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Executive Summary
This report analyses Hyatt Hotels Corporation's strategic approach to structures, cultures, transformation initiatives, and long-term objectives and reveals its alignment with global trends in the industry. Through a hybrid structure that blends central strategic direction with decentralised operational autonomy, Hyatt achieves brand consistency while allowing each property to adjust to regional market demands. This flexibility helps Hyatt compete across various global markets, enhanced by its personnel task cultures, cooperation, and growth. Recent initiatives to change at Hyatt, including digital transformation and a comprehensive sustainable agenda, demonstrates Hyatt's proactive approach to meeting guests' evolving needs. By utilising the Lewin Change Management Model, Hyatt successfully implemented mobile check-in options and AI-driven personalised services, ensuring guests a seamless and non-contact experience, all while ensuring that staff can adapt by providing ongoing support and training. Hyatt's sustainability objectives include significant carbon reduction targets and collaborations with eco-conscious businesses, further solidifying its commitment to eco-friendly methods. In the future, Hyatt's emphasis on sustainable growth, central quality control, and investing in the digital capabilities of employees will enhance its position on the market and attract environmentally conscious and technologically savvy travellers. These strategies will allow Hyatt to ensure sustainable growth while maintaining high service standards, fostering the development of its portfolio globally, and help it provide exceptional, customised experiences that are environmentally and socially responsible.
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[bookmark: _Toc181867616]Introduction
Hyatt Hotels Corporation, founded in 1957, has grown from a specific location in Los Angeles to a global hospitality giant with more than 1,000 hotels across six continents. The company is renowned for its dedication to superior services and authentic guest experiences. Hyatt competes in a challenging market dominated by big brands such as Marriott and Hilton. 
[bookmark: _Int_RYAN6rvO][bookmark: _Int_1sdN56ix] Hyatt hotel has a broad collection of brands, such as Park Hyatt, Andaz and Hyatt Place, which serve various customer segments in the luxury, lifestyle, and middle-tier markets. This variety allows Hyatt to satisfy the requirements of a wide range of customers, from luxury, business travellers and to regular everyday guests, on a budget while maintaining high standards of service and quality (Demianenko, 2022).
[bookmark: _Int_EC2FEH5f]Hyatt's commitment to personalised service is the foundation of its brand's identity, and it has helped to build its image of providing guests with a sense of value. The commitment to personalise experiences is evident in Hyatt's revolutionary loyalty program, World of Hyatt, which focuses on rewarding loyalty by offering specific benefits and personalised experiences. By implementing these strategies, Hyatt keeps a competitive advantage in the hospitality industry, constantly responding to changing market trends and establishing itself as a distinctive brand centred around the customer (Hadi Atmoko et al., 2024).
[bookmark: _Toc181867617]Organisational Structure, Culture, and Goals
[bookmark: _Toc181867618]Structure of Hyatt Hotels
[bookmark: _Int_qNGc95Eg]Hyatt's organisational structure is a mix of central corporate and regional operations, which allows it to be consistent in its standards and responsiveness in local marketplaces. The corporate decisions and strategic direction levels are highly centralised, enabling Hyatt to keep a consistent brand identity and align all properties to the overall corporate goals. However, the operating framework is decentralised, with much autonomy given to regional and property-level management. This flexibility lets local teams adapt facilities, services, and marketing strategies to satisfy guests' preferences in their region and maintain brand consistency (Yampolska, 2023).
Centralisation and Decentralisation Theory illustrates this mix that sees central tasks like marketing and planning for strategic purposes coexist alongside localised decisions. For example, Hyatt's Asia-Pacific division has a lot of autonomy in adjusting to the cultural differences in the guest experience and design aspects, specifically in countries such as Japan and China, where hospitality standards differ significantly from Western norms (Level, n.d.). This decentralised model fosters creativity and agility, which is crucial for Hyatt's competitive advantages in different global markets.
[bookmark: _Toc181867619]Corporate Culture (Handy's Model)
Hyatt's corporate culture is exemplified by its Task Culture, which emphasises the importance of teamwork, flexibility, and problem-solving across its properties. Task culture is an excellent fit for an industry such as hospitality, where service delivery depends on cohesive, efficient teams focused on satisfying guests' needs and solving issues quickly. At Hyatt, cross-functional collaboration is encouraged, and employees are encouraged to lead, which encourages a flexible environment with high-quality standards (Graziano, 2021).
Handy's Person Culture influences Hyatt's philosophy, particularly its commitment to employee health and professional growth. Hyatt's World of Care initiative reflects the company's culture by focusing on guest satisfaction, employee well-being, and social responsibility. The initiative is a step towards the sustainability of practices and encourages inclusion by creating an atmosphere that makes workers feel appreciated and energised. For instance, Hyatt offers specialised training, health benefits, and career advancement opportunities that increase employee satisfaction and reduce turnover (Davies & Egas, 2022). These are the primary elements of quality service.
