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                 Report Hilton Hotel
[bookmark: _Toc148572393]Summary
In the hotel industry, effective management and organisational behaviour play pivotal roles in ensuring seamless operations and guest satisfaction. Strong leadership, effective resource allocation, and clear communication are crucial for success (Gupta, 2022). Understanding and addressing the diverse needs of both guests and employees is important in creating a positive work environment. Adaptability to dynamic customer demands and market trends is also crucial. Overall, a well-structured management approach coupled with a positive and inclusive organisational culture, contributes significantly to the overall performance and reputation of a hotel in the competitive hospitality sector.
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[bookmark: _Toc148572394]Introduction
Hilton Hotel Group stands as a global hospitality icon, renowned for its exceptional service and luxurious accommodations (Rockett, 2023). Central to its success is the astute application of management principles and organisational behaviour. The Group’s management exemplifies strategic ability, ensuring optimal resource allocation, effective operations, and a customer-centric approach. Moreover, Hilton places a premium on organisational behaviour, fostering a culture of teamwork, empowerment, and guest-centricity. By aligning management strategies with dynamic organisational ethics, Hilton maintains its position as an industry leader, offering guest’s unmatched experiences and employees a vibrant, inclusive work environment.  


[bookmark: _Toc148572395]Organisation Structure, Culture and Goals
Hilton Hotel Group, a paramount player in the global hospitality industry is well known for its luxurious accommodations and exceptional service. This audit report examines the organisation’s structure, culture, and goals, encompassing both corporate and individual unit levels.
[bookmark: _Toc148572396]Organisational Structure- Hilton Hotel Group’s corporation structure embodies a hierarchical model, with distinct departments managing Operations, Marketing, Finance, and Human Resources (Helmold, 2019). This facilitates clear lines of authority and accountability mixing with Mintzberg’s Five Configuration theory. According to this, the structure accommodates Hilton’s diverse brand portfolio, ranging from luxury to lifestyle segments. This segmentation allows for specialised focus within each brand category, catering to unique market demand (Kulović et al., 2022). At the individual unit level, Hilton exhibits a decentralised approach, granting significant autonomy to properties. This aligns with Lawrence and Lorsch’s differentiation theory, enabling units to modify their operations to local market dynamics (Ali, 2022). The flexibility afforded to unit-level management encourages responsiveness to specific customer preferences and regional nuances. For example, a Hilton property in a busy urban centre may adopt different strategies compared to a resort located in a leisure destination.
[bookmark: _Toc148572397]Corporate Culture- Hilton's culture is deeply in a commitment to exceptional customer service. This is maintained in their mission statement:” To be the  most hospitable company in the world by creating heartfelt experiences for Guests, meaningful opportunities for Team Members, high value of Owners, and a positive impact in our Communication (Hospitality, 2023).” This aligns with Edger Schein’s model of organisational culture, emphasising “espoused values.” Hilton’s dedication to creating memorable experiences permeates every facet of its operations, from front-line staff interactions to strategic decision-making (Peters et al., 2022).
[bookmark: _Toc148572398]Goals and Objective- Hilton’s goal is to maintain its position as a global leader in the hospitality industry. This ambition is SMART (Specific, Measurable, Achievable, Relevant, and Time-bound), with proven targets for revenue growth, customer satisfaction score, and brand expansion, these objectives are in line with Locke and Latham’s goal-setting theory, providing clear direction and benchmarks for the organisation. The goal-setting process encourages employee motivation and performance, ultimately contributing to the achievement of Hilton’s wide strategic objectives (Locke, 2019).  
[bookmark: _Toc148572399]Alignment of Structure, Culture, and Goals- Hilton’s organisational structure, culture, and goals are internally aligned. The hierarchical corporate structure supports the effective communication and implementation of Hilton’s customer-centric values (‌Lamo, 2019). This ensures that the emphasis on exceptional guest experiences is consistent across all levels of the organisation. Moreover, the decentralised approach at the unit level with Hilton’s overarching culture and goals. It allows for localised adaptation, enabling each property to cater to specific customer needs and regional variations while upholding the core values of the brand. This alignment is critical to Hilton’s success in delivering a consistent guest experience across its diverse global portfolio. It also contributes to the organisational ability to respond adeptly to market changes and evolving customer preferences. By maintaining this synergy between structure, culture, and goals, Hilton sustains its reputation for excellence in the competitive hospitality market.  
[bookmark: _Toc148572400]Challenges- Hilton’s success is not without its challenges. Ensuring informality and consistency across a diverse global portfolio presents an ongoing hurdle. To address this, the group could leverage Hofstede’s Cultural Dimensions theory to fine-tune cultural adaptability at unit levels while safeguarding core organisational values (Gerlach, 2019). Additionally, regular performance evaluations, guarding against industry best practices, and fostering a culture of continuous improvement would future enhance operational efficiency and guest satisfaction.  


