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[bookmark: _Toc167990430]Introduction
The hospitality sector is a crucial element of global tourism, and hotel chains have a substantial impact on catering to the requirements of travellers. Compared to these chains, the Hilton Hotel Group is a prominent organisation with a significant global presence and a distinguished and extensive history. Established in 1919 by Conrad Hilton, the Hilton brand has seen remarkable growth over the last century. Currently, the Hilton brand oversees over 6,500 hotels throughout 119 countries. The objective of this case study is to conduct a thorough examination of Hilton Hotel Group, encompassing an analysis of the company's organisational structure, culture, and strategic trajectory (Maxwell and Watson, 2006). Additionally, it will evaluate the company's most recent change initiatives and their resulting consequences. In order to fully understand Hilton's operations at both the corporate and individual unit levels, it is essential to have a comprehensive understanding of the company's organisational structure and culture. The structure of an organisation, which establishes the hierarchy, responsibilities, and tasks, has an influence on both the efficacy of its decision-making processes and the efficiency of its operations. 
The latest transformation initiatives undertaken by Hilton, particularly in the last decade, highlight the organization's adaptability and ability to withstand a quickly evolving market. Hilton's dedication to innovation and continued development is shown via these projects, which include technological advancements and initiatives focused on improving sustainability (Czyzewska, 2016). One method to evaluate the effectiveness of Hilton's leadership and change management strategies are by analysing how these changes were managed. 

[bookmark: _Toc167990431]Main Body
[bookmark: _Toc167990432]Structure
The Hilton organisation may be characterised as having a divisional structure inside its overall organisational framework. The reason for this is because the executive leadership team of Hilton is tasked with overseeing several functional and geographic divisions (Reidhead, 2020). Additionally, the firm categorises its properties and activities into three primary regions: the United States, Europe, and Asia. 
· Hotels that are owned directly by Hilton are known as property ownership. 
· Hotel properties under the control of Hilton or franchised to other companies are categorised as management and franchise properties. 
· Hilton (Grand Vacations) properties are classified as timeshares. 
The ownership, management, and franchising divisions are the first two divisions that fall under the oversight of Hilton Hotels & Resorts. Hilton Grand Vacations was founded in 2008 and operates as a publicly traded company. Its primary responsibility is the management of the timeshare industry, which constitutes its third division. 
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In 2007, shortly after assuming the role of CEO, Christopher J. Nassetta implemented many strategies to reorganise the corporation. One of these initiatives included the segregation of Hilton's timeshares into an independent entity. During this time span, Nassetta implemented many modifications, which are as follows: 
· The progressive reorganisation of the senior leadership inside the firm. 
· Enhancing communication between Hilton Hotels and its several business groups is crucial. 
· The organization's headquarters will be relocated from Beverly Hills, California to McLean, Virginia. 
· To attain these aims, it is necessary to enhance the decision-making process at all levels and foster a culture of unity inside the firm.

[bookmark: _Toc167990433]Pattern of Relationships
Big and diversified businesses that operate in several geographic regions and market categories sometimes adopt a multidivisional structure, as is the case with Hilton Hotel Group. This organisational form is also prevalent in several other sorts of companies. Within this structure, the authority to make decisions is distributed, and each division functions as a semi-autonomous unit that is accountable for its own performance. This structure is distinguished by its decentralization (Roper, Brookes and Hampton, 1997). Hilton is primarily divided into market categories, namely luxury, full-service, and focused-service hotels, as well as geographical areas, namely the Americas, Europe, Middle East & Africa, and Asia Pacific. Each division is overseen by a senior executive who reports to the company's headquarters. Hilton is able to use local expertise and retain strategic coherence by forming partnerships, which allows them to quickly adjust to market changes and regional demands. 

[bookmark: _Toc167990434]Organizational Culture of Hilton Hotel Group
An organization's culture is its values, beliefs, and norms that shape its members' conduct. It is vital to any company. The Hilton Hotel Group's dynamic and well-established organisational culture contributes to its hospitality industry success and reputation for excellence (Lamo, 2019). This section uses Handy's paradigm to study Hilton's distinctive corporate culture. According to Handy's concept, the Hilton Hotel Group combines clan and market culture. 
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[bookmark: _Toc167990436]Mentorship and Development
Hilton places great importance on the development of its workers and the provision of mentorship opportunities. Programmes like "Hilton University" provide employees opportunities for continuous training and development, ensuring that they possess the necessary knowledge and skills to excel in their careers (Hilton et al., 2022).

