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Executive summary 
Organisational behaviour can be defined as the collection of ways in which individuals who are involved in a business interact and behave with one another in order to carry out business operations and generate income. Through the use of this report, the ways in which organisational behaviour influences business practices and outcomes were explained. It chose Hilton Hotels and Resorts as its subject and provided an explanation of the company's organisational culture, structure, and aims, as well as the implications these factors have on business operations. It was also recommended that businesses should concentrate on increasing the scale of their operations and should make sure to diversify their brand in order to maximise their potential for growth. 
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[bookmark: _Toc192195632]Introduction 
Organisational behaviour (OB) is the executed behavioural science or study of the way employee communicates, as well as interacts with each other within an operational setting (Armstong, 2021).
Hilton Hotels & Resorts was founded by Conrad Hilton in 1919, starting with the purchase of a small hotel in Cisco, Texas. Over the decades, it has grown into a global hospitality leader, operating over 6,000 properties in 119 countries. The brand has pioneered key innovations in the industry, including introducing the first multi-hotel reservations system and the Hilton Honors loyalty program. Its portfolio includes luxury brands such as Waldorf Astoria and Conrad Hotels, midscale Hilton Garden Inn, and extended-stay options like Homewood Suites, reflecting its diverse market reach (Hilton, 2025).
 The aim of this report is to highlight the value of effective organisational culture for effective business performance. It includes organisational procedures along with the attitudes, principles, styles, and environment that take place in the working environment (Abbas and Dogan, 2022). This study will also reflect the way organisational structure, culture and goals affects corporate cultures and influences business operations. It will also explain recent change initiatives and strategic direction for the business. 
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Organisational Structure
According to the studies of Arnold (2020), Organisational structure is one of the factors that hold prime importance for businesses that wishes to operate majorly in their respective industries. There are several types of organisational structure that businesses usually adopt and that influences entire operational base properly. The most important type is hierarchical structure, in which a transparent chain of power from apex to root works in business interests. This is frequently used corporate structure, as it is simple to execute and contrastingly, it is highly effective in making operations efficient and enhancing business performance.
However, it has been argued by Armstong (2021), it is considered that hierarchical structure is simple as well as effective for organisations. But it is significantly argued that there are some other types of structures that influence business operations and overall performance. One of them is functional and other one is matrix structure. Functional structure contains groups and teams of employees through skills and expertise in various domains. And the matrix structure includes a combination functional divisional structure in which dual chain of command is located within the business. These structures allow faster operations and enhanced decision-making quality through opinions from others. 
For example, Hilton Hotels & Resorts is one of the bets hotel chains of the world and the company operates in a hierarchical business structure with having transparent lines of power or command along with decision-making at various levels. At the top, the Executive Leadership Team, led by the CEO and Board of Directors, sets strategic priorities. Regional presidents oversee operations in North America, Europe, Asia-Pacific, and the Middle East, ensuring that strategies align with local market needs. Below them, General Managers manage individual hotel properties, supported by department heads overseeing core business functions such as finance, sales, and operations (Hilton, 2023).  
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Figure 1. Hilton Hotels & Resorts Organisational Structure
(Source: Self-developed)
 The structure allows for efficient decision-making while ensuring local flexibility. These divisions support the business in tailoring its offerings to local market demands and certifying a stabilised approach to worldwide scale and regional relevance (Boddy, 2017). 
At the functional level, this business structure contains various operational departments that centre on key areas like marketing, operations, finance, and sales, and human resources. This enables Hilton in maintaining better control over its enlarged or global portfolio while being responsible towards regional demands (Caputo and Ayoko, 2021). 
Corporate Culture and Its Influence on Operations
Hierarchy, adhocracy, clan, and market are corporate cultures. The adhocracy culture encourages idea exchange. Market culture values financial success and employee contributions. Teamwork and heritage define clan culture. The hierarchy culture emphasises career paths and open management. 
The Hilton uses a clan culture that reflects through its robust focus on teamwork, employee involvement, and teamwork. The corporate culture of Hilton is associated with its roots of being highly sustainable and ecological hospitality provider to the globe (Zadran and Jabarkhil, 2024). Its purpose is to provide the greatest sustainable operations or services to advance humanity and the environment.
