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Hilton, founded by Conard Hilton in 1919, with a motto “to fill the earth with the light and warmth of hospitality." Hilton is headquartered in Tysons, Virginia, United States. It is one of the largest hospitality brands in the world with 530 properties and 1,182,937 rooms in 126 countries and territories as of December 31, 2023, and many are in the pipeline. The diverse portfolio of Hilton includes Luxury, lifestyle, full service, focused service, All suites hotel brands, Homewood suites and timeshare brands. The competitive loyalty programme Hilton Honours is serving 180 million members as of Dec 31 2023, showing a growth of 19% compared to last year. The Hilton operates under 2 major business segments, ie, the Management and franchise segment is the segment for hotels managed by third-party owners and franchises. The major revenue sources are management and franchise fees, and licencing fees from strategic partners while the ownership segment primarily deals with directly owned hotels / The revenue sources are hotel room sales, food and beverages sales, and additional services at owned and leased hotels (Hilton, 2024) Hilton primary seeks customer who prefers luxury lifestyle and considering the customer segment, Hilton targets middle-aged customers who are having high income and belongs t elite social class. 


To evaluate the organisational structure of Hilton, it is ideal to understand what is organisational structure in the first place Minterzberg defines Organisational structure as a framework of the relations on jobs, systems, operational processes, and people making coordinated efforts to achieve the organisational goals (Minterzberg,1972) It refers to the models of internal relations of organisation, roles and power delegation, flow of formal communication, responsibility and decision-making delegation In short organisational structure explains how the activities and tasks are directed towards the goals and objectives of the company. and how a group of people work together to achieve the same  (Ahmady G. et al 2016). For any organisation irrespective of its size and nature, It is crucial to have a structured system in place to run the organisation successfully. According to Drucker, a good structure might not always result in a good performance but a bad structure will always make it possible for good performance. (Mullins, 2007) 

A systematically planned organisational structure provides clarity, efficiency, and strategic alignment which enables the organisation to respond and adapt to the situation and circumstantial changes efficiently to achieve goals and objectives (Ramasamy R, 2017). It gives a clear understanding of roles and responsibilities, enables monitoring, streamlines communication flow and decision-making, and It also ensures effective use of resources, improves scalability and supports growth and achievements. A clear organisational structure supports employee relations. Satisfaction,  growth and risk management. Hilton Worldwide is a true example of how an appropriate model can contribute to organisational success ensuring operational efficiency, profitability and brand image creation in the highly competitive global hospitality industry. (Mullins, 2007) There are different types of organisational structures some of them are Linear or hierarchical, flat, matrix-like, divisional, network etc. The hierarchical/linear structure has centralised authority and decision making decision-making, while the flat structure has no or few levels of positions and has decentralised decision-making. Matrix-like structures have a combination of flat and hierarchical structures where the employees will report to multiple superiors, Network structures are more dynamic where teams are built for specific objectives/projects only and it is more of a fluid structure (Jacob M, 2015)  Another type of structure is Divisional structure and organisational structure of Hilton worldwide can be considered as Divisional structure and this structure is first discussed by Alfred Chandler in “ strategy and structure”  and under this structure general managers are vested with more responsibilities. Under this structure, each division is a "business" defined by product group, location, or clusters of products considered as a division and operates as a separate entity under an umbrella brand. The divisions have the power to organise as per the requirements. Also, divisions are responsible for financing, resource mobilisation, sales manufacture and marketing. The units are interdependent and the resources are shared and this is a limitation.(Patts J, et.al 2008)                                                                                                                                                                                                                                                                                                                                                                                                                                                                              
Hilton Worldwide has full ownership of the hotel and resort brands as well as the intellectual property associated with them, However, Hilton is not directly operating and managing properties,  instead, Hilton follows a franchise model under a Divisional organisational structure. Where the majority of the properties are independently owned and managed by franchisees by keeping intellectual property rights with Hilton. Hilton serves their customers through their 22 unique and distinctive brands and brands can be considered as separate divisions these divisions are categorised across 6 categories luxury, lifestyle, full-service vacation ownership. All suites focused on service etc. As of 2024, 6,679 out of 7,530 Hilton properties are franchise-owned, including timeshare resorts managed by Hilton Grand Vacations, which was spun off as a separate company (Hilton 2024). The divisions will operate as a separate entity and Hilton is not responsible for their operational costs, real estate costs, maintenance costs, staff wages, and other costs instead they profit through franchise fees, licensing, and managerial fees. The franchised properties are liable to maintain Hilton’s strict quality standards to ensure consistency, brand image and quality. However, few flagship properties, large hotels and resorts are corporately managed to maintain brand integrity, control and reputation. Additionally, Hilton Worldwide is not responsible for meeting the staffing requirement instead the franchise employs the workforce required for their property independently. (Hilton, 2024) ( United States Securities and Exchange Commission Annual Report,2023) 
While analysing the divisional structure model Hilton enjoys a few advantages, Firstly it considerably reduces operational and real estate costs by staying independent divisions yet interconnected while keeping the brands under one brand, sharing resources and maintaining brand standards. Since the operations are completely vested with the franchises, Hilton can focus on global brand management. As a result, profitability and Shareholder value have been increased. (Hilton, 2024) This particular structure has its demerits, Being one of the largest hospitality hotel chains the majority of the properties are managed through a franchise system which makes it complex and difficult to manage and chances are high for redundancy. Also, semi-autonomous systems lack control and coordination compared to direct management, it is difficult to address the contingencies that arise in different global markets.

