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In this generation of innovation and diversion, tourism is creating hype all over the world. Tourism refers to the change of visiting a place from the usual location to a faraway new place in order to experience something new or adventure in life (Davidson, 2020). Moreover, it is a part of relaxation, diversification, and the refreshment of the mind sound. It can be a hotel or a restaurant or it also can be staying in an open field to enjoy nature (Luković, 2019). Best Western Hotel Group is one of them which was founded in 1946 and it has more than 4600 hotels and resorts worldwide. The headquarters of the group are situated in Arizona, Phoenix, and the United States. M. K. Guertin is known as the founder of the brand (Bwh Hotel Group, 2020). The report will represent the overview of Best Western Hotel Group and it will also highlight the structure, culture, and goal of the brand. Similarly, the report will also include the innovation, strategies, and business performance of Best Western Hotel Group which might help to demonstrate a scenario of the hotel group and how it operates. 
[bookmark: _Toc136794625]Organizational Structure 
In terms of organizational structure, there are almost 5 organizational structures according to company size, and operation. They are Functional organizational structure, Hierarchical structure, Flat structure, Divisional structure, and Matrix structure (Robbins, 2020). However, matrix structure is followed by Best Western Hotel Group due to the efficient resource management which is highly essential for hospitality businesses.
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Figure 1: Matrix Organizational Structure.
Source: (Marcus and van Dam, 2019).
The business structure with multiple team leaders and team members reporting to different leaders or heads is known as Matrix Structure (Robbins, 2020). From the overview of the business structure, it is clear that Best Western Hotel Group stands for Matrix Structure. The organization refers to a wide range of business groups that operate around 4700 hotels and resorts all over the world (Bwh Hotel Group, 2020). Similarly, different hotels or resorts of the group have different franchisers, leaders, and managers whereas other employees report to their specific leaders. By following the structure, Best Western Hotel Group is able to improve decision-making as there are several chains of command. It also helped the business to improve communication through collaboration. On the other hand, it can cause complexity that is already faced by the brand due to confusion in roles and responsibilities. As a result, the brand has faced a lack of management for following the Matrix structure (Marcus and van Dam, 2019).
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Figure 2: Handy's Model of organizational culture.
Source: (Nick, 2020).
Role: This type of culture is known as strict rules and it has a low degree of cooperation and Low power distribution (Robbins, 2020).  
Power: The culture is usually suitable for start-up businesses where the power lies with owners or bosses (Nick, 2020). 
Person: This type of culture refers to high power distribution where employees are highly educated and have complete independence to choose and perform their work (Robbins, 2020).
Task: This type of culture usually focuses on specific projects or tasks according to requirements, functions, and capabilities (Nick, 2020). 
In terms of Best Western Hotel Group, it follows Task culture, according to Handy’s Model of Organizational Culture. Because the brand or group refers to a large corporation and it has also a high power of distribution where franchisers are growing the project of the following business and other members are performing their tasks according to their capabilities (Salaman, 2019). There are high benefits to task culture. Such as, it can generate high-performing team value where employees are judged or allocated according to their task performance. The group can highly develop with skilled employees. On the other hand, there are also records of task culture that indicate a lack of proper control which can pull down the brand easily for improper management (Zack, 2018). On the other hand, one of the nearest competitors of Best Western Hotel Group is Hilton Hotel Group which is following “role culture”. This organizational culture helps Hilton Hotel Group to maintain various obligations and strict rules. As a result, Hilton Hotel Group also has a positive record of a proper and effective management system (Boddy, 2014).
[bookmark: _Toc136794627]Organizational Goal
Organizational goal refers to the strategic term that focuses on a specific target (Robbins, 2020). In this period, the entire business operation is based on the organizational goal. There is no business or organization with a goal because a goal helps to drive a business to achieve success gradually. 
The exact mission of Best Western Hotel Group is to provide greater international quality hotel facilities, accommodations, and services that will create pleasure for the guests. On the other hand, the vision of the brand stands to inspire travel by providing unique experiences (Bwh Hotel Group, 2020).
Aim of Best Western Hotel Group
The group is organized with international customers and it aims to maximize the economic success and competitiveness of its partner hotels (Bwh Hotel Group, 2020).
Objectives of Best Western Hotel Group
· To increase the international market share by 2% within 6 months.
· To focus on digital services and increase the adoption of technologies in every sector per year.
· To become the world’s largest Lodging chain within the next 3 years (Bwh Hotel Group, 2020).
[bookmark: _Toc136794628]Recent Changes and its impact
Best Western Hotel Group follows the strategy of being unique. The purpose of the group is to satisfy their clients through their innovative services that encourage the guests to make repeat purchases by gaining satisfaction. 