[bookmark: _Toc167990437]Employee Engagement 
The company acknowledges that in order to provide outstanding experiences for passengers, it is essential to have a workforce that is both content and driven. Consequently, it allocates a substantial quantity of resources to initiatives that seek to include workers (Toksöz, 2021). Hilton's dedication to recognising and compensating workers for their achievements is an additional feature that enhances this aspect of the company's character. 

[bookmark: _Toc167990438]Customer-centric Approach
Hilton's culture focuses a strong emphasis on client satisfaction, a characteristic frequently associated with clan cultures. By using this customer-centric approach, we guarantee that each visitor will feel valued and well taken care of, hence improving the overall hospitality experience (Hilton et al., 2022).
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[bookmark: _Toc167990440]Competitive Drive 
	While Hilton focuses on a family-like atmosphere, it also exemplifies a market culture within its external alignment. The firm is extremely competitive, ensuring to be the leader within the hospitality sector through continuously improvising its services and intensifying its international existence (Maxwell and Lyle, 2002). 

[bookmark: _Toc167990441]Performance and Achievement 
	Hilton sets aspiring performance goals and standards, emphasizing a culture of excellence and accomplishment. However, this market-driven strategy assures that Hilton remains competitive and endures to innovative for meeting the changing needs of its consumers (Huckestein and Duboff, 1999).

[bookmark: _Toc167990442]Strategic Growth 
	It can be identified that Hilton’s strategic initiatives, comprising of exploring new markets and launching innovative services such as digital check-in and mobile room keys, demonstrate its market-oriented culture (Zeng, 2021). However, these initiatives are intend at improvising customer satisfaction and staying upgraded with the industry trends. 

[bookmark: _Toc167990443]Implementation of Handy’s Model 
	It can be examined that by implementing Handy’s model, Hilton’s organisational culture that could be perceived as a mixture of market and clan cultures, associated with each type contributing to various elements of the firm’s success. It is quite evident that clan culture reinforces an understanding and fostering environment, which is important for employee satisfaction and their retention; meanwhile, the market dynamic drives competitiveness and external achievement (Martin, 2017). Nonetheless, this dual strategy enables Hilton for maintaining a strong internal community meanwhile being active and competitive within the market. For instance, Hilton’s emphasises on employee engagement and growth that supports clan culture principles, generating a loyal and encouraged workforce. 
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Recent change initiatives, their impact and how well these were managed
During the last fifteen years, Hilton Hotel Group has undertaken many substantial transformation initiatives aimed at enhancing operational efficiency, boosting customer satisfaction, and maintaining its competitive advantage. Several diverse initiatives have been implemented, including technological advancements, efforts to foster sustainability, and organisational restructuring (Applegate, Piccoli and Dev, 2008).

[bookmark: _Toc167990445]Technological Advancements: Digital Key and Connected Room
	Hilton has made significant technological improvements with the implementation of the Digital Key and Connected Room concepts. The Digital Key eliminates the need of conventional room keys by enabling visitors to check in, choose their lodgings, and access their rooms using their mobile devices. This obviates the need for conventional room keys. Guests staying in the Connected Room have the capability to manage various room functions using the Hilton Honours app. The facilities include the illumination, climate control, and recreational choices. The use of these technologies required meticulous planning and implementation owing to the circumstances at hand (Perepelytsia and Yurchenko, 2019). Hilton devised a staggered implementation strategy, beginning with pilot initiatives in a limited number of hotels to assess the technology and collect feedback. The method is aligned with Kotter's 8-Step Change Model, which emphasises the development of a clear vision for change, effective communication of the objective, and the accomplishment of short-term milestones.

[bookmark: _Toc167990446]Sustainability Initiatives: Travel with Purpose
	Hilton's "Travel with Purpose" initiative prioritises social responsibility and ecologically sustainable business practices. Several crucial factors include the minimization of energy and water use, the minimization of pollution to the maximum degree feasible, and the provision of aid to local communities via a variety of initiatives. In order to efficiently oversee this extensive organisational overhaul, a methodical approach was necessary (Jones, Hillier and Comfort, 2014). Hilton used the ADKAR Model to guide the process, where ADKAR represents Awareness, Desire, Knowledge, Ability, and Reinforcement. Initially, they began by promoting an understanding of the need for change and fostering a sense of motivation among employees by emphasising the advantages of the proposed change. 

