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Executive Summary:

This report critically evaluates Hilton Hotels Corporation, a leading company in the global hospitality industry, focusing on its organizational structure, culture, goals, change initiatives Recent changes and strategic direction.
Organizational structure, culture, and goals: Hilton Hotels Corporation operates under a clearly defined organizational structure and family culture that supports its global presence and diverse brand portfolio. Hilton's corporate culture emphasizes hotel excellence, innovation, and sustainability, consistent with its overarching goal of delivering exceptional experiences to guests around the world.
Recent change initiatives: Hilton has undertaken various change initiatives to adapt to changing market trends and improve operational efficiency. The measures involve digital transformation, sustainable practices and strategic partnerships that aim to expand the market and enhance customer satisfaction.
Impacting and managing change initiatives: While Hilton's change initiatives have generally been successful in driving innovation and improving the guest experience, challenges such as Stakeholder opposition and the complexity of operational integration sometimes constitute obstacles. Managing change through effective strategies is essential to address these challenges and ensure successful implementation.
Strategic Direction:  Hilton's strategic direction focuses on growth through brand expansion, technological innovation, and leadership in sustainability. The group's commitment to enhancing its digital capabilities, promoting sustainable practices, and maintaining a customer-centric approach underlines its proactive position in the competitive hotel landscape. 
In conclusion, Hilton Hotels Group stands out as a resilient and forward-thinking organization that leverages a strong organizational structure, cohesive culture, and strategic goals to maintain its position leader in the global hotel industry. By focusing on innovation, sustainability and customer satisfaction, Hilton is well positioned to capitalize on future opportunities and address challenges, ensuring continued growth and continued growth excellence in the hospitality industry.



Introduction:

About Hilton Hotels & Resorts, a leader of the global hospitality industry, has built an outstanding legacy since its founding by Conrad Hilton in 1919. Hilton's dedication to delivering exceptional guest experiences and luxury is unmatched anywhere in the world, making it synonymous with excellence (Hilton, 2022).
With a portfolio of more than 6,600 properties in 119 countries and territories, including leading brands such as Waldorf Astoria, Conrad Hotels & Resorts and Hilton Garden Inn, the group meets the diverse preferences and expectations of consumers & travelers worldwide (Hilton, 2023).
This report examines into the organizational dynamics of Hilton Hotels Corporation, focusing on structure, culture, and strategic goals at the corporate and unit levels. The analysis evaluates Hilton's recent change initiatives by utilizing management theories and frameworks to assess their impact and management effectiveness.

ORGANISATIONAL STRUCTURE OF HILTON HOTEL

Hilton Hotels & Resorts follows a divisional organisational structure. The business divides its properties and operations into three areas: ownership, management and franchise, and timeshare (Hilton, 2024). This structure falls under the leadership of Hilton Hotels & Resorts and Hilton Grand Vacations, with a core team of executives leading functional groups and geographic divisions (Enz, 2009).
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Hilton Hotels' organisational structure typically follows a hierarchical model that describes the chain of command and reporting relationships within the hotel (Orignami,2024). At the top of the structure are the general manager, responsible for overseeing all hotel operations and ensuring that it runs smoothly and efficiently (Walker & Miller, 2010). 
Various department heads report directly to the general manager, such as the director of sales and marketing, director of finance, director of human resources, director of food and beverage, and director of housekeeping (Jones & Lockwood, 2002). Each department manager is responsible for managing his or her respective department and ensuring that it contributes to the overall success of the hotel (Kasavana & Brooks, 2013). 
Below the department heads are supervisors or managers who oversee specific areas within each department, such as sales directors, finance directors, human resources directors, restaurant managers, and F & B managers, housekeeping manager (Powers, 2006). These people are accountable for executing plans created by department heads and maintaining the smooth functioning of daily operations. 
At the lowest level in the organisational structure are employees who perform specific tasks within each department. This includes front desk staff, housekeepers, servers, chefs, maintenance staff, and other operational roles important to the hotel's success (Walker & Miller, 2010). In essence, this hierarchy of management ensures that communication is transparent, accountable, and efficient within Hilton hotels (Enz, 2010).
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 Hilton Hotels' Organisational Culture

Hilton Hotels & Resorts is known for its strong organisational culture, which can be considered a combination of family culture and market culture (Schein, 2010; Cameron et al., 2011).