Organisational culture is the set of values, beliefs, attitudes, systems, and rules that dictate and influence an employee within an organisation According to Schein, organisational culture  is  “A  pattern  of  basic  assumptions  invented,  discovered  or developed by a given group as it learns to cope with its problems of external adaptation and  internal  integration,  that  has  worked  well  enough  to  be  considered  valid,  and therefore, is to be taught to new members as the correct way to perceive, think and feel in reaction to those problems.”(Scheine R,1992) In short, Scheine describes the importance of organisational culture.  Culture helps the organisation to improve coordination and cohesion across different units which improves quality and efficiency, the culture facilitates innovation and technological development, increases workforce diversity, productivity and teamwork, and thus creates a positive environment to achieve organisational goals (Scheine R,1992) 


Hilton has been recognised as NO 1 Best company to work for in the US for the 3rd time by Fortune Magazine and this is the first time a hospitality company has received this recognition. CEO and President of Hilton Worldwide Chris Nasetta states, that their team members are the heart of their hospitality The organisational culture harnessed to its vision of Conard Hilton the founder, is instilled over the years and passes through the generations and the organisation has strategically incorporated the values throughout their operations. The four pillars of Hilton's organisational culture are inclusive work culture, fostering growth opportunities, corporate social responsibility and driven by purpose which pave the way for 4,60000 team members to develop and empower in their lives. Hilton’s work culture is committed to providing exceptional customer service, and each customer should feel valued and cared for. This is a standard service quality Hilton demands in all their properties around the world.  company's Diversity, equity, and inclusiveness policy ensures all the employees feel valued and accepted without any discrimination and provides equal opportunities and support (Hilton Annual Report, 2023) 
Another core element is improving the work environment where they make an effort to provide a positive environment and improve employees' work experience. (Kim. J et.al, 2022) This is done through the Heart of House programme, Thye also offers benefits such as a Global mental well-being curriculum, education support, and discounted travel benefits. The brand is highly committed to community development where Hilton Effects Foundation supports CSR initiatives including disaster relief, youth support, and sustainability Corporate Social Responsibility is incorporated within their corporate objectives and tries to create a positive impact on communities worldwide (Hilton Annual Report, 2023). Analysing this strategy, Porter and Kramer suggest that incorporating CSR into business practice provides a competitive advantage to organisations over their industry rivals and Hilton is effectively implementing the same their CSR efforts are their brand image. (Michael ME; et.al, 2011) 


