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Executive Summary
The organisational audit of Hilton is provided in this report. The report analysed the organisational structure of Hilton where it had been found that Christopher Nassetta is playing the role of CEO and president and it follows the hierarchical structure. The CEO is responsible for managing all of its 18 brands globally. The report also had been found that Hilton has been recognised as the best place to work in Fortune 100 several times. To handle the mess created by the pandemic, Hilton has taken different initiatives. The company gained much appreciation by taking steps to transit jobs for its furloughed employees. The company’s initiative of the CleanStay Program partnering with RB helped it handle the change management successfully. Lewin’s model of change has been used in this report to analyse the change management process in this report. The strategic decision of digital hospitality helped the company to create a differentiated high-quality service standard. Moreover, Hilton as part of its core value of creating positive impacts for the communities has taken steps toward ensuring sustainable operation. The goal has set a target of reducing carbon emissions by 43% overall to contribute to the SDG 2030. 
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[bookmark: _Toc107488561]Introduction 
The report is produced to provide a detailed organisational audit of Hilton Hotel Group. Hotel Hilton started its journey in the early 1990s (Atmaca Çetin, Tuna Ultav and Uz, 2019). The hotel group is now operating internationally. It operates under different brand names. Hilton is a well-known Hotel group that mainly focuses on providing an excellent guest experience. The report will provide an organisational audit on three key topics. Many factors affect the operation of a global business organisation.  Any organisation’s culture can positively or negatively affect the work environment. Managing workers of different backgrounds are always challenging (John, 2010). Addressing changes in the internal and external environment are also critical for any business. The factors like the pandemic, and Brexit, have a great influence on the operation of Hilton Hotel Group. The report will analyse the hotel’s organisational structure, culture, people, performance, change management, etc. by using different relevant theories. 
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Findings Analysis 
[bookmark: _Toc107488563]Organisation structure, culture, and goal 
Hilton is an international hotel business organisation that is operating many hotels under different brand names in different countries. It has 18 brands all over the world (Hilton, 2020). The hotel group is now operating in 122 counties and regions. It aims to provide excellent guest service. Managing this wide existence, it maintains a central management team and a wide number of employees. Hilton maintains a formal work culture relationship while maintaining a flexible work environment.    
The company follows a hierarchical organisational structure because of its massive size (Dudovskiy, 2016). A business organisation decides its organisational structure based on its size, types, and the management level it needed to operate (Robbins and Judge, 2017). In usual cases, larger size organisations use a hierarchical organisational structure where a different level of management authority is needed. It resembles a pyramid. Christopher Nassetta plays the role of the President & CEO who takes all the corporate responsibilities of Hilton Group’s all brands. The vice-president, Chief HR Officer, Counsel Chief ESG officer, CFO, other regional heads, and other jobs are held under him. 
Organisations can follow centralization or decentralization in the decision-making process. In a centralised process, top management takes the decisions whereas, in a decentralised process, employees are empowered to take decisions. The award-winning work culture of Hilton practices transformational leadership (Dudovskiy, 2016b). That refers that the company are more flexible in exerting some power on their employees and takes the opinions of the employees in taