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[bookmark: _Toc158588478]Introduction
In the hospitality industry, Hyatt Hotel Group is one of the largest company which is known for its excellence (Krupskyi et al., 2019). The reason behind its excellence is its faithful commitment to crafting genuine and memorable guest experiences. Globally Hyatt has produced a culture of creativity, sustainability and awareness. It has also created a level of service superiority worldwide. This extensive case study analyses the organizational structure, strategic path, cultural integrity and business effectiveness of Hyatt. By examining these aspects, its purpose is to examine the complex factors of Hyatt's story of success. Again, it has to highlight the driving forces that helped the company to grow and shape its way in the dynamic landscape.

 




[bookmark: _Toc158588479]The organisational structure of Hyatt Hotel Group
The organisational structure of Hyatt Hotel Group includes a decentralised structure that differs from the competitors of the industry (Kainthola, 2021). Even though the decentralised structure exists, the headquarters establishes and sets the overall strategy and goals. Then, the individuals and regional divisions are assigned to establish these goals with autonomous power of decision-making. This kind of organisational structure is derived from the theory of Mintzberg’s Related to Organisational Structure. This structure is aligned with the “professional bureaucracy” in terms of decentralised decision-making (Mullins, 2020). This structure enables the company to adapt quickly to changing local market conditions. It fosters a sense of ownership among the employees (Steyn, 2020). However, this type of structure can bring inconsistency in the operational activities and the standards across different properties in 60 countries.

Figure 1: Organisational Structure of Hyatt's Headquarter (Williams, 2022).
[bookmark: _Toc158588480]Analysis of Corporate Culture and Values
The corporate culture of Hyatt Hotel Group is focused on empathy, inclusivity and innovation. The company is committed to considering and caring for the guests and employees (Luiten, 2020). This initiative provides evidence of enabling people to be their best. The company provides health insurance including dental and vision courage. The Hyatt has also provided opportunities for growth by a program named “Hyatt Grows”. The company provides gym memberships and mental health resources through a program “Health and Wellness” (Gröschl, 2011). This type of culture introduces belonging and courage among employees to engage in operations and explore their best to meet the demands of customers. This kind of culture is aligned with Schein's model of organisational culture which focuses on espoused values and underlying assumptions to shape behaviour and interactions (Williams, 2022). Though this type of culture exists in this hotel, there are allegations of workplace discrimination and harassment. It indicates that there are gaps between the defined values and the actual practices.
[bookmark: _Toc158588481]Discussion on Goals and Objectives
The primary goal of this hotel is to become the most preferred brand in the hospitality sector. For this goal, It tries to deliver excellent guest services and sustainable growth. The company’s strategic goals include the targets of expanding its footprint in key markets, improving operational efficiency and contributing to sustainability. Although this hotel demonstrates its commitment to excellence, there are imbalance between the objectives and unique identity (Jones and Comfort, 2019). The company faces the challenges of maintaining the objectives of maintaining the unique identity and values of individual properties.
[bookmark: _Toc158588482]Comparison with industry standards and competitors' practises
In comparison to industry standards, the organisational culture and structure of Hyatt Group Hotel provide advantages and limitations. There may be greater flexibility and responsiveness to market dynamics due to the decentralised structure. However, there are challenges to maintaining consistency of service standards across different locations. Major competitors, Marriott International and Hilton Worldwide Holding Inc. employ centralised models based on their strengths and weaknesses. The franchise model of Marriott enables the company to adopt rapid expansion while minimising capital investment (Cardoso, 2022). However, there are inconsistencies in quality and brand experience. The centralised structure of Hilton provides greater standardisation and control for improved agility and innovation to respond to local markets. But sometimes, there are hindrances to agility and innovation due to a centralised system.  There are differences among the structures of competitors, but the common goal is to provide exceptional services to the guest for improved brand reputation.
