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Executive Summary

The report has evaluated the case study of Hyatt Hotel Corporation, a renowned multinational hospitality company founded by Jay Pritzker. The report analyses that Hyatt Hotel corporation is a great example of how a hospitality company can drive its culture, leadership style and goals towards attaining organisational goals. The report has found that it has a divisional organisational structure. The report analysed that the company has a transformational leadership style and the managerial approach of the team leader as evaluated in Blake and Mouton's Team Leader, which emphasises majorly on people and production. Hyatt has been seen to conduct digital transformation in its hotel and launched 'change starts here’ that focused on inclusivity and diversity initiative and it enabled the company to grow in the market while maintaining strong relationships with employees.
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[bookmark: _3zb9p8xgonqw][bookmark: _Toc179442363]Introduction
Hyatt Hotels Corporation is a globally operating hospitality company founded by Jay Pritzker in the year 1957. The hotel company has a diverse portfolio that includes residential properties, hotels chains, own franchises, resorts, developed hotels, and so forth. It operates globally under various names such as Grand Hyatt, Park Hyatt, Destination by Hyatt, Hyatt Ziva, Hyatt House, Hyatt Zilara, UrCove, and Caption by Hyatt (Hyatt, 2024). The company has been present in more than 75 countries and 6 continents. In 2023, the total company asset was estimated to be 12.83 billion, which has been growing compared to previous years (Statista, 2024). 
[image: ]
Figure 1: Total Assets of Hyatt Hotels Corporations 
(Source: Statista, 2024)
Considering Hyatt Hotel Corporation has the case study, the report seeks to understand the relationship of the organisational performance with its culture, structure and people. This report will also evaluate how the leader of Hyatt fosters management and leadership in order to gain success in a highly competitive market. Along with this, the report will also discuss the crucial topics related to strategic decisions and how the hotel company can attain organisational success in the market. In the interim of the report, Hyatt will be recommended with best practices and why they would be important.
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[bookmark: _Toc179442365]Organisation Structure, Culture, and Goals
Hyatt’s structure
Hyatt Hotel Corporation can be considered to operate as a divisional structure that includes its diverse hotels based on the region. This organisational structure allows the organisation to cater to diverse markets and segment its customers accordingly. According to the perception of Dlamini et al. (2021), a divisional organisational structure includes teams that are dedicated to a specific product or region. The divisional structure allows the organisation to have their own management group and assign responsibility. As reported, the company has been found to separate its structure into regional and subregional segments appointed by its presidents (Perkowsky, 2024). It can eb stated that Hyatt has decentralised its management approach to the regional managers to make decisions and adapt to their market conditions and guest preferences.
Hyatt’s corporate culture and how it influences operations.
Hyatt Hotel Corporation claims its organisational culture to be built with empathy, care and community. The company prioritises its employees and fosters an inclusive work environment. The company has been focused on the growth and development of its employees through extensive training, career mobility, and new skill development opportunities across all its locations and functions (a). It can be seen that Hyatt promotes diversity and inclusivity and empowers its employees by providing them with opportunities to grow. It emphasises the culture of innovation and learning. As stated by Garrick et al. (2024), studies have found that a culture that promotes inclusivity and diversity in the organistaion boosts innovation, organisation performance and creativity. As reported, Hyatt has received 34 awards in 'Travel and Leisure World's Best Awards' for its performance, customer support and dedicated employees (Hyatt Newsroom, 2023). The positive work culture of Hyatt is considered to be an important aspect of catering guest-centric services across all the properties of Hyatt. 
Hyatt’s goals at both corporate and individual unit levels. 
At the corporate level, Hyatt tries to be the best in the market while generating profit and growth and seeking new opportunities to boost guest experiences and build loyalty. It also emphasises on global expansion to attain high growth opportunities (Annual report, 2023). At the individual level, it can be inferred that Hyatt is committed to fostering meaningful stakeholder engagement. To implement this in real life, the company has initiated a "World of Care" where community engagement, sustainability, and corporate responsibility are highly anticipated for businesses to positively impact in real life (Hyatt, 2024). It is seen that Hyatt's goals have been centred around business profitability as well as community or stakeholder engagement. As per Friedman's Stakeholder theory, organisations are required to operate around their stakeholder interests and should be accountable to all their stakeholders and stockholders through their value-maximising leadership practices. Good management and leadership are more likely to value our stakeholders and environment as a result of promoting organisational performance, customer relationship building and enhanced economic profit (Peng and Isa, 2020). As reported, the company's revenue has been increasing year-on-year due to its positive performance in the market. In the year 2023, the company generated over 6.67 billion compared to its previous year, depicted in Figure 2 (Statista, 2024). 
