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Introduction 
This assignment is based on the selection of Hyatt Hotel Group as an audit case study. Hyatt Hotel Group is one of the largest American multinational based hospitality companies that provide different types of luxury, resorts and business hotel to the wide ranges of customer. Hyatt Hotel Group was the first hotel organization for entering into the all-inclusive market that allows travellers for earning a point during their stay. Throughout the report, an explanatory analysis has been made to the organizational structure, culture, change initiatives, business performance and strategic direction of Hyatt Hotel Group at both corporate as well as individual unit level. 
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Organizational Structure, Culture and Goals
[bookmark: _Toc159061658]Organizational Structure of Hyatt Hotel Group 
Hyatt Hotel Group operates within the hybrid organizational structure which combines the elements for both functional as well as divisional structure. According to the research made by Zuo et al. (2018), hierarchical organizational structure allow Hyatt Hotel Group for efficiently manages their diverse ranges of hotels as well as services while at the same time maintains the clear lines of internal responsibility. 
At the corporate level, Hyatt Hotel Group employs with the help of functional organizational structure. In these level different types of corporate function for example finance human resource as well as marketing has been organized into different departments in which every department is mainly responsible for different tasks and their associate function.
Within the divisional structure, Hyatt Hotel Group is organizing by the brand itself or selected geographical location. If we take an example, then it can be stated that, Hyatt Hotel Group has specific business unit for its every constituent brand for example Alila and Hyatt Hotel Regency (Roy, 2019). Every brand unit operates in the form of semi-autonomous unit with a specific leadership style that oversees daily business operation in that area. Hyatt Hotel Group is mainly splitting into the three geographical areas– Asia Pacific, EMEA and America which enables wide ranges of employees for focusing their effort to those regions as per the need and preferences of the customers.   
[bookmark: _Toc159061659]Organizational Culture of Hyatt Hotel Group
Organizational culture is a common set of principles, opinions, and expectations that influence how employees behave and interact with one another and with those outside the firm. Organizational culture is typically established by a firm's management and can be observed in company rules, workplace design, and employee benefits (Graham et al. 2022). Discussing this regard, it can be stated that, with the help of an effective organisational culture, Hyatt Hotel Group has been developing in the form of strong internal management. Sustainability in the form of internal management is also increasing for Hyatt Hotel Group as well. 
Security at Hyatt Hotel Group: Given the company culture at Hyatt Hotel Group, it can be stated that there is a high level of safety within the working atmosphere of Hyatt Hotel Group. As the organisational culture of Hyatt Hotel Group focuses on trust among their workers, thus, to focus on maintaining a sense of trust among workers, workplace safety is highly provided by the management of Hyatt Hotel Group. Thus, the culture has been impacting the company positively (Ponting, 2020). 
Employee Engagement: Hyatt Hotel Group has a very favourable culture in the case of employee engagement (Kim and Ausar, 2018). In this manner, it can be stated that the management of Hyatt Hotel Group takes the help of productive measures of employee motivation. It is done with the help of rewarding employees with monetary awards, granting leaves, and recognizing employees in public (based on their performances), and others. These ventures help employees feel prioritized, and as a result, employees feel interested in working for the company. In this manner, employee retention and engagement have been developing for Hyatt Hotel Group. 
Consumer satisfaction: Another major aim of the Hyatt Hotel Group is to effectively focus on satisfying their customers, with the help of meeting their demands. As the company possesses a sense of variety, trust, and independence within the organisational culture, different CRM functions are being taken into account by the Hyatt Hotel Group. Proper customer relationships are maintained with a sense of trust in this manner. Hyatt Hotel Group frequently takes feedback (online) from their customers, through social media applications. In this measure, the company engages with its customers. Customers also feel prioritized, and they stick to the company, given the top-notch quality of the products delivered by Hyatt Hotel Group.
[bookmark: _Toc159061660]Goals of Hyatt Hotel Group
The goal objective of Hyatt Hotel Group is to care for wide ranges of people so that they can be their best by providing a inclusive experience as well as making a internal difference in the lives of everyone (Hyatt, 2024).
[bookmark: _Toc159061661]Recent Change Initiatives, Impact and Manage Capability 
[bookmark: _Toc159061662]Change Management Process 
Change management is associated with the business organization process to get a particular response regarding environmental-related changes such as competition, and changes in customer behaviour as well as improve the business organization's performance (Cameron and Green, 2019). Thus, business organization needs to transform from traditional business activity to the latest and updated business process with the help of a change management process which helps them to associate with long-term success.  
[bookmark: _Toc159061663]Transformational Change in Hyatt Hotel Group 
In the context of Hyatt Hotel Group, Transformation change has been associated with restructuring Hyatt Hotel Group’s business strategy that can help them to successfully initiate change in their respective business (Hanelt et al. 2021) This strategic decision regarding transformational change maintains a balance between the current situations the organization is facing and the change that the company intends to take. The main purpose of change management plan is to identify specific challenges as well as issues faced by Hyatt Hotel Group and how with the implementation of a change management plan these issues can be resolved.
[bookmark: _Toc159061664]Impact of Change 
a) Fear of all the unknown facts that the business is able to interpret and could not forecast the impact after the change has been made.
b) Vested interest in the people can create a negative impact when the Hyatt Hotel Group goal has been changed according to the change plan. 
c) Threatened job security because with change implementation this will require high-skilled level employees in order to deal with the change.
d) Communication barrier and lack of time for preparation. 
[bookmark: _Toc159061665]Change Initiatives and Managing Capability for Hyatt Hotel Group
The main issue that Hyatt Hotel Group is facing is the lack of mobility in their mobile app-based system. Based on this, Hyatt Hotel Group needs to incorporate the change in their mobile-based device in order to provide the best service to the problem. However, one of the main problems that are associated with the implementation process is that all of their employees have not had prior knowledge about the software handling process and also, they do not have any kind of idea about how to be associated with the newly adaptive system (Amershi et al. 2019). For this, the major issues with the company will be resolved with the help of a programming language that is able to deal with the software issue. For this Hyatt Hotel Group needs to implement Python as well as Java-based operating that can provide continuous-based service to all of the users. However, all of the change processes should have evolved from the higher management level to the ground level of Hyatt Hotel Group. Thus, Hyatt Hotel Group needs to provide proper training that can help the entire staff member to get closely associated with the newly implemented strategy. 
[bookmark: _Toc159061666]Organization’s Strategic Direction and Current Business Performance 
[bookmark: _Toc159061667]Strategic Direction of Hyatt Hotel Group
Hyatt works on the initial principles that Hyatt Hotel Group followed while starting and building the brand. This is one of the primary reasons for the success of the company as they have worked towards their creativity and innovation from the beginning and try to provide the best to their guests and customers. Hyatt Hotel Group ensures that they provide optimum professional services to their guests and an experience that the customers will always prefer due to the quality service and amenities that they receive (Bharwani and Mathews, 2021). The brand is the market leader in the industry due to its focus on its service; however, at times the company has experienced lawsuits and legal problems. 
[bookmark: _Toc159061668]Five Force Analysis of Hyatt Hotel Group 
The strategic Direction of Hyatt Hotel Group has been demonstrated with the help of Porter Five Force Analysis that help Hyatt Hotel Group for looking beyond their direct competitors when accessing the organizational strategy (Benzaghta et al. 2021)  
Competition and rivalry in the industry 
In this highly competitive industry, the brand Hyatt Hotel Group faces stiff competition from the existing brands in the tourism and hospitality industry. Rivalry among the existing players plays an important role in internal analysis as it can impact the profits and revenues of the business. Customers are more inclined to prefer brands that provide them better Experience At affordable or cheaper prices therefore intense competition exists between Hyatt, Taj, Four Seasons hotels, Hilton, and other companies. 
The power of the suppliers
Suppliers are an important component of every business as they are the primary foundation of maintaining the operations and activities of the business. The suppliers of raw materials, hygiene, and toiletries products, and the supplies for infrastructure, as well as maintenance, form an important component of the business. Hyatt Hotel Group focuses on proper training and efficient relationships with suppliers (Krupskyi et al. 2019). They have also developed an efficient supply chain of multiple suppliers so that their business does not get impacted. They focus on the materials so that they can provide the best services to their customers and guests according to the requirements. 
The bargaining power of consumers 
The most important component of every business is the consumers and customers. The primary focus of customers is to avail best services and experience at affordable and minimum rates. Hyatt Hotel Group focuses on providing the best service and experience to the customers so that the customers are loyal to them. This organization also innovate various new offerings and provide various discounts so that they can attract customers.
The threat of substitutes or other services
The customers are provided with an array of options and substitutes so the company must ensure that they provide the best so that they can retain their customers. They should focus on their product and services and understand the requirements and preferences of the customer so that they can attract customers and provide them with better products. They should also provide various options for customers to suit their requirements and budget. 
The threat of new entrants
In this industry due to the profit and revenue that is generated new entrants are attracted to the industry. However, the brand Hyatt Hotel Group should not have a problem with new participants because they have worked hard in building their brand (Shi et al. 2021). They have built a global recognition therefore it is difficult for new entrances to impact their business significantly within a small period. 

