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Executive Summary
In this highly competitive and fast-changing business environment, managing business performance by integrating strategic decisions has become crucial. Thus, the present report has shed light on exploring the case of Hilton Hotel & Resort to identify its strategic approach at both corporate and individual levels. The report has explored corporate culture, organisational structure, and strategic goals considered by the selected organisation followed by its impact on business performance. Apart from this, this report has also demonstrated the recent change initiatives implemented by the brand followed by the way they manage them to accomplish long-term objectives critically by aligning with theoretical concepts. Other than this, by comparing Hilton's improvement areas with those of its existing market competitors, recommendations have been made that Hilton could consider to hold a strong position across the hotel and hospitality industry. 
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[bookmark: _Toc190857969]1.0 Introduction
Hilton Hotels & Resorts, one of the leading global hospitality companies, holds a strong market share through continuous business innovation by establishing a positive and welcoming environment for its employees. Reflecting on Figure 1, operating across 140 countries, and territories, the brand ranked 2 for its workplace culture (Hilton, n.d.a). Likewise, in 2024, the brand started to construct around 88,500 rooms without any partnership, or acquisition, aiming to accomplish 6% to 7% unit growth within 2025 (Hilton, 2025). Strategic organisational behaviour and management approach can be considered as one of the significant factors that brings continuous momentum for Hilton's growth, and stability within the global market. Thus, the report aims to delve into exploring the organisational structure, goals, and culture of the brand Hilton. Also, the report will cover areas demonstrating change initiatives, and strategies integrated by the brand to accomplish its long-term objectives. 
[bookmark: _Toc190857970]2.0 Organisation Structure, Culture, and Goals
[bookmark: _Toc190857971]2.1 Organisation’s structure
Strong and strategic organisational structure is identified to be crucial for companies that provide a clear framework for resource allocation, and decision-making, enabling companies to operate more efficiently to accomplish their goals. Viewpoint of Mullins and Dosser (2013) revealed that organisations need to be structured so that they support workers, and offer resources that are required for their front-line workers to cater customer demands accurately. Likewise, Albert (2024) has portrayed different types of organisational structures including divisional, matrix, functional, and others that influence organisations to streamline their operations concerning market dynamics. Aligning these two authors' perspectives with the case of Hilton, it is identified that the brand integrates a divisional organisational structure. The reason behind this statement is that for example, at Hilton, the C-suit of the brand manages geographic and functional divisions of the brand including regions, properties, and brands (Hilton, n.d.b). Following this organisational structure, Hilton acquired its ability to respond and adapt to different market demands while improving its accountability across different divisions. As the divisional structure allows a decentralised decision-making process, it supports Hilton to respond to the changing consumer demand and continues its market growth. 
[bookmark: _Toc190857972]2.2 Corporate culture and its influence
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Figure 1: Corporate culture of Hilton Hotel & Resort
(Source: Influenced by: Schiff, and Cawley, 2023)
In this highly competitive and fast-changing business environment, a strong and positive corporate culture is pivotal in defining organisational values, influencing employee performance, and transforming brand identity. Perspective of Buchanan, and Huczynski (2007) depicted that organisational culture directly influences OB, sharing employee attitude, norms, identity, and values that influence organisational performance. Reflecting on this argument, the corporate culture of Hilton Hotel & Resort is inclined towards four core pillars Inclusion, Wellness, Growth, and Purpose (Schiff and Cawley, 2023). The company is found to offer a diverse professional, lifestyle, and wellness program that supports employees throughout their employment journey, forming workplace unity with a positive work culture. This corporate culture supports the brand to become a leader within the hospitality industry by retaining highly skilled talent and increasing brand productivity, and customer satisfaction level. 
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Figure 2: Travel with Purpose 2030 goals
(Source: Hilton, n.d.h)
Sustainability is identified as one of the primary corporate goals of Hilton. The company is aiming to reduce environmental impact by redefining sustainable travel with the help of its Travel with Purpose 2030 Goals (Hilton, n.d.c). Likewise, perceiving the changing needs of the target audience, customer experience enhancement is identified to be another corporate goal for the brand for which they personalised convenient services. 
