


Introduction: In this assessment we are going to look into the general audit of performance of Hilton worldwide holding inc. a leading hospitality brand, based in USA, and have it’s operation across the world. It is one of the largest hospitality service provider across the globe, with presence all over the world.(detailed company information was provided in Appendix 1), The report will contain detailed analysis of organisation structure, culture, goals in part I, in part II we cover, What are the major recent changes and initiatives taken by them, and how it is impacted the business and how they are able manage those? and in last part we will analyse The organisation’s strategic direction and current business performance which have detailed effects in their organisation performance.


Detailed Company overview:. (appendix I)
	Company Name 
	Hilton Worldwide Holdings Inc.

	Formerly Known as
	Hilton Hotels Corporation(1919-2009)

	Industry/Country 
	Hotels Chain and hospitality/Us-worldwide 

	Key Product/Services 
	Hotels and resorts 

	Company Vision/Mission Statement[footnoteRef:1] [1:  Annual Report (2021) Hilton Worldwide,] 

	Vision:
“To fill the earth with the light and warmth of hospitality –by delivering exceptional experiences – every hotel, every guest, every time.”


Mission:
To become the leader in the hospitable services across the globe- with an extraordinary, close to heart experience for the guests. Which ultimately become a great opportunity for our team members and stakeholders to create an impactful positive communities.


	Company Size (employee)
	173,000 (2019)[footnoteRef:2] [2:  ] “Hilton Worldwide Holdings Inc. 2019 Annual Report (Form 10-K)”. sec.gov. U.S. Securities and Exchange Commission. February 2020] 


	Company Turnover (Revenue)
	$ 4.307 Billion (2020) [footnoteRef:3] [3:  “Hilton Worldwide Holdings Inc. 2018 Annual Report Q4” (PDF). www.ir.hilton.com. Hilton Holdings. April 2021] 


	Operating Income
	$-418 million (2020)[footnoteRef:4]  [4:  Id] 


	Net Income
	$-720 million (2020)[footnoteRef:5] [5:  Id] 


	Total Assets 
	$16.75 billion (2020)[footnoteRef:6] [6:  “Hilton Worldwide Holdings Total Assets”. www.macrotrends.net. www.macrotrends.net. 31 December 2020] 


	Key competitors 
	1.	Intercontinental Hotels Group (IHG),
2.	J.W.Marriot,
3.	Best Western Hotel Group

	Customer Demographic 
	Hilton is mainly focus and targets the popular locations with like minded customer service and base. The brand primarily targets customer aged between 26-40, who are middle and senior level professional or c-level executives, with having high income level. 




Part-I
Organisation structure, culture and goals
Organisation structure: 
If we deep dive into the basic organization Structure of the Hilton Hotel Group, then we will found that they are primarily use the hierarchical structure, due to its gigantic organization size[footnoteRef:7] and employees base. The business of Hilton Hotel Group has 13 brands within it, which serves approximately 153 million and more guests, with approximately 173,000 employees on-board. Besides that, we can also describe the Hilton Hotel Group structure as divisional one, because the business of the company is divided into these following divisions as follows[footnoteRef:8]: [7:  “The Largest Private Companies”. Forbes.com. 2010. Archived from the original on 2010-11-07. Retrieved 2010-11-11.]  [8:  Annual Report (2015) Hilton Worldwide] 

	Division 
	Comprise

	Ownership Division 
	146 hotels with 59,463 rooms directly owned or leased by the Hilton Hotel Group 

	Management & Franchise model division 
	4419 hotels with 691,887 rooms across the globe 

	Timeshare division 
	45 properties and 7152 units across the globe 



Not only that they also categories their Hotel divisions as follows:
	Division 
	Name of the chain

	Luxury
	Waldorf Astoria Hotels & Resorts, Conrad Hotels & Resorts, LXR Hotels & Resorts

	Upper Upscale
	Hilton Hotels & Resorts, Canopy, Curio Collection, Embassy Suites, Signia

	Upscale
	DoubleTree, Tempo, Hilton Garen Inn, Homewood Suites

	Upper Midscale
	Hampton, Home2 Suites

	Midscale
	Tru



Other significant organization Structure:
· After taking charge of the post of president & CEO of Hilton Hotel Group, in 2007, Christopher J. Nassetta, was made a significant changes in the organisation structure across the all management level. Those changes are as follows[footnoteRef:9]: [9:  Heath, T. (2014) “Christopher Nassetta: The man who turned around Hilton” The Washington Post, Available at: https://www.washingtonpost.com/business/capitalbusiness/christopher-nassetta-the-man-who-turned-around-hilton/2014/07/03/43071478-fd5a-11e3-932c-0a55b81f48ce_story.html
] 

i. A definite gradual restructuring process was introduced for the senior level management, for that reason by the time of 2014 only 30% of the top 100 senior management were survived in their position.
ii. It makes compulsory for the head office to have detailed cooperation and should have proper communication with the individual business unit  the company, which aims to have proper Organisational culture across it’s business.
iii. To increase the decision making speed at all levels of the organisation, the company start promoting enriched organization culture.
iv. It is also decided that they will increase the level of co-ordination and integration with  its main venture Hilton worldwide to its other divisions across the world. 
v. Shifting headquarters from Beverly hills, anytime to McLean, Virginia, with only 1/5 of the headcount.


