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[bookmark: _Toc138279833]Introduction:
Hilton worldwide is a luxury chain of full-service hotels and resorts, where they have extended-stay suites. Their focused-service hotels where they do cuisine, boarding, restaurants, dining, and loyalty programs and many more. Hilton Honors brand manages the customer loyalty program. The headquarter of Hilton is in McLean, Virginia, the US (Hilton Worldwide Holdings Inc. SWOT Analysis. (n.d.). Using the case study method this report will evaluate and analyse hotel Hilton’ at both corporate and individual unit levels.  It explores the practical dimension of organisational structure, goals, and cultures. This audit report will discuss about the recent changes in hotel Hilton and its impacts and how well they are manged. The report concludes with future managerial recommendations.
[bookmark: _Toc138279834]Organisational structure, Goal and Culture

[bookmark: _Toc138279835]Organisation structure:

Organisation structure is a system which outline a company’s evident activities. these activities are the rules, roles and responsibilities which focuses to achieve the goals of the company. It is the system of relationship between positions in the institution and employee. Therefore, it creates order and command through the work activities which are planned, organised, directed, and controlled (Rutherford, O’Fallon, and Rutherford, 2006). Hilton has divisional organisational structure, where a range of functional and geographic divisions are managed by C-suite. Ownership, Management and franchise, and Timeshare these three are the classification of their properties and operations. Such as Hilton Hotels & Resorts’ leadership falls in under Ownership, Management and franchise, and Hilton Grand Vacations, falls under timeshare.
The functional groups of Hilton Groups are as below:
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Whereas, hilton’ biggest rival Marriots has centralided decision making stuctutre. And formalisation as the company follows a particular set rules and procedures. Pulkit K, (2016) Why Marriott International is the leader in the Hospitality Industry.
[bookmark: _Toc138279836]Organisation Goals: 

strategics objectives of the organisation to meet companies expected outcomes and guide employees’ efforts. Such as to make profit and to give standard of service and facilities (Mullin and Dossor, 2013).
To create value for constituents such as guests, vendors and stakeholders, staffs and strategic partners and the communities where each hotel is located, is the goal of Hotel Hilton (Huckstein and Duboff, 1999).
[bookmark: _Toc138279837]Organisation Culture: 
It is a common gathered knowledge of the organisational group that how they solve their problems of external adaption and internal integration. Therefore, they taught these values and knowledge to the new members to react to those problems. This gathered knowledge is a system of belief, values, and behavioural standards (Schein and Schein, 2016).
Fortune entitled Hilton in 2016 that for the Millennials they were one of the best places to work. There are 355, 000 team members who are millennials working in hotel Hilton. Chief Human Resource Officer Matt Schuyler said that their foundation of business to provide great experiences everywhere and the first strategic aim is their boundless universal culture around mission, vision, and values. Therefore, their mission, vision and values are combined with their daily work experience (Gay, 2016). For example, when in their thanksgiving event Hilton brought food trucks from downtown to Washington city all their executives, CEO and other members did a visit, and they went in the food truck and feed their employees (Gay, 2016). However, in Marriot they belive that to help their employee as they would help their guests (Gibbons, 2020).
Hilton has an award-winning recruiting culture which is aligned with their values. The Global Recruiting Trends reports form LinkedIn Talent Solutions says that the most important metric for hiring managers is quality of the hire. Therefore, company create campaign to appeal contenders affiliated with the company’ values. Recruiting millennial talent these campaigns are highly effective in line with their existing culture (Gay, 2016).
Chief Human Resource Officer Matt Schuyler mentioned in the interview that they have five generations in the workplace, and that’s why it is important to have mission, vision and values that surpass to next generations. Their new staff mould these mission, vision, and values in their comfortable ways. For example, to connect millennials to their values Hilton focus on technology and career dynamics. As previous generations were comfortable with going at the pace of the organisation, now the Millennials want to learn, grow, and develop at their own pace (Gay, 2016).

[bookmark: _Toc138279838]Hilton’s recent change initiatives, their impact and how well these were managed:
Hilton introduced the standards such as room service, minibar and a central reservations system to the hotel industry and they were very speedy to adjust and innovate, when the pandemic struck the CEO of Hilton mentioned that they have done a decade of changes in just 12 months (Hilton, 2021), and all their temporary adjustment and the impacts will be permanent.  The changes of Hilton did at the struck of pandemic and the impacts of this changes are discuss below:
[bookmark: _Toc138279839]Evolving Hotel Design:
Lobbies of the hotels are designed to encourage social interactions; all the guests interact with each other and the staff. However, pandemic has changed this public space and now the new design is to give people the choice to socialize or not. The new design will generously comprise social distancing, it will enable contactless guest journeys, and deliver innovative new ways of blurring the lines between indoors and out (Breaking Travel News, 2023).
Moreover, their air purifying initiatives and clean surface solutions strategy and introducing biophilia and providing more natural light and air to the lobby to give their guests warmer and comfortable spaces (Hilton, 2021).
[bookmark: _Toc138279840]Contactless Guest Experience:
For the future traveller they did a digital transformation in the hotels such as before the guest arrive at the hotel, they can check-in and choose their rooms and request a digital key from the app called Hilton Honors, Hilton contactless check-in check-out (Hampton Inn & Suites Memphis/Germantown, 2023).
[bookmark: _Toc138279841]Emphasis on cleanliness:
They have been partnered with Reckitt, they maker of Lysol and Dettol to ensure the health and safety of their guest and employees, Hilton Outlining a New Standard of Hotel Cleanliness, working with RB/Lysol and Mayo Clinic to Elevate Hygiene Practices from Check-In to Check-Out (Anonymous (2020)).
[bookmark: _Toc138279842]Creativity at Play:

