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Executive summary

The purpose of this report is to examine the international chain of Hilton hotels in terms of organisation, culture, and global change goals and initiatives.

The strategic direction of performance in relation to competitors in the hotel industry worldwide will also be analyzed.

This report will analyze the management aspects adopted by the Hilton brand to become one of the most important players in the world tourism industry.

The interaction between the members of the organisation is very important and is done for the integration and coordination of the resources necessary to achieve the organisational objectives as a whole, depending on the size of the organisation, the structure of hierarchical levels with authority responsibilities, the multitude of activities and the degree of decentralization for decision making.

Hilton is one of the most appreciated and extensive hotel companies offering hospitality services for the luxury segment, being in close competition with Marriott, Hyatt or Intercontinental and which, through the management of the corporate responsibility program 'Travel with Purpose', focuses on social , political and environmental issues that may affect the company.
The Hilton places special emphasis on rationality and control over all human or material resources and their efficient management of goals (Zaleznik, 1998).

Due to the diversified strategy as an international brand but also due to the attraction of talents within the company, the Hilton offer successfully meets the requirements in the hospitality market.
Therefore, the report below contains an introduction to what management and organisational structure mean, the type of organizational structure adopted by Hilton, the organisation's culture, performance, strategies and initiatives implemented to achieve success within the organisation.
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Introduction

Cooperation between people is absolutely necessary (Barnard, 1938) because the power of choice and action is limited when you act individually and this is reflected in the interaction of the family, which can be considered the primary organisation for each of us and where integration begins in our organisations as part of the environment in which we live, work, learn or relax.
Therefore, this report is about Hilton, the huge international tourism company, and aims to analyze the organisational structure since its inception, the business model adopted over time, organisational culture, strategies adopted as an international brand, current performance , and objectives of the future because Hilton's success as an organisation is achieved through and with people.
The founder of Hilton was Conrad Hilton, who is considered the inventor of the modern hotel industry because he changed the vision of how to run a hotel, combining hotel business with restaurant and casino business and being the first to introduce the rating system from 1 * at 5 * of the accommodation units.
Although he was a good entrepreneur, he initially failed in banking, but the momentary spark when he stayed in Cisco, Texas, at the Mobley Hotel, regarding the possibilities of starting a business in the field led to the establishment of the first Hilton hotel by the spectacular transformation of an ordinary inn so in a relatively short time it expanded and in 1925 opened the Dallas Hilton Hotel with a capacity of 300 rooms.
His success also came from the fact that he put into practice ideas to offer guests services and products that would give them a pleasant stay and entertain them and not just offer accommodation.

The economic crisis of the 1930s forced Conrad Hilton to sell his business, to work as a manager of the hotel chain owned by the new owners, but due to his perseverance he managed to regain them and so in 1949 he bought one of the most luxurious hotels from America at the time, Waldorf Astoria in New York and made the opening of the first overseas hotel in Puerto Rico.
This was the start of a successful hotel business aimed primarily at wealthy people through the luxury offered, the Hilton hotels being the first hotels equipped with air conditioning in rooms, with automatic control at the access doors, with telephony and alarm clocks and with the possibility purchasing products by customers from their own stores.

Another important aspect in the success of Hilton hotels was their construction near ports, airports, thus facilitating tourist access to and from hotels.

The company also adopted the franchise model, and in terms of technology, Hilton hotels implemented it faster than all competitors, so in 1973, the Hiltron Reference System provided all interested parties with information on the availability of rooms and services.

According to statistics for 2019(Hilton Worldwide, 2019), Hilton has opened another 470 new hotels, expanding to 6 other countries and territories and thus reaching a number of 6,000 hotels with a 6.6% increase in its units compared to 2018.

