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Executive Summary  
This report has objectively examined and critically analysed Hyatt Group of hotels, using applicable theories and concepts from the hospitality sector. It found out that Hyatt is a large organisation, operating in the luxury segment, in 76 countries, more than 24 brands accross the globe. Having a hierarchycal structure, with good interdepartamental communication, Hyatt Group manages to have a mix of centralised and decentralized organisational structure. 
With an articulated vision of carring for people so that can be at their best, Hyatt has recently implemented significant changes in the workforce approach, leading to higher engagement of the employees, increased rate of talent attraction and a more successful leadership of the organisation. 
In addition, in the line with Hyatt’s strategic directions, the company followed the latest trends in hospitality industry, incresing its presence in the luxury segment, creating tailor-made experiences and gaining significant share in the wellbeing market. 
However, the SWOT analysis emphasised a  limited success in bridging companies with different cultural backgrounds, as well as a poor preparation for meeting sustainable goals imposed by Paris Agreement in 2015. For this reasons the present report suggests that the group’s Diversity, Equity and Inclusion Policy should be better applied to all the companies involved in merge and aquisition processes, with a measurable supervision. Additionally this report recommends that Hyatt should take significant steps in the direction of becoming a more sustainable business, considering the fact that the group impacts 76 countries, while the luxury segment of tourists is the least ready to give up anything related to their comfort and convenience.
I. Introduction

The purpose of this report is to examine, evaluate, and critically assess Hyatt Group at both organisational and individual component levels, with regard to appropriate theories and concepts from the hospitality industry. The report will analyse Hyatt’s objectives, its culture, and its organisational architecture, the company's long-term vision and its actual performance along with the effects of the recent changes made, examining also the quality of their implementation. 

The  first part of the report will cover the Hyatt Hotel Group's general overview, including its 24 brands, its locations, its type of lodging, its clientele and its recent financial performance. It will also look at the company’s structure and its organisational culture and the main challenges that come with a particular type of structure. In addition, this chapter will also produce a SWOT analysis, identifying problematic situations and offering potential solutions for the issues that have been investigated. The next section of the report will look at two major change initiatives that Hyatt Group has recently operated, while the following chapter will analyse the organisation’s strategic directions. The final section the report will concentrate on evaluation and findings, emphasising a few crucial suggestions for the business to continue to thrive. 
II. Hyatt Hotel Group Overview

With its corporate office located in Chicago, Hyatt Hotels Corporation is a well-known worldwide provider of luxurious lodging that follows the motto "to care for people so they can be their best." Hyatt Group operates 1,400+ hotels and all-inclusive resorts in 76 countries on six continents.

In 2022, the Hyatt Hotels Corporation brought in $5.89 billion in revenue. The business segment that generated the largest income in 2022 was the reimbursement of costs made on behalf of managed and franchised properties, with an estimated sum of 2.62 billion US dollars and a “pipeline of executed management or franchise contracts of approximately 127,000 rooms“ in 2023.  (Hyatt, 2024)
1. SWOT Analysys
	Strengths:

· Worldwide presence

· Outstanding reputation

· Wide portfolio of brands
· Stunning locations
· Loyal guests

· A proven track record of merging and acquiring complementary businesses


	Weaknesses:

· Additional funds must be allocated to innovative technology
· Minimal success independent of the core business 
· Not very effective at connecting businesses with various cultural backgrounds


	Opportunities:

· New market trends may lead to new revenue streams
· Lower inflation rate = more stability
· Diverse offer – millenials, gen Z
· Opportunities for inverstments due to a steady flow of free cash

	Threats:

· Paris Agreament may limit the luxury industry
· Currency fluctuation in some markets
· Airbnb (Deluxe options)




2. Organisational structure

Over the years, Hyatt has made maintaining its hierarchical organisational structure a top priority. Every decision that has an impact on the organization's operations is made by the board. Hyatt is regularly releasing statements regarding organisational changes meant to support its preference-driving strategy of providing distinctive brand experiences. Among the enhancements are a new worldwide franchising strategy role, a cohesive team and the integration of the global operations.

