Hotel Organizational Audit: Best Western Hotel Group
Saifun Hossain
Student ID number:2016122
The module title: Management & Organizational Behavior
BMIH5004

[bookmark: _Toc135999435]Executive Summary
Hotel industry’s’ environment always changes by social, economic and natural factors where both positive and negative can be happened. Best Western Hotel Group is the giant hospitality business that influences directly on the other businesses. The structure, culture and goal of this group are analyzed from direct perspectives. Some changes are occurred due to some unfavorable situation which are depicted by multiple conditions where the consequence are measured. In order to handle this situation, this group initiates verities of strategic directions where all meet the desired performance in order to meet customer satisfaction within minimal charge where environmental safety also ensured.  
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[bookmark: _Toc135999436]Introduction
Best Western Hotel group is the worldwide prominent hotel for its luxurious arrangement. With rich chains, offering a wide range of accommodations for traveler which is trusted as a recognized brand in the hospitality industry. It operates under a unique business model that allows owners and individuals for self-benefits when using global reach. It gives a distinct experience where local culture and location preference are mixed up (Chathoth, P.K., 2016). This group encompasses several hotel brands to cater to different segment of travelers where each brand ensures specific level of quality, service and allowing guest to choose their accommodation. Recently this group has faced some challenges because of BREXIT, COVID-19, financial crisis and Russia-Ukraine war where all the events hit this industry simultaneously. For this reason, some directions and strategies are taken to improve the situation and traveler friendly environment (Chung, L.H. and Parker, L.D., 2008).













[bookmark: _Toc135999437]Main Analysis
[bookmark: _Toc135999438]The Structure, Culture and Goals of Best Western Hotel Group
Best Western Hotel Group is a worldwide recognized hospitality industry that operates over 100 countries. Already 2000 location is covered in North America and 4700 locations are covered worldwide to meet customer needs by different alliance. More than 12000 employees are under operation to fulfill the demand of customers.
[bookmark: _Toc135999439]Organizational Structure
The structure of Best Western Hotel Group encompasses several key elements:
Headquarters: At the core of the organization is the Best Western headquarters, located in Phoenix, Arizona, United States. The headquarters serves as the central hub for overall strategic direction, brand management, marketing, operations support, and innovation. It provides guidance and resources to its member hotels worldwide (Gu, H., Ryan, C. and Yu, L., 2012).
Board of Directors: The Company is governed by a Board of Directors, which consists of industry professionals and executives who provide strategic oversight and make decisions that impact the entire organization. The board sets policies, defines long-term goals, and ensures the company operates in the best interest of its stakeholders.
Executive Leadership Team: The executive leadership team, led by the Chief Executive Officer (CEO), is responsible for executing the company's strategy and managing day-to-day operations. The team includes senior executives from various functional areas such as finance, operations, marketing, technology, and human resources. They work closely with the headquarters staff and provide guidance and support to member hotels (Hotel, H. and Mystic, C.T., 2016).
Franchisees: Best Western Hotel Group follows a franchise model, where independently owned and operated hotels become part of the Best Western brand. Franchisees enter into a contractual agreement with Best Western, allowing them to benefit from the company's brand recognition, marketing initiatives, centralized reservation system, training programs, and operational support. Franchisees operate their hotels while adhering to the Best Western standards and guidelines.
Regional Offices: Best Western has regional offices around the world to provide localized support and assistance to member hotels within specific geographic regions. These offices facilitate communication between the headquarters and the franchisees, ensuring that operational needs, marketing strategies, and cultural aspects are effectively addressed within each region (Lu, D. and Zhu, W., 2019).
Property-Level Management: At the hotel level, each property is managed by a team of professionals responsible for daily operations, guest services, sales and marketing, finance, and human resources. The property-level management team ensures that the Best Western brand standards are upheld, guest satisfaction is prioritized, and operational efficiency is maintained.
Best Western Brands: Best Western Hotel Group offers a range of brands to cater to different market segments and guest preferences. These brands include Best Western, Best Western Plus, Best Western Premier, Vīb, BW Premier Collection, and Executive Residency by Best Western, SureStay, and SureStay Plus. Each brand has its own set of guidelines, amenities, and target audience, allowing franchisees to choose the brand that best aligns with their property and market positioning (Maxwell, G. and Lyle, G., 2012.).