Culture:
The founder of the Hilton Hotel Group, Conrad Hilton, always believe that only and only travel has that audacity to befouled our minds and hearts in order to see the real world. Also, it has power to promote the peace across the globe and can give better understanding of this world. On the basis of these cultural values, currently Hilton worldwide serves it’s guests, like a family with giving best of service facility in this hospitality sector.
Awards & Accolades:
It is also important to mentioned that Hilton Hotel group’s has always recognise for their culture in their workplace and guests services every year. In 2021 they were recognised and awarded in these following categories:[footnoteRef:10] [10:   Annual Report (2015) Hilton Worldwide] 

	Given By
	Awards 

	[image: ]
	#3 World’s Best Workplace

#3 Best Company to Work for in the U.S.

#1 Best Big Company to Work For in the U.S.

#1 Best Place to Work for Women in the U.S.
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	#1 Top 50 Companies for Diversity

	[image: ]
	Received 100% on the Human Rights Campaign Corporate Equality Index

Named a Best Place to Work for LGBTQ Equality



	[image: ]
	#6 Top 10 Military Friendly Company.




Goals:
If we go through the annual reports of the Hilton worldwide 2021, we can find a word in their every section that is to become the best hospitable service in this business. The main goal of this Hilton Hotel group is to make this business more profitable while hold the core values of the company. Make this organisation more profitable and increase the number of sales and customer base across the world.
Not only that, Hilton is also committed to the social and environmental causes. They redefined their structure and property for their customer base with the synchronisation of the environment portfolio. They also makes positive changes in their operation goal and structure in order to fulfil it’s organisational goal.
Also, they launched a goal in their travel with purpose series, for the year 2030. Where they committed to reduce the carbon footprints and the carbon emissions by 61% across its all of the hotels and chains operating across the world. They also, pledge to double their investment in the social causes in order make positive social impact. 

Part -II,
What are the major recent changes and initiatives taken by them, and how it is impacted the business and how they are able manage those?
What are the major recent changes and initiatives taken by Hilton Hotel group:
To hold on the continuous development and keep up the sustainability in the industry, Hilton worldwide recently takes couple of initiatives for the future. The main reason behind these change initiative is to coupe up with the market trends, built sustainable model for future, finest in the hospitality and better environment friendly approach. 
Some of the initiatives are:
· In 2018, Hilton launched a goal in their travel with purpose series, for the year 2030. Where they committed to reduce the carbon footprints and the carbon emissions by 61% across its all of the hotels and chains operating across the world. 

· To built the sustainable future the Hilton Hotel Group decided to cut the half of it’s products and services that have impact on environment such as:
i. Reduction in the aspect of carbon footprint and carbon emissions upto 61% in order to  and sync  with the Paris Climate Agreement, 2008.
ii. Reduction in water wastage and production of waste by 50%,
iii. Have a proper source for all raw materials for the restaurant and food supply,
iv. Zero soap to landfill policy and removal of plastic straws from the managed hotel chains.

· Also, to make positive social impact, Hilton worldwide recently decided to make double investment program, in order make a positive impact or change in our community, this includes:
i. Double investment in the opportunity scheme for the youth and women, with the partnership of local schools and organisations.
ii. Double investment will be made to make business with local small suppliers or minority owned one.
iii. For the natural disaster relief, the company will support double in terms of monetary.
iv. Pledge to give contribution over 10 million volunteer hours for the society through it’s team members and their various initiatives.
v. To stop the forced labour and human trafficking, the company takes efforts to advanced the human rights capabilities in it’s managed properties and hotel chains.
Impact of these initiatives and how well these were managed:
In 2008, Hilton pledged to reduce it’s carbon emissions and carbon footprint and waste and they also recently take initiative for the environment portfolio by 2030. Since then, they achieve the reduction of 30% in carbon footprint and waste management. Also, they have saved upto 20% in energy and water wastage system, which helps them to save upto $1 billion as a part of operation efficiencies. 
It is also, need to take into notice that, Hilton groups is one of the few brands in this hospitality business that survived well even in this COVID-19 pandemic situation. Although they seen some negative book value and decrease in their number in the market, but they were not collapsed like situation other top business have. It shows how competent their management position is, and how effectively implemented their plans to sustain even in adverse situation too.[footnoteRef:11] [11:  Scott Saloway, Why Hilton could be best positioned to survive the coronavirus downturn, Yahoo finance, retrieved from https://www.google.com/amp/s/finance.yahoo.com/amphtml/news/hilton-is-best-positioned-to-survive-the-coronavirus-downturn-193434232.html] 