[image: Porter's Five Forces: Definition & Examples | EdrawMind]
Figure 1: Porter Five Force Analysis of Hyatt Hotel Group
(Source: Benzaghta et al. 2021)
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Hyatt Hotel Group has adopted various ethical measures and policies to implement within its management and operations in order to focus on the ethical aspect of its business. The brand has been able to create global recognition due to the focus on its business ethics and principles. The brand also focuses on implementing sustainability within their business as they focus on the environmental implications that are caused due to their business. Corporate social responsibility is an important aspect for every business as it focuses on the contribution of the business to work the society, community and environment. Hyatt Hotel Group focuses on the emphasis of human rights and cultural understanding to provide a better awareness among the society and community regarding the rights of human beings (Jones and Comfort, 2019). Hyatt Hotel Group tries to create awareness among people regarding forced labour, child labour, exploitation, abuse, and human trafficking business. Hyatt Hotel Group also tries to emphasize education and provides education and training to their employees for them to advance their careers. The company also focuses on a fair pricing strategy and believes in practicing its core values and principles 
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Based on the above analysis, it has been concluded that, Hyatt Hotel Group prides itself on its reputation and the conduct that they deliver to its consumers and customers due to its professional atmosphere and environment. The employees focus on ensuring that they maintain professional conduct throughout the day with their customers and provide the best services. The hierarchical organizational structure provides consistent service and experience to their customer which makes the brand one of the primary preferences of their customers. They also have various types of rooms according to the requirements of the customers coupled with a premium location, excellent facilities, and amenities as well as a professional sophisticated environment that exhibits luxury and composed for their customers and guests



