[image: Text

Description automatically generated]
Assignment Title: An analysis of the structure, culture, goals and recent change initiatives of Hyatt Hotels Corporation

Module: Management & Organisational Behaviour
Module code: BMIH5004

Lecturer:Giulia Chifari

Prepared by
Md Shiplu Uddin
Student ID: 2209548

Word Count: 2071 


Declaration
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI-generated materials as my work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.



[bookmark: _Toc181920047]Executive Summary
This report analyses the organisational structure, culture, goals and recent change initiatives of the Hyatt Hotels Corporation, with emphasis on how such elements contribute to the support of its strategy and competitive advantage in the global hospitality marketplace. The report aims to compare Hyatt’s position with competitors Marriott and Hilton in terms of digital innovation, sustainability and global expansion, and to assess the firm’s very own strengths and areas for improvement.
The analysis of solutions highlights Hyatt’s hierarchical structure along with a solid corporate culture based on care and integrity, which allows the company to hold service standards and the capacity to change throughout its premises. In recent years, the industry has reached out to help improve our operational efficiency and guest satisfaction through the release of the World of Hyatt app and sustainable impact platform, World of Care. But its smaller global footprint and more recent foray into sustainability showcase places where Hyatt trails competitors in footprint and eco-conscious practises.
Based on this report, the author recommends Hyatt speed up their expansion into high-growth emerging markets such as Southeast Asia and Africa, engage in a more digital-first approach using AI-infused personalization features, double down on its sustainability targets by setting a goal for carbon neutrality by 2030, broaden its World of Hyatt loyalty programme through critical partnerships, and train personnel to address labour shortages.
Finally, closely following current industry trends, Hyatt overall has set a strategic direction, however, to continue growing and being competitive Hyatt will need to expand its footprints further and grow its commitment to technology and sustainability. They set Hyatt up to more effectively respond to changing market needs and to enhance the company’s standing as a precursor in luxury hospitality.
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[bookmark: _Toc181920048]Introduction
Hyatt Hotels Corporation is a leading global hospitality company with over 70 countries of current operations. Hyatt is a luxury, upscale, and vacation properties company, founded in 1957; it provides a portfolio of such hotels, resorts, and vacation properties to various customer needs (Hyatt, 2024). This paper evaluates Hyatt's corporate culture, organisational structure, and strategic aims at the corporate and hotel levels. It will also assess current transformation activities and test the company's strategic strategy in an unforeseen way. Schein's organisational culture model and Kotter's change management theory will guide the report's examination. The report will critically analyse these factors to demonstrate how Hyatt's management and leadership affect performance, customer happiness, and morale and suggest improvements.
[bookmark: _Toc181920049]Organisational Structure, Culture, and Goals
Organisational Structure
Hyatt Hotels Corporation is hierarchical due to centralized decision-making and hotel flexibility. Hyatt adopts Mintzberg's organizational structure philosophy which balances centralization with decentralization to give multinationals global conventional and local flexibility. Hyatt's CEO and Board of Directors set strategy, rules, and values for Regional Managers and hotel general managers. This layered management structure helps Hyatt achieve their corporate objective and leverage hotel managers' authority to suit local market needs (Hyatt.com, 2023). Mintzberg's "divisionalized form" structure lets corporate hotels act semi-independently (Kumar, 2015). General managers control guest services, staff, and operational efficiency at each profit centre. Since