Using the McKinsey’s 7s model here, it can be said that shared values are collaboration, and innovation. Its structure encourages team collaboration and its systems centres on consistent innovation. Further, its style relies on inclusive mentorship, their staffs are diverse and highly skilled, and its skill factor highlights innovation in hospitality services. Lastly, its strategy aims to become global leader with promoting sustainability (Huczynski and Buchanan, 2019). 
Hilton values providing excellent service and supporting its employees. 
Hilton is known for its emphasis on inclusivity, creativity, and diversity, which encourages employees to provide high-quality facilities and improve their abilities. 
One of the prime aspects of Hilton’s culture is its focus on team collaboration. The company creates a surrounding in which workforce, from entry-level team to management, work together to attain shared objectives. 
Hilton invests in technology that improves the customer experience like room key applications, mobile check-in/check-out, and tailored facility offerings. This culture certifies consistency across its branches worldwide, in which employees follow the same facility quality regardless of location (Chatzopoulou, Manolopoulos and Agapitou, 2022). 
Goals at Corporate and Individual Unit Levels
In relation to the corporate level, Hilton has a well-defined combination of tactical goals that direct its functions globally. These objectives and goals consist of growth, innovation, and sustainability. Hilton’s corporate goals include measurable objectives such as expanding its global footprint with five hundred new properties by 2027, reducing carbon emissions by 50% by 2030 under the ‘Travel with Purpose’ initiative, and increasing Hilton Honors loyalty membership by 15 million members by 2026. The company also prioritises operational efficiency by integrating AI-driven personalised customer experiences and real-time data analytics for revenue optimisation (Hilton ESG, 2025).
Also, the aim of sustainability is a vital corporate goal for the business in modern times (Mullins, 2019).
 Its promise to sustainability undertakes decreasing energy usage, water consumption, and waste deduction, while also improving regional employment rate and ethical sourcing initiatives. On the other hand, at the individual unit level, the objectives and goals frequently align with the total business vision but are highly centred on functional performance and consumer contentment (Gomathy et al., 2023). 
Every Hilton hotel fight to meet customer satisfaction, revenue per available room, occupancy rates, and cost effectiveness. Hilton's emphasis on career progression and internal promotions helps achieve such aims.
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Change initiatives in the Hilton Hotels and Resorts
The Hilton have constantly adopted change for staying competitive in the ever-changing hospitality sector. Several key change initiatives are digital transformation, environmental sustainability, and workplace inclusion and diversity. The business is centred on digital innovation for enhancing the customer experience and functional efficiency.
 A main change was the presentation of the mobile application of the business with having features like mobile check-in, virtual room keys, and room selection. This initiative improves the customer experience through providing wider convenience and tailored facility (Mullins and Dosser, 2013). 
Hilton’s promise to sustainability has been reflected via its “Travel with Purpose” program, which targets to cut its ecological implication by half at the end of 2030 (Hilton ESG, 2025). The company is focussing on energy efficiency, water conservation, and waste reduction across its global portfolio as part of this program. Integrating eco-friendly patterns in new hotels and encouraging sustainable efforts in present facilities improves sustainability. Hilton also offers programs to promote workplace inclusion and diversity. This aims to increase women and people of colour in mentorship roles and create an inclusive workplace. Such measures ensure a friendly workplace through recruitment, career development, and retention.
Their implications on business 
The change initiatives initiated by Hilton significantly impacts the organisation, with covering varied factors of its functions, consumer connections, and brand image. Hilton's technological developments like mobile check-ins, smart room features, and room selection have importantly enhanced the entire guest experience. For example, the Connected Room program enables customers in customising their accommodation through controlling different room settings from their mobiles, offering them a more tailored and accessible experience. Such changes are probable for improving consumer contentment, repeat business, and loyalty which is valuable in the increasingly competitive hospitality sector (Mullins, 2023).
The use of digital tools and cutting-edge technology has transformed Hilton. Hilton's mobile check-in and virtual room keys reduce check-in difficulties improving front desk efficiency. Such tools reduce customer wait times and let them focus on customised services. 
