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Executive summary:
Today’s report shows everything you need to know about the Hilton hotel’s chain. We look at the sort of workplace it is for employees and what sort of experiences they get. We look at the employee benefits and how employees get benefited from them. We look at what Hilton is like for experiences of guests whether they travel for business or recreation; we see things to do with the customer service and the facilities available. We identify what challenges Hilton may be facing in terms of the changes that may need to be implemented with modern hotels having sustainability features and more luxury features. We see their long-term strategies that they plan on using to keep up with whatever changes need to be made and to remain a successful brand. We also get a look at another similar hotel chain that operates in a similar way to Hilton, and we identify what’s different and what’s similar. Lastly there are a few recommendations for what Hilton could change in the future to continuously improve their business. 
Introduction:
Today’s report will be talking all about the Hilton hotels chain. This report will include an organisational audit that is a strong and in-depth evaluation of the performance of the organisation. To give a brief background of Hilton hotels worldwide, the organisation is a worldwide chain of hotels with luxurious and relaxing hotels in locations around the world. Hilton hotels are very popular hotels for those who want a comfortable and relaxing stay. They are popular for business travellers who may have conferences and business meetings. They are one of the global hospitality leaders and they have been delivering top service for over a century. The report mentions areas such as the finances, overall performance of the organisation, adherence to the industries policies and regulations. There will also be areas mentions like the aligning of strategies and risk management. The report will consist of the main body which will include the main points about the organisational structure, culture and main goals. That will be where the main strengths and weaknesses will be evaluated. There will be a section of the report about change initiatives and how it impacts the management. We will get a look at what has recently been changed about the organisation and how the organisation has reacted to the changes. There will also be a section about their overall business performance and how the organisation performs. This will show how well their main strategies align with their overall performance. There will also be some paragraphs giving overall recommendations for potential improvements and a conclusion which will give the readers a clear summary of what they have read and to highlight the key points. 
Organisational structure, culture and goals
The Hilton hotel chain has 4 main pillars behind the culture of the hotel environment and workplace. Those main pillars include purpose, growth, wellness and inclusion. The reasons behind these pillars are for the benefits of the employees to create a workplace that feels suitable for everyone. The sort of workplace that the Hilton hotel wants is for employees to feel very comfortable at work and feel like they can be themselves and express themselves while enjoying positive interactions with their colleagues and making unforgettable memories while gaining excellent worm experience.
Wellness and inclusion are the pillars that have the most positive impacts on the company’s employees because the wellness pillar means that the employees feel very valued and the company offers a very welcoming environment and helps them to feel motivated to work for them. Hilton hotels value their employees very much and will do what they can to help them when necessary. They will take the time to train and develop their employees to ensure they learn and do an excellent job. 
Inclusion is also the most important main pillar for not only employees but also the hotels guests. This is because Hilton wants to be an organisation that makes everyone feel welcome regardless of their age, gender, ethnicity and those who have special needs. Hilton enjoys celebrating diversity and appreciates everyone for who they are. They want everyone to feel like they can be themselves and feel accepted. The directors have an aim to make a big difference to everyone’s experiences and to bring some light to their environment. When a workplace favours specific employees and treats some people differently, it doesn’t feel like a very good place to work when there is obvious favouritism. Hilton doesn’t want that to be a part of their workforce therefore everyone is treated fairly and given the exact same opportunities. 
The Purpose pillar represents what the main goals and aims of Hilton hotels are. Hilton has main goals of making impacts through sustainable travelling, this means making travelling and accommodation more economically friendly. They also have intentions of making people’s experiences highly valuable whether its guests staying at the hotel while travelling or employees working for the company. They have a vision of a net-zero future and making their business a much more sustainable business, these are their main goals that they hope to achieve. 
Their growth pillar refers to their main goals of achieving sustainability within their organisation. Hilton is the sort of company that always strives to improve themselves and work out what they can do to change for the better. They are always looking for ways to improve customer experiences as well as become more sustainable so they can be a leader for top customer service and be a sustainable brand that doesn’t harm the environment. 
A major competitor for Hilton hotels is the Marriott international hotel chain. The Marriott hotel operates in over 100 different countries and has 6000+ locations globally. The main reason this hotel chain has competition with Hilton is because the Marriott hotels have loads of branches, as well as marketing techniques meaning that their chains get promoted more scarcely therefore loads of people see their advertisements and because their products and services get promoted more people become attracted to them. 
Mariott hotels are also good at looking after employees however there are some slightly different things that they prefer to focus on. The Mariott hotels look after their staff in ways that are more serious and they focus more on financial areas (Forbes, 2026). They offer health insurance options and certain insurance options that vary depending on people’s life situations. They do offer lots of staff development and training opportunities for all their new employees to ensure they feel comfortable with their new job role and that they know what they’re doing. There is an employee assistance programme that stays confidential and it can be used to support people with both professional and personal issues. What is different about the Hilton hotels is that they are more appreciative of who every individual is for who they are and allowing them to express themselves. This allows employees to be able to make friends and have a positive experience everyday while working for Hilton hotels.
















Recent change initiatives
Over recent years the Hilton hotels have added a fair amount of sustainability features in hopes that they can contribute to reversing the effects on the environment. They have a main goal to reduce emissions and make Hilton hotels part of a much more sustainable travel industry by 2030 and many more years to come. Here are some of the strategies the company has implemented to help the brand become more sustainable.
They want to become more energy efficient and have installed a few systems to help. 
They have installed LED lighting since these have been proven to help reduce the amount of energy and electricity that has been used. The advantages of the LED lights are that they last significantly longer than regular lighting and because of how long they last it helps reduce the use of energy, electricity and waste by using lights that last longer and more efficiently. Research proves that homeowners who use LED lighting instead of regular light bulbs to save money and electricity throughout the year and they use lest waste. It varies how much everyone would save, however on average statistics prove that the average homeowner who switches to LED light bulbs would save around £40-£60 per year through using LED lights and over time that will add up.  
The Hilton hotels are aware of their water usage, and they want to try and save the amount of water that gets used. Over the recent years their hotels have installed water-saving aerators to try and reduce the amount of water that gets used. They believed this would be a good investment to their hotels because they want to compromise efficiency without reducing comfort and functionality when water products like taps and showers are being used. The small holes or mesh that the aerators have helps to reduce the amount of water being used while water gets created through the flow of air which allows more water to flow without the extra water being used. The aim of using these devices is to make changes to the amount of water that gets used and sometimes even wasted, this will be sure to help prevent any water shortages in the future. 
One important area that the Hilton hotels have focused a lot on is the use of plastic and all the waste produced (Green century, 2024). What Hilton hotels have done to reduce the amount of plastic waste is instead of using plastic water bottles for the guests, they use glass bottles that are much easier to wash, recycle and refill. One other improvement added is they now have water fountain taps so they can refill bottles that have perhaps already been used once but can still be used again. Plastic bottles have been phased out by the Hilton hotels due to the amount of plastic waste that gets produced. Hilton wanted to strive to make changes in the best ways possible and these methods have been effective. These are a few of the important steps that Hilton decided to give a try and make them work as best they can. They want to be a part of the hotels that do their very best to make changes to the environment and do their part on moving towards a greener hospitality industry moving forward. 
Strategic direction and current business performance 
The biggest goal that Hilton currently has is to meet the goals of the UN (united nations) of sustainability which will contribute to global sustainability efforts. The UN has a goal of hospitality establishments moving towards more sustainable futures which Hilton hotels would love to be a part of and do their parts to help. They want to have a role as a global hospitality leader and continue to be a role model for other hospitality businesses starting up to show them what they can do well to be successful (Investors hangout, 2026). Hilton has the responsibility of looking at the possible methods of making the hotel more sustainable which they are already doing step by step. They are hoping to change things for their hotel chains by making things more sustainable by adding the features to their hotels that also make things feel nicer for their guests (Hotel management network, 2026). 
The most important long-term strategy in terms of the guests is striving to continuously improve their experiences. The customers are Hilton’s biggest priority because they want the guests to enjoy their stay and feel satisfied. They have several methods on how they can improve the stays of their guests. The use of technology helps lots of customers with their experiences as they find using technology easier when it comes to checking in and entering their room through digital keys. It also helps them book the sort of rooms they want online because they can select what they’re looking for and book it based on their preferences (Brand finance, 2026). They use real-life data as proof of what their guests think and use the information to figure out what they can do to improve guest experiences. They use reviews online to see what guests had to say about their stays as well as customer feedback and surveys. These are the best methods they can use to figure out what the customers thought and how they can improve things to make customers enjoy their experiences even more, they want to hear it from their customers (Forbes, 2026). Hilton also monitors the service of the guests to observe the quality of the service to make sure that Hilton’s guests get only the top quality of service by the staff. They could monitor how the staff help the guests in reception when the guests check into the hotel, if the guests have questions about anything or any problems with anything (for example there may be something malfunctioning in their room). They could also look at what the service is like in the cafes and restaurants to ensure that the waiters and waitresses are doing their very best at delivering top service and that the customers are also being served top quality food and drinks. The purpose of the observations is to see what the staff do well and what could be done differently to improve guest experiences (The Geedesk blog, 2024).  
Another important long-term strategy that Hilton hotels have is diversifying their guest experiences and catering for the lifestyle of people from the newer generations since they have different preferences. They want to make sure they have unique and unforgettable experiences. When hotels don’t change the way that they manage and organise things it can sometimes cause their business to fail due to the public’s preferences changing and the establishments not catering for their requirements. It’s important that Hilton identifies what people look for in hotels and work out how to cater for those needs (SWOT analysis, 2026).  
When Hilton is faced with competition, they know exactly what strengths their company and brand stands for therefore they continue to promote their products and services to the public. There are loyalty programmes that can be offered to loyal guests. Hilton has a free to join loyalty programme where people can collect some points when they book their stays at Hilton, this is an excellent way to encourage people to visit regularly, and it helps them get discounts for their future visits. This is a way to encourage more guests to become loyal customers and attract them because other hotels may not offer them benefits and loyalty programmes at least not in the exact same way; so this makes Hilton stand out (Nerd wallet, N/A). 




















Recommendations
There are only a few things that could be recommended to be changed about Hilton hotels since they already work extremely hard to provide well for not only their guests but also their staff. One improvement for the staff would be to make sure that staff are always responding to customers with empathetic manners because this will always make a difference to the customers experience. If a customer is already having a bad experience, it can improve their experience and turn it around (Hiver, 2026). One other area that isn’t necessarily a problem, but it could be something to think about. Hilton hotels don’t have a particular target market or a particular group of people that the products and services could be aimed at. If there are specific products and services that Hilton feels could be very attractive to a specific group of people, they could promote it and make it seem appealing to them, and they can promote it as well (Hilton, 2026). Lastly there are other hotel brands that are more luxurious brands, and Hilton does have luxurious features however Hilton isn’t necessarily a luxury brand. What Hilton could think about is whether they would want to try to evolve and gradually become a more affordable luxury brand because guests may choose the luxury hotels if relaxation and comfort is what they’re looking for. This will attract many more guests to come and stay at Hilton hotels if they feel they get value for their money (Forbes, 2026). 
Conclusion
The overall performance of Hilton hotels is excellent as Hilton has been continuously improving and performing very well. In terms of their employees, they do an excellent job to look after their staff and act as great management teams. Employees feel very happy working for Hilton hotels and feel motivated to work extra hard for the company. They don’t struggle to find staff who can work for them as they offer great perks and benefits to take care of the staff. The guests have very memorable and valuable experiences that and they often return and revisit Hilton hotels. They may not always stay at the same branch however Hilton is a brand they’ll always consider when booking a trip. It is an excellent hotel for not just people who are on holiday but also business travellers as they get the comfort and space they need. They also evolve their facilities well and keep things as up to date as possible. They have been adding several sustainability features like lots of other modern hotels, and they do change according to what customers expect. Overall, Hilton hotels are a big success and will be for many years to come. 
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