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Executive Summary
This report critically discusses Hilton's recent initiatives, which include various aspects such as sustainably sourced food and beverages, luxury vacation rentals, and employee well-being programs, and explores how these will transform customer experience, brand perception, and workforce engagement in comparison with Marriott, IHG, Accor, Wyndham, and Hyatt. Hilton is successful in digital transformation and brand loyalty but lags behind its peers in achieving carbon neutrality and supporting employees. This report uses the ADKAR model to assess Hilton's approach to change management and identify potential implementation challenges. Although these programs fuel competitive advantage, they do so at a significant cost. Recommendations for the report include strengthening sustainability efforts, building on AI-based customer engagement, and leadership development to support future growth. A structured implementation plan is suggested, balancing short-term gains with long-term strategic positioning. Finally, Hilton has to continuously innovate and adapt to sustain its leadership position in the fiercely competitive global hospitality industry. 
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1. [bookmark: _Toc190727302]Introduction
This study aims to identify the Hilton hotel and its significance in terms of employment, the economy, and fulfilling customer needs. However, one of the most prominent hospitality brands is Hilton Hotels and Resorts, characterised by a century-long legacy of offering excellent services and luxury experiences. Moreover, the hotel was founded by Conrad Hilton in 1919; the company has grown into an international hotel industry leader, with more than 7,000 properties worldwide across 123 countries (Hilton, 2024). Additionally, it includes luxury brands such as Waldorf Astoria, full-service brands like Conrad Hotels, and budget-friendly options like Hilton Garden Inn (Hilton, 2024). Hilton Hotels and Resorts competes with other major hospitality brands around the world, including Marriott International, Hyatt Hotels, InterContinental Hotels Group (IHG), Accor, and Wyndham Hotels and Resorts, which provide the same luxury, mid-range, and budget accommodation services, taking advantage of digital innovations, sustainability initiatives, and loyalty programs to attract guests and expand their global market presence.
[image: Hilton Branson Convention Center Hotel]
Figure 1: Hilton Hotel
(Source: Hilton, 2024)
This report evaluates and analyses Hilton Hotels and Resorts from the corporate to the individual hotel level. Key subjects covered are the organisational structure, corporate culture, goals, change initiatives over recent times, and strategic direction. The report concludes with recommendations for Hilton to strengthen its position in the hospitality industry globally.
2. [bookmark: _Toc190727303]Organisation Structure, Culture, and Goals
2.1 [bookmark: _Toc190727304] Organisational Structure
Hilton's organisational structure is a centralised corporate structure with flexibility at the individual hotel level, thus expanding globally while maintaining brand consistency (Hilton, 2024). The operational practices through franchised, managed, and owned properties enable geographical expansion while allowing for consistency in maintaining high brand quality (Alon et al., 2021). Subsequently, strategic issues are handled at the corporate level, but regional managers and hotel operators provide the localised delivery (Situmorang and Japutra, 2019). Moreover, compared with competitors such as Hyatt, and Marriott, Hilton strongly recommends standardisation and operational efficiency to support quality brands across diverse properties.
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Figure 2: Organisational culture of Hilton
(Source: Hilton, 2024)
2.2 [bookmark: _Toc190727305]Corporate Culture and Its Influence on Operations
Hilton's company culture is founded on its HILTON values: Hospital Hospitality, Integrity, Leadership, Teamwork, and Ownership, and encourages brilliant service, innovation, diversity, and sustainability (Tworek et al., 2020). Moreover, a strong corporate culture will improve employee engagement, resulting in increased motivation, reduced turnover, and better services (Ababneh, 2021). Subsequently, a dedicated and well-equipped workforce can ensure that the quality of guest service is met and exceeded, thus building brand advocacy from clients (Ahmed and Omarein, 2024). However, it facilitates revenue growth, as repeat customers and premium experiences enhance the overall higher occupancy rates and profitability. As shown in (Figure 5), Hilton has demonstrated a steady and continuous increase from 2009 to 2023, with a notable increase after a corporate spin-off in 2016, and a steady recovery from the pandemic-related fall seen in 2020. The revenue in the year 2023 was the highest in the period observed. In Hilton, the culture of inclusivity, teamwork, and innovation provides a productive organisation and an effective workforce. Therefore, individuals are valued and empowered to contribute to quality services and efficiency in operations (Bandura, 2023). A positive environment encourages less turnover, better guest experiences, and greater performance, profitability, and long-term business success in Hilton. 