The main objective of Hilton Hotels is to guarantee that its guests have a memorable experience, provide an enjoyable work environment for employees, and promote inclusiveness and inclusivity. Customer service and attention to detail are integral parts of Hilton Hotels' brand, with a strong emphasis on personalised service. The company's organisational culture emphasises the importance of exceeding customer expectations and creating a welcoming and comfortable environment for all visitors (Hilton, 2024).

The organisation places a strong emphasis on teamwork, collaboration, and open communication among its employees across all levels. Additionally, Hilton Hotels promotes a culture of diversity and inclusion by welcoming individuals from diverse backgrounds, cultures, and perspectives.

The company is dedicated to promoting an inclusive work environment that ensures employees feel valued, respected, and supported throughout their career. Family culture at Hilton is characterised by a friendly, collaborative work environment where employees are considered part of the extended family (Schein, 2010). This type of culture emphasises teamwork, employee development, and engagement (Cameron et al., 2011).

On the other hand, market culture at Hilton focuses on competitiveness, success, and achieving results (Cameron et al., 2011). It values customer satisfaction, profitability, and market share, driving strategic initiatives such as market expansion and service innovation (Schein, 2010).

The family culture aspect of Hilton's organisational culture is evident in its emphasis on employee training and development programs, employee empowerment, and a strong emphasis on customer service (Hilton, 2024). Hilton places great importance on creating a positive work environment where employees feel valued and supported (Cameron et al., 2011).

Handy's framework categorises organisational cultures into four types:

Power Culture: Centres around a powerful leader or figurehead who makes important decisions (Handy, 1993).
Role Culture: Structured around specific roles or functions, each with distinct tasks.
Task Culture: Focuses on the effective completion of specific projects or tasks.
Person Culture: Prioritises individual needs and aspirations over organisational goals.

Hilton's organisational culture is largely influenced by its emphasis on specific roles and responsibilities, resembling aspects of role culture. However, elements of mission culture are also present as Hilton values mission accomplishment through efficient operations and service delivery (Handy, 1993).

In conclusion, Hilton's organisational culture represents a blend of family culture, emphasising employee engagement and teamwork, and market culture, focused on achieving business goals and maintaining industry competitiveness (Schein, 2010; Cameron et al., 2011).

Hilton Hotels & Resorts: Goals and Vision for 2024
Hilton Hotels & Resorts is a globally renowned hotel company with a long history dating back to 1919. From 2024, Hilton Hotels Group has set ambitious goals and a vision to maintain its leadership position in the hospitality sector (Brown, 2023).
Sustainability Initiatives: Hilton's long-term strategy includes implementing more sustainable practices across its operations. The objective is to decrease carbon emissions, minimize waste production, and promote energy conservation (Smith, 2022). By focusing on sustainability, Hilton aims to make a positive contribution to the environment while meeting the expectations of environmentally conscious travelers (Hilton, 2024). Hilton has set ambitious sustainability targets to decrease its environmental impact and promote responsible business practices. This includes halving carbon emissions by 2030 through energy efficiency measures, renewable energy sourcing, and waste reduction initiatives. The company also aims for zero landfill waste globally by 2030 (Hilton, 2023). 
Enhanced Guest Experience: Hilton is committed to delivering exceptional guest experiences by investing in cutting-edge technology and personalised services. Through data analytics and digital solutions, the company aims to understand customer preferences better and exceed customer expectations (Johnson, 2021). Prioritising customer satisfaction is key to strengthening customer loyalty (Johnson, 2021).
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Expansion and Growth Strategies: Consistent with its long-term vision, Hilton plans to expand its global presence through strategic partnerships and growth initiatives. This includes entering new markets, introducing new brands, and diversifying its services to cater to a wide range of travelers (Brown, 2023). By pursuing global growth opportunities, Hilton aims to reinforce its position as a leading hotel provider (Brown, 2023).
Employee Development and Benefits: Hilton recognises the importance of its workforce in providing exceptional service and maintaining high standards. In 2024, the company focuses on improving employee development programs, promoting diversity and inclusion, and prioritising employee wellbeing (Brown, 2023). Investments in the workforce aim to foster talent retention and career growth (Hilton, 2024).
Corporate Social Responsibility: To support its local communities, Hilton engages actively in corporate social responsibility through charity projects, volunteer work, and collaborations with non-profits organisations. In 2024, the company aims to increase its impact by addressing social issues and promoting inclusion through meaningful contributions (Hilton, 2024).

