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A Comprehensive Audit and Critical Analysis of Hilton Hotels

Executive Summary:
This report aims to conduct a comprehensive audit and critical analysis of Hilton Hotels, focusing on its organizational structure, culture, and goals, recent change initiatives, strategic direction, and current business performance. By employing relevant management theories and examining up-to-date materials, we seek to provide insights into Hilton's management practices and assess its overall performance.
Introduction:
Hilton Hotels stands as a great example of good management and leadership in the hospitality industry, holding a strong culture, vision, and successful management initiatives to achieve the best performance (Hilton, 2023). To clarify the factors of Hilton hotel performance, we will address the following main topics:

Relationship Between Structure, Culture, People, and Organizational Performance at Hilton Hotels:
Hilton Hotels' success is linked to the relationship between the company structure, culture, employee, and the hotel performance.
Structure: At the top of the hierarchy is the corporate level, which to include the overall leadership and management team responsible for the Hilton brand. This level sets global strategies, manages financial issues, and worldwide company development. This structure allows managers to make decisions that achieve all guest needs while keep control over branding and standards. The result is a balance between Hilton standards and flexibility. Hilton operates multiple hotel brands, each brand division centralise on the specific standards of their brand, achieving customer satisfaction (organimi, 2023). 
Hilton Culture: Hilton's culture, often referred to as the "Hilton Effect," embodies several core elements:
· Hospitality and Guest-Centric Focus: Hilton's primary goal is to provide the best guest services. This culture grantee the organisation, with a strong emphasis on customer service.
· Teamwork and Collaboration: Hilton promotes a culture of teamwork and collaboration, fostering a supportive work environment.
· Innovation: Hilton emphasizes innovation, staying at the forefront of technology to enhance guest experiences.
· Employee Development: Employee growth and career development are encouraged, aligning with the Hilton University program.
· Sustainability and Responsibility: Hilton is committed to sustainability and corporate social responsibility, implementing eco-friendly practices and community engagement.
· Diversity and Inclusion: Hilton values diversity and inclusion, promoting a diverse workforce and respecting various cultures ( HILTON CONFIDENTIAL AND PROPRIETARY, 2021).
Hilton's culture, known as the "Hilton Effect," The standard focusing on how employees involve with guests. The customers priority culture aligns with Hilton's main goal of highest guest experiences, satisfaction scores and loyalty ( BW Online Bureau, 2018).
People: Hilton focusing on employee development, ensuring its employees are skilled and motivated. By providing training programs, such as Hilton University, bringing to the company success by having a highly skilled workforce. The culture of inclusion and diversity provide creativity and a more understanding of the needs of guests (Lamo, 2019).
Hilton Performance: The positive relationship between Hilton's structure, culture, and people is evident in the company exceptional performance. Hilton always beats competitors in terms of guest satisfaction, revenue, and global spread. The mixture of a Hilton structure that empowers managers, guest-centric culture, and a skilled employee has a direct result on financial success (lovethemaldives.com, 2020).

The Essential Nature of Managerial Work at Hilton Hotels:
Managerial work at Hilton Hotels contains both essential functions and processes:
Functions:
· Planning: head department at Hilton follow planning to ensure the company is going in the right direction. This includes judgments linked to worldwide expansion, company success, and innovation.
· Organizing: Hilton managers create the structure that help with the company's goals. They make decisions about which new properties to open and in which markets.
· Leading: Leadership is very important at Hilton, given the priority on the guest-centric culture. Managers lead by example, the importance of guest satisfaction and service greatness.
· Controlling: Hilton employs controls the level of guest satisfaction, financial success, and sustainability efforts. This involves controlling main performance indicators and taking sensitive decision (wayup, 2023).
Processes:
· Decision-Making: Hilton managers make planned decisions related to property locations, brand development, and sustainability initiatives. They need to balance company goals with company objectives.
· Communication: successful communication is important, both with guests and the staff. Managers at Hilton ensure that the company values and goals are well used and implemented.
· Problem-Solving: Managers receive problems regarding to customer’s needs, workplace, and sustainability. Finding solution is a continuous process to make improvements.
· Innovation: leadership are engaged in finding opportunities for innovation and investing in new technologies to enhance the guest satisfaction (Zucol Services PVT LTD, 2023).