customer expectations and trends change quickly in the hospitality business, the strategy gives hotel managers agility to respond to customer needs and market situations (Mullins and Dosser, 2013). Centralised hierarchies offer merits and downsides. Centralization focuses on service quality standardization through regulation oversight, boosting Hyatt's global reputation for luxury and great service (Boddy, 2017). When visitor complaints demand immediate resolution or services are tailored to local tastes, structure can slow local decision-making. Decentralisation lets local managers create Hyatt experiences without corporate approval, enhancing customer satisfaction and productivity (BusinessWire, 2021). This decentralized structure allows regional or property managers more autonomy than new or creative hotel networks like citizenM. This charismatic structure encourages brand identification and provides a clear chain of command, which hierarchical systems in larger firms with reputations to defend may need. Overall, Hyatt's hierarchical but flexible structure supports its corporate control and local flexibility goals (Boddy, 2017). This framework helps Hyatt satisfy local needs and provide outstanding service, providing them a competitive edge. Hyatt may decentralize decision-making to stay agile and responsive in innovative, growing, and culturally diverse areas as it grows globally.
Corporate Culture
Hyatt's corporate culture of care, integrity, respect, and inclusion drives employee and visitor behaviour. They permeate management and staff interactions with guests. The ‘family’ culture at Hyatt encourages collaboration and creates a positive work environment (Hospitality Net, 2024). Schein's organisational culture model explains Hyatt's international success in upholding its ideals. Schein divides organisational culture into ideals, assumptions, and artefacts (Mullins, 2019). Employee recognition programs and guest satisfaction indicators show Hyatt's profound commitment to values (caring people) that influence company conduct at all levels. This culture boosts staff engagement, retention, customer service, and efficiency (Huczynski and Buchanan, 2019).
Goals
Hyatt's objective includes real hospitality and meaningful visitor experiences. The company's goals are to expand globally, improve sustainability, and tailor visitor experiences through digital innovation (Hyatt, 2024). Hyatt has considered strategic collaborations and acquisitions like Two Roads Hospitality to expand its brand portfolio and penetrate new areas. Individual hotel aims coincide with corporate goals but are tailored to local situations. General managers are accountable for boosting occupancy, visitor satisfaction, and operations, according to businesswire.com (2021). To ensure corporate and local goals are accomplished, Net Promoter Scores (NPS) and employee satisfaction surveys are used.
[bookmark: _Toc181920050]Recent Change Initiatives
In recent years, Hyatt Hotels Corporation has been instrumental in exploring several leading-edge initiatives in the areas of guest experience, sustainability and operational efficiency. That includes digital transformation with the World of Hyatt app and its sustainability via the World of Care platform (Hyatt Hotels Corporation, 2019; BUSINESS WIRE, 2024). Lewin’s Change Management Model is applied to these initiatives to determine how well Hyatt responded to the changing hospitality industry demands in transitioning through the phases.
Identifying and Managing Recent Changes
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Figure 1: Lewin’s Change Management Model
Source: (Ratana et al., 2020)
Unfreezing: Hyatt recognised the need for digitalisation and sustainability because to client demand and competition. The stationery industry is undergoing a major technological transformation due to the COVID-19 pandemic, which emphasises touchless technology and strict cleanliness. This phase collected Hyatt guest expectations and identified ways technology may improve customer experience and environmental practices to reflect market trends (Hyatt Newsroom, 2024).