Recent Change Initiatives and Their Impact

Roadmap to Emissions Reduction

Hilton has implemented a phased strategy to reduce emissions intensity, focusing on operational shifts, energy efficiency projects, renewable energy procurement, and equipment replacement. The goal is to achieve significant reductions in emissions intensity across managed and franchised properties by 2030 (Jones et al., 2016).

Energy Efficiency and Decarbonisation

As a leader in the hospitality sector, Hilton has adopted science-based targets for reducing greenhouse gas emissions. Recent evaluations have led to enhanced targets aligned with current climate science, demonstrating its commitment to environmental stewardship (Jones et al., 2016).

Water Stewardship

Hilton collaborates closely with hotels, suppliers, and communities to reduce water consumption globally. This initiative aims to improve water availability and quality, addressing water risks in vulnerable communities (Jones et al., 2016).

Waste Reduction

Hilton continually seeks opportunities to minimise waste in its operations and supply chain. Efforts focus on reducing food waste, increasing recycling, and eliminating single use plastics to promote sustainability in the hospitality industry (Jones et al., 2016).
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Future Plans

Hilton's future plans align with its commitment to sustainability, innovation, and growth:

1. Sustainable Operations: Expand renewable energy use, sustainable building designs, and waste reduction efforts (Hilton, 2022).
2. Community Engagement: Deepen social impact through workforce development and community resilience initiatives (Hilton, 2023).
3. Innovative Guest Experiences: Integrate technology and sustainable practices for eco-friendly and immersive stays (Hilton, 2024).
4. Diversity and Inclusion: Advance diversity, equity, and inclusion through leadership training and diverse talent recruitment (Hilton, 2024).
5. Digital Transformation: Utilise digital innovations to enhance guest services and operational efficiency (Enz & Siguaw, 2003; Kandampully & Mok, 2016; Jones et al., 2016; Lashley et al., 2007; Stipanuk & Brown, 2019).

These initiatives and plans underscore Hilton's strategic focus on sustainable growth, community engagement, and environmental stewardship in the global hospitality industry.



Hilton's Strategic Direction and Recent Change Initiatives

Hilton's strategic direction is deeply rooted in its commitment to sustainable travel and responsible business practices, encapsulated in its Travel with Purpose 2030 targets. These targets aim to halve Hilton's environmental footprint and double its social impact investment by 2030 (Hilton, 2024).

Recent Change Initiatives and Their Impact

Under the leadership of CEO Christopher J. Nassetta, Hilton has implemented significant change initiatives since 2007. These initiatives include a strategic restructuring of senior management to streamline decision-making processes and enhance operational efficiency (Hilton ESG, 2024).  Moreover, Hilton has focused on improving communication channels between corporate headquarters and individual hotel units to foster a more cohesive organisational culture (Brown & White, 2021).

The impact of these initiatives has been profound, leading to improved coordination across different business units and a more responsive approach to customer needs. By aligning strategic objectives with operational goals, Hilton has strengthened its market position and enhanced its ability to adapt to industry changes.
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Strategic Initiatives for 2024

Looking forward to 2024, Hilton has outlined several key strategic initiatives aimed at sustaining its competitive edge in the dynamic hospitality industry landscape.

