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Executive Summary
[bookmark: a]The report aims to provide an understanding of organisational behaviour and critically analyses the relationship between the organisation’s structure, culture, employees and overall organisational performance. These aspects are studied in the context of Hilton Hotel Group, a leading multinational hospitality organisation that has recurrently been acclaimed as one of the best workplaces. An organisation’s structure determines the distribution of responsibility/authority across its workforce while organisational culture denotes the values/beliefs assumed and shared in the organisation. Both organisational structure and culture significantly influence employees’ performance. 
Hospitality organisations depend heavily on their workforce to create outstanding guest experiences and ensure greater customer satisfaction; given the high employee turnover rate in the sector, keeping the employees happy and satisfied is crucial to deliver excellent service, build/maintain a strong brand image and reduce attrition. The various employee-centric measures adopted by Chris Nassetta, Hilton’s Chief Executive Officer (CEO), have enabled to create a happier and satisfied workforce, which deliver outstanding services to customers thereby enabling the organisation to build a strong brand image and generate significant revenues/profits. The impact of these initiatives are analysed while exploring how effectively these changes were managed. 


The report examines Hilton Hotel Group’s strategic direction and highlights its exceptional HR initiatives that aim to enhance/maintain a work culture, which promote a highly motivated and satisfied workforce that ensure excellent service and enable Hilton to earn a major competitive advantage. Some of these measures include providing employees with extensive training and family-associated benefits; and a transparent performance management system that allows employees to see their performance’s impact on overall organisational performance and provide positive/constructive feedback.
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[bookmark: _Toc167355081]Introduction
Organisations denote group/groups of people that coordinate and collaborate to achieve its specific goals/objectives in a formally-structured manner (Armstrong, 2012). Organisational structure and culture constitute the main foundation/base for any organisation and wield a major impact on the employees’ performance (Rollinson, 2005). 
[bookmark: brandsCountries]Hilton Hotel Group is a leading global hospitality organisation that manages/franchises an extensive range of hotels/resorts and time-share properties (Hilton, 2024). The USA-based organisation possesses over 7,600 properties in more than 126 countries worldwide. The report analyses how Hilton has successfully transformed its organisational culture and made workforce, a key source of its competitive advantage. It analyses Hilton’s strategic direction and exceptional HR initiatives that have effectively developed a motivated and happy/satisfied workforce that helped the organisation generate significant profits/revenues. 
 
[bookmark: _Toc167355082]Organisation Structure, Culture and Goals
An organisation’s structure defines how organisations manage specific tasks/activities to fulfil their strategic objectives; it denotes the rules, policies and norms devised by organisations to attain its objectives/goals (Bloisi, et al., 2007). Organisations’ structures divide and allocate work to the various departments and ensures that employees clearly know about their roles/responsibilities. The different organisational structures are:
Functional: Involves grouping the employees based on the type of work done (example: production, marketing etc.). 
Product-based grouping that divides the workforce for individual products.
Customers-based grouping where the employees are divided based on type of customers.
Multi-functional/multi-divisional structures: which involves dividing the organisation into multi-functional divisions that are accountable for their own operations.
Matrix: where the employees from different functions, work together in multi-disciplinary teams. 
Organisational culture denotes the values and beliefs, which are assumed and shared in an organisation (Boddy, 2014). Developing/maintaining a positive, conducive work culture is vital as it lays down clear guidelines/boundaries regarding employee behaviour; helps maintain a good work environment; and empowers the staff to fulfil their roles/responsibilities in attaining organisational goals/objectives. 
[bookmark: _Toc167355083]Relationship between Organisational Structure and Culture
Organisational culture and structure are mutually interdependent and constitute the basis of all organisations; the organisational structure denotes the policies, framework, attitude and values that build the organisational culture (Buchanan & Huczynski, 2019). A centralized structure involves the top management taking the responsibility of decision-making; this entails a rigid culture where employees are not free to express their views/perspectives. In contrast, a decentralized organisational structure denotes sharing of power, authority and responsibility across various levels, which would lead to an accountable and innovative power culture. 
An organisation’s structure and culture significantly influence the employees’ performance levels (Huczynski & Buchanan, 2007). For example, a rigid organisational structure with a centralized decision-making process would not provide adequate freedom or participation/involvement to employees, which can demotivate them and lead to mediocre performance (Mullins, 2019). A decentralised structure and decision-making process would encourage employees to participate in the decision-making and hence the employees would remain motivated and stay loyal to the organisation.  They would display greater interest/excellence and innovativeness in their respective jobs. 
Hilton possesses a tall, hierarchical organisational structure given its extensive business operations and geographical extent (23 brands and 126 countries) (Reidhead, 2020). Its ‘divisional’ structure includes the following divisions namely:
· Ownership division: includes around 150 hotels, owned or leased by Hilton Hotel (Hilton, 2024). Examples include Hilton Garden and Conrad Hotels. 
· Franchise and Management division that operates around 4,400 hotels.
· Timeshare division, which handles around 7,000 units and 45 properties.
Hilton adopts a decentralized structure wherein the decision-making powers are shared by its main and local offices/branches (Bibi, et al., 2022). The company’s directors work in its head office; however, managers/staff in the organisation’s local offices/branches take decisions regarding the local operations/activities in various regions.
Hilton’s organisational culture emphasises on employee empowerment and innovation; the hotel has received multifarious awards that recognise the organisation as being one of the world’s best workplaces (Reidhead, 2020). The company provides its employees with an inclusive/non-discriminating work environment that welcomes/encourages people from diverse backgrounds; integrates the employees’ voices/perspectives in key decisions; and provides significant opportunities for career advancement and excellent/unique employee benefits, all of which create a positive, motivating work atmosphere (Hilton, 2024). Hilton’s CEO, Chris Nassetta believes that a happier workforce creates happier/satisfied customers and as such focusses on his employees’ well-being/happiness and personal growth. Hilton continues to abide by its founder, Conrad Hilton’s primary vision of integrating a customer-focused approach with a strong commitment to its workforce and hospitality; the company’s mission is to be “The most hospitable company in the world” (Hilton, 2024). The employee-focused organisation offers its employees with several recognition programmes and learning initiatives. 