Change: Hyatt establishments adopted digital and sustainability practices. The World of Hyatt app was upgraded and staff were taught to aid customers with tech. Hyatt eliminated single-use plastics, recycled more, and improved energy efficiency. Hyatt's proactive training and gradual deployment helped employees adjust (Slalom Build, 2024). Hyatt prioritises efficiency, personalisation, and sustainability in this phase.
Refreezing: These changes were implemented by Hyatt. The World of Hyatt app and sustainability practises are standardised across sites, delivering Hyatt's convenience and environmental awareness pledge. The organisation created and measured these initiatives utilising visitor satisfaction and environmental impact. Calisto et al. (2021) remark Hyatt's continuous feedback loop lets users contribute app features and sustainable practices to maintain them current and effective.
Impact and Analysis of Change Initiatives
Hyatt's digital transformation and sustainability have impacted efficiency and brand image. A recent J.D. Power guest satisfaction research found that Hyatt's app's convenient service access speeds up check-in (HotelDive, 2024). It saved guests time, made things easier, and prevented physical contact, which was crucial during the pandemic. Eco-conscious guests and investors in World of Care boost Hyatt's CSR brand. Hyatt's carbon and waste reduction initiatives meet consumer demand for eco-friendliness. While ambitious sustainability targets require significant expenditure, they may strain operations (such as high service levels while fulfilling eco standards) (Legrand et al., 2022). Marriott's slow digital integration compares with Hyatt's transformation management. Hyatt targets young, tech-savvy guests seeking digital convenience. Since it targets luxury markets rather than budget brands, Hyatt is more subject to economic downturns. In an evolving market, it fosters customer-centric innovation and sustainability to develop brand loyalty (The Strategy Storey, 2024).
Hyatt's recent adjustments are a purposeful reaction to industry demands for digital convenience and sustainability. Hyatt structured their response to these adjustments to improve guest experience, brand reputation, and competitiveness. Hyatt must use guest feedback to improve its app and sustainability efforts to meet market expectations.
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Hyatt Hotels Corporation prioritises digital change, worldwide expansion, and sustainability because it wants to position itself in the luxury hospitality sector and adapt to changing behaviour and expectations. 
Strategic Direction
Global Expansion: Hyatt has chosen acquisitions to expand its brand portfolio and foothold in high-growth markets. In 2021, Hyatt acquired Apple Leisure Group to expand its luxury all-inclusive leisure and resort portfolio (Fox, 2021). This fits with the hotel brand's affluent clientele and resort market dominance. Hyatt's strategy is more limited than Marriott's, with a broader portfolio. This targeted expansion helps Hyatt build a distinct brand, but it hinders its potential to enter emerging areas where middle-market brands are growing more popular (Kelleher, 2021).
Digital Transformation: Hyatt invests in digital innovation like the World of Hyatt app because it's essential to its offerings. Its touch-free check-in, room key retrieval, and staff communication made it more appealing post-pandemic (Hotel Dive, 2024). Marriott's Bonvoy app is comparable, but Hyatt's boasts a better UI and faster adoption of new features for tech-savvy and younger users. Hyatt's digital ecosystem is smaller than Marriott's IT partnerships. Hyatt dominates digital guest interactions but can offer unique digital products to match competitors' larger networks and digital reach (Slalom Build, 2024).
Sustainability Initiatives: Environmental sustainability, diversity, and community engagement are World of Care priorities. Eco-conscious travellers would like it because it follows the trend. Hyatt's sustainability program is younger than Planet 21's. Hyatt falls short of worldwide requirements due to regional limitations and the cost of sustainable practices, despite lowering plastic and energy use (ESG News, 2023). This shows that Hyatt's sustainability commitment is ambitious but must catch up with its larger, more eco-conscious competitors.