In Conrad DC it used to serve food in a buffet style however they have changed it to individual portioned food. And all these foods are appropriately displayed and artfully and thoughtfully presented. This will maintain the luxury standards along Hilton EventReady with Cleanstay.
Five feet to Fitness is one of Hilton’ program that offer a fully operational workout space only five feet from guests’ room, such as presidential rooms. Five Feet to Fitness rooms feature more than 11 different pieces of fitness equipment and accessory options are available at selected hotels.
[bookmark: _Toc138279843]Flexible Offerings- Attending Meeting or an Event:
Over the period of the year flexibility such as attending meeting through video and gathering attendees from home offices across the globe has been placed. As the world emerges, the current unchained office is going to start to merge more with in-person events. event planners are looking for spaces that allow a combination of on-site and expanded on-screen attendees, as well as seeking expert support to help them execute the events (Passanate, 2021).
[bookmark: _Toc138279844]Exclusive Perks and Ongoing Support for Loyalty Members When Booking a Stay and Beyond:
to provide greater flexibility for Hilton Honors members Hilton extended point expiration dates and status (Passanate, 2021).
[bookmark: _Toc138279845]The organisation’s strategic direction and current business performance:
Strategy is senior managements’ taken action plan for future of the company and executive perks and ongoing support for loyalty members (Ritson, 2011. Pp. 17).
Porter’s five competitive forces which shape the strategy in a way to analyse the competitive forces exist and develop an effective strategy towards competition (Porter and Porter, 1998). These five forces are shown in the chart below:
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Hilton’ multi branding strategy qualifies them to follow numerous market segments where they develop product related to market segment. The developed advertising, sales and merchandising differentiate the products from the others to gain competitive advantage. Under 18 premier brands Hilton operates 6100 hotels and resorts. Its full-service hotels are operated through brands, including Curio Collection by Hilton (Hilton Worldwide Holdings Inc. SWOT Analysis, n.d.).
Their cost-to-income ratio has been improved to 76.13% in financial year 2022 compared to previous year as because their revenue increased US $8,773 million from US $5,788 million. Growth of The Management, franchise and Ownership segments increased its revenue by 44.8% to 79.9% in financial year 2022. Moreover, direct reimbursements from managed and franchised properties, and indirect reimbursements from managed and franchised properties in the review year also help to increase the revenue (Hilton Worldwide Holdings Inc. SWOT Analysis, n.d.).
[bookmark: _Toc138279846]Strategic Initiatives
To enhance operations and performance Hilton taking many strategic expansion initiatives. One of this is they are opening Hilton Garden Inn Darwin in May 2023 which is a debut of DoubleTree by Hilton in Saudi Arabia. Moreover, in this same year, they signed and agreed to launch Waldorf Astoria in Jaipur and Hilton Monterrey Hotel in Mexico. They also signed a franchise agreement with Zetland Capital to open Lindian Village Beach Resort Rhodes, Curio Collection by Hilton in Rhodes, Greece in January 2023 (Hilton Worldwide Holdings Inc. SWOT Analysis, n.d.).
Strategic Agreements
To serve an enormous customers strategic agreement with various companies will help them to drive top-line performance. Such agreements are in Zetland Capital, opening of Waldorf Astoria in December 2022 in Mexico, In November 2022 the agreement with Wondergrain Exports Private Limited to launch Double Tree by Hilton Amritsar. In October 2022 Peloton interactive which is the first hospitality with Hilton to feature Peloton Bikes in US. In September 2022 Voyager partnership for stayed in space (Hilton Worldwide Holdings Inc. SWOT Analysis, n.d.).
[bookmark: _Toc138279847]Recommendation:
Growing lodging segment in the US will be advantageous for hotel Hilton. The revenue of budget hotels in the US is expected to reach US$28.24 billion by 2025, according to an in-house report. And their room occupancy rate will increase to 61.93%.
Moreover, growing economies in India, China, Brazil, Russia and south Africa will provide them an opportunity to expand their revenue from foreign countries.
Furthermore, advance technology will provide them to develop unique global brand to compete with its rivals.
[bookmark: _Toc138279848]Conclusion: 
Inconclusion, Hilton divisional organisational structure, where a range of functional and geographic divisions are managed by C-suite whose goal to create value for constituents. Hilton’s recent change initiatives such as digital key, touch free check-in and check-out, evolving lobby designs and their long-term impact on business are enormous and they well managed these changes and increased their revenues. Their strategic initiative and agreements will give them more progress and revenue.
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