[bookmark: _Toc181867620]Organisational Goals
[bookmark: _Int_FCQ7PPBH][bookmark: _Int_aAXjTLwt]Hyatt's corporate goals are focused on expansion, digital transformation, and sustainability. On the top level of the organisation, goals include expanding the brand's portfolio, increasing customer loyalty through Hyatt's World of Hyatt program, and leading the way in green hospitality practices. Individual hotels are also focused on the efficiency of operations and high levels of satisfaction with customers, which is in line with Hyatt's goal of providing quality, personalised services (Duffhues & Ensign, 2024).
One instance of Hyatt's growth-oriented strategy is the acquisition of Exhale, a wellness brand. Exhale demonstrates its strategic dedication to the growing health tourism sector. In the same way, growing the World of Hyatt loyalty program reflects Hyatt's commitment to cultivating long-term relationships with its customers. These initiatives are a testament to Hyatt's strategic goals of providing exceptional value to guests and unique experiences throughout its properties (El-Said et al., 2024).
[bookmark: _Toc181867621]Change Initiatives
Hyatt has recently implemented several changes to ensure it is relevant and adaptable to changing market dynamics. Digital transformation has been a top priority, and innovations such as mobile check-in, AI-driven personalised and improved in-room technology aim to provide seamless, non-contact guest experiences (Eschenbrenner et al., 2023). In addition, Hyatt has focused on sustainability and has pledged to cut the carbon footprint of its properties by 2030, adopting measures that include the use of renewable energy and plastic reduction, as well as the conservation of water across properties.
[bookmark: _Int_wYLJUmCB] Hyatt's investment in mobile technology has improved guest interactions by allowing guests to check in and out of rooms and contact staff through mobile applications (Wang et al., 2024). This emphasis on convenience via digital technology was further accelerated by COVID-19, which increased the need for contactless services. Hyatt has also joined forces with eco-friendly organisations to create sustainable initiatives, such as the Clean the World Foundation to recycle hygiene products, which contributes to both social and environmental goals (YanZhang et al., n.d.).
[bookmark: _Toc181867622]Impact Analysis
Utilising Lewin's Change Management Model, Hyatt's digital transformation could be assessed through the three phases of freezing, changing, and refreezing. In the first stage, Hyatt identified the need for technological advances to keep up with guests' changing expectations, which was partly triggered by the spread of the pandemic. The next stage required implementing modern technology across all properties, including mobile applications and AI-driven enhancements to service (Eman et al., 2024). Then, during the refreezing phase, Hyatt institutionalised these changes through extensive training and incorporation of modern technologies into existing processes, ensuring that staff was prepared to manage the changing service model.
Digital innovations have drastically increased customer satisfaction through convenience, personalised service, and efficiency in operations. Feedback from guests has revealed that they are pleased with mobile applications and have seen an increase in satisfaction ratings for check-in ease and access to rooms. However, the modern technology has brought challenges, especially for employees adapting to the latest technology (Alvarez-Risco et al., 2020). Hyatt solved these problems by offering continuous support and education to ensure employees are confident with digital tools, providing a smooth transition.
[bookmark: _Toc181867623]Management of Change
Hyatt's management of the recent initiatives to change illustrates the effectiveness of change management techniques. The company helped ease the transition by ensuring constant communication and giving employees an explanation of the advantages and long-term goals that come with digitalisation. Hyatt also offered specialised courses for training, including seminars on how to use mobile concierge services to assist employees during their shifts (Shi et al., 2021). This proactive management strategy reduced employees' resistance to changes, leading to a more straightforward implementation process, which improved customer and employee experiences.
[bookmark: _Toc181867624]Strategic Direction
Hyatt's strategic strategy is guided by its goal to increase the size of its lifestyle and luxury brands, build customer loyalty, and focus on sustainability. Hyatt plans to expand its premium offerings to grow, responding to the growing demand for customised, luxury experiences for wealthy travellers. By 2030, the hotel will also aim to drastically reduce its carbon footprint by following industry trends and consumers' demand for environmentally friendly travel (Muneeb et al., 2023).
Hyatt's commitment to eco-friendly practices can be seen through the "Triple Bottom Line theory (People Planet Profit), which focuses on the balanced approach to economic performance, social responsibility, and environmental sustainability. Hyatt's eco-friendly initiatives, including energy-efficient building designs and waste reduction programs, demonstrate a commitment to this holistic method of thinking (Uğurlu, 2020). For instance, buildings in areas with high environmental impact have been utilising water-saving technologies and solar panels, establishing Hyatt as a responsible company that values sustainability and profits.