The hierarchical structure of Hyatt Hotels Corporation is also horizontal, with learning and progressive organisations providing support. When there are fewer levels of management between them, employees have quicker access to senior management and leadership, feel more at ease and confident, having more access to information. In addition, this type of hierarchy encourages employee organisational commitment and speeds up Hyatt Hotels Corporation's decision-making procedures. (Engage, 2018)

The departments at Hyatt Hotels Corporation work very well together. They often establish interdepartmental teams for projects and tasks that need a broad spectrum of skill sets. The cooperation between different departments is organised and efficient. Hyatt Hotels Corporation ensures effective work processes, methods of operation, and meeting objectives through a systematic process for initiating and managing collaboration across departments. 

Hyatt Hotels Corporation is dedicated to upholding good corporate governance practices. Under the guidance of the President and Chief Executive Officer and the supervision of the Board of Directors, elected by the stakeholders,  the Company's officers and staff carry out its business with the aim of increasing the Company's long-term value for its investors, considering also the concerns of other stakeholders, such as associates, guests, property owners, suppliers, the general public, and members of the communities in which Hyatt Hotels Corporation operates. (Hyatt, 2024)

The hyerachical structure of Hyatt Hotel Group
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 (The Org.com, 2024)

The organisational structure of Hyatt Hotels Corporation is a combination of centralization and decentralisation. The company, like a significant number of innovative organisations, prefers the decentralised system, as at Hyatt, job duties are intended to be responsibly performed, and employees frequently create goals in consultation and agreement with managers. Hyatt Hotels Corporation, however, is also centralised in that managers oversee and approve various activities and strategies that employees ensure align with the organization's objectives and core values. 


Examining the group from Handy’s model perspective, it can be stated that Hyatt embraces the Task Culture, a combination between the paternalistic and democratic approach, where task means team, a dynamic culture based on addressing specific problems or working on particular projects, being very productive within a matrix structure. However, auditing Hyatt group through the lenses of Handy is not the most appropriate way of examining the group’s organisational culture because Handy’s model focuses too much on structure and less on the individuals, while at the core of Hyatt values there are the people at their best. 
3. Hyatt Brands
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Hyatt Group proposes its guests 24 brands incorporated in four unique collections: 
· Timeless Collection - a “home away from home“ that offers a continuously enhanced experience;
· Boundless Collection - welcomes visitors' varied lifestyles and provide stimulating experiences that let them expand their horizons and thrive;
· Independent Collection - unique properties that are all one of a kind;
· Inclusive Collection - resorts with unique signature programmes that let visitors genuinely feel what it's like to stay at an all-inclusive property.

This division by product (or brand) suggests a healthy competitive environment, a clear emphasis on market sectors that assist meet consumer wants, and improved control because each division functions as a distinct profit center. 

However, this segmentation is often leading to redundant roles (different marketing teams, separate sales forces for every unit, etc.) possible drawbacks of competitiveness and a possible absence of centralised control over every individual division, especially for  autocratic leaders. 
4. Hyatt on the world map

Additionally, Hyatt is divided geographically into three regions: Europe and Asia Pacific is the first region, America is the second region and Middle East and Africa (EMEA) is the third one. This structure allows workers to concentrate their efforts on meeting the specific needs and guests' expectations in each particular area. Moreover, the regions are also split into subregions, for a more accurate response to the customers’ increased demands. A good example is America, where, following a recent strong growth, Hyatt has announced the appointment of new top leaders and the creation of a subregional organisation that will help the company maintain its emphasis on development, continuous improvement, and operational optimisation in its main market. With effect from January 2024, the new organisational structure divides the Americas region into two subregions: U.S. & Canada and Latin America & the Caribbean (LAC).

The division of the company’s structure by location better serves the local needs (ethnic food, different price policies, etc), brings a positive competition and an effective communication between company and the customers. However, it comes with some disadvantages such as duplication of functions (different sale force for each region, as example) or potential conflicts between local and central management. 
IV. Recent changes
1. Workforce transformation - changes in HR departamental culture

Hyatt has recently worked on changing its culture and reactivating its mission to stimulate growth for its employees and the business as a whole. To achieve this goal, Hyatt asked PwC to support the development and execution of a Playbook and Talent Philosophy, a tool that empowers executives to grow the company through constant, targeted, yet adaptable talent management, in light of the company's increased expectations for leaders. (PWC, 2024) The results were spectaculous: 

· Removing major sources of discomfort for coworkers in order to provide the correct jobs to the right people at the right times. openness on job development possibilities, performance evaluation, and incentives.
· Streamlining HR initiatives and procedures helped everyone understand who is responsible for what when it comes to managing people. Managers from different departments and HR managers collaborate closely to promote the proactive development of teams, with flexible customisation to support various departments, hotels, and areas. 