[bookmark: _Toc167990447]The organisation’s strategic direction and current business performance
	Hilton Hotel Group's long-term aims and market positioning are founded upon its mission, culture, vision, and values. Collectively, these components provide the foundation for the company's strategic trajectory (Xiao, O'Neill and Mattila, 2012). Hilton's approach for maintaining competitiveness and delivering excellent service in the hotel business is influenced by the aforementioned factors.

[bookmark: _Toc167990448]	Mission 
	Hilton is committed to achieving the status of being the most hospitable organisation globally. It aims to do this by delivering exceptional experiences to its guests, offering significant opportunities to its team members, generating great value for its owners, and positively impacting the communities in which it works (Sufi and Lyons, 2003). Hilton's goal is to prioritise sustainable development and excellent client experiences. Hilton strives to foster customer loyalty and encourage repeat business by exceeding and fulfilling the expectations of its visitors via various hospitality initiatives.

[bookmark: _Toc167990449]	Culture
	This supportive culture enhances customer service by fostering well-motivated and well-trained staff, hence increasing the likelihood of delivering great visitor experiences. Hilton's commitment to fostering a happy and inclusive work environment not only enhances its service capabilities but also recruits and keeps highly skilled individuals (Tien, 2019). The company's organisational culture prioritises a significant focus on providing excellent service, which acts as a unique selling point (USP). The organisation fosters a familial culture that emphasises employee participation, loyalty, and growth, resulting in an environment like to that of a family.

[bookmark: _Toc167990450]	Vision 
	Hilton's objective is to globally disseminate the warmth and brilliance of hospitality by providing great experiences to every hotel guest and member of the Hilton family. The organization's strategic planning and goal-setting procedures are based on this vision, which outlines the organization's aspirations for the future (Roblek, Milenkovska sand Milojica, 2016). Hilton consistently modifies its business strategy to align with its aim of being a global leader in the hospitality industry, guaranteeing that all strategic activities contribute to this ultimate goal.

[bookmark: _Toc167990451]	Current Business Performance 
	Hilton's current business success is a direct reflection of the effective strategic route the firm is now following. The company has constantly showed robust financial performance, evident from its steady growth in both sales and profitability. It can be identified that occupancy rates, ADR, and RevPAR have improved. These patterns indicate strong demand and effective pricing. Hilton's dedication to personalisation and technology may also explain its high customer satisfaction (Harris and Mongiello, 2001). Hilton Honours is being developed as an incentive strategy. This programme is designed to boost visitor loyalty and repeat business. Hilton's sustainability efforts have reduced carbon emissions, waste, electricity, and water use and produced positive results. Hilton's achievements have increased its appeal to environmentally concerned consumers and investors and reduced its internal operating expenses.

[bookmark: _Toc167990452]Conclusion
	In hospitality, Hilton Hotel Group is innovative and flexible. The company adapts its business procedures to a changing market. A multidivisional structure with regional autonomy and decentralised decision-making helps the company manage its worldwide operations. Hilton's organisational structure allows it to meet local market needs while adhering to its corporate objective. The framework promotes flexibility and reactivity. To successfully plan, monitor, lead, and supervise projects, responsibilities and tasks must be clearly defined and communication channels established.  
Hilton integrates clan and market cultures to develop and engage employees. They also create a family-like work environment to foster loyalty and high performance. Hilton's strong competitive spirit, emphasis on high performance, and conscious attempts to preserve its market leadership reflect its market culture. This bicultural strategy fosters business support and shows creativity and market rivalry. Hilton has undergone several transformations in the last decade. These developments have greatly impacted the company's operations and market position. Technical innovations like the Connected Room and Digital Key have improved operational efficiency and visitor satisfaction. Hilton's "Travel with Purpose" concept improved environmental sustainability and brand exposure. Activity reduction has saved money and enhanced organisational efficiency for the Global Simplification Project. The company managed these projects well, demonstrating its dedication to innovation and growth. Since these efforts followed change management theories, they were successfully integrated and executed. Hilton's strategy emphasises growth, innovation, and sustainability. Hilton has succeeded by embracing cutting-edge technology, being environmentally friendly, and expanding into new areas. The organisation seeks operational excellence, sustainability, and great experiences. Strategy actions support this goal. 
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