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[bookmark: _Ref189920978]Figure 3: Baldrige Excellence Framework
(Source: Ghafoor et al., 2021)
Evaluating Hilton using the Baldrige Excellence Framework will be of great importance, this being about leadership, customers, and performance excellence, all of these are core components of Hilton's strategic view (Ghafoor et al., 2021) (Figure 3). This model points out continuous improvement and service, both aspects that contribute to Hilton's excellence. Therefore, by using such a framework, Hilton exhibits great attention to innovation, guest satisfaction, and operational excellence, so that Hilton hotels around the globe deliver services with excellence (Hilton, 2024).  Moreover, through its adherence to these principles, Hilton emerged as a hospitality leader around the world, and this provides the company with the competitive advantage to maintain long-term growth despite industry changes (Ghafoor et al., 2021).
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[bookmark: _Ref189909632]Figure 4: Revenue of Hilton from 2009 to 2023
(Source: Statista, 2023)
2.3 [bookmark: _Toc190727306]Goals of Hilton Hotels and Resorts
The corporate-level objectives of Hilton are revenue growth, market expansion, and customer loyalty through the Hilton Honors program (Hilton, 2024). Sustainability is also one of the main goals, where Hilton aims to cut carbon emissions and water usage by half by 2030. Moreover, Individual goals at the hotel level include service excellence, guest satisfaction, and operational efficiency (Ali et al., 2021). Each hotel operates according to the overall corporate strategy while fitting in with the local preferences and demands of the customers. This alignment also allows Hilton to ensure global consistency in operations while making those adaptations necessary on a local scale. As shown in (Figure 5), the employment rate in the hotel industry increased by 178 percent in 2023 compared to the previous year. 
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[bookmark: _Ref189921031]Figure 5: Employees of Hilton from 2013 to 2023
(Source: Statista, 2024)
3. [bookmark: _Toc190727307]Recent Change Initiatives
3.1 [bookmark: _Toc190727308]Identification of Recent Change Initiatives
Hilton Hotels has carried out several strategies for change (Zeng, 2021). This includes optimised operational efficiency and sustainability, improved employees’ welfare and well-being, and sustainable food and beverage practices, which include responsible sourcing; AI food waste tracking and sending zero food to landfill by 2030. To adapt to ever-changing market trends, Hilton went into luxury vacation rentals via the LXR Hotels and Resorts venture (Zeng, 2021). Moreover, now competing head-to-head with the giant Airbnb as well as luxurious boutique hotels. Additionally, employee wellbeing is in the framework of its highly broad Thrive@Hilton. By investing in workforce development, Hilton creates a more engaged and productive workforce that increases guest satisfaction (Zeng, 2021). Additionally, by taking measures to have greater diversity, equity, and inclusion in the workplace, Hilton retains employees and allows for innovation in the company (Bersin and Enderes, 2021). 
3.2 [bookmark: _Toc190727309]Impact of These Initiatives
Customer experiences have evolved with seamless processes of check-in, mobile room controls, and AI-driven personalisation (Sabitha, 2024). Furthermore, guest satisfaction has improved in addition to streamlining operations to enhance efficiency while sustainability efforts promoted brand recognition for eco-travel and investing (Stafford and Graul, 2020). However, high implementation and technology dependency could be a big challenge. Moreover, workforce transformation through DEI initiatives and wellness programs has made employees feel good about working with the company (Javed, 2024). 
Porter's Generic Strategies consist of three fundamental strategies in pursuing a competitive advantage, cost leadership, differentiation, and focus (Islami et al., 2020). The primary differentiation strategy used by Hilton includes premium services, digital innovations, and sustainability initiatives such as Thrive@Hilton and AI-driven personalisation (Stafford and Graul, 2020). Moreover, Hilton uses the focus strategy for luxury segments in LXR Hotels and Resorts catering to high-end travellers. The cost leadership that Hilton can make use of would be to position mid-range brands like Hilton Garden Inn with greater operational efficiency at reduced costs while maintaining a high-quality service (Islami et al., 2020). 
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Figure 6: Porter Generic model
(Source: Islami et al., 2020)
3.3 [bookmark: _Toc190727310]Change Management Analysis
The ADKAR Model by Prosci is a framework for change management that centers around individual transitions when an organisation change (Paramitha et al., 2020). There are five stages involved: Awareness of the need to change, Desire to support the change, Knowledge about how to make the change, Ability to implement new skills to implement the change, and Reinforcement to sustain it over time (Tang, 2019). With the help of ADKAR, Hilton would successfully implement its new strategies to boost workforce engagement while maintaining a competitive advantage to uphold its continued improvement and excellence in operations (Paramitha et al., 2020).