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Figure 2: Year-on-year profit in revenue
(Source: Statista, 2024)
[bookmark: _Toc179442366]Recent Change Initiatives
Hyatt Hotel Corporation has considered various significant change initiatives in order to attain its goals. To boost its customer experience, recently Hyatt that adopted digital transformation to resonate guest services. The company leveraged digital options which would help guests around their experience in the properties such as mobile food orders, scheduling housekeeping, seamless check-in and bookings. This technology-based initiative was adopted post-pandemic to cater for the evolving needs of the customers and necessities within tourism (Goldman, 2021). These changes have been well managed by the company, however faced challenges initially to adapt to these changes and thus required responsiveness and agility from the leaders and its team. Additionally, the company faced challenges in making decisions on the traditional approach to analysing data. According to Rehman et al. (2021), one of the challenges during change initiatives is resistance to change by the employees. Resistance during change can impact the organisational outcomes as it depends on the employee's emotions and behaviour towards change. These can slow down the process of change or terminate it entirely. In the case of Hyatt, the company struggled to foster flexibility and thus demanded the leader to be agile and able to learn and test. This change initiative has allowed the company to boost its online booking offering customers with seamless journey. Another change initiative within the organistaion is the launch of "Change Starts Here", which aims to increase inclusivity and diversity within the organisation. The company integrated equity in its approach which aimed to be fulfilled by 2025. The goals of this change initiative are to increase the representation of women and people of different minor backgrounds in leadership roles and to make financial contributions (Hyatt, 2024). Drawing up the change impact Hyatt after the year's progress in 2021, the company have understood the need for further development in mentorship programs and development. The company has realised not just the significance of listening to its employees but also the importance of empowering them and allowing them to share their opinions and feedback to the hierarchies based on their career goals and experiences (Hyatt, 2024). These efforts of the leader of Hyatt can be linked with a transformational leadership style, where leaders motivate and inspire their employees to work towards the goals and nurture their professional and personal growth. This approach in an organistaion leads to higher employee satisfaction, ehnced commitment towards the achievement of goals and future leader development (Hyatt, 2024). Considering the impact of these initiatives, Hyatt's organisation has received multi-year grants of more than 1 million and more than 5,7000 youth have joined the hotel since 2018 (Hyatt, 2024). Thus, it can be seen that the recent change initiatives have allowed the company to cater succession the market and with effective change management the company can leverage opportunities in the market rapidly.
[bookmark: _Toc179442367]Strategic Direction
Hyatt Hotel Corporation has well cooperative strategies in its initiatives to attain its goals of innovation, inclusivity and sustainability. As the company's overarching goal was to become a leader in the market, it would require leaders to build strong relationships with the employees and guests. As per Schein's organisational culture model, there are three crucial aspects of culture such as basic assumptions, artefacts, and espoused values (Mamatha and Geetanjali, 2020). Regarding Hyatt, the effects can be its innovation and technology to drive customer experience, the basic assumptions can include the belief that employee satisfaction and well-being and customer satisfaction are vital to the success of the company. The espoused values would be its stated goals. Hyatt has been assigned to focus on Blake and Mouton's managerial grid to achieve these goals. According to Mullins (2023), Blake and Mouton's Managerial grid is a leadership approach which helps in understanding the key dynamics of leadership to achieve goals as it states that there are two key types such as concern for people and concern for production. In the grid label, there are five types of styles in leadership approach such as 'Country club leadership' that focuses on the needs of people and boosts relationships with them. 'Team leader' who is focused on the development of team involvement to achieve goals. 'Middle of the road leadership' stresses balancing the people orals and work outcomes. 'Improvised leadership' focuses on minimum efforts to complete the task and produce or perish leadership' is focused on tasks and operations(Bashir et al. 2022). Hyatt's strategies can be aligned with Blake and Mouton's team leader management style which resonates with high concern for people as well as a high concern for production. Hyatt's focus on the growth and development of employees and its concern for mentorship mirrors highlights concern for people whereas on the other hand, it focus on global expansion and superior guest experiences resonates with the concern for people. Hyatts highly focuses on technology integration to reach its goals for global expansion and hence its operating model to differentiate itself from its competitors (Hyatt, 2024). Furthermore, training, feedback mechanisms, and communication are crucial strategies leveraged by the leader of Hyatt to achieve its long-term objectives. According to the perspective of Mullins (2019), effective leadership forms culture and values, can communicate goals, and provide support to employees for best performance. This allows the leaders to guide their employees to put efforts towards the common goal.
[bookmark: _Toc179442368]Conclusion
It can be concluded that Hyatt Hotel Corporation is a great example of how a hospitality company can drive its culture, goals and structure towards attaining organisational goals. It allows the company to foster stronger decision-making through a divisional organisational structure. It is found that the company has been employing a transformational leadership style and the managerial approach of leader which align with Blake and Mouton's Team leader, which emphasises majorly on people and production. Hyatt has been seen to conduct digital transformation in its hotel and launched the 'Change Starts Here' initiative allowing the company to grow in the market and maintain its market position in the market.
[bookmark: _Toc179442369]Recommendations
The company is recommended to encourage leadership along with data-driven decision-making. In the current competitive landscape, leaders require accurate data and ideas in order to make informed decisions to support the goals of the firm (Chomachaei and Golmohammadi, 2024). Therefore, enabling leaders to get access to data on the optimisation of analytical tools can help in making informed decisions. This will help the leaders in choosing appropriate tools or decisions for understanding training needs within the company. This strategy can be conducted through online platforms and provide personalised attention to not only customers but also employees. This strategy is assumed to increase competitive advantage for the company.
The company is also suggested to incorporate Kotler's or Lewin's change management model during its change initiatives in order to align its strategies with the actions. According to Errida and Lotfi (2021), proactive change management strategies can help leaders reduce possible resistance to change and allow firms to monitor their outcomes. It also helps in addressing multiple aspects of the strategies through balancing process, people and technology and allows the team to navigate the issues with the project.
The company can focus on enhancing cross-functional leadership that can help its employees get experience from different departments and encourage collaborative teamwork. As stated by (Adegbola et al. 2024) cross-functional teams play a vital role in boosting the efficiency and effectiveness of the project development process. This allows the leaders to navigate the issues make timely decision-making and put more effort into innovation. This can encourage Hyatt to focus on the concern for the product as well as the concern for people.
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