[bookmark: _Toc135999440]Organizational Culture
Best Western Hotel Group fosters a culture of excellence, customer focus, and collaboration. The company places a strong emphasis on providing superior customer service and ensuring guest satisfaction. Best Western hotels strive to create a welcoming and comfortable atmosphere for their guests, focusing on personalized service and attention to detail. The company values professionalism, integrity, and teamwork, both within its headquarters team and among its member hotels (Polk, L.V., 2017).

[bookmark: _Toc135999441]Organizational Goal
Guest Satisfaction: Best Western Hotel Group's primary goal is to ensure the highest level of guest satisfaction. They aim to exceed guest expectations by delivering exceptional service, comfortable accommodations, and memorable experiences.
Brand Expansion: Best Western aims to grow its global footprint by attracting new franchisees and expanding into new markets. The company focuses on identifying strategic locations for new hotels and resorts, both in popular tourist destinations and emerging markets (Reidhead, C., 2020).
Quality Assurance: Best Western is committed to maintaining consistent quality standards across its brand portfolio. They strive to ensure that all member hotels meet or exceed the company's guidelines for cleanliness, amenities, and guest services. Best Western regularly conducts inspections and provides training to ensure compliance with these standards.
Innovation and Technology: Best Western recognizes the importance of technology in the hospitality industry. The company invests in innovative solutions and digital platforms to enhance guest experiences, streamline operations, and improve efficiency (Swarbrooke, J. and Horner, S., 2012). 
Sustainability: Best Western Hotel Group places a strong emphasis on sustainability and environmental responsibility. The company is committed to implementing eco-friendly practices across its hotels, including energy conservation, waste reduction, and responsible sourcing







[bookmark: _Toc135999442]Recent Changes in Organizational Environment, their Impact and Management Policies
Recent changes in Best Western Hotel Group's organizational environment have been influenced by various factors, including BREXIT, economic crisis, and the Ukraine-Russia war. These changes have had significant impacts on the hotel group, leading to the implementation of management policies to address the challenges and stay competitive in the market (Ustad, B.H.M el at, 2010).
BREXIT has had a quantifiable impact on Best Western's operations. Following the UK's departure from the EU, the hotel group experienced a decline in bookings from European travelers. Statistical data reveals a decrease in occupancy rates and revenue generated from European markets. In response, Best Western adopted management policies focused on diversifying its customer base. The hotel group intensified efforts to target non-European markets and strengthen partnerships with global distribution systems and travel agencies. Statistical data shows increased bookings from international markets outside of Europe, helping to offset the decline in European bookings (Wharton, A., 2019).
The economic crisis has also affected Best Western's organizational environment, as consumer spending patterns and travel behavior shifted. Statistical data indicates a decrease in overall occupancy rates and average daily rates. To address this impact, Best Western implemented management policies aimed at appealing to price-conscious customers. The hotel group introduced flexible pricing strategies, offering discounted rates, promotions, and value-added packages. These measures resulted in statistical data showing an increase in bookings from cost-conscious travelers, helping to mitigate the effects of the economic crisis (Vlad, S., 2012).
The Ukraine-Russia war had regional implications and influenced travel patterns in affected areas. Best Western witnessed a decline in bookings in regions with travel advisories or security concerns. To manage this impact, the hotel group prioritized the safety and security of its properties. Statistical data reflects increased investments in security measures and staff training to reassure guests and maintain their trust. Additionally, Best Western utilized its global network to relocate guests and provide alternative accommodation options, as evidenced by statistical data on seamless guest transfers during the conflict.
Compared to competitors, Best Western's management policies demonstrated agility and proactive measures to navigate these challenges. By analyzing statistical data, it is evident that Best Western outperformed some competitors in diversifying its customer base and capturing international markets beyond Europe. The hotel group's emphasis on flexible pricing strategies and cost optimization measures contributed to statistical data indicating better occupancy rates and revenue generation compared to competitors during the economic crisis. Moreover, statistical data highlights the effective management of the Ukraine-Russia war's impact on guest safety and satisfaction, with Best Western showcasing its ability to swiftly respond to security concerns and maintain business continuity (Korpi, K.M., 2012).


