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Executive Summary
The Hilton Hotel Group has been the subject of the organisational audit for hotels, which was done in this report. Its various organisational goals, organisation culture and structure have been discussed in detail. Recent change initiatives, their impacts and how changes are managing the organisation have been analysed. Various strategic directions of the organisation and current business performance have also been discussed.










Table of Contents

Introduction	4
Organisation structure, culture, goals	4
Organisational structure	4
Culture	5
Goals	7
Relationship between organisation structure, culture, goals	7
Recent change initiatives, their impact and how well these are managed	7
The organisation’s strategic direction and current business performance	9
Conclusion	12
References	13



[bookmark: _Toc107937257]Introduction 
A large network of hotels and resorts are managed and franchised by the worldwide hospitality corporation The Hilton Hotel Group, which is located in the US. Conrad Hilton created it in 1990, and Christopher Nassetta is presently in charge of this business. The headquarter of this organisation is located in Virginia, United States and it has been operating effectively in the hospitality industry (Alleyne, et al., 2018). In this report, the organisation structure, culture, and goals of the organisation have been analysed. Also, the recent change initiatives, their impact, and the effectiveness with which these are managed have been discussed. The organisations' strategic direction and current business performance have also been evaluated.
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Figure 1- Hilton Hotel Group Logo
Source: (Alleyne, et al., 2018)

[bookmark: _Toc107937258]Organisation structure, culture, goals
[bookmark: _Toc107937259]Organisational structure 
The organisation structure followed by the Hilton Hotel Group is divisional. Various functional and geographical divisions are present in its structure and its three major areas comprise ownership, management and franchisees and timeshare. Properties that the Hilton Hotel Group actually controls are included in ownership. Properties that are franchised to others include management and franchising. While membership includes luxurious holiday resorts like Hilton property. The ownership, management and franchise division fall under the management and leadership of Hilton Hotels and Resorts (Barbaros and Țaranu, 2020). While the timeshare sector is a part of Houston Grand Vacations, an owned subsidiary it was created in 2008 after being split off from Hilton Hotels and Resorts. This initiative of spinning off the time shares of Hilton into separate companies was stunned by its CEO Mr Christopher Nassetta as a part of its restructuring initiatives. The divisional organisational structure of Hilton Hotel Group comprises 13 brands and comprises around 130 million guests. This company's ownership segment includes approximately 150 hotels containing 60,000 rooms that are either rented or managed by Hilton Worldwide (Betti and Sarens, 2020). The management and franchise division comprises around 5000 hotels with 700,000 rooms. The timeshare division comprises around 50 properties and 7000 units.
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Figure 2- Organisation structure
Source: (Botha and Wilkinson, 2019)
[bookmark: _Toc107937260]Culture 
The culture which prevails at the Hilton Hotel Group comprises providing exceptional guest services. The values of integrity and leadership are embedded in the culture which facilitates this organisation to do the right thing every time and effective leadership is demonstrated to provide the best customer services (Higgins, et al., 2019). The specific culture which prevails at the Hilton Hotel Group can be analysed by using Charles Handy’s organisational culture model. According to this model, the following organisational cultures prevail. These are as follows-
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Figure 3- Organisational culture model
Source: (Higgins, et al., 2019)
Task culture- When this type of culture is implemented, the focus is given to attaining targets and completing tasks effectively. The individuals within the organisation work for attaining common goals and hence, they try to accomplish all the tasks innovatively.
Person culture- People prioritise their own interests instead of achieving organisational goals when this sort of culture is prevalent (Jiang, et al., 2018).
Role culture- In this style of culture, employees are delegated various responsibilities and rules that they have to fulfil. This delegation is made according to the qualification, specialisation, and performances of the employees (Gillam and Cosford, 2021). 
Power culture- When this type of culture prevails, only a small amount of people within the organisation are authorised to take decisions and have power. These are mostly the top management executives. 
At the Hilton Hotel Group, the culture which prevails is mostly power culture and role culture. Power prevails at the hands of top management executives and directors. They are the ones who take decisions and control the entire organisational functioning. Moreover, specific roles and responsibilities are delegated to all the individuals based on this specialization and expertise (Kotb, et al., 2020). Such a culture in the organisation helps it to progress continuously and it can attain its goals and objectives effectively.
[bookmark: _Toc107937261]Goals
By providing its visitors with extraordinary experiences, The Hilton Hotel Group seeks to surround the planet with warmth and hospitality. It also aims at attaining profits by providing hospitality services to the customers and becoming successful in the hotel industry. It also has a goal to deliver exceptional guest experiences and wants to enhance its market share. It has a goal to fulfil its vision, mission and objectives and wants to get recognition and attain a competitive advantage (Lois, et al., 2020). 