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Figure 3: Customer services offered by Hilton
(Source: Hilton, n.d.d)
Figure 4 reflects the range of customer-centric services including airport shuttles, electric vehicle charging, digital keys, and others offered by the brand. This supports to drive customer satisfaction levels by improving overall brand loyalty (Hilton, n.d.d). On the other hand, personal development, teamwork, inclusivity, and sustainability contribution are identified to be organisational goals for Hilton at the individual level (Hilton, n.d.d). By offering continuous professional development programs, the brand promotes team collaboration, while empowering employees to participate actively in sustainability initiatives. 
[bookmark: _Toc190857974]3.0 Recent Change Initiatives
[bookmark: _Toc190857975]3.1 Identification of recent change initiatives
Change is identified to be essential for business organisations specifically operating in the hospitality industry to maintain their business survivability with long-term growth. Reflecting on the concept of McKinsey 7s Model Odeh, (2021) mentioned that change initiatives through significant and strategic approaches are crucial for improving performance management, and growth. McKinsey 7s Model offers a holistic approach, and interconnectedness between organisational, group, and individual levels. Aligning this concept with the case of Hilton, it is identified that the brand has taken numerous change initiatives to improve its brand reputation and consistent growth. For example, reducing wait times by improving guest services, Hilton has implemented a cloud-based hotel Property Engagement Platform (PEP), while taking proactive initiatives towards sustainable travel (Hotel Technology News, 2023). This reflects strategic leadership style for example transformational leadership style followed by the organisation that supports the company to respond spontaneously with the changing business environment by maintaining positive workplace culture. Also, the brand introduces different initiatives in integration of technologies including Digital Key, Hilton Honors app, Confirmed Connecting Rooms, and others to improve guest experiences (Hilton, n.d.d). With the help of an inclusive, and positive workplace culture the company has successfully integrated change initiatives. 
[bookmark: _Toc190857976]3.2 Impact
Significant impact of the underlined change initiatives has been observed for Hilton in terms of brand recognition, long-term growth, customer satisfaction, and competitiveness. For example, with the help of digital innovation, Hilton enhances customer experiences by transforming guest arrivals with the integration of Digital Keys, and Mobile Check-ins (Hilton, n.d). Apart from this, integration of in-room technology with personalised service through Artificial intelligence (AI) the brand is constantly improving customer service. Aligning the concept of McKinsey 7s Model at organisational level, it can be stated that change initiatives through digital innovation following transformational leadership style positively impact business opportunities while strengthening brand reputations and continuous growth across the globe.
[bookmark: _Toc190857977]3.3 Management of those changes
Employees are identified to be key assets for any business entity, and their proactive commitments bring advantages in driving change management processes successfully. Management of underlined change management initiatives by Hilton can be demonstrated by aligning with the concept of Herzberg's two-factor theory as asserted by Buchanan and Huczynski (2007). For example, in terms of Hygiene Factors, Hilton has established a positive workplace culture through flexible working arrangements with wellness programs. Likewise, in terms of motivator factors, the brand offers career development opportunities to its employees followed by work recognition (Hitlon, n.d.e). This portrays the transformational leadership style followed by the brand, creating a motivated workforce whose proactive commitments help Hilton to manage each of their proposed and already integrated change initiatives successfully. Following transformational leadership style, Hilton constantly focuses on building a positive work environment while improving employee morale, and job satisfaction that positively influences managing change, and acquiring new business opportunities successfully. Despite being a customer-centric brand, Hilton's commitment towards employee performance, and skill development reflects their ability to accomplish business values by fostering a positive workplace culture. 