Contactless Transaction: One of their innovative services is contactless payment. Best Western Hotel Group have launched their contactless payment service after the pandemic of COVID-19. As the world knows, it was the worst situation for the entire world and the people of the world had to maintain social distance. As a result, maintaining the concept of the safety of guests, the brand has launched its new service of contactless payment. In this period, technological advancement and virtual services will be priorities such as the Google Pay app, Digital wallet, Apple Pay, digital transactions of banks via mobile, and so on (Tortini, 2020). Contactless payment is highly beneficial for guests as well as the brand also. Because it is a wireless financial process of transaction where clients make a purchase according to moving a token of security in close proximity to the POS. Similarly, it helps to maintain a hygienic manner that attracts customers to take services whenever they want (Salaman, 2019). The flexibility of payment helps the brand to maximize customers in any circumstance. The service of contactless transactions not only satisfies the customers but also highly benefits the brand. For example, contactless transaction refers to comfort and speed where the guests and POS operator of the brand can get equal benefits. Because a fast payment system saves unnecessary time and the comfort helps to maintain the cash flow and records of payment (Robbins, 2020). On the other hand, the innovation of contactless transaction is the safest term because there is no hidden charge and the advantage is there is proof of transaction. Additionally, it helps to reduce waiting time for guests which helps to develop a fast entry system. As a result, the facility of Best Western Hotel Group helped to increase up to 60% customers (Bwh Hotel Group, 2020). 
Smart Room: On the other hand, Best Western Hotel Group also offers smart rooms or smart suites which include digital technology services to satisfy the customers (Salaman, 2019). In this period, most international guests prefer smart suits. The popularity of tours and travel and the demand for luxury tours aided the brand to include smart rooms and digital facilities. Smart room access security and control, remote control services, Voice-Controlled Entertainment, Interactive Maps, Data-Driven Default Choices, Personalized Entertainment, Customized washrooms, and so on (Tortini, 2020). It enhances the customers to live luxury which helps the group to maximize clients in their hotels and resorts. Most of the resorts of Best Western Hotel Group have smart rooms rather than hotels. As a result, the resorts are running effectively which helps to gain economic revenue. Because the smart room is faster and more reliable than other manual rooms it improves sustainably and greater personalization (Tortini, 2020). As a result, it enhances customer satisfaction and engages a new audience (Jacobi, 2020). After including smart rooms in hotels and resorts, Best Western Hotel Group achieved up to 30% of customers within 6 months which is a great achievement for the brand to grow rapidly. Similarly, the change in innovation helps the brand to increase by 40% revenue within a year (Bwh Hotel Group, 2020). 
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Figure 3: Lewin's Change Management Model.
Source: (Wahren, 2021).
Unfreeze: The first stage unfreezes helped to prepare the change of innovation for Best Western Hotel Group. In this period, the brand set up a plan and started preparing for the latest change. It helped the brand to include new workers in the project in order to execute the innovation. For example, generating a strategic plan and analyzing the requirements for contactless transactions and smart rooms (Zack, 2018). The group also set a map as well to implement the change successfully. 
Change: The next step of unfreezing is the terms of dealing with the implementation (Wahren, 2021). In this period, the brand examined its innovation and worked on its development. This time, Best Western Hotel Group had also gathered feedback from the employees because employee satisfaction is also a major term for hospitality firms (Zack, 2018). 
Refreeze: The final period of refreeze refers to experiencing the change. In this term, Best Western Hotel Group rewarded their employees who were involved with the project of innovation (Wahren, 2021). Also, a success party was thrown to keep the employee retention rate high and make them more engaged as well as keen to innovation.
[bookmark: _Toc136794630]The Organization’s strategic direction and Current Business Performance
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Figure 4: Ansoff Matrix.
Source: (Robert, 2019).
Market Penetration: Market penetration refers to the strategy of increasing sales of existing goods or services in existing markets (Mullins, 2016). 
Market development: The concept of increasing sales of services into new markets refers to Market development (Robert, 2019). 
Product development: In this period, businesses focus to sell new services to an existing market (Mullins, 2020). 
Diversification: Diversification refers to entering a new market with new services (Wahren, 2021). 
In terms of Best Western Hotel Group, the brand follows the strategy of market development. Because it has almost 4700 hotels and resorts all over the world and all the resorts and hotels lead the signature services of Best Western Hotel Group in order to represent the identity of the brand (Mullins and Dosser, 2013). As a result, in order to maximize customers, the brands aim to make changes in innovation on a regular basis to satisfy customers which helps to lead an exceptional brand among all (Robert, 2019). 
Currently, Best Western Hotel Group is ranking number 1 Midscale Hotel Brand and it has created a global network with more than 100 countries. The change in innovation and the business strategy of brand development aided the hotel brand to gain more than 5% of the market share which is a dynamic success for the brand and it is also one of the reasons for being the number 1 brand (Bwh Hotel Group, 2020). 
[bookmark: _Toc136794631]Conclusion 
Sustainable development is an essential part of a business or organization. In terms of Best Western Hotel Group, the business is highly popular all over the world and its development should also follow a sustainable pathway to improve. Customer satisfaction is one of the major terms that the brand should not compromise with. Because customer retention depends on the service provided by hotels or resorts of Best Western Hotel Group. As a result, in order to maximize engagement and economic revenue, Best Western Hotel Group has to satisfy the customers by holding the tract of innovative development. 
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