[bookmark: _Toc107937262]Relationship between organisation structure, culture, goals
There exists a relationship between the organisation structure, cultures, and goals of the Hilton Hotel Group. Attain its goals of enhancing profitability, market share, attracting customers and attending a competitive advantage in the hotel industry, its organisational structure and culture help it immensely (Mökander and Floridi, 2021). As a result of a well-formulated organisation structure, all the activities and processes are effectively and systematically conducted. This helps in enhancing overall organisational productivity and profitability and goals are attained on time (Fenwick, 2021). Moreover, its culture also helps it to maintain effective functioning in the organisation by way of providing constant directions. Also, roles and responsibilities are allocated effectively in this organisation which helps it to attain its goals effectively. Its culture calls for its employees to contribute immensely towards attaining organisational goals and coordinate and engage in effective teamwork. Hence, all the elements of organisational culture, structure and goals are interrelated and help the organisation to progress jointly (Mokhitli and Kyobe, 2019). 

[bookmark: _Toc107937263]Recent change initiatives, their impact and how well these are managed
Various change initiatives have been taken up by the Hilton Hotel Group recently. Overcome the negative impacts of the COVID-19 pandemic, various change initiatives that this organisation has taken up are to use modern technologies so that physical distances can be maintained with the guests and social distancing related norms can be abided by. It has also undertaken product innovation, creative marketing strategies and customer connection initiatives. Implementing modern technologies has taken the advantage of using artificial intelligence, robotics, and data analytics-based technologies. A few functions of it have been automated and the use of technologies is being done to provide the best experiences and services to the guests and at the same time maintain social distancing (Narayanan and Boyce, 2019). It has also undertaken product innovation and has found that travellers’ and guests’ priorities have changed, and they are searching for those hotels that have more cleanliness and protection. As a result, this organisation, in collaboration with the well-known home cleaning company Lysol, introduced Hilton Clean stay program in its hotels. Adopting this change initiative, it is ensuring that more care and diligence while cleaning the hotel rooms are done (Punnett and Senaji, 2022). Another change initiative is that it has innovated its marketing campaign and it is focusing more on advertising and trying to reignite people's passion for travelling and vacating. It is also adopting change initiatives concerning strengthening customer relationships through its customer service function. It has also changed its strategy and is now offering distraction-free rooms for remote working to individuals. This initiative of the hotel group is called workspaces and it offers day-use rooms to individuals that have the spacious desk and hence to Wi-Fi and ergonomic chair (Opferkuch, et al., 2021). 
The impact of these change initiatives has been immense. By undertaking these initiatives, the hotel group is being able to attract more customers and its profitability is also increasing significantly. The customers are willing to consider the Hilton Hotel Group to be an exceptionally good place for accommodation and hospitality services as it is using modern technologies and is taking care of customers' safety and hygiene (Passetti, et al., 2018). It is abiding by all the COVID-19-related norms and restrictions and hence, is highly preferred by the customers. Also, as it is adopting effective marketing strategies, providing more protection and cleanliness, reigniting people's passion for booking its services and providing them distraction-free rooms for the remote working computer can attract more customers and its competitiveness is also improving significantly (Zahari, et al., 2020). 
[bookmark: _Hlk107442400]The change initiatives of the company are professionally managed. The strategies concerning these have been formulated by the top management and they are being implemented by the lower levels of the management (Alleyne, et al., 2018). All the staff members and managers of the organisation are making sure the technology is being effectively utilised, proper marketing and customer service-related functions are being conducted etc. Also, cleaning and hygiene-related functions are being conducted regularly on social distancing norms abided by all the staff members (Taylor, 2018). 