According to lightStay, a well renowned performance measurement system, They calculate analyse and will report the whole environment impact of the each hotel chains of the Hilton group. And, Hilton will use the lightStay and it’s data report to manage and achieve the set goal of reduction of the carbon emissions upto 61% by the time of 2030.
Recently, The World Tourism Organization, admits and praised the Hilton’s initiative to built a sustainable future model. This sustainable development projects is also important in order to promote the same sustainable ecosystem across world, and this model can be use as an example there. Recently the current secretary general of the World Tourism Organization, Zurab Pololikashvili, revels and recognise the efforts of Hilton’s by stating that, “Hilton has been our partner in this endeavor, raising awareness among customers with examples of best practices for the hospitality industry.” Which itself is evidence that how good these initiatives are being managed.

Part- III
The organisation’s strategic direction and current business performance:
· Strategic direction:[footnoteRef:12] [12:  Strategic Management – Hilton, 100due article, Retrieved from https://essay.100due.com/strategic-management-hilton-worldwide/] 

i. Impactful position of Hilton in the industry in the life growth or life cycle growth:
If we consider the hospitality industry as a whole in order to experiencing that Impactful growth in this pandemic affected market. This growth is mainly contained in the countries like U.S., Chine and Australia. Besides that, Hilton seen  a impactful growth, with 16.42% annually as per the CAGR annual report.[footnoteRef:13] [13:  Strategic Management – Hilton, 100due article, Retrieved from https://essay.100due.com/strategic-management-hilton-worldwide/
] 


ii. Advancement of Technology:
In this modern digitization era, the advancement in the technology, in any business it is an essential element to sustain in the business. Although, Technology has no direct influence in this sector but it has a huge indirect influence in this sector. Thus, coupe up with the modern technology and implementation of the same is necessary in this era. 

iii. Innovation and Advancement:
It is also another important section to look into it. Hilton Hotel group is always encouraged and pave way for the innovation in the business and customer services. If we look at the Hilton’s products and services we will found out that how innovative they are in their. That is also a reason why Hilton is dominating in this hospitality industry. If we look into their room décor to interior to their we will find the find mixture of innovation and Advancement with touch of their core values.

iv. Partnership and learning:
Arguably one of the most important factors or strategic point where it was change from Hilton Hotels cooperation to Hilton worldwide Holding inc. , this decision change the structure in the partnership situation within the organisation. This change in 2009, laid down way for Hilton worldwide University (HMU), in order to create a Institution to encourage and maximize the ability of the resources and team members. It also create significant changes in client satisfaction and human resource department strategies. As guest satisfaction is the core values of the Hilton’s, constantly upgrade it’s developmental programs and the learning process to give best guest satisfaction, in all of it’s hotels across the globe.

Performance:
· Global Growth & Development:
In terms of development and growth, Hilton had a very good year, as they expand their value chains across the globe. Currently they possessed over 6800 properties, with 1 million plus rooms, in the 122 countries and territories worldwide. If we consider the whole hospitality industry we can say that Hilton has the most largest & diverse hotel group in the world. If we see the track record of these hotel chain we will found that they opened approximately 1 hotel everyday. This shows their Global growth and their effective business development plan, that even in this market they can grow.[footnoteRef:14] [14:   Annual Report (2021) Hilton Worldwide,] 


· Detailed hotels chains across the continent:[footnoteRef:15] [15:  Id] 


	Continent 
	Hotels and rooms 

	The Americas	
	5,666 Hotels
810,296 Rooms

	Europe, Middle
East & Africa
	593 Hotels
130,736 Rooms

	Asia Pacific 
	518 Hotels
124,381 Rooms



· ESG Performance:[footnoteRef:16] [16:  Id ] 

As per the commitment, Hilton is continuing their investment in the effective solution for the reduction of the carbon footprint in their value chains, which give them upper hand in building of sustainable future. Also, helps them to save a significant amount of operational cost.
Since 2008 the environment portfolio of Hilton Hotel group’s hotel:

	Entities 
	Reduction 

	Carbon 
	-49%

	Water
	-39%

	Energy 
	-40%

	Waste
	-70%








This helps them to save upto $1 billon since 2009.

Conclusion: 
Here is the full general operational audit for the organisation name Hilton worldwide holding inc. It is arguably one of most largest and diverse hotel and resorts groups in the hospitality industry. With this operational assignment we are going to see the operational cost savings and they turnaround the game.
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