· Extending outreach for hiring and talent acquisition to organisations in various communities in order to attract a larger and more varied pool of candidates and, occasionally, spot business development prospects.
2. Changes in guests reward program
Compared to other large hotel loyalty programs like Marriott Bonvoy, Hilton Honours, and IHG One Rewards, which cover more than 6,000 properties each, Hyatt's programme seems limited, with only 1,400 hotels and resorts in its portfolio. But World of Hyatt's modest size does not necessarily translate into weakness. For fans of points and miles, World of Hyatt is the most lucrative hotel rewards system since the monetary value of Hyatt points is significantly higher than that of its rivals. (In addition, it has the most generous elite status out of all of them.)  (Forbes, 2023)
It is important to underlign also that The World of Hyatt loyalty programme, which had a stunning 260% increase in members between 2018 and 2023, is the main driver of Hyatt's growth. (Hotel Management Network, 2023)
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Qualifications to earn World of Hyatt elite status will remain the same in 2024.





Hyatt's 2024 loyalty programme was teased to see significant changes, including depreciation of points and more difficult-to-achieve elite status. However, it turns out that during this year, the World of Hyatt loyalty programme will be much greater than before. Hyatt is introducing new opportunities to earn Milestone benefits, the hotel brand's supplementary benefits for guest loyalty, and the Guest of Honour programme will receive a complete facelift in addition to maintaining the same elite level requirements and redemption amounts.  (Hyatt , 2023)
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Milestone Rewards are hard to keep track of, but this chart breaks them down easily. Courtesy of Hyatt
V. Hyatt Group Strategic Directions

Recent, post Covid 19 studies and reports found that the new trends in hospitality accross Europe, Middle East and Africa are related to the accessibility of wellbeing programs and the offerings of genuine experiences. In addition, Hyatt is aware that rich, extensively travelled guests are looking for opulent lodgings that anticipate their expectations and value the reason for their visit. Following these trends, Hyatt luxury hotels take great effort in creating unique experiences and trips that are hand-picked especially for each visitor, including the incredible, hands-on wellness programming that they cherish most. 

Hyatt has increased the number of luxury rooms by twice, resort rooms by three times, and lifestyle rooms by four times in just five years —all while conserving its asset-light strategy. The latest deluxe openings are Park Hyatt hotels in the UK, Malaysia and Mexico; the inaugural hotel in India for The Unbound Collection by Hyatt, the Andaz brand's first hotel in the Americas; the first Thompson Hotel properties in Europe (Italy and Austria); and the growth of Hyatt luxury in Portugal, a popular travel destination, with the opening of Andaz Lisbon and Dreams Madeira Resort, Spa & Marina.


With 70% of its rooms categorised as luxury and higher upmarket, Hyatt's strategy aim is to extend its portfolio to meet the growing demand for opulent and resort accommodations while upholding consistent, outstanding quality, tailored experiences, and customised service.

VI. Conclusions and Recommendations


Recognising that Hyatt Hotels Group operates in the luxury market over 24 brands active in 76 countries worldwide, a hierarchical structure with effective interdepartmental communication continues to be the most effective  framework for the company. Hyatt has recently made substantial changes to its workforce approach, driven by a clear vision of providing care to enable individuals to perform at their best. These changes have resulted in enhanced employee engagement, a better rate of talent acquisition, and more effective leadership within the business. Additionally, aligned with Hyatt's strategic directions, the business adopted the latest trends in the hospitality sector, growing its market share in the wellbeing sector, expanding into the luxury category, and creating WOW moments for each guest.

Nonetheless, the SWOT analysis highlighted a lack of progress in linking organisations with disparate cultural backgrounds and insufficient preparedness for fulfilling sustainable targets mandated by the 2015 Paris Agreement. Because of this, the current study recommends that the group's policy on diversity, equity, and inclusion be more closely monitored and applied to all the enterprises involved in merger and acquisition processes. Furthermore, given that the company operates in 76 countries and that luxury travellers are the least willing to forgo anything that pertains to their comfort and convenience, this report suggests that Hyatt take substantial actions towards becoming a more sustainable enterprise. 
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