 1. Digital Transformation

Hilton is prioritising digital transformation to elevate the guest experience and operational efficiency. This includes the implementation of mobile check-in and checkout options, digital room keys, and personalised guest recommendations based on data analytics (Hilton, 2023). By leveraging technology, Hilton aims to enhance convenience for guests while optimising internal processes (Greenberg & Lee, 2020).

 2. Environmental Sustainability

Recognising the growing importance of environmental sustainability, Hilton is intensifying its efforts to reduce its ecological footprint. Initiatives include minimising single use plastics, improving energy efficiency in hotel operations, and promoting sustainable sourcing practices (Hilton ESG, 2024). These efforts not only align with Hilton's corporate responsibility goals but also cater to the increasing preference of eco-conscious travelers for sustainable hospitality options (Taylor & Clark, 2019).
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 3. Health and Safety Enhancements

In response to the global COVID19 pandemic, Hilton has implemented enhanced health and safety protocols across its properties worldwide (Hilton ESG, 2024). These measures include stringent cleaning procedures, social distancing guidelines, and the adoption of contactless service technologies. By prioritising guest and employee safety, Hilton aims to restore confidence in travel and hospitality services (Smith & Johnson, 2023).

 4. Expansion of Lifestyle Brands

To diversify its market appeal and cater to evolving consumer preferences, Hilton is expanding its portfolio of lifestyle brands. This strategy involves introducing new brands or enhancing existing ones to offer distinct experiences tailored to different market segments (Hilton, 2024). By expanding its brand offerings, Hilton seeks to capture a broader customer base and strengthen its position as a leader in the global hospitality industry (Brown & White, 2021).

 5. Focus on Employee Wellbeing

Acknowledging that employee satisfaction directly correlates with guest experience, Hilton is prioritising initiatives to support employee wellbeing. This includes investing in training and development programs, promoting a positive work environment, and fostering a culture of inclusivity and empowerment (Hilton ESG, 2024). By nurturing its workforce, Hilton aims to enhance service quality and maintain high standards of hospitality excellence (Jones & Williams, 2018).

Factors Influencing Hospitality Industry Changes

Several key factors are driving changes within the hospitality industry, influencing organisations like Hilton to adapt and innovate:

Changing Consumer Preferences

Modern travelers are increasingly seeking personalised and meaningful experiences. Hilton responds by leveraging data analytics to customise guest interactions and tailor services to individual preferences. This customer centric approach enhances guest satisfaction and loyalty, crucial for sustaining competitiveness in the crowded hospitality market (Greenberg & Lee, 2020).

Competitive Landscape

The hospitality industry is highly competitive, with new entrants and evolving market dynamics. To maintain its market leadership, Hilton continuously innovates its service offerings and strategic initiatives (Hilton, 2024). By differentiating itself through superior customer service, innovative technologies, and distinctive brand experiences, Hilton strengthens its competitive position and attracts a diverse clientele (Taylor & Clark, 2019).

Technological Advancements

Advancements in technology play a pivotal role in shaping the future of hospitality. Hilton's investment in digital transformation not only enhances operational efficiency but also improves guest engagement and satisfaction (Hilton, 2023). Technologies such as AI driven guest services, IoT enabled room amenities, and seamless mobile applications redefine the hospitality experience, setting new standards for service excellence (Smith & Johnson, 2023).

 Sustainability Imperatives

Environmental sustainability has emerged as a critical concern for consumers, investors, and regulators alike. Hilton's commitment to sustainability initiatives, including energy efficient practices, waste reduction strategies, and responsible sourcing, underscores its dedication to environmental stewardship. By adopting sustainable practices, Hilton not only reduces its environmental impact but also meets the expectations of socially responsible travelers (Brown & White, 2021).