The Role of Leadership at Hilton Hotels:
Leadership at Hilton requires a specific set of nature, related to the job and the person:
· Job Requirements: Hilton's mangers must have loyalty to the company's goals and objective, particularly its focus on hospitality, sustainability, and innovation. They need to be confidant of making fast decisions, having flexibility, and focusing on gust needs and satisfactions.
· Personal Attributes: successful leaders at Hilton use tone such as empathy, adaptability, and communication skills. They must be able to help and motivate their team work to provide the highest guest service. Leaders also need to be role models in terms of embracing variety and association (bartleby, 2023).

Determinants of Effective Management and Leadership at Hilton Hotels:
Several factors determine effective management and leadership at Hilton:
· Guest-Centric Culture: Good managers must introduce Hilton's guest-centric culture. They should be the leaders toward strong commitment to achieve guest experiences within the company.
· Innovation: Hilton's leadership needs to create atmosphere that encourages innovation. They should be open to new ideas that improve the guest experience and make growth.
· Empowerment: Leaders inspire their employees to take responsibility of their task and be accountable for their actions. This empowerment contributes to a sense of responsibility and initiative within the workforce.
· Development: succus management investing in employee development. Hilton mangers support training and career growth opportunities, ensuring a skilled and motivated workforce (myassignmenthelp, 2019).


Critically Evaluating the Behavioural Approach to Management:
Hilton Hotels has number of implications for group behaviour within the company.
· Motivation: Hilton's management needs to understand the motivational factors that drive employee performance. Motivated employees who align with the guest-centric culture are more likely to provide excellent guest experiences.
· Leadership Styles: Hilton's mangers may use leadership model that fit the organisation's culture. For example, a flexible leadership style, which show inspiration, can be useful in improving the culture of innovation and guest-centricity.
· Teamwork: Understanding group dynamics is important in ensuring effective teamwork and collaboration. Hilton's management should encourage a culture of collaboration and inclusion.
· Communication: Effective communication is a main factor in the behavioural approach. Hilton's management and leadership should focus on clear and open communication, ensuring that employees understand and embrace the company's values and goals.
· Employee Diversity: Hilton's commitment to diversity and inclusion is in line with the behavioural approach. Effective management involves recognizing and celebrating individual differences, which contribute to a more creative and adaptive workforce (edudorm, 2023).
Hilton Hotels Goals:
Hilton's key organisational goals include:
· Excellent customers Experiences: Hilton's main and first goal is to be the most hospitable company in the world by providing memorable guest experiences. This focus on guest satisfaction is a main factor of the organisation's operations.
· Sustainability and Responsible Travel: Hilton is committed to sustainability, aiming to reduce its environmental impact through eco-friendly practices and community engagement. This to attract eco Fridley traveller and achieve the best reputation.
· Global Expansion: Hilton continues to expand its global presence, particularly in emerging markets, to tap into new market segments and diverse traveller preferences.
· Innovation and Technology: Hilton focuses on innovation and the integration of technology to stay at the top of hospitality technology, meeting the new needs of modern travellers (FAROOQUI, 2023).
· Brand Varity: Hilton working toward to diversify its brand portfolio to cater to different market segments and customer preferences.
· Employee Development: Hilton investing on employee development, providing training and opportunities for staff to advance within the company.
· Cultural Diversity and Inclusion: Hilton promotes cultural diversity and inclusion within its workforce and guest experience (Duboff, 1999).
These goals reflect Hilton's commitment to providing exceptional hospitality, being responsible and sustainable, and catering to diverse market segments.
Hilton Hotels Recent Change Initiatives:
· Digital Transformation:
Hilton's recent initiatives in digital transformation have had a significant impact. The development of the Hilton Honors mobile app is a prime example of how Hilton leverages technology to enhance the guest experience. The app allows guests to book rooms, check-in, and check-out, and access their rooms using their smartphones. It also provides personalised services and recommendations, improving convenience and efficiency. This initiative has boosted Hilton's ability to meet the evolving needs of modern travellers and increase customers loyalty (CFA, 2019).
· Expansion into Emerging Markets:
Hilton's expansion into emerging markets, particularly in Asia and the Middle East, is a strategic move that aligns with the organization's goal of global expansion. By entering these markets, Hilton taps into new customer bases and increases its market reach. The impact of this initiative can be seen in the growing number of Hilton properties in these regions, contributing to Hilton's global presence (RITTENHOUSE, 2016).
· Development of New Brands:
Hilton's continuous development of new brands, such as "Motto by Hilton" targeting the lifestyle and urban travel market, illustrates its ability to cater to evolving customer preferences and market segments. The impact is seen in Hilton's ability to attract a diverse range of travellers and maintain its competitive edge (O'Connor, 2019).
· Employee Training and Well-Being:
Hilton's focus on employee development and well-being is reflected in the "Hilton University" program and other training initiatives. The impact of these initiatives is evident in a motivated and skilled workforce that can deliver exceptional guest service and contribute to Hilton's success ( greenlodgingnews.com, 2023).
· Health and Safety Protocols:
The COVID-19 pandemic prompted Hilton to implement new health and safety protocols under the "Hilton Clean Stay" program. This initiative, aimed at ensuring the safety and well-being of guests and employees, was well-managed, demonstrating Hilton's ability to adapt to unforeseen challenges while maintaining its commitment to guest satisfaction (THE CBI , 2020).
· Sustainability Initiatives
Hilton's commitment to sustainability is evident in its recent initiatives. The "Travel with Purpose" program emphasizes responsible travel and community engagement. Hilton aims to reduce carbon emissions, conserve water, and source sustainable products. The impact of these initiatives is seen in reduced environmental footprint and positive contributions to the communities in which Hilton operates. The program reflects Hilton's awareness of the growing importance of sustainability in the travel industry (Otley, 2022).