SWOT Analysis
A SWOT analysis provides insight into Hyatt’s strategic position by examining its strengths, weaknesses, opportunities, and threats within the competitive landscape (Pahl and Richter, 2018).
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Figure 2: SWOT Analysis
Source: Author
Strengths: Luxury and upmarket branding help Hyatt attract high-end tourists who demand premium service and experiences. The World of Hyatt loyalty program gives higher benefits than others to retain customers and encourage repeat stays. Hyatt's reward scheme is renowned for its personalisation, setting it apart from competitors (Shastri, 2023). Hyatt's reliance on luxury markets, like any premium marketer, is limited to a higher-income population.
Weaknesses: Hyatt's lesser global footprint is a strategic disadvantage compared to Marriott and Hilton, which lead the economy and mid-scale business hotel markets. Hyatt faces increasing economic volatility and diminishing luxury market demand during economic meltdowns at a smaller scale (The Strategy Storey, 2024). Hyatt is less flexible in economic downturns due to its expensive property diversification.
Opportunities: Hyatt's World of Care platform can help it stand out as a sustainable tourism brand. When sustainability becomes more important in travel, these activities can attract eco-tourists and investors (Legrand et al., 2022). Hyatt might also use AI and data analytics to tailor guest experiences and satisfy modern travellers' needs (Chepkwei, 2021).
Threats: Hyatt competes with Marriott, Hilton, and Airbnb, which might attract price-sensitive customers looking for something unique and local. Hyatt's luxury market is also threatened by economic uncertainty, which reduces discretionary expenditure on premium travel. Hyatt's excellent service standards are threatened by widespread hospitality labour shortages that endanger quality (The Strategy Story, 2024).
Comparative Analysis
Hyatt's luxury and sustainability strategy has pros and cons compared to competitors. Marriott can reach more customers and diversify, while Hyatt can focus on specialized and cater to high-end travellers. Hyatt's smaller worldwide footprint and delayed adoption of fully digital and environmental measures suggested it could benefit from a wider, more diverse strategy to manage a tumultuous market. Therefore, Hyatt's plan highlights their desire to invest in digital innovation, sustainability, and customer experience from a loyalty standpoint. 
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Finally, Hyatt Hotels Corporation has a good organisational structure, corporate culture, and strategic items. As an innovative hospitality leader, the company prioritises digital transformation and sustainability. Hyatt's response to the epidemic and its ongoing efforts to improve guest experiences through technology demonstrate its resilience. Hyatt can thrive by exploiting its assets, such as a strong brand and reward program, and looking to enhance areas like market expansion and employee retention. Hyatt will strengthen its worldwide hospitality sector competence and market growth by implementing the recommendations, such as increasing digital offerings and accelerating sustainability activities.
[bookmark: _Toc181920053]Recommendations
Based on Hyatt’s strategic direction and SWOT analysis, the following recommendations provide targeted, actionable steps to enhance growth and competitiveness:
Expand into Emerging Markets: Hyatt should aggressively enter Southeast Asia and Africa to expand globally. A dedicated market entrance team should conduct feasibility assessments and partner with local developers (Ndhlovu et al., 2024). Hyatt may benefit from the increasing luxury accommodations market by focusing on large cities like Nairobi and Jakarta rather than broadening its revenue sources in mature areas.
Enhance Digital Services: While building the World of Hyatt app, Hyatt should have virtual concierge and AI-based recommendations. These may start with test programmes in the U.S. and Japan, where internet laggards are nevertheless computer-savvy travellers who value digital ease. Hyatt's digital innovation team should collect guest feedback to improve these offerings and make them competitive (Chepkwei, 2021).
Strengthen Sustainability Initiatives: Under its World of Care platform, Hyatt aims to be carbon neutral by 2030. This includes placing solar panels on sunny houses and serving more local food in hotels. Hotels can learn from Accor and Hyatt how to make ambitious sustainability programs that attract eco-friendly travellers and investors (Legrand et al., 2022).
Broaden Loyalty Program Partnerships: Hyatt could strengthen collaborations with airlines, restaurants, lifestyle, and other brands to boost World of Hyatt's appeal. Members may receive flying points or hotel experiences (Koo et al., 2020). A U.S. and European pilot can measure guest interest and proceed to worldwide deployment depending on engagement.
Address Labor Shortages: Hyatt must develop apprenticeships and offer attractive benefits to retain employees and maintain service quality. Partnering with hospitality schools might create a talent pipeline. A pilot of a successful employee training program at major hotels restores Hyatt's excellent service standard and minimizes turnover (Boddy, 2017).
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Hyatt's biggest evolution was their digital transformation, led by the World of Hyatt app, which  streamlines booking, check - in, and customer support. Mobile keys and talk ing   with personnel  make checking in and out easy and reduce wait times (Hyatt, 2024). Hyatt is modernizing guest  interactions with this. Hyatt created the World of Care platform with global environmental and  CSR goals. This project boosts Hyatt's brand image  among eco - conscious clients through  environmental sustainability, diversity, inclus iveness, and community engagement  (BusinessWire, 2024).   Using Lewin’s Change Management Model — comprising the Unfreeze,  Change, and Refreeze stages — Hyatt’s approach to these changes can be evaluated critically:  