Through enlarging its brands and accessing the extended-stay marketplace, Hilton has established itself to provide a new domain of customers. The rising demand for long-term accommodations owing to the growth of remote operations and organisations travel has enabled Hilton in jumping into a profitable market, varying its offerings, and enhancing sales potential (King and Lawley, 2022). 
Managing such changes within business 
Hilton’s current change initiatives emerge to have been well-maintained, as they were implemented with a tactical vision and align with the long-term goals of business. Some of the prime factors that contribute to the progress of such changes could be employee commitment, transparent communication, and continuous development (Kumar, Bhatt and Ganguly, 2022). 
It has shared its objectives and initiatives properly to both workers and consumers. For example, the launch of Hilton’ mobile application and the initiative of Connected Room scheme were convoyed through promotional campaigns that reflected the advantages for customers. Through certifying that consumers are aware of these new offerings Hilton has effectively raised commitment and consumption of its virtual tools. Furthermore, Hilton's investment on employee growth and commitment has played an important role in maintaining change successfully (Robbins and Judge 2017). 
Technology integration and consumer facility training programs offer competent workers who can implement new initiatives. Regular initiative oversight shows the company's commitment to improvement. Hilton periodically evaluates its environmental, technology, and customer satisfaction efforts to identify opportunities for improvement. 
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Strategic Direction
Hilton Hotels & Resorts’ tactical direction is centred on sustainable development, innovation, and improving the consumer experience while managing a robust worldwide existence. The organisation is promised for enlarging its portfolio via organic development and tactical partnerships, while matching its functions with changing market requirements and trends (Lim et al., 2024). Strategic vision of the business is to offer outstanding hospitality to customers globally and become the worldwide leader in the hospitality sector (Mullins, 2019).
 The core of Hilton’s strategic direction is its vision or mission to “fill the earth with the light and warmth of hospitality.” This direction shapes its long-term targets, which majorly encapsulate enlarging its brands, certifying functional efficiency, marketing sustainability, and embracing to virtual innovations.
Strategies for long-term objectives
Technology and innovation – Adopting digital transformation is a prime tactic for Hilton Hotels and Resorts (Boddy, 2017). The business has invested its resources in technologies like the mobile application, digital room keys, and linked rooms. Such innovations improve customer contentment through providing tailored experiences, revolutionising check-in procedures, and offering more authority over the consumer experience. Hilton’s promise to incorporating innovative technology helps its target of staying competitive in progressively tech-driven hospitality scenery.
Sustainability initiatives – The “Travel with Purpose” program is primary to its sustainability tactic. The business aims in reducing its ecological implications through minimising its carbon emissions, water consumption, and waste production through 2030. 
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[bookmark: _Toc190785484]Figure 2. "Travel With Purpose" Initiative by Hilton Hotels and Resorts
(Source: Hilton ESG, 2025)
The above image reflects its contributions to the society and environment. The company also centres on the leverage of sustainable building formations for new hotels and struggles in promoting eco-friendly operations across its worldwide operations. These endeavours not only get align with consumer demand for sustainable initiatives but also enhance functional efficiency, decrease costs, and improve Hilton’s brand image as a communally accountable brand (Srikanth, 2023).
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This study has supported in understanding the role of organisational behaviour in shaping business operations and overall performance of the same. It has helped in identifying that several types of organisational structures, cultures, and goals have multiple implications on businesses. It has also stated that when business organisation makes significant changes in their culture as well as structure, they often face challenges regarding operational efficiency and revenue fluctuations. Further, it has facilitated with providing detailed discussion over current change initiatives that hospitality businesses embrace in their daily workings and certifying the way such changed can be managed within. Lastly, the report also offered some strategies for long-term development of business. 
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Hilton should focus on enhancing its global presence and brand diversification. The Company must focus on enlarging its existence across prime global markets (Huczynski and Buchanan, 2019). The company’s development tactic must have to get optimised properly to enlarge its portfolio of brands, which varies from luxury to middle-range and budget-favourable offerings. Hilton’s brand diversification would be here the game changer because it undertakes well-known brands like Waldorf Astoria, Homewood Suites, and Hilton Garden Inn, and that facilitates it to provide a wider range of consumer preferences and cost points. This diversification supports Hilton in capturing multiple market sectors or segments and reducing risks linked with economic downturns and downfalls (Peters et al., 2022).
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