[bookmark: _Toc159061671]Reference List 
Amershi, S., Begel, A., Bird, C., DeLine, R., Gall, H., Kamar, E., Nagappan, N., Nushi, B. and Zimmermann, T., (2019, May). Software engineering for machine learning: A case study. In 2019 IEEE/ACM 41st International Conference on Software Engineering: Software Engineering in Practice (ICSE-SEIP) (pp. 291-300). IEEE.
Benzaghta, M.A., Elwalda, A., Mousa, M.M., Erkan, I. and Rahman, M., (2021). SWOT analysis applications: An integrative literature review. Journal of Global Business Insights, 6(1), pp.55-73.
Bharwani, S. and Mathews, D., (2021). Techno-business strategies for enhancing guest experience in luxury hotels: a managerial perspective. Worldwide Hospitality and Tourism Themes, 13(2), pp.168-185.
Cameron, E. and Green, M., (2019). Making sense of change management: A complete guide to the models, tools and techniques of organizational change. Kogan Page Publishers.
Graham, J.R., Grennan, J., Harvey, C.R. and Rajgopal, S., (2022). Corporate culture: Evidence from the field. Journal of Financial Economics, 146(2), pp.552-593.
Hanelt, A., Bohnsack, R., Marz, D. and Antunes Marante, C., (2021). A systematic review of the literature on digital transformation: Insights and implications for strategy and organizational change. Journal of Management Studies, 58(5), pp.1159-1197.
Hyatt (2020) OUR CHANGE STARTS HERE 2025 COMMITMENTS & GOALS. Available at: https://about.hyatt.com/content/dam/hyatt/woc/DEIReport.pdf (Accessed: 17th February 2024).
Jones, P. and Comfort, D., (2019). Sustainable development goals and the world’s leading hotel groups. Athens Journal of Tourism, 6(1), pp.1-14.
Kim, J. and Ausar, K., (2018). The impact of using a virtual employee engagement platform (VEEP) on employee engagement and intention to stay. International Journal of Contemporary Hospitality Management, 30(1), pp.242-259.
Krupskyi, O.P., Dzhusov, O., Meshko, N., Britchenko, I. and Prytykin, A., (2019). Key sources when formulating competitive advantages for hotel chains. Tourism: An International Interdisciplinary Journal, 67(1), pp.34-46.
Ponting, S.S.A., (2020). Organizational identity change: impacts on hotel leadership and employee wellbeing. The Service Industries Journal, 40(1-2), pp.6-26.
Roy, S., (2022). Changes in Hotel Accommodation Trends in the Past Decades. ATITHYA: A Journal of Hospitality, 8(1).
Shi, F., Shi, D., Weaver, D. and Samaniego Chavez, C.E., (2021). Adapt to not just survive but thrive: resilience strategies of five-star hotels at difficult times. International Journal of Contemporary Hospitality Management, 33(9), pp.2886-2906.
Zuo, L., Xion, S., Wang, Z. and Lida, H., (2018, August). Evaluation of hotel loyalty program with game refinement theory and analytic hierarchy process. In International Conference on Computer, Electronic Information and Communications (CEIC 2018) (pp. 433-441).


1

image1.jpeg
‘ Porter's Five ‘

Forces Model