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Figure 7: Adkar Model
(Source: Tang, 2019)
4. [bookmark: _Toc190727311]Strategic Direction of Hilton Hotels and Resorts
4.1 [bookmark: _Toc190727312]Smart Objectives 
1. Implement 15% of the DEI training programs across all global locations in two months (Javed, 2024).
2. Reduce food wastage by 15%  using AI tracking systems within two months (Sabitha, 2024).
3. Reach 15% of the desired luxury vacation rentals under LXR Hotels and Resorts within two months.
4. Engage 15% of Hilton's employees in Thrive@Hilton programs within two months.
5. Reduce carbon footprint in all key properties by 15% through Travel with Purpose within two months (Stafford et al., 2020).
4.2 [bookmark: _Toc190727313]Long-Term Objectives
Hilton's long-term strategy focuses on sustainability, technological innovation, and workforce development to maintain its competitive edge (Zeng, 2021). Over the next five years, Hilton will focus on net-zero emissions, luxury vacation rentals, and digital customer experiences with AI and automation. The phased approach ensures high-impact properties transform sustainability in a phased rollout of innovative technologies across locations. The well-being of employees will continue to receive attention, from Thrive@Hilton programs to leadership development initiatives (Zeng, 2021). In contrast with the Resource Theory, this shows the strengths of Hilton to be ahead in competition; from its strength as a good brand to technological superiority in the service through AI (Freeman et al., 2021). The skills acquired by a human resource have added value toward developing a positive product, with such a view giving the corporation sustainability and profitability. However, an investment in a data-driven decision-making model means continuous evolution toward changing consumer expectations and across global standards in sustainability (Freeman et al., 2021).
Strategies Implemented to Achieve These Objectives
The new initiatives executed by Hilton, IHG, Marriott, and Accor help to improve the brand's reputation and customer loyalty to a great degree (Jindal and Kaur, 2024). Sustainability efforts, such as Hilton's Travel with Purpose and IHG's Green Engage, attract ecological travelers and stick to international environmental excellence benchmarks, automatically decreasing long-run operating costs (Stafford and Graul, 2020). Moreover, digital transformation has made it possible to improve customer experience through AI-driven personalisation, mobile check-ins, and smart room controls (Jindal and Kaur, 2024). Moreover, this will lead to more satisfied guests and improved operational efficiency. On the contrary, heavy reliance on automation may reduce the traditional human interaction that defines hospitality, thereby affecting customer engagement. Additionally, workforce well-being programs like Thrive@Hilton and Marriott's TakeCare have improved morale, reduced turnover, and improved service quality. However, the programs require investment in mental health support and financial literacy training that increases operational costs and impacts profitability in the short term (Jindal and Kaur, 2024).
5. [bookmark: _Toc190727314]Recommendations
5.1 [bookmark: _Toc190727315] Key Areas for Improvement
Areas for improvement will be on the aspect of broadening the 'better business' front, such as strengthening sustainability efforts, enhancing digital customer engagement, and enhancing employee training and development (Prakash et al., 2023). The expansion of eco-friendly hotel practices, such as carbon-neutral operations and reduction of water intake, can be in line with global sustainability trends (Prakash et al., 2023). AI-driven personalised services, such as predictive analytics to determine a guest's wants, can heighten customer engagement. Moreover, an investment in leadership programs will arm employees with skills to serve and retain them better (Brunner et al., 2023).
5.2 [bookmark: _Toc190727316]Implementation Plan 
To ensure successful implementation, these initiatives need collaboration between senior leadership, hotel managers, and franchise owners with the alignment of Hilton's strategic goals (Jindal and Kaur, 2024). The short-term approach will be within 1-2 years with AI-driven personalised services and improvement in employee training programs, whereas long-term approaches (5+ years) would be sustainability improvements. This includes carbon-neutral operations. The initiatives should be implemented globally with a focus on key markets, where Hilton experiences significant customer demand (Jindal and Kaur, 2024). Sustainability, digital engagement, and workforce development are critical aspects that will support Hilton's sustainability advantage, boost guest satisfaction, and strengthen its brand reputation (Brunner et al., 2023). 
6. [bookmark: _Toc190727317]Conclusion
Conclusively, this report was based on Hilton's strategic initiatives in the areas of sustainability, digital transformation, food waste, and employee well-being to support Hilton's competitive edge in the hospitality industry. The efforts in responsible sourcing, AI-driven personalisation, and workforce development are aimed at enhancing customer experience, brand loyalty, and operational efficiency. However, it challenges financial investment, such as reaching carbon neutrality and competitiveness gaps. The long-term sustainable success of Hilton will depend on continuous innovation and adaptation to emerging consumer expectations, as well as benchmarking with industry leaders. 
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