorporate some of these technologies in improving guest experience and planned to roll out a cloud-based platform that would fasten the transaction through the Property Engagement Platform, automatically unlock and connect to hotel lobby elevators through Hilton Honors Elevator Unlock technologies, thus reducing waiting time. During the process, Hilton Hotel acquired necessary technologies by contracting Hotel Key to develop them, train employees, and incorporate their feedback during application development, thus reducing employee resistance to changes.
Hussain et al. (2016) note that the change step is the second step where the organization rolls out the organizational changes. According to Stories from Hilton (2023), Hilton Hotel launched the project in its pilot project at Homewood Suites by Hilton Largo Washington DC in 2023. After successful implementations, Hilton rolled out technological advancements to over 7,000 of its hotels worldwide and intended to double the number over three years. In addition, Hilton rolled out a Hilton Honors Application that allows guests to send a text message for their needs. Stories from Hilton (2024) note, “Late check-out request. Extra pillows. Wine glasses. Replacement toothbrush. Just send a text.” The application was rolled out with WhatsApp, SMS, or other texting channels as part of their initiatives to improve frictionless travel. In 2023, Hilton Hotels had already rolled out the Kipsu messaging formation across 3,618 Hilton properties, and over 70% of its guests used the services to access frictionless experiences during travel and accommodation (Stories from Hilton, 2024).
Once the change is made, the final stage in Lewin’s change process is the “refreezing stage.” Hussain et al. (2016) note that once changes occur, organizations must ensure the implemented changes remain implemented. This implies that the organization must achieve commitment planning, which entails activities and tasks embedded in the organizational culture. Further, the people and activities required to adhere to change successfully are implemented to ensure they are enshrined in the organizational culture and values. According to Stories from Hilton (2023), Hilton has embedded the changes through consistent communication campaigns highlighting the importance of frictionless customer service. Also, the organization has been open through public acknowledgement to a system of rewards and incentivization to ensure the change is rooted in culture. In hotels where the technologies have been implemented, frictionless customer services are written according to standard operating procedures, and all customers are encouraged to sign up and use SMS-based frictionless systems for customer service demands.
[bookmark: _Toc167542653]Strategic Direction
The Hilton Hotel’s strategic direction has been towards growth and expansion. Zheng and Tsai (2019) highlight that diversification has an immense positive influence on optimum organizational performance. Hilton’s strategic direction has been through product diversification, which has focused on developing a new brand under the subsidiary that offers value-based and quality yet affordable accommodation (Köseoglu et al., 2020). The Chief Brand Officer said, “In looking at the economy category, we saw a segment that has grown dramatically but lacks consistency, providing us an opportunity to deliver on the needs of this underserved segment of travelers’” (Stories from Hilton, 2023). Hilton ventured into a “first-ever premium economy brand” called the Spark by Hilton Brand, which provides affordable yet quality accommodation to its guests. The latest brand, Spark by Hilton, is a testament to Hilton’s strategic direction that seeks to maximize the value for guests during travel. The Spark by Hilton offers thoughtful simplicity in multifunctional settings, inspired room design, and guest options. The brand reverts to the basis of hospitality by providing welcoming, helpful, confident, and reliable customer service. Despite the price dip, Hilton promises unexpired touches, which entails customers receiving complimentary breakfast and a consistent and quality experience (Stories from Hilton, 2023).
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The Hilton Hotel has well-thought-out and strategic operations and business strategies that have provided the organization with increased performance and a competitive edge. Hilton Hotel has leveraged its centralized structure, organizational culture hinged on employee and guest well-being, commitments to the planet and care for all, and its core goals and values to improve employee engagement and satisfaction as well as expand its global standards that align with regional responsiveness to ensure performance and growth. In addition, Hilton’s recent digital transformations and growth and expansion strategies through product diversification have demonstrated the Hotel chain’s forward-thinking and dynamic responsiveness. Understanding Hilton’s structure, culture, changes, and strategic thinking are instrumental in the hospitality industry as they demonstrate the implications of digital innovation and expansion strategies as a necessity for the survival and sustainability of hospitality industries. It has also created a roadmap for hospitality organizations to reevaluate their strategies and revert to providing affordable hospitality that addresses the current growing budget-conscious travelling and the increasing economic restrictions. Further studies on organizational culture and strategies should focus on the implications of adopting AI systems and automation to improve customer experience, employee well-being, and organizational performance.
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