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[bookmark: _Toc190769767]Executive Summary
A worldwide leader in hospitality, Hilton Hotels & Resorts is the most recognised hotel brand, with more than 580 hotels in 90 countries and territories. Founded in 1919, the company has grown into a well-respected brand with luxury and mid-range hotels under its umbrella, ranging from Hilton Garden Inn to Waldorf Astoria.
The report reflects the organisational structure of Hilton, its corporate culture, its goals, and the international business environment that the company has gone through in recent years. For one, although Hilton has a classic, top-down corporate structure decisions are centrally made each property has a fair amount of freedom to customise its operations to fit local markets. The company has an unwavering focus on guests and employees, reflected in its culture. Hilton wants to grow faster, do it with more sustainability, and maintain strong customer service in its hotels, all of which are corporate goals that together make business sense. Such change initiatives, including the rollout of sustainability programs like LightStay, have the potential to change the company's operations significantly, but challenges to consistency at the hotel level have emerged. Hilton is focused on innovation, international growth, and improving the guest experience, especially with its loyalty programs and operational technology.
Based on this analysis, this report recommends that Hilton build sufficient practice on sustainability expansion amongst all properties and implement further technological advancements to encourage improvement in guest engagement. Besides, Hilton should enhance its internal communications process to execute the change initiatives better.
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[bookmark: _Toc190769768]Introduction
One of the most well-known hospitality brands in the world, Hilton Hotels & Resorts delivers high-quality service and accommodations to guests from around the world. Originally formed by Conrad Hilton in 1919, the company features over 580 properties in 90 countries, making it one of the top global players in the hotel industry (Mullins, 2019). For example, Hilton owns multiple recognisable brands; however, their portfolio has something for everyone, from Waldorf Astoria and Hilton Garden Inn to Doubletree by Hilton, providing both a luxury and mid-level service experience (Mullins, 2023).
This report examines Hilton's organisational structure, organisational culture, objectives, and recent change initiatives and articulates the suitable direction the organisation should take. This assessment will address the corporate and individual hotel levels by examining Hilton's global company policy and how this policy is adapted at the property level. The report will outline the company's strategic direction in maintaining its competitive advantage based on its innovation, sustainability which is a real practice by Hilton, and the customer-intent values (Boddy, 2017; Huczynski and Buchanan, 2019). Finally, the report will provide recommendations for Hilton to strengthen its position in the hospitality industry based on the analysis.
This report helps to examine Hilton's operational success along with the areas where there is a need for improvement by understanding the alignment between Hilton's organisation structure with the corporate goals and the ability of an organisation to manage the changes and execute the strategic plans (Robbins & Judge, 2017).
[bookmark: _Toc190769769]Organisation Structure, Culture and Objective
[bookmark: _Toc190769770]Organisation Structure
Hilton Hotels & Resorts has a vertical organisational structure with extensive centralisation of all major decisions in the hands of corporate Hilton while also allowing for limited discretion at the individual hotel property levels (Mullins and Dosser, 2013). Hilton's corporate leadership is at the top of this ladder, establishing the company-wide strategy, policies, and business objectives. Hilton is segregated regionally, with regional managers responsible for managing the operations in a geographic area at the corporate level. Each region is split into local hotel operations, where general managers in each hotel oversee day-to-day operations, staff, and customer service (Mullins, 2023).
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Figure 1: Hilton Organisational Structure (Authors Made)
This means a centralised structure for branding and corporate control over large initiatives (e.g., strategic growth and corporate social responsibility programs) and decentralisation that permits local adaptive, entrepreneurial effort (e.g., responsiveness to market needs, regulations, and consumer interests). The distinctive element of this combination of central leadership and local flexibility in Hilton's organisational structure is that the company can meet regional needs while maintaining global standards (Huczynski & Buchanan, 2019).
[bookmark: _Toc190769771]Corporate Culture
A customer-centric corporate culture where the business ethos focuses on providing the best possible experience for both customers and employees. The demand for hospitality service can be seen in our book, where the essence of our company is to make Quality Hospitality quality hospitality in every aspect, at every touch point, and all levels of service, maintaining the hospitality spirit of serving people (Mullins and Dosser, 2013). Hilton's values are intrinsic to Hilton Hospitality, a philosophy emphasising treating guests respectfully and anticipating their needs. The firm motivates its employees, or team members, to go over the top to develop memorable experiences, supporting Hilton as the most hospitable company on earth (Robbins & Judge, 2017).