Hilton was founded on the noble premise that travel can make the world a better place and that premise and this vision are harnessed with each process in Hilton by the year 2030 Hilton will be on a journey with purpose which is named Travel with Purpose 2030 - Goals to redefine sustainable travel. All their 2,40000 team members are thriving towards achieving this goal and Hilton is constantly monitoring the progress of their efforts towards their goals. The organisation is undergoing major changes and introducing initiatives to ensure a successful journey.  (Hilton travel with purpose report, 2023) 

Hilton has implemented several initiatives to improve their market position and enhance customer satisfaction and sustainability Hilton has expanded to new markets which allowed them to increase their customer base and improve their market share and brand visibility and another initiative was investing in technology where Hilton enhanced personalised and superior service through connected room concept. Hilton enjoys a competitive advantage over rivals because of superior customer service and their commitment to CSR initiatives. Hilton is already on a journey with the concept of Travel with purpose and is making continuous efforts to achieve their goals and progress this has captured global attention and has increased their customer base. For eg the goals include reducing carbon footprint by 50% and the progress in the 2023 report shows that they have achieved 25% and double invested in sustainability and ethical sourcing, now 50% of brands have at least one brand standard requiring local sourcing. . Hilton has contributed 1 million volunteer hours for the community development Thrive programme, which is an employee training and development programme has supported diversity programs that have improved employee satisfaction and retention, enhancing service quality. Hilton implemented all these changes by aligning this initiative to their corporate strategy making it part of their strategic goals  and maintaining supporting organisational culture to create a positive organisational atmosphere where these efforts can be successfully implemented (Hilton annual report 2023) 

The strategic direction of an organisation refers to a set of activities and plans an organisation is required to implement to achieve the company’s strategic goals and objectives.  Hilton’s strategic direction aims to ensure sustainable organisational growth, advance innovation and technology, increase market positioning, identify new markets and maintain a strong organisational culture. Being the No. 1 hospitality organisation in the world Hilton is continuously working on these 4 aspects by which they improve competitive advantage, enhance customer satisfaction through exceptional service quality standards and thus continue its legacy as a leading global hospitality brand. (Hilton annual report, 2023) For market expansion, Hilton adopted a market strategy of portfolio expansion addressing varied customer needs and geographical expansion is implemented through identifying potential market strategic partnerships and acquisition 


 Investing in high-end innovative technologies and adding smart services constantly to meet varied customer needs especially after the Pandemic, They have invested in health and safety smart technologies, online services, smart rooms etc to elevate the guest experience and operational efficiency. Leverage data analytics for better planning, analysis and decision making  To achieve corporate social responsibility objectives, Hilton is implementing initiatives such as reducing carbon emissions, waste management and usage, waste, community support etc, With their Travel with Purpose 2030 goals Hilton i promoting sustainable tourism through reducing environmental footprints,. Strategic partnerships with organisations for community development are also part of their initiatives. To strengthen brand and customer loyalty Hilton is focused on expanding of Hilton Honors programme to attract and retain eco-travel customers which has a competitive advantage (Tammy S, 2024), and providing exceptional customer service is also part of the same. Upholding the motto ie team is the heart of hospitality, Hilton is highly focused on initiatives to maintain award-winning workplace culture, support teams with their equity, diversity and inclusiveness policy and ensure a healthy and positive working environment.(Tiffany B, 2020) By maintaining high adaptability, Hilton is fast responding to industry trends like sustainable tourism, health and wellness, innovation technology, and flexibility to adapt to global economic social and market situations. To ensure financial performance, Hilton is continuously revising financial plans and performance to create strategies to improve profit cost-effectively. Finally, Hilton is ensuring compliance with regulatory requirements also closely watching the risk factors and making efforts to mitigate the same (Hilton annual report, 2023) 
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