[bookmark: _Toc167355084]Recent Change Initiatives in Hilton Hotel Group
Hilton underwent a major culture transformation during the last 17 years under the leadership of its CEO, Chris Nassetta, to become one of the best workplaces in the world (Zhang, 2023). His vision/strategies have been primarily instrumental in successfully transforming Hilton over the years. Under Chris’s management, the hotel has seen the launch of several hotels; the organisation opened nearly 470 hotels in 2019 alone. Chris Nassetta has been labelled as one of the best CEOs and Hilton is considered to be one of the best-managed companies in the world. His previous work experiences made him realise that working effectively as a unified team and furnishing a work-environment where people/organisations would invest can lead to miraculous outcomes. 
[bookmark: _Toc167355085]Hilton’s Mission/Vision/Values Drive its Employee-Focused Culture
Chris has made Hilton an organisation that focuses strongly on its employees; his philosophy is “business of people serving the people” (Adair, 2009). Hilton’s mission is to be the world’s most hospitable organisation by creating heartfelt experiences for customers, meaningful opportunities for its workforce, a positive influence on society/communities and excellent value for the owners; the organisation’s vision is to “fill the earth with the light and warmth of hospitality” by creating exceptional experiences (Hilton, 2024). The company’s mission/vision and values drive individual aspects of its operations and decisions. Chris realized that when employees are happy and satisfied, they would serve the customers better, which in turn would result in happy/satisfied guests, a very crucial element for building/maintaining a large and loyal customer base and ensuring significant profitability. Hilton encourages a culture wherein the employees are comfortable requesting for assistance or report their concerns. 
[bookmark: recognition]Hilton’s remarkable culture is primarily attributed to its three key initiatives: employee recognition/value programmes, on-boarding/training measures and employee benefit programmes (Jia, et al., 2022).  Examples of these measures include: the “Catch me at my best” initiative where employees’ best efforts/acts, witnessed by the managers, guests or co-workers, are rewarded. Hilton Worldwide University (HWU) offers extensive training through nearly 2,500 courses, provided in different formats (Hilton, 2024). The organisation’s ‘Heart of House’ initiative, introduced in 2016, aims to improve the work-lives of employees through various measures such as ensuring high-quality food for workers or renovating locker rooms. 
Leaders at Hilton are expected to act as role models; they have to outline realistic goals, motivate/support and mentor their staff to attain personal/organisational growth, recognise achievements/success, and develop/nurture significant connections in teams (Ford & Sturman, 2023).   One of Chris’s initial initiatives was the ‘Executive Immersion Programme’ where senior executives were asked to work in varied roles (front-desk or housekeeping/engineering etc.) in the hotels for one week. 
[bookmark: family_benefits]Chris also implemented family-centred benefits such as parent leave, remote work, travel discounts and ample paid time-off to allow his employees to spend more time with their families; this would improve their work-life balance and result in a highly motivated workforce that is ready to give its best to the organisation (Ford & Sturman, 2023). 

[bookmark: _Toc167355086]Effectiveness of Hilton’s Culture-Enhancing Measures
The hospitality sector is known for its high employee turnover (approximately 70%); the impact of employee-oriented initiatives undertaken by Hilton has resulted in its employees working in the organisation for a long-term (sometimes 20 years) (Manoharan, et al., 2023). The company’s culture-enhancing programmes such as training/development and employee reward initiatives were shown to be highly effective; for example, the company’s employee turnover rate among millennials reduced by 13% and the customer loyalty improved by 9% during 2016 (Reidhead, 2020). A recent survey in 2019 discovered 80% engagement levels among Hilton’s employees (Reidhead, 2020). The organisation’s significant increase in profits is attributed to the effectiveness of the various culture-reinforcing measures that led to positive employee experiences.  These initiatives have resulted in Hilton being named as the ‘best companies to work for in USA’ in 2019 (Zhang, 2023). The company was also named as the best companies to work for by different demographic groups (women/parents). 