Hilton constantly trains, rewards, and focuses on employee satisfaction to ensure a customer-centric culture. The corporation believes in internal communications and collaboration, providing for its culture of hospitality to carry through from the corporate office to each individual hotel (Lamo, 2019). Such a culture permeates every aspect of operation, from the corporate team establishing the strategic vision to the general manager in each property, assuring that the mission and value of the company are consistently interpreted at every level of the organisation (Mullins, 2019). Hilton shows employee engagement through initiatives like Hilton Honors, the loyalty programme that drives guest loyalty and guest experience (Mullins, 2023).
[bookmark: _Toc190769772]Corporate and Individual Hotel-Level Goals
Hilton’s Corporate Goals are to Expand Market Share, Increase Global Presence, and Continue striving for Operational Excellence and High Levels of Guest Satisfaction (Iddawala, Welengoda and Rathnayaka, 2024). Hilton's evolving hotel-focused business model and guest experience delivery with state-of-the-art technology are core components of its top-level global hospitality provider mission. Hilton further takes pride in its devotedness to sustainability with its initiative, LightStay, which seeks to minimise the environmental footprint across all its properties through energy conservation, waste minimisation, and sustainable sourcing (Boddy, 2017).
The strategic guidelines and performance targets are then cascaded down to the individual hotel properties for them to achieve corporate goals. By having hotels sign up for the LightStay program, tracking energy consumption, and adopting green practices that support Hilton's greater goals, sustainability targets get down to the hotel level. Hilton demonstrates its corporate intent for growth through individual hotels encouraging growth within their local market via focused marketing campaigns and guest experience elements tailored to individual preferences (Huczynski & Buchanan, 2019).
Hilton is also serious about guest satisfaction at the corporate and property levels. General managers and hotel employees receive training in the components of personalised service that define the Hilton brand, and guest satisfaction metrics such as intent to recommend and net promoter scores are tracked regularly to measure compliance with company service standards. At the corporate and hotel levels, these goals are monitored and evaluated continuously through performance reviews and feedback systems, aligning Hilton's high-level goals with what is happening on the ground (Robbins and Judge, 2017).
[bookmark: _Toc190769773]Recent Change Initiatives
One group, Hilton Hotels & Resorts, has already made some significant attempts to change over the past few years. The LightStay programme, which aims to reduce the group's carbon footprint throughout its portfolio, is among the most important (Liu, 2022). Since its launch in 2009, LightStay has played a key role in achieving water efficiency, waste reduction and eco-friendly practices. Hilton has also made strides in its sustainability objectives through its Travel with Purpose 2030 goals (Mullins, 2019), which outline various environmental objectives, including carbon reduction, water stewardship, and waste goals across the entire portfolio (Bloisi, Cook and Hunsaker, 2017).
Hilton has been most significantly affected by these changes. The LightStay platform enables each hotel to track its environmental impact, contributing to an incredible 36% drop in carbon intensity across Hilton's entire portfolio by 2020. Approach Hilton has, over the years, enhanced its social status through its sustainability ventures and also progressed from unsustainable business practices towards a sustainable business model, given the growing global trend towards hospitality developments being environmentally sustainable (Boddy, 2017).
Nevertheless, the implementation of these initiatives has proven to be challenging, particularly at the hotel level. Hilton's vast portfolio spans many markets, and not each location offers the same resources or level of commitment to sustainability (Harrison et al., 2021). So, regular staff training and investment in infrastructure have been required to comply with Hilton's sustainability standards. Additionally, less large or higher-price properties struggle to chase their means to force out environmental improvements (Robbins & Judge, 2017).
Alongside sustainability efforts, Hilton has embraced technological advancements as part of its change management. The introduction of the Hilton Honors app has significantly improved guest experience by offering features such as mobile check-in, room selection, and digital room keys (Editors, 2024). These advancements have given Hilton a competitive advantage, especially following the pandemic when many travellers prioritise contactless services. The integration of technology in Hilton has not only enhanced operational efficiency but also strengthened customer loyalty, making the technology an enabling driver of the changes implemented by the company (Mullins, 2023).
Overall, these changes have been well managed due in large part to Hilton's clarity on its goals, the training provided, and the tracking systems that have been established. However, those hotel-level challenges illustrate the hurdles of carrying out global initiatives in a decentralised operation.
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Figure 2: Hilton's Key Strategic Goals (Authors Made)
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Hilton has been focused on international expansion, driving innovation, and sustainability. It continues broadening its portfolio, targeting fresh frontiers and enhancing service innovation. Mullins, 2023). Hilton sees its long-term plan as consistent with its vision of becoming the preeminent global hospitality company, the most hospitable company in the world, creating heartfelt guest experiences, meaningful opportunities for Team Members, high value for Owners, and a positive impact in its communities.