All the information and data about Hilton shown above, confirms the importance of management in organizations and demonstrates the decisive role of leaders and managers in the development and success of a company through innovation, initiative and perseverance.
Hilton's organizational structure and culture
Among the types of existing organisational structures: hierarchical, functional, flat, matrix, divisional, Hilton due to global and continuous expansion adopted the divisional structure where top management has full responsibility in managing functional and geographical divisions according to the division of properties into categories as follows:

· Property : Hotel units owned directly by Hilton

· Franchise or Management : Hotel units franchised to others or hotel units managed by Hilton
· Common time: Hilton properties under the Grand Vacations brand
Therefore, under the management of Hilton Hotels & Resorts, the hotel units from the property, franchise and management divisions are included, and the timeshare division is under the management of Hilton Grand Vacation, which is a completely separate entity.
Hilton's divisional organisational structure, designed on product, service and market segments, has been adopted so that each division focuses on product, geographic area and consumer, so following Hilton's analysis as an organisation it can be stated that this model of the structure is best suited for the size the company has reached today.

Things have evolved so fast that by the end of 2021, the Hilton Hotel Group had about 6,800 units (owned, franchised or rented) with over 1 million rooms in 122 countries or territories around the globe (Hilton Worldwide, 2022) of which:

· 65 - Owned / rented / in association - (1%)

· 703 - Managed by Hilton - (11.5%)

· 5,342 - In franchise system - (87.4%)
Hilton's portfolio, presented in the figure below, is composed of the following brands and has the following people in the top management:
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For all Hilton divisions there is a management team for certain departments, human resources teams, marketing and customer support but after studying the theories and their application for the divisional organisational structure I can say that it has both advantages and disadvantages for the company.
The advantages of Hilton's adoption of the divisional organisational structure are:

· in order to achieve the general objectives and their own, the divisions can function independently

· the staff is trained faster on products and services specific to the division

· the needs within the division can be satisfied faster

At the same time there are disadvantages of this type of structure, namely:

· high number of HR teams

· independent and decentralized decision making

· the difficulty of aligning the division with the general objectives of the organization
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Hilton, as owner or franchise and management of hotel units, operates in the international tourism industry, rigorously managing the groups of activities necessary for development, sustainability and success, such as: forecasting, Organization, Command, Coordination, Control and adopting an organizational culture it can be a lesson for others.
The concept of culture in this organisation has its roots since the founding of the first Hilton hotel with the reference that Hilton Worldwide continues to develop services and culture according to the needs of guests with providing positive experiences for all employees in the organization through innovative programs and coherent and effective leadership at all levels.
The values of the Hilton Hotel Group:

Hospitality ~ Passionately providing exceptional customer experiences

Integrity ~ Always does the right thing

Leadership ~ Maintain the position of leaders in communities and the hotel industry

Teamwork ~ Real team players on all levels

Ownership ~ We own our decisions and actions

Now ~ We perform activities with a sense of urgency and maximum discipline

The Hilton motto, "For ALL" and the implementation of this kind of concept by maximizing the potential of human resources, by creating a wonderful job for all, contributes to the continuity of the success that the organization registers both in terms of profitability and of high performance in the global stock market.
Moreover, at Hilton, the HR team works hard to hire, train and retain employees, instilling in them the concept of "customer first". In fact, Hilton and its main competitor Marriott, operates and organises its activities by implementing rules and similar initiatives, however, the difference is that at Hilton the emphasis is primarily on using the maximum potential of employees and their satisfaction so that the services offered to guests are at the highest level and at Marriott the focus is on the quality of services offered to guests and how they are done.
Hilton- Goals and Performance 

Hilton's stated mission is to become the most hospitable company in the global tourism industry, and its more than 3 billion guests in more than 100 years of activity prove this, so in 2020 ,was in the top of the best jobs in the world and the title of 'Industry Leader on Dow Jones Sustainability Criteria' in 2020.
The decision-making process in any organisation is considered the strong point of administrative science (Simon, 1947) and the organizational behavior seen by researchers' theories should answer the basic question: how can an organisation motivate its employees to grow? 
The answer to this question and the implementation of the measures or activities necessary to support this aspect can lead to success.