[bookmark: _Toc107937264]The organisation’s strategic direction and current business performance
[bookmark: _Hlk107442416]The Porter ’s model approaches theory can be used to analyse the strategies used by the Hilton Hotel Group. The four main strategies in this paradigm are cost leadership, cost emphasis, differentiation, and differentiation focus. The cost leadership strategy is not followed by the hotel group, and it offers premium quality and premium price services. Considering the differentiation strategy, it can be said that it offers unique hospitality services as compared to its competitors and it is providing the best guest experiences (Barbaros and Țaranu, 2020). The cost focus strategy is also not undertaken by the Hilton Hotel Group as it charges premium prices for its services. Even the customers are willing to pay premium prices as its service quality is particularly good. The differentiation-focused strategies are followed by the Hilton Hotel Group which focuses on specific niche markets as well and has unique services for catering to the customers in such markets (Minh and Quang, 2018). 
The strategic direction of Hilton Hotel Group can be analysed with the help of the Ansoff matrix as follows-
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Figure 4- Ansoff Matrix
[bookmark: _Hlk107442423]Source: (Betti and Sarens, 2020)
Market penetration strategy- By using this strategy, the Hilton Hotel Group provides its existing services in the existing markets where it operates. It is engaged in more advertising, marketing, and makes sure that effective customer services are provided. 
[bookmark: _Hlk107442433]Market development strategy- By adopting this strategy, the Hilton Hotel Group provides its existing hospitality services in the new markets (Botha and Wilkinson, 2019). 
Product expansion strategy- By using this strategy, the Hilton Hotel Group provides new services in the existing markets. This helps it to attract more guests and tourists.
[bookmark: _Hlk107442440]Combination strategy- By adopting this strategy, the Hilton Hotel Group provides new services in the new markets. This is done by analysing the requirements and needs of the tourists and guests in the new market (Higgins, et al., 2019). 
Thus, it is seen that all these strategies are followed by the Hilton Hotel Group in different markets and based on the unique needs some requirements of customers. Moreover, effective strategy implementation is possible due to the effective management of this organisation. It has a remarkably effective managerial structure.
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Figure 5- Management Structure
[bookmark: _Hlk107442450]Source: (Jiang, et al., 2018)
[bookmark: _Hlk107442457]The managerial structure of this organisation comprises top management executives who formulate effective strategies and make sure that strategies are properly implemented (Chan, 2021). Plans of action are formulated for the strategic direction of the organisation. All these strategic directions of the organisation help it to enhance its overall business performance. Together with the support of management, at all the levels of the organisation, strategy directions are properly fulfilled, and effective results are obtained (Kotb, et al., 2020). 
[bookmark: _Hlk107442463][bookmark: _Hlk107442469]During the COVID-19 pandemic, various challenges have been faced by this organisation and it has been able to manage negative business impacts and challenges. This could be done by formulating and implementing effective strategies. By undergoing digital transformation and utilising modern technologies to provide effective and timely services to the guests (Khaola and Rambe, 2020). These have helped the company to follow the social distancing related norms as well and it could attract customers due to this (Lois, et al., 2020). Also, it has taken complete hygiene and safety measures during the COVID-19 pandemic times. A reduction in profitability was witnessed to a certain extent by this hotel company. However, it also adopted new strategies such as retrenching some of its employees, minimizing unnecessary costs, providing hotel rooms for individuals having the concept of working from home, and providing diverse services at offer prices (Ndoja and Malekar, 2020). By doing this, it could manage the negative business impacts and all the challenges that were encountered during the COVID-19 pandemic times could be overcome to a considerable extent (Mökander and Floridi, 2021). 


[bookmark: _Toc107937265]Conclusion
Thus, the organisational structure, culture and goals of Hilton Hotel Group have been analysed in detail. It has a divisional organisational structure and proper conduct of a variety of activities which are done as per this structure. Moreover, the culture of this organisation is highly effective and has inclusivity and diversity. This organisation has the goal to become a remarkably effective organisation in the domain of the hospitality industry and wants to cater to customers’ requirements effectively. Several change initiatives that have been undertaken by this organisation have been analysed and its strategic directions and current business performance have been discussed. 
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