The Hilton Hotels Strategic Direction and Current Business Performance:
· Strategic Direction:
Hilton's strategic direction is focused on growth, innovation, and sustainability. The company has expanded its portfolio with new brands, emphasising diversification in response to market demands. Hilton's sustainability initiatives and commitment to responsible travel align with industry trends and evolving consumer preferences (Dudovskiy, 2016).
· Current Business Performance:
Hilton Hotels has exhibited strong business performance. Financial metrics indicate a positive trajectory, with consistently rising revenues. The success of Hilton Honors, the company's loyalty program, has bolstered customer loyalty and revenue generation. Hilton's international expansion initiatives have also contributed to its robust business performance (Hilton, 2023).
Examples of Hilton's strategic direction and current business performance:
· In June 2023, Hilton announced that it will be opening a new hotel in Saudi Arabia 
· In September 2023, Hilton announced that it will be opening a new hotel in the metaverse. The hotel will be called the Hilton Digital City and will be in the Decentral and metaverse platform. 
· In August 2023, Hilton announced that it is partnering with American Express to launch a new co-branded credit card. 
· In July 2023, Hilton reported that its revenue per available room (RevPAR) increased by 20% in the second quarter of 2023 compared to the second quarter of 2022. This was driven by increased demand for travel and higher room rates (globaldata, 2023). 

Conclusion:
Hilton Hotels providing one of the best examples with effective management and leadership in the hospitality industry. The company decentralised structure, combined with a strong corporate culture, innovation, sustainability initiatives, and a diverse portfolio of brands, positions Hilton for continued growth and success. Hilton's approach to structure, culture, goals, and recent change initiatives aligns with best practices in modern management, underscoring the critical relationship between these factors. In summary, Hilton Hotels' success is a result of the strong interplay between its organisational structure, culture, people, and performance. Effective leadership plays a vital role in aligning these elements and driving the company towards its goals. The behavioural approach to management informs Hilton's approach to understanding and managing individual and group behaviour, contributing to its exceptional guest experiences and overall success. Overall, Hilton is a well-positioned company with a strong strategic direction and current business performance. The company is investing in growth, innovation, and sustainability, and it is expected to continue to perform well in the years to come (Piotr Zientara 1, 2020).
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