Creativity, flexibility of all parties involved and the prosperity of the organisation are attributes that contribute to the development of employees and thus the essence of the relationship between the organisation and employees runs the path from dependency to co-dependence.

Hilton Worldwide develops its services by considering customer needs, segmenting customers and analyzing different segments to better understand their needs, wants and expectations.
Brand Finance Hotels, a global brand valuation consulting firm, showed a 2019 increase in brand value for Hilton of about 17% due to strong revenue growth and a 8% decrease in Marriott's brand value, which faced hacking problems and scandals regarding loyalty schemes, all this especially at the hotel units on the American continent.

This is a good example of how easy it is to regress in a company even of such magnitude and how much quality human resources matter because money does not solve any problem, but people are the ones who produce money.
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Strategy and initiatives
It is true, the leader decides but the role of the manager is considered paramount in the development and success of any organization and therefore his attitude towards employees, his way of working and their motivation by coercion / threat / motivation or by his own example becomes a key factor to achieve goals, and selection, regular training and appropriate motivation are part of the development and sustainability strategy.
According to the table below, these would be the roles and role differences between a leader and a manager, analyzed by theorists in the field and put into practice by companies and organizations:

	Leader
	Manager

	Innovates
	Manage

	It is original
	It is a copy of the original

	Develop actions
	Keep up the good work

	Focus on people
	Focus on systems and structure

	It is based on trust
	It is based on control

	He has a long-term vision
	He has a short-term vision

	It focuses on medium and long term results
	Focus on immediate results

	Do the right thing
	How to do the right thing


Therefore, Hilton's strategy to achieve the goal of "becoming the most hospitable company in the world" is to strive to maximize the potential especially of human resources, to attract new well-trained employees and to provide training and motivation to all employees, increasing their potential.

Nothing new in this statement, every company wants to do that, but Hilton really succeeded when it was declared 'the best place in the world to work' and clearly the relaxed and calm attitude of some employees, attracts customers, increases income, develop.
The current CEO of Hilton, Christopher Nasseta, continues initiatives to restructure and improve the organizational culture by promoting the concept of unity to achieve the goal of becoming the most hospitable company globally by creating opportunities for team members to provide fully honest experiences for guests and through a positive impact in the communities where it operates.

As a result of the rules needed during the Covid-19 pandemic, but also due to the strong interest in the safety and health of employees and customers, Hilton launched the CleanStay program in 2020, raising the standard of cleanliness and disinfection to the highest level in each owned hotel units.

Hilton Honors is the name of the loyalty program, awarded internationally, where loyal members and customers earn points when making a direct reservation at Hilton and after receiving points they receive as benefits, hotel stays as well as complementary / instant services thus contributing to unforgettable experiences offered to customers that cannot always be bought.
One of Hilton's objectives until 2030 is Travel with Purpose, an initiative considered an environmental, social and governance strategy, which aims to create a positive impact on the environment and the social environment in which Hilton's hotel units operate.
Travel with Purpose is used and managed through the LightStay program used by all Hilton hotels to measure and report the social and environmental impact of Hilton activities.
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Conclusions and recommendation

Hilton Group owes its international success to the operating methods adopted, through direct export, through management contracts, through the franchise system and due to mergers and acquisitions it has ensured its rapid expansion.
Competitiveness and sustainability are two key aspects of Hilton's marketing strategies due to the huge competition in the global hotel industry. 
The Hilton International brand operates mainly on the luxury hotel services market, and the middle market segment, ie customers with medium financial possibilities, is not well represented here and therefore a recommendation would be that Hilton services be diversified and adapted to the needs and financial strength of this market segment.
Therefore, the above report presents information about the Hilton Group regarding the organizational structure, objectives and initiatives, strategies implemented and current performance and for its preparation data from credible sources of information such as company publications, books, articles and online activity reports about/for Hilton brand were used. 
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