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Figure 3: Recommendations for Hilton's Strategic Direction
Hilton has expended a portion of positive energy, which is a reasonable promise in developing an emerging market segment, particularly in Asia-Pacific and Latin America. Hilton has agreements to add more than 1,000 hotels globally, particularly targeting high-growth economies like China and India for development projects in 2020 (Hilton, 2024). The breadth of Hilton's aggressive expansion strategy opens access to the demand of numerous customer segments. It protects its competitive advantage on a global level while also engendering the use of local knowledge and market adaptability at the local property level (Huczynski & Buchanan, 2019).
Besides expansion, Hilton has used innovation as one of its most important strategic points. The Hilton Honors loyalty program remains a key part of Hilton's customer engagement strategy, delivering customised guest experiences, rewards and mobile app conveniences (Zhou et al., 2021). Hilton offers guests a variety of experiences through the unique functions of the app. The ability to check in, select rooms, and manage mobile keys has fully catered to their needs, which makes Hilton a strong player in their respective field of business despite the digital landscape changing rapidly. Hilton's decision to adopt technological innovations enhances efficiency and maintains its relationship with loyal customers (Robbins & Judge, 2017).
The same goes for sustainability goals, so Hilton incorporates its ambitious plans into strategic priorities. It has woven sustainability into its business, stressing reducing carbon footprint, minimising waste, and sourcing responsibly. To stay competitive in the increasingly environmentally-conscious market, Hilton needed a way to measure and reduce the impact of its properties, which is where LightStay, a proprietary sustainability platform, is helping. Boddy (2017) noted that Hilton's strategic emphasis on sustainability also aligns with increased consumer interest in sustainable travel.
When facing Hilton, their dedication to growth, technology, and sustainability has served Hilton well in the long run. Concurrently, other Thompson-esqe competitors can't hold up to the breadth of Hilton's unmatched portfolio of brands focused on retaining guests while ensuring hotel owners are getting returns (Fachada, 2023). Hilton has successfully implemented its strategy, enabling it to respond to changes in market conditions and the evolution of customer expectations by being flexible in various regional markets and, at the same time, standardising the most important elements, such as sustainability (Mullins, 2023).
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Introduction Following a thorough analysis of the organisational structure, culture and strategic direction of Hilton Hotels & Resorts, the recommendations made regarding their position in the market and sustainability efforts include the following;
Expand Green Practices to All Properties: While Hilton has made great strides in sustainability with the rollout of the LightStay programme and its Travel with Purpose 2030 goals, there is even more room for improvement in introducing more green approaches at all hotels (Hilton, 2022). Hilton could expand upon what they have done to provide more on-the-ground training and resources at local properties to ensure their sustainability initiatives are being executed consistently, especially in places with fewer resources. Moreover, Hilton does well to add sustainable partners and introduce more green technologies into the portfolio solar energy and water-saving technologies, for example (Angeliki Menegaki, 2025).
Focus on Staff Development and Engagement: Hilton used its Hilton Honors app early in the pandemic to improve not only the customer experience but also operational efficiencies. To capitalise on this victory, Hilton should have more artificial intelligence (AI) and machine learning tools for predictive analytics. It could enhance the personalisation of guest experiences by providing personalised recommendations and services. Hilton might also take the app further by integrating real-time communication with hotel staff or concierge services (Renascence, 2024).
Prioritise Staff Development and Engagement: A customer-centric culture is crucial for Hilton and investing in its employees through their development. With sophisticated training programs and leadership development programmes, Hilton can continue to equip the team to live up to transforming guest expectations. Encouraging strong internal communication will also help to ensure that Hilton´s values and objectives are communicated consistently throughout all tiers of the organisation (Bardukova, 2023).
Strengthening its focus on these areas can help Hilton reinforce its position further as a leader in the hospitality sector and enhance guest experiences, which can also help accomplish the company's long-term goals.
[bookmark: _Toc190769776]Conclusion
To conclude, Hilton Hotels & Resorts has established an impressively strong dedication to growth, innovation, and sustainability, making it a global leader in hospitality. Invested in a solid firm organisational structure that combines centralised leadership with radical local autonomy, the company benefits from consistency across the board while allowing individual facilities to innovate and adapt to the challenges of the local market. The distinctive culture, which puts the client in the spotlight, provides phenomenal levels of client satisfaction that have led to exceptional loyalty to the brand. Its more recent change endeavours, such as the emergence of the LightsStay sustainability programme and the introduction of such technologies as the Hilton Honors mobile application, have greatly augmented the performance of its operations and enhanced its interactions with guests. Nevertheless, they are still fraught with implementation issues as the adherence to sustainable business practices is quite costly for facilities at the property level.
In the end, Hilton's key drivers of success in the future will include the tried-and-tested pattern of expansion, innovation, and sustainability. However, for the latter to become a consistent feature across all Hilton properties, the company will need to invest even more in staff professional training, the advancement of digital technologies, and the overall strengthening of its sustainability efforts.
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