[bookmark: _Toc190857978]4.0 Strategic direction
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Figure 4: Strategic direction of Hilton
(Source: Hilton, n.d.h)
Strategic direction has a significant role for any business entity as it offers a shared vision, ensuring positive contribution of individuals in the accomplishment of organisational objectives. Tipurić (2022) asserted that strategic direction is required to be differentiated planning as it is primarily focused on organisational actions that directly include organisational mission and vision. In the context of Hilton Hotel & Resort, the strategic direction of the brand is primarily inclined towards global expansion by creating a diverse brand portfolio. It is identified that presently the company has taken a strategic approach to drive responsible travel under its Travel With Purpose initiatives. In order to accomplish its sustainability goals for fostering its global presence, the brand has proactively invested in Fifth Wall’s climate technology, aiming to decarbonise the real estate sectors across the globe (Hilton, n.d.f). AlKahtani et al. (2021) mentioned employees empowered as a strategic business direction to bring job satisfaction and contribute positively to organisational productivity, and employee morale. Hilton, in this context, is found to be committed to fostering inclusivity, while creating people-centred workplace culture (Hilton, n.d.g). This strategic direction of the brand for employee management portrayed a positive implication in the accomplishment of long-term objectives while maintaining business stability within the market. 
[bookmark: _Toc190857980]4.2 Implemented strategies for the accomplishment of long-term objectives
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Figure 5: Maslow's hierarchy of need theory
(Source: Durmuş, 2024)
With the help of a transformative approach, Hilton is identified to accomplish their long-term business objectives effectively. Reflecting on the viewpoint of Durmuş (2024) it is identified that Maslow's hierarchy need theory can be considered for the implementation of strategic business decisions for addressing different levels of needs for employees, as well as customers. Reflecting on the case of Hilton, it is identified that considering the psychological and social needs of the target customers, Hilton has implemented digital innovation, investing in modern technologies to improve services and customer satisfaction levels. This approach supports the brand to strengthen its brand popularity, which will further influence the accomplishment of future long-term objectives as well. Similarly, considering the safety, self-actualisation, and esteem needs of employees, the company offers employee empowerment programs, and skill development training that foster a positive workplace culture, establishing a strong, and highly committed workforce. 

[bookmark: _Toc190857981]5.0 Conclusion
From the overall discussion, it is identified that organisational behaviour and culture play a significant role for any business entity in terms of driving their business consistency, and growth. Reflecting on the case of Hilton Hotel & Resorts, it is identified that the company has created a positive work culture with strong brand reputation by catering for the needs and demands of the target audience. On the other hand, it is identified that by offering a significant amount of employee benefits for their skills development poses a strong brand image within the global market, while improving long-term employee commitments. It has been identified that management and organisational behaviour is identified to be crucial for business entities as they offer significant insight into employee behaviour, motivations, and interaction, enabling managers to create a positive workplace environment. However, there are some important areas or opportunities that Hilton can consider for improving their stability within the hotel and hospitality industry in the future that will be underlined in the next section. 
[bookmark: _Toc190857982]6.0 Recommendations
Based on the evidence asserted above, Hilton is identified to have some improvement areas in terms of usage of data analytics, and integration of flexible booking and cancellation policies like the existing market competitors Accor and Marriott International. For example, the "Marriott Bonvoy" program is identified by considering data analytics to understand the customer preferences based on which they tailored customer experiences through rewards (Marriott, n.d). Likewise, flexible booking and cancellation facilities offered by Accor support the brand in offering more personalised services even during uncertain business situations like the pandemic (Accor, n.d). Thus, comparing these two best practices by the competitors of Hilton, the following recommendations table portrays the way Hilton could improve its position further referring to factors like who, when, where, why and how and best practices examples.
	Recommendations
	Who
	When
	Where
	Why
	How
	Best practice examples

	Improving personalization through the integration of data analytics 
	Digital transformation team, information technology department, operational team
	Within the next 12 to 16 months
	Across the global portfolio, prioritising flagship hotels
	Growing demand for personalisation in the area of room preferences
	Integration of AI-driven tools by customising room experiences 
	Marriott Bonvoy program

	Adaptation of flexible booking and cancellation approach
	Marketing team, and relationship management team
	Within next 3-4 months
	During peak travel season all the Hilton brands
	Growing preferences of travel to have flexibility in the booking and cancellation process, specifically because of COVID-19 pandemic
	Offering refundable rates with free cancellation within the specific time frame
	Accor’s’ flexible booking approach


Table 1: Recommendations for Hilton Hotel and Resort
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