[bookmark: _Toc181867625]Strategic Implementation
[bookmark: _Int_Sw9oqHeJ]Hyatt utilises a variety of strategies to meet its long-term objectives, including acquiring brands, loyalty program upgrades, and sustainable partnerships. The acquisition of companies such as Alila and Destination Hotels highlights Hyatt's commitment to expanding its offerings and catering to the needs of niche markets. By diversifying its offerings, Hyatt can meet the needs of specific customers through wellness tourism and eco-friendly hotels (Leibner, 2023).
[bookmark: _Int_dQDEDq6Z]Compared to competitors such as Marriott and Hilton, Hyatt's emphasis on personalising guest experiences through digital technologies which differentiates it from other hotels in the hospitality industry. Its World of Hyatt loyalty program is a prime example. It has agreements with wellness brands and experienced local businesses, bringing benefits to its members and encouraging loyalty to the brand. Hyatt's focus on customised, technologically driven services aligns with Porter's Competitive Strategy framework, which focuses on the importance of differentiation to gain an advantage in a competitive market (Marin-Pantelescu, 2021).
[bookmark: _Toc181867626]Recommendations
[bookmark: _Toc181867627]Enhanced Sustainability Initiatives
To strengthen Hyatt's position as a sustainable leader, it should establish measurable goals for year-over-year reductions in the carbon footprint, consumption of energy, and water use. Collaboration with international environmental groups will help validate these initiatives and provide direction for implementing the best practices. For instance, the Accor Planet 21 program is an example of a well-structured sustainable commitment to sustainability that Hyatt could replicate to improve its image as a brand and attract eco-conscious travellers.
[bookmark: _Toc181867628]Centralisation of Key Functions
Hyatt can centralise specific quality controls and operational efficiency processes to ensure a consistent guest experience across different properties. It will help maintain standardised service levels, increase the brand's cohesion, and give individual properties the ability to meet local market demands. The comparison of this method with other rivals, like IHG's central quality assurance program, may help inform Hyatt's creation of a more efficient process for quality control that is standardised (Kim & Han, 2022).
[bookmark: _Toc181867629]Investment in Employee Development
In addition, expanding Hyatt's programs for employee development, especially in digital-related skills, will help ensure that employees can adapt to the changing digital environment. Training and technology-related workshops would not only improve the guest experience but also improve the satisfaction of employees and increase retention (Ning, 2021). Based on similar programs in the retail and airline industries, Hyatt could incorporate hands-on online training and mentorship to enhance the skills of its employees and create a tech-savvy team.
[bookmark: _Toc181867630]Implementation Plan
To effectively implement these recommendations, Hyatt should establish a progressive rollout for each initiative with clear roles for regional and corporate managers. To achieve sustainability targets, Hyatt's sustainability team can set annual goals, allocate resources to each property to meet these goals and provide progress reports to ensure accountability. Centralisation of quality control is an option, and the trial program can be tested in properties with high traffic to test its effectiveness.
[bookmark: _Int_Fk3AcM2I][bookmark: _Toc181867631]Digital training programs, too, can be developed locally, with a plan to complete the initial phases before the end of the financial year. In adherence to industry best practices, like Marriott's environmental tracking systems and Hilton's tech training courses, Hyatt can create a framework that promotes the long-term development of its business and to achieves operational excellence (Ponting, 2020).
Conclusion
[bookmark: _Int_aBRy5p6j]Hyatt Hotels Corporation's approach towards its organisations structure, culture, and initiatives for change demonstrates an effective blend of innovation and flexibility and positions it as a competitive hospitality market leader. With central control of strategic direction, Hyatt achieves brand consistency and flexibility, allowing the properties to adjust to local market demands. This strategy has successfully ensured high standards across many brands and properties.
The recent attention to sustainable development and the digital revolution shows its proactive approach to the latest trends in the industry and changing guests' expectations, particularly for environmentally conscious and tech-savvy travellers. Initiatives like carbon reduction targets, partnerships with environmental organisations, and the introduction of AI-driven personalised guest experiences help establish Hyatt as a brand with a progressive outlook dedicated to environmental sustainability and a modern, seamless customer experience.
The company's continued investments in sustainable practices, central quality control, and employee training will consolidate its status as a leading hotel company. Through developing digital skills for employees and integrating sustainability across all its activities, Hyatt can draw a new generation of guests who are adamant about these values. These strategies provide a path for Hyatt to improve its market position, promote sustainable growth, and spur global innovation in its portfolio, thereby advancing its goal to sustainably deliver extraordinary, customised customer experiences.
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