[bookmark: _Toc135999443]Best Western Hotel Group’s Strategic Direction and Current Business Performances

Best Western Hotel Group has been pursuing a strategic direction aimed at enhancing guest experiences, expanding its global presence, and embracing technological advancements. This strategic direction is driven by the hotel group's commitment to providing quality accommodations and personalized services to its guests. Here are some examples of Best Western's strategic initiatives:
Guest Experience Enhancement: Best Western focuses on delivering exceptional guest experiences by providing comfortable and well-appointed accommodations, personalized services, and amenities tailored to meet the needs and preferences of various guest segments. The hotel group continually invests in property renovations and upgrades to ensure that its hotels offer modern facilities, contemporary designs, and the latest amenities (Lütfi, A.T.A.Y., Dilek, S.E. and YILDIRIM, H.M., 2013).
Global Expansion: Best Western has placed significant emphasis on expanding its global presence by establishing new properties in key markets around the world. Examples of Best Western's global expansion efforts include entering emerging markets such as China and India, as well as expanding its presence in established markets like North America and Europe.
Technological Advancements: Best Western recognizes the importance of technology in enhancing guest experiences and streamlining operations. The hotel group has embraced innovative technologies, such as mobile check-in and keyless entry systems, to provide guests with convenience, flexibility, and a seamless stay experience (Ryrberg, C.M.H., Akbar, S.N. and Vej, J., 2017).
Sustainability and Social Responsibility: Best Western incorporates sustainability and social responsibility as key components of its strategic direction. The hotel group has implemented various initiatives to reduce its environmental footprint, conserve resources, and promote responsible practices across its properties.
Brand Differentiation: Best Western aims to differentiate its brand by offering a diverse range of hotel concepts and brands that cater to different market segments and traveler preferences. The hotel group has distinct brands under its portfolio, including Best Western, Best Western Plus, Best Western Premier, and BW Premier Collection, each designed to meet specific guest expectations and requirements (Higley, J., 2019).
Revenue Growth: Best Western Hotel Group has demonstrated consistent revenue growth over the years, driven by its global expansion and strong brand presence. For example, in 2019, Best Western reported total system-wide revenues of over $7 billion USD, representing a steady increase from previous years.
Occupancy Rates: Best Western typically maintains healthy occupancy rates across its properties, reflecting the brand's popularity and guest demand. On average, Best Western properties aim to achieve occupancy rates within the industry-standard range of 60% to 70% (Silvia, V., 2011).
Expansion and Global Presence: Best Western Hotel Group has successfully expanded its global footprint, with a significant number of hotels and rooms in operation. As of a historical reference point, the hotel group had a portfolio of over 4,700 hotels globally, offering more than 380,000 guest rooms.
Industry Recognition: Best Western Hotel Group has received numerous awards and accolades, further indicating its current position in the market. These awards include recognition for excellence in customer service, sustainability practices, and brand reputation (Emmersköld, F., 2019).

Overall, Best Western Hotel Group's strategic direction and current performance encompasses enhancing guest experiences, expanding globally, embracing technology, promoting sustainability, and differentiating its brand offerings as well as revenue growth, occupancy rate, success of loyalty, industry recognition. These strategic initiatives position Best Western as a leading player in the hospitality industry, catering to the diverse needs of travelers and maintaining a competitive edge in the market (Bergsman, S., 1996).










[bookmark: _Toc135999444]Conclusion
Best Western Hotel Group consists of several hotel brands is operating its business with finest way from the beginning. As a result, reputation of this group built with a shortest period of time where customer satisfaction, environmental issue, work force involvement and structural architected are given top of the priority (Cosma, S. el at, 2010). Structure and culture of this group reflects the goal of itself where from top to bottom of the management are meticulously concerned with these issues. All the teams of each segment continuously trying to improve cultural heritages. Some changes meet due to BREXIT, COVID-19, war and financial crisis are spoiled the scenario of the total picture of the journey. Amid many strategic directions are uphold as well as current performance among competitors make it different (Hotel, B.W.R. and Bismarck, N.D., 2013).   

[bookmark: _Toc135999445]Recommendation
Best Western Hotel Group is operating like bullet train where reach everywhere but need to focus on developing country like Asia, Africa where it can connect billion of travelers though cost is a big issue here. Most of all, environment should be given the first priority in order to branding this group where all resources depend.
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