[bookmark: _Toc158588483]Recent Change Initiatives, Impact, and Management
This part of the analysis provides various recent change initiatives of Hyatt Hotel Group.  It aims to improve guest experiences, and operations and address emerging trends in the evolving landscape of the hospitality industry. These change initiatives are formed of digital transformation, sustainability efforts and operational excellence (Roy, 2022). The change initiatives of the hotel are aligned with Lewin’s Change management model. All these shapes the organisational performance and its stakeholders.
[bookmark: _Toc158588484]Recent Change Initiative
One of the most significant change initiatives of Hyatt is the technological integration to revolutionise guest experience and streamline operations. There are technologies by mobile to ensure the Check-in and keyless entry systems to simply the experience of guests. This integration reduces the waiting time and improves the operational efficiency. The development of personalised guest experiences is directed with the help of data analytics and artificial intelligence (Memon et al., 2022). The data analytics and artificial intelligence enable Hyatt to anticipate guest preferences and deliver more personalised services. This initiative results in customer satisfaction and loyalty.
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Figure 2: Personal Check In and out systems by mobile (Demianenko, 2022).
The Hyatt has invested in sustainability to reduce its environmental footprint to promote sustainable business practices. The hotel made a partnership with a Light-source company to implement solar in 10 hotels in the UK. This project aims to generate 20% renewable energy for the total electricity needs (Demianenko, 2022). The sustainability initiatives also include reducing the usage of plastics, LED lighting, water fixtures and HVAC systems (heating, ventilation and air conditioning systems) to support the guests and communities. The initiatives of Hyatt are aligned with the business strategies to appeal to environmentally conscious travellers.
[bookmark: _Toc158588485]Impact of Change Initiatives
The integration of digital technologies and sustainability initiatives generates positive results (Mullins & Dosser, 2013). These positive results include the digitisation of guest experience with enhanced operational efficiency, reduced cost and enhanced customer experiences. A study by Deloitte has identified that 70% of guests of Hyatt are willing to pay more premium due to the sustainable products and services. 83% of tourists are willing to choose an organisation based on environmental protective initiatives (Marques, 2023). The commitment of Hyatt to sustainability and environmental consciousness shapes the positive experiences of guests. It impacts the brand image and brand loyalty to differentiate the competitive hospitality market.
These initiatives provide challenges to employee training and adaptation. Because 50% of existing jobs are prone to be automated by 2030. It provides challenges to the employees of Hyatt that require the process of re-skilling and up-skilling to sustain the position (Demianenko, 2022). The rapid adaptation of technology also requires higher investment in staff training and development to make the workforce proficient. The digitisation of hotel services increases the fear of losing jobs and the resistance to change. This necessitates the managerial strategic actions to make proactive changes to manage the issues and foster employee buy-in.
[bookmark: _Toc158588486]Management of change initiatives
The integration of digital technologies and sustainability moves requires change management to facilitate the implementation (Boddy, 2014). The key components of change management include effective communication, stakeholder engagement and training and development programs to ensure a flexible transition to new practices and technologies.
The change management initiatives involve Lewin’s model of change management. In the Unfreeze stages, Hyatt initiated understanding the employees' concerns and apprehensions on implementing mobile check-in to make barriers for resistance points and developed solutions. For this, the hotel collected feedback from surveys and focus groups. This process actively involved the employees in the change process by the alignment of an open communication strategy (Memon et al., 2022). 
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Figure 3: Stages of Lewin's Change Management Model (Memon et al.,2022).
In the change phase, for example, the Hyatt hotel arranged extensive training programs for the employees to provide an idea on technology adoption and their practical knowledge. This process focused on employee development that made the employees engaged with the adoption, using the technology in a dynamic environment with confidence (Rahman, 2023). 
In the refreeze stage, the hotel reinforced the mobile check-in system to measure guest satisfaction. It also enabled Hyatt to trace employee performance related to the technological changes that were integrated to adopt the improvement of the new practices. This process compelled Hyatt to focus on a data-driven approach for continuous improvement. It made the employees more proactive to contribute to the success (Taoussi and Afilal, 2024).