[bookmark: _Toc167355087]The Organisation’s Strategic Direction
Creating an effective HR strategy that aligns with the organisation’s objectives is important to ensure excellent utilization of its human resources to attain its vision, mission and goals (Arnold, 2005). Good HR strategies help build/maintain a highly motivated and well-managed workforce that is productive/efficient and committed to meeting the organisation’s objectives/goals. Organisations such as Hilton could successfully gain a significant competitive advantage by fostering/maintaining an exceptional organisational culture and building a skilled/adaptable workforce (Robbins, et al., 2013). In the current modern era, organisations find it tough to attract/retain top talent; good HR strategies are hence vital for organisations to build an attractive employer image and ensure greater employee satisfaction/retention rates. 
[bookmark: _Toc167355088]Hilton Adopts Best Practices to Formulate Effective HR Strategies
Some of the best practices in devising exceptional HR strategies are to: 
Organisations should precisely measure important HR metrics including retention/attrition rates, for which appropriate technologies (HR analytics software) can be employed (Bloisi, et al., 2007). Key Performance Indicators (KPIs) can be used to show the effectiveness of organisation’s HR strategies. Hilton uses surveys/scorecards to measure/monitor the effectiveness of its organisational culture-related initiatives (Ford & Sturman, 2023). The company uses annual employee surveys and performance scorecards to review the alignment of its workforce’s efforts with its goals/objectives thus encouraging a culture of effective communication, continuous development and transparency.  
Hilton has repeatedly been recognized as one of the world’s best workplaces, which signifies a remarkable achievement in the services sector (Manoharan, et al., 2023). The company’s success is primarily attributed to the highly effective strategic approach of managing its organizational culture. Examples include:
The balanced scorecard, which interlinks Hilton’s vision, goals and strategy with the employee’s performance (Reidhead, 2020). It tracks various KPIs including employee satisfaction, customer loyalty and revenue maximization. This approach enables employees to practically see the impact of their contribution on the organisation’s performance. The annual employee survey, conducted across Hilton’s global operations, complements the scorecard and assesses various factors including leadership effectiveness and employee engagement/morale (Zhang, 2023). Hilton’s strategy of performance scorecard, complemented by surveys, helps outline clear benchmarks and expectations regarding employee performance while promoting a culture of open communication and continuous improvement. Such a collaborative and transparent approach of performance management ensures employee buy-ins and helps employees feel a sense of ownership over their performance/metrics. Hilton’s aforesaid strategic initiative exhibits how trusting and valuing employees can ensure a strong positive organisational culture and ensure successful overall performance. 
The ‘Best Fit Model’ (BFM) defines the means through which organisations fine-tune the relationship between their strategies and HRM, based on internal/external environments (Mullins & Dossor, 2013).  An example of this is Hilton’s Hilton Worldwide University (HWU), which provides nearly 2,500 courses for its employees, related to professional skills and digital literacy in various formats such as classroom training, e-book and e-learning (Bibi, et al., 2022).  The hospitality industry relies heavily on its employees to deliver exceptional service quality to its customers and maintain the organisation’s brand image. HWU reflects Hilton’s strategic intent to nurture its workforce by providing significant avenues for receiving vocational training, which aligns well with the organisation’s mission, namely to create heartfelt experiences for customers and meaningful opportunities for its workforce (Hilton, 2024). Extensive training, which is viewed as a key HR strategy, considerably benefits the organisation as it increases employees’ productivity/efficiencies thus enhancing the organisation’s competitiveness. 
Given the high employee turnover rate in the hospitality industry, organisations should strive to promote job security/flexibility, which can considerably improve employee loyalty (Mullins & Dossor, 2013). Apart from the strategies mentioned above, Hilton’s HR strategies also involve implementing several initiatives that provide its staff with family-related benefits, which would result in improved work-life balance and greater motivation levels (Mullins & Christy, 2016). Hilton successfully uses these programmes to address its employees’ needs for greater job flexibility and security and support its employees’ development in their professional/personal lives.  These measures can create a valuable talent pool that received long-term training/development and can be considered as deliverers of the hotel’s brand value to its customers, thus building its competitive advantage and improving profitability.  
 
[bookmark: _Toc167355089]Conclusion
 An organisation’s structure and culture significantly impact its employee behaviour and are key determinants of organisational success. Hilton’s compelling vision/mission and values shape its strong/effective employee-focused organisational culture. The organisation underwent a major cultural transformation and implemented several employee-oriented measures such as extensive training/recognition initiatives and attractive employee benefits; these measures are instrumental in creating a conducive/positive work environment that attracts/retains key talent, improves productivity, delivers superior service and provides an excellent competitive advantage/profitability in an industry, characterized by high employee turnover.  Exceptional organisational cultures are a direct outcome of consistently implementing measures that enhance employees’ work experiences thereby ensuring greater job satisfaction and employee retention, which can deliver the organisation with major competitive advantage.
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