 Importance of Employee Engagement

Employee engagement and satisfaction are pivotal in delivering exceptional guest experiences. Hilton's initiatives to support employee wellbeing, provide professional development opportunities, and foster a supportive workplace culture contribute to higher employee retention rates and enhanced service delivery (Hilton, 2023). Engaged employees are more motivated to deliver personalised guest experiences, driving customer loyalty and revenue growth for Hilton (Jones & Williams, 2018).

In short, Hilton's strategic initiatives for 2024 reflect its proactive approach to addressing industry challenges and leveraging opportunities for growth. By focusing on digital transformation, sustainability, guest centric innovation, and employee engagement, Hilton positions itself as a leader in the evolving hospitality landscape. These strategic efforts not only enhance operational efficiency and customer satisfaction but also reinforce Hilton's commitment to responsible business practices and sustainable growth.

Conclusion 
In summary, Hilton Hotels Corporation has emerged as a leader in adaptability and flexibility in the global hotel industry, characterized by a strong organizational structure, cohesive corporate culture and Clear strategic goals aligned with market needs and customer expectations.
Through analysing Hilton's organizational dynamics, it is clear that the group's commitment to innovation, sustainability and customer centricity permeates every aspect of its operations, driving growth sustainable growth and competitive advantage.
From expanding digital capabilities to improving sustainability practices, Hilton demonstrates a forward-thinking mindset that favourably guides evolving consumer preferences and market dynamics school. At its core, Hilton Hotels Corporation demonstrates resilience, innovation, and strategic vision, setting the benchmark for excellence in the global hospitality industry.
By continuing to prioritize customer satisfaction, operational efficiency and sustainable growth, Hilton is well positioned to meet future challenges and capitalize on emerging opportunities, affirming its position is a leading global luxury hotel group.
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Aspire o reach 50% Gender Diversity at our corporate.
loadership lovels globally by 2027

Aspire o reach 28% Ethnic Diversity at our corporate
leadership levels nthe USS by 2027

COMMUNTY

Meaningfuly impact 20 million community members.

by20%0

- Contribute 10 milion volunteer hours

+ Participatein food donation programs,whero alowed
bylaw(managed hotels)

- Aword 300- Action Grants for hotel-ed social and
enviranmental impact projects that provide local
Support for our communities

* Design.standup andactivatea dsaster reiel
program to support our community members.
‘andTeam Members.

 Loverage ourlarge global footprint and docp
Integrationwithin our communities o expand ocal
Sourcing and business with diverse and smal suppliers

coNDuCcT

Embad £5G due diigonca across our supply chainand
partner with suppliers to advance positive impact
Promote responsible sourcing of beef, poultry,pork 0ggs.
S0afo0d and produce from third-party racognizad and/or
cortifed suppliors across our managed hotels

Engage guests n supporting responsibie travel and
estination stowardship.

PUBLIC AFFAIRS

Advocato for public policies that advanco our Travel

with Purpose Gools

- Actively shape legisiation and reguitionto advance.
o corporate objectives inciuding moking progress
toward our goals

PARTNERSHIPS

Create and partner with cross-industry networks

to advance Travel with Purpose objectives

+ Buildlong-term relationships with organizations that
help advance our enterprise objectives,including our
£5G goals and advocacy efforts

POLICIES AND REPORTING

‘Operate through best.in-class measurement (LightStayl

governance and oversight

+ Ensure accountabilty for LightStay compiance.
enterprise risk management and annual trainings

+ Continue board oversight with robust quarterly
reporting at the committee level and annualreporting
on our Travel with Purpose strategy to the fullboard

+ Provide mandatory annual aining on proventing
human trafficking to allnotel Team Members giobally
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THE DRIVING FORCES BEHIND ESG

Through Travel with Purpose, Hilton aims to redefine and advance sustainable travel by combining the power of
our people, who are at the heart of this work, and a robust roster of initiatives, which serves as its backbone.
Achieving our ambitious Travel with Purpose 2030 Goals will require deep collaboration and a powerful set of
programs.
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PURPOSE
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@ Learn more about LightStay @ Learn more about Hilton Supply Management.

@ Learn more about Hilton Global Foundation