[bookmark: _Toc158588487]The organisation’s Strategic Direction and Current Business Performance
For a competitive position and long-term existence in the dynamic hospitality sector, the assessment of Hyatt’s current business performance strategic direction is a significant element. Objectives of this detailed analysis are directed to evaluate its strategic priorities, market positioning and financial performance for understanding the strategic effectiveness.  
[bookmark: _Toc158588488]Strategic Direction
Hyatt Hotel Group’s strategic direction revolves around its core mission of delivering authentic hospitality to impact the lives of stakeholders positively. The strategic priorities of Hyatt include delivering exceptional guest experiences, enduring sustainability and fostering a culture of innovation and inclusivity (Demianenko, 2022). The priorities are central to its global expansion, brand differentiation and integrating technology to bring operational efficiency and guest engagement.
Utilising Porter’s generic strategies, the analysis provides its competitive position.
Cost Leadership: The initiative of technological advancement focuses on cost reduction and operational efficiency that implement the cost leadership strategy. The services of the hotel focus on a high-quality experience and global expansion with a position of cost leadership (Bharwani and Mathews, 2021).
Differentiation: The business focuses on exceptional guest experiences that focus on its core mission, and brand portfolio by differentiation of strategy. It aims to establish a unique and authentic experience for developing customer niches.
Focus: The segmentation process of Hyatt’s various brands focuses on the specific guest category to make a focus strategy. These processes help to indicate the efforts of global expansion. This enables the Hyatt’s to develop a focused strategy for each segment.
Porter’s generic strategies of Hyatt entail that there must be a balanced and integrated strategy to combine the technological and sustainable moves for maintaining its core mission. The strategies of Hyatt include blending elements of differentiation and focus (Bharwani and Mathews, 2021). It explicitly focuses on the aspects of cost leadership through technological adoption.
In recent years, the company has adopted an assertive growth strategy to make acquisition and expansion efforts.  As a result of this strategy, Hyatt’s acquisition of Two Roads Hospitality in 2018 strengthened its brand portfolio and geographic reach (Krupskyi et al., 2019). It results in exploring new markets and customer segments.
[bookmark: _Toc158588489]Current Business Performance
The strategic execution and competitive landscape provide Hyatt’s current business performance as a barometer. Revenue growth, profitability margins and market share dynamics are key metrics to measure operational effectiveness.
Industry report indicates that the market share of Hyatt’s was 7.5% in 2023. In 2023, the company generated $4.4 billion in revenue and a 12.4% increase in revenue from the previous year. It indicates the growth of this company that is beyond the average industry growth. The profitability of Hyatt’s is in a good position with a 10.2% income margin in 2023 (Xu, 2023). This indicator shows the resilience and economic growth of Hyatt. As the company focus on premium and luxury segments, it maintains higher average daily rates (ADR) that contribute to healthy profitability.
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Figure 4: The RevPAR of Hyatt's (Pradinam et al., 2023)
The operational metrics include the occupancy rates and RevPAR (Revenue per available room) which place a strong competitive position in the market. The dedicated personalised services and brand loyalty enable the company to sustain higher ADR and RevPAR. The occupancy rate of Hyatt is 73.6% in 2023 according to SRT. The average rate of occupancy in the industry is 73.4% (Pradinam et al., 2023). This signifies the strong demand for the hotel’s services and properties. The RevPAR of Hyatt is £242 in 2023. This provides an overview of its pricing strategy and ability to charge premium rates from the customer. The evaluation of Hyatt’s current performance provides data that indicates its strong position in the market (Xu, 2023). The quality, innovation, and sustainability of Hyatt enable the internal operations to be more customer centric.



[bookmark: _Toc158588490]Conclusion
In conclusion, the legacy of Hyatt Hotel Group defines visionary leadership which follows a customer-oriented ethics and a constant aim of excellence. As Hyatt pursues a decentralised structure and strategic capability and fosters a culture of customer-centric hospitality, it has established itself as an industry pioneer. It has also assured its position by continuing innovation and development. With the dynamic landscape of this industry, Hyatt's steadfast commitment to providing extraordinary guest services and encouraging sustainable activities helps it to ensure its significance globally.
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