[bookmark: _Toc148572401]Change Initiatives
[bookmark: _Toc148572402]Recent Change Initiatives- Hilton Hotel Group has undertaken several significant change initiatives in response to evolving market dynamics and consumer preferences. One prominent recent initiative involved the adoption of advanced technology to enhance guest experiences. This aligns with Lewin’s Change management Model, which emphasises the stages of unfreezing, implementing change, and refreezing to solidify new practices (Harrison et al., 2019). At the corporate level, Hilton has invested heavily in a centralised digital platform, allowing guests to customise their stays through mobile applications. This initiative reflects a proactive response to the increasing demand for seamless, tech-enabled services in the hospitality sector. The adoption of a cloud-based system also streamlines internal operations, promoting efficiency and data-driven decision-making (GlobalData UK Ltd, 2022).
[bookmark: _Toc148572403]Impact of Change Initiatives- The impact of these technological advancements has been significant. Guest satisfaction scores have seen a noticeable uptick, with feedback indicating heightened convenience and personalisation. This corresponds with Kotter’s Eight-Step Change Model, emphasising the importance of creating a sense of urgency, communicating the vision, and empowering employees to act (Bedard, 2023). Moreover, the implementation of technology-driven solutions has led to operational efficiencies. For example, the centralised platform has facilitated better inventory management and improved forecasting accuracy. This lead to reduced costs and enhanced revenue management, bring into line with Kaplan and Norton’s Balanced Scorecard approach, which highlights financial and operational metrics (Martini, 2019).
[bookmark: _Toc148572404]Management of Changing Initiatives- The management of these changing initiatives at Hilton has mostly been praiseworthy. The company has capitalised in inclusive training programs to provide staff with the essential skills to navigate and control the new developed technology. This supports with Prosci’s ADKAR Model, focusing on awareness, desire, knowledge, ability and reinforcement (Sulistiyani, 2020). Furthermore, Hilton’s leadership has effectively communicated the foundation behind these changes, underlining the benefits for both guests and employees. The top to down communication approach has been complemented by opportunities for feedback and open forums for discussion. This matches with the principles of Stakeholder Theory, ensuring that the interests of all related parties are considered in the changing process (Freeman et al., 2021).
[bookmark: _Toc148572405]Challenges in Change Management- While Hilton’s change initiatives have been largely successful, there have been challenges. Resistance to change, particularly from long-tenured employees accustomed to traditional practices, emerged as an initial hurdle. This was addressed through targeted change management strategies, including providing a platform for concerns to be voiced and addressed. Additionally, ensuring consistent adoption and proficiency in using the new technology across all units globally presented a logistical challenge. Hilton addressed this by deploying dedicated change management teams to provide on-site support and training. This approach aligns with the concept of Communities of Practice, which encourages collaborative learning and knowledge sharing among employees.


[bookmark: _Toc148572406]Organization’s Strategic Direction
Hilton Hotel Group’s strategic direction is anchored in a multi-faceted approach aimed at maintaining its position as a global hospitality leader. This strategy is informed by Michael Porter’s Generic Strategies, encompassing elements of differentiation and cost leadership. Hilton emphasises delivering exceptional guest experiences across its diverse brand portfolio, going from luxury to lifestyle segment (‌ Luis Sanchez, 2019). This differentiation strategy is complemented by a commitment to operational efficiency and innovation, aligning with the principles of cost leadership. The company’s expansion into emerging markets and its focus on sustainable practices align with Ansoff’s Matrix, representing a combination of market penetration and diversification strategies. This diversification extends beyond brand segmentation, encompassing ventures into adjacent sectors, such as timeshares and extended-stay offerings (Zugay, 2023).
[bookmark: _Toc148572407]Current Business Performance- Hilton Hotel Group's business performance reflects a resilient and dynamic organisation. Financial indicators, including revenue per available room (RevPAR) and average daily rate (ADR), indicate consistent growth over recent years (Elphick, 2019; Wall Street Prep, 2023). This performance attests to Hilton’s ability to effectively navigate market fluctuations and capitalise on emerging opportunities. Moreover, Hilton’s focus on guest satisfaction evidenced by its high Net Promoter Score (NPS) (Gillis, 2023) aligns with the Service Profit Chain theory, illustrating the link between employee satisfaction, customer loyalty, and financial performance (Mahmoud, 2021). On a global scale, Hilton’s Expansion into key emerging markets, such as China and India, shows a strategic response to shifting demographic and economic trends. This is in line with Bartlett and Ghoshal’s Transnational Strategy, emphasising the need for a coordinated global approach with local responsiveness (Hilton.com, 2023). By the year 2022, there are 5.4 thousand hotels were owned by Hilton only in United States alone. They owned Hampton one of the largest Hilton brand in terms of hotel occupied, with Embassy Suites, Waldorf Astoria, and Doubletree. In 2023, revenue of Hilton worldwide holdings was around $8.77 billion, with total assets of $15.51 billion and net income about $1.25 billion (Statista, 2023). 
[bookmark: _Toc148572408]A challenge in Strategic Direction and Business Performance- While Hilton’s strategic direction has brought positive results still challenges exists. The COVID-19 pandemic, for example, has had a significant effect on the global hospitality industry. Hilton responded with agility, implementing cost-cutting measures, enhancing safety protocols, and pivoting towards digital guest experiences. This shows a crisis management approach in line with Fiedler’s Contingency Theory, adapting leadership styles to suit the specific demands of the situation (Mahmoud, 2021). Maintaining consistency in guest experiences across a diverse brand portfolio and global footprint is a crucial challenge. Hilton employs Brand DNA strategies, which emphasise core values and service standards, to match this. However, ensuring streamline operations while respecting regional nuances remains an ongoing effort.


[bookmark: _Toc148572409]Conclusion
Hilton a global hospitality leader shows a strong organisational structure with clear visions of authority from the top level to operational levels. Its culture demonstrates customer-centric, teamwork, and continuous improvement. The company’s goals move around enhancing guest experiences, expanding market presence, and achieving sustainable growth. In recent years, Hilton has implemented initiatives to adopt digitalisation which enhances sustainability practices and prioritises employees’ well-being. These changes reflect a forward-looking approach mix with industry trends and evolving customer preferences. The strategic direction of Hilton is focused on innovation, global expansion, and leveraging technology for guest interactions. By keeping sustainability and community engagement, Hilton aims to position itself as a responsible industry leader. Hilton’s business performance remains strong, with consistent revenue growth and high guest satisfaction ratings. The company’s adaptability to changing market dynamics collaborate with its commitment to excellence indicated a positive path in the competitive hospitality sector.    
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