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[bookmark: _Toc197546526]Executive summary 
This report provides an audit of the Accor Hotel Group, focusing on its organisational structure, culture, goals, recent change initiatives, strategic direction, business performance, and responses to external factors. Accor, a global leader in hospitality, operates a wide range of brands catering to various customer segments (Accor, 2023). The company’s organisational structure supports its diverse brand portfolio and emphasises digital transformation and customer experience. Its culture prioritises sustainability, innovation, and customer-centricity, aligning with its strategic goals(Press Accor, 2020). 
Accor’s recent change initiatives, such as the ALL loyalty program, digital innovations, and sustainability efforts, have largely been successful, guided by established frameworks like Kotter’s 8-Step Model (Kotterinc, 2025). However, challenges persist in fully integrating digital solutions and achieving ambitious sustainability targets (Shabur, 2024). Accor’s strategic focus on global expansion, digital transformation, and sustainability has led to growth, especially in emerging markets, and success in its digital initiatives (Accor, 2023). While its sustainability efforts are notable, achieving net-zero emissions by 2050 remains a significant challenge(Press Accor, 2020). 
Accor has responded effectively to external factors such as market trends, economic shifts, and the COVID-19 pandemic (Press Accor, 2020). Its diversification strategy, focusing on both luxury and budget segments, has helped the company remain resilient during downturns (O’Neill, 2025). 
To strengthen its competitive position, Accor should enhance consistency across brands and regions by standardising core operations and service guidelines, accelerate digital integration through AI tools and data analytics, strengthen sustainability efforts by setting intermediate carbon reduction goals and investing in renewable energy, diversify revenue streams through event management and local partnerships, and focus on employee training and development to ensure successful implementation of new technologies and sustainability initiatives (Sheridan, 2025). 
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[bookmark: _Toc197546527]Introduction
This report presents a comprehensive organisational audit of the Accor Hotel Group, a leading global player in the hospitality industry (Accor, 2022). The purpose of this report is to critically assess the company’s organisational structure, culture, strategic direction, and recent change initiatives (Kostuch Media Ltd., 2023). The scope of the analysis covers Accor’s internal operations, its alignment with corporate goals, and its response to both market trends and external pressures (Press Accor, 2022). 
Accor Hotel Group, founded in 1967, is one of the largest hotel and hospitality groups in the world, with over 5,000 properties across more than 110 countries(Press Accor, 2020). Known for its diverse portfolio of brands, including Sofitel, Novotel, Ibis, and Mercure, Accor is a major force in both the luxury and economy segments of the hospitality industry (Kostuch Media Ltd., 2023). The group is recognised for its commitment to sustainability, innovation, and enhancing customer experience (Accor, 2023). Accor is also a key player in the development of loyalty programs and digital transformation in the hospitality space, helping to shape trends in the industry (CBM, 2024). With a strong global presence, Accor is positioned to leverage its scale, innovation, and strategic partnerships to maintain competitive advantage in an increasingly digital and eco-conscious market (Accor, 2021).
This report is structured as follows: The first section will evaluate Accor’s organisational structure, culture, and alignment with its strategic goals. The second section will examine recent change initiatives, their rationale, and the effectiveness of their implementation and the third section will analyse the company’s strategic direction and business performance, including a review of key performance metrics. The report concludes with a summary of findings and recommendations for potential areas of improvement.


[bookmark: _Toc197546528]Organisational Structure, Culture, and Goals
[bookmark: _Toc197546529]Organisational Structure
Under the leadership of Sébastien Bazin, Group Chairman & CEO, and Jean-Jacques Morin, Group Deputy CEO, Accor Hotels Group operates with a divisional organisational structure. The company is split into two main divisions:
1. Premium, Midscale & Economy
2. Luxury & Lifestyle
Each division focuses on distinct market segments, allowing specialised expertise and strategies. The divisions are supported by a Group Management Board and a Global Shared Platform, which provides services in Digital, Technology, and Procurement to ensure operational efficiency and innovation across both divisions (LODGING Staff, 2023).
This structure enables Accor to maintain flexibility in its operations while fostering growth and alignment across the company (Accor, 2025). The group is structured into geographic regions with distinct management teams, such as Europe, Asia-Pacific, the Americas, and the Middle East & Africa. Each region has a high degree of autonomy in decision-making, enabling a responsive and flexible approach to local demands and market conditions (Press Accor, 2022). This decentralised approach allows Accor to adapt to regional differences, such as varying customer preferences, regulatory environments, and economic conditions (LODGING Staff, 2023).
This organisational structure supports Accor’s global presence, with over 5,000 properties across 110 countries (Kostuch Media Ltd., 2023). By delegating responsibilities to regional teams, Accor is able to foster a deep understanding of local markets while maintaining a consistent global strategy (TTW, 2024). However, the downside of decentralisation can be a lack of standardisation, potentially leading to inconsistencies in service delivery or brand experience across regions. For instance, a guest’s experience at an Ibis hotel in Paris may differ significantly from that at an Ibis in Singapore, depending on the local management and operational practices (CBM, 2024).
In comparison, Accor’s main competitor, Marriott International, uses a more centralised structure, particularly for key decision-making regarding global strategies, brand management, and financial operations (Organimi, 2025). This centralisation allows Marriott to maintain tighter control over its brand standards and global operations, although it may lack the regional flexibility that Accor’s decentralised structure provides (Kostuch Media Ltd., 2023). Marriott’s structure is more standardised across regions, which can be advantageous for brand consistency but may limit the ability to respond quickly to local market shifts (Dudovskiy, 2023).
[bookmark: _Toc197546530]Organisational Culture
Accor’s corporate culture is centred around customer service, innovation, and sustainability (CBM, 2024a). Additionally, Accor places a strong emphasis on sustainability and corporate social responsibility. The company has committed to becoming net-zero by 2050 and has rolled out several initiatives aimed at reducing its environmental footprint, such as reducing water and energy consumption in hotels and promoting sustainable sourcing (Accor, 2025a). This commitment to sustainability not only aligns with global trends towards environmental consciousness but also resonates with a growing segment of environmentally conscious travellers (Reichheld, et al., 2023).
Accor’s organisational culture can be described as collaborative and innovative. The company encourages a high degree of employee engagement and fosters an atmosphere of teamwork. This is especially important in the hospitality industry, where staff interaction is integral to creating positive guest experiences (CBM, 2024). Accor also promotes an inclusive culture, with diversity and equal opportunity being central values within the organisation (Accor, 2019).
Compared to one of its competitors, Hilton, Accor’s culture places a heavier emphasis on corporate responsibility and sustainability, positioning itself as a leader in this area (International Brand Equity, 2025). While Hilton also prioritises guest service and employee satisfaction (Author, 2023), Accor has been more proactive in aligning its culture with environmental and social goals (Accor, 2021a). For instance, Accor’s Planet 21 program (Accor, 2012) is specifically focused on sustainable development goals, which sets it apart from other hospitality giants that may not have as pronounced a sustainability agenda (Kang, 2015).
[bookmark: _Toc197546531]Goals and Strategic Alignment
Accor’s strategic goals focus on global expansion, digital transformation, and sustainability, aiming for long-term growth and innovation in the hospitality sector (Accor, 2021). The company is targeting emerging markets, particularly in Asia and the Middle East, where a growing middle class is increasing demand for both luxury and mid-range accommodations (Press Accor, 2022). This expansion helps diversify Accor’s offerings and appeal to a broad range of travellers.
In addition, Accor plans to double its digital revenue by 2025, emphasising the integration of advanced technologies such as mobile apps, contactless check-ins, and data analytics (Accor, 2025b). The ALL – Accor Live Limitless loyalty program plays a key role in this digital transformation by offering personalised experiences, rewards, and promotions to drive guest retention and brand loyalty (ALL Accor, 2025).
By focusing on digital innovation and market diversification (Laker, 2025), Accor is positioning itself to remain competitive and adapt to changing consumer demands in a rapidly evolving global hospitality market (Sheridan, 2025a).
[bookmark: _Toc197546532]Strengths and Weaknesses
Accor’s strengths include its global reach, supported by a decentralised structure that allows the company to cater to local market needs while leveraging its scale (Accor, 2021; Accor, 2023; LODGING Staff, 2023). The company’s commitment to sustainability has positioned it as a leader in the industry, aligning with the growing consumer demand for responsible travel options (CBM, 2024). Additionally, Accor’s broad range of brands, spanning luxury, mid-range, and economy segments, allows it to appeal to a diverse customer base, from business travellers to leisure tourists (O’Neill, 2025). 
However, the company faces challenges in maintaining a consistent guest experience due to its decentralised structure, which can affect brand perception across regions (Castillo Ferreira, 2024). Moreover, its reliance on regional markets creates the potential for discrepancies in aligning all regions with corporate goals, which could impact brand positioning (Press Accor, 2022). In terms of sustainability, although Accor is a leader in the field, increasing competition from brands like Hilton and Marriott means the company must continue to innovate in this area to maintain its competitive edge (Craft, 2025).
Accor’s organisational structure, culture, and goals align to support its leadership in global hospitality. Its decentralised structure offers flexibility but presents challenges in maintaining consistency. Focused on customer service and sustainability, the company’s culture reinforces its strategic goals. Accor’s commitment to growth through digital transformation and sustainability positions it for future success, though attention to service consistency and expanding its digital footprint will be crucial (Kostuch Media Ltd., 2023).
[bookmark: _Toc197546533]Recent Change Initiatives: Impact and Management
Accor has implemented key change initiatives focusing on digital transformation, sustainability, and brand innovation to adapt to shifts in the hospitality industry and meet evolving customer expectations. These initiatives have reshaped the company’s operations and strengthened its competitive position globally.
· Digital transformation and the Accor ALL Loyalty Program
Accor’s investment in digital transformation is exemplified by its ALL (Accor Live Limitless) loyalty program, which combines customer loyalty and personalised services through a digital platform (ALL Accor, 2025). Launched to cater to the growing tech-savvy consumer, the program offers seamless experiences such as mobile check-ins, digital room keys, and personalised rewards (Accor, 2023). Integrated with Accor’s broader digital ecosystem, including a new mobile app, the ALL program allows guests to manage their entire stay, from booking to check-out, further strengthening its competitive edge (Danao & Aditham, 2024).
· Sustainability initiatives and environmental commitment
Accor’s commitment to sustainability is marked by ambitious goals to reduce carbon emissions and achieve net-zero status by 2050 (Accor, 2025a). The company has implemented various operational changes to minimise the environmental impact of its hotels, such as adopting green building certifications, reducing water and energy consumption, and promoting sustainable practices in hotel operations, including waste management and sustainable tourism (Accor, 2024; Accor, 2025a; World Economic Forum, 2024). This commitment is further demonstrated through the Planet 21 program, which sets targets for eco-friendly initiatives like reducing energy consumption by 30% and sourcing sustainable products (BCD Travel, 2020). These efforts aim to meet growing consumer demand for environmentally responsible travel options and align with stricter global environmental regulations (Accor, 2023).
· Brand consolidation and innovation
Accor has focused on consolidating and enhancing its brand portfolio through acquisitions and strategic partnerships. Notable moves include the acquisition of Mantra Group in 2018 to strengthen its presence in the Australasian market (Press Accor, 2018), as well as partnerships with luxury brands like Raffles and Fairmont to expand its high-end offerings (Group Accor, 2024). This consolidation strategy aims to strengthen Accor’s position across various market segments, from budget to luxury, in response to changing consumer preferences (Grauss, 2024). By diversifying its portfolio, Accor seeks to attract a wider range of customers and better meet demands at all price points(Press Accor, 2020).
[bookmark: _Toc197546534]Effectiveness of Change Management: Theoretical Frameworks
To assess the effectiveness of Accor’s change management, Kotter’s 8-Step Change Model can be applied, a widely recognised framework for implementing organisational change. The model focuses on creating urgency, building coalitions, and embedding new behaviours into the company’s culture (Appelbaum et al., 2012).
1. Creating a sense of urgency
Accor created urgency by recognising the evolving digital landscape and the increasing demand for sustainable travel (Group Accor, 2023). The company acknowledged that shifting customer expectations required quick digital adoption and a strong commitment to environmental sustainability to remain competitive in the hospitality industry(Press Accor, 2020).
2. Forming a powerful coalition
Accor’s senior leadership team, including CEO Sebastien Bazin, has played a pivotal role in championing the company’s digital transformation and sustainability goals (LODGING Staff, 2023). Bazin has been a key advocate for these initiatives, driving a vision of innovation focused on both digital advancements and sustainability (Accor, 2023).
3. Developing a vision and strategy
Accor clearly defined its vision to lead in digital and sustainable hospitality through initiatives like the ALL loyalty program and sustainability targets (ALL Accor, 2025). These goals were accompanied by clear timelines and performance metrics to track progress, with the vision communicated across all levels to ensure alignment with the company’s broader strategic direction (Abbas, 2023).
4. Communicating the vision
Accor effectively communicated its vision through various channels, including internal newsletters, town halls, and digital platforms, ensuring all employees, partners, and stakeholders understood the strategic direction (Press Accor, 2023). Leadership actively engaged with staff to maintain transparency and reinforce the importance of the digital and sustainability transformation (Accor, 2023).
5. Removing Obstacles
Accor identified and addressed both technical and cultural barriers to change. Training programs were introduced to help staff adapt to new digital tools and sustainability practices, while resources were allocated to overcome technological challenges (Tajuddin, 2025). The company also worked to shift resistant attitudes by highlighting the benefits of change and aligning new systems with individual performance goals(Press Accor, 2020).
6. Generating short-term wins: 
Accor’s ALL loyalty program quickly gained traction, with increased sign-ups and higher guest retention rates. The company also saw progress in reducing energy consumption across its hotels, providing immediate feedback on its sustainability efforts(Press Accor, 2020).
7. Consolidating gains 
Following initial successes, Accor further enhanced its digital tools and sustainability efforts (Hollander, 2023). New digital features were added to the ALL app, and the Planet 21 program was expanded with additional eco-friendly measures, reinforcing its commitment to these initiatives and consolidating the gains made (Accor, 2023).
8. Anchoring new approaches in the culture 
Accor has successfully integrated sustainability into its operations and employee engagement, making it a core part of its culture (Press Accor, 2022). Additionally, digital transformation is now central to Accor’s strategy, ensuring the company’s long-term competitiveness in the hospitality market (Press Accor, 2020).
[bookmark: _Toc197546535]Impact of Change on Operations and Strategy
Accor’s recent changes have had a significant impact on its operations and strategy. The company’s digital transformation, notably through the ALL loyalty program (ALL Accor, 2025) and new mobile app, has streamlined guest interactions and enhanced operational efficiency. By capturing valuable customer data, Accor has been able to personalise offerings, optimise pricing, and improve efficiency (Accor, 2023). 
On the sustainability front, Accor’s eco-friendly initiatives have led to reductions in water and energy consumption, lowering operational costs(Press Accor, 2020). These digital and sustainability efforts have helped Accor differentiate itself from competitors like Marriott and Hilton, who are pursuing similar strategies but have not yet matched Accor’s scale (CBM, 2024b).
Overall, Accor’s change initiatives have successfully driven digital innovation, sustainability, and brand evolution, positioning the company as a leader in these areas while ensuring alignment with broader corporate goals through proven change management frameworks.
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Accor Hotel Group’s strategy focuses on three key goals: global expansion, digital transformation, and sustainability (Press Accor, 2023). These objectives aim to strengthen its market position, improve efficiency, and meet changing customer expectations in the global hospitality sector (Hospitality Investor, 2025).
· Global expansion 
Accor has focused on expanding in emerging markets like Asia-Pacific, Africa, and Latin America, driven by growing demand for mid-range and luxury hotels (O’Neill, 2025). It has increased its presence in China and India, prioritising budget and mid-scale brands (Press Accor, 2023). However, competition from rivals like Marriott and Hilton has led to mixed results, requiring continued innovation (Press Accor, 2024).
· Digital transformation
Accor’s second strategic goal is to integrate technology to enhance both guest experience and efficiency, notably through the ALL (Accor Live Limitless) loyalty program. This program uses data analytics and mobile technology to offer personalised services and boost direct bookings (Press Accor, 2024). 
While the ALL program has seen steady growth and reduced dependence on third-party platforms, challenges persist in integrating older systems and ensuring a consistent digital experience across all properties (ALL Accor, 2025). 
· Sustainability and Corporate Responsibility
Accor has made sustainability a central focus of its strategy, aiming for net-zero emissions by 2050. Through its Planet 21 program, the company promotes eco-friendly practices like energy and water conservation, waste reduction, and responsible sourcing (Press Accor, 2023). These initiatives have led to measurable reductions in resource use and enhanced Accor’s appeal to eco-conscious consumers (Press Accor, 2024). However, achieving net-zero remains a significant challenge, requiring ongoing investment in sustainable technologies and practices. While progress has been made, meeting these targets may impact short-term profitability, particularly amid growing regulatory and consumer pressure (Accor, 2023).
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Accor’s key performance metrics reflect its strategic focus on growth, digital transformation, and sustainability, with indicators including revenue growth, profitability, customer satisfaction, and market share.
· Revenue has shown positive growth, driven by expansion into new markets, the success of its luxury and mid-range brands, and the ALL loyalty program (ALL Accor, 2025). While the COVID-19 pandemic significantly impacted revenue in 2020 due to global travel restrictions, Accor has gradually rebounded, particularly in Europe and Asia (Press Accor, 2021). 
· In terms of market share, Accor remains a leading player in the global hotel industry, with a strong position in terms of properties and rooms. Its diverse brand portfolio, ranging from budget to luxury, and the success of the loyalty program help sustain its competitive edge(Press Accor, 2020).
· Customer satisfaction remains a key priority, with high scores attributed to its digital tools and customer service initiatives. However, ensuring consistent service across regions and brands remains a challenge (Sheridan, 2025).
· Regarding sustainability, Accor tracks performance through key indicators like energy consumption and carbon emissions (Greenlodgingnews, 2023). While the company has made strides in reducing environmental impact, achieving its net-zero emissions goal by 2050 will require increased investments in renewable energy and sustainable practices (Accor, 2023).
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Accor has shown strong adaptability to external challenges such as market shifts, evolving consumer expectations, and global events like the COVID-19 pandemic. Its strategic response has emphasised flexibility, innovation, and diversification. Accor’s investment in digital tools, such as contactless check-ins, mobile apps, and personalised services, has positioned it well in the post-pandemic landscape (TaskWorld, 2024).
Diversification across both luxury and budget segments, along with geographic expansion into high-growth regions like Asia-Pacific, has helped mitigate economic volatility(Press Accor, 2020). During the pandemic, Accor quickly implemented health protocols and promoted domestic travel through its Clean & Safe label (Accor, 2023). 
Overall, its goals of global expansion, digital transformation, and sustainability align with its current performance. Still, challenges persist, including maintaining consistency across regions, reaching net-zero targets, and competing in fast-growing markets (TTW, 2024).
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This report provides an audit of the Accor Hotel Group, examining its structure, culture, strategic goals, change initiatives, and overall direction. Accor’s organisational structure supports a wide portfolio of global brands, with a strong focus on digital transformation and customer experience (Accor, 2023). 
Its culture emphasises sustainability, innovation, and customer-centricity, aligning with strategic goals of global expansion and digital innovation (Accor, 2025a). However, ensuring brand consistency across regions remains a challenge amid strong global competition (Grauss, 2024)
Strategically, global expansion and market diversification have delivered positive outcomes, especially in emerging markets (Laker, 2025). While the company’s sustainability targets are ambitious, reaching them will require sustained investment and innovation (Accor, 2023; World Economic Forum, 2024). Overall, Accor is well-positioned for future growth, but must remain agile and responsive to economic and market shifts to maintain its edge (Hospitality Investor, 2025).
[bookmark: _Toc197546540]Recommendations
Based on the analysis of Accor’s structure, recent initiatives, and strategic direction, the following recommendations aim to address challenges and leverage opportunities for sustained growth, efficiency, and customer engagement:
· Enhance consistency across brands and regions
Accor’s broad brand portfolio can lead to service inconsistencies. A global service excellence framework, with standardised core practices and region-specific flexibility, would help ensure consistent quality and strengthen brand reputation (Sheridan, 2025b).
· Accelerate digital integration
While progress has been made through the ALL loyalty program and mobile technologies (Accor, 2023), expanding digital tools—such as AI for personalised service and pricing—can boost direct bookings and customer satisfaction (Hospitality Investor, 2025). 
· Strengthen sustainability initiatives
To meet its net-zero goal by 2050, Accor should set interim carbon reduction targets (e.g., 20% by 2030) and invest in renewable energy (World Economic Forum, 2024). Engaging guests through eco-friendly options can further enhance its sustainable brand image (Anand, 2024).
· Strengthen sustainability training 
As sustainability continues to evolve, providing employees with updated training on the latest eco-friendly practices, energy-saving innovations, and sustainable tourism trends will keep Accor at the forefront of the industry (Smowl Tech, 2025). This can include training on sustainable food sourcing, waste reduction, water management, and new eco-technologies in hotel operations (Olivero, 2023).
While Accor’s strategic focus on innovation and sustainability is strong, implementing these recommendations will help solidify its competitive edge, improve profitability, and strengthen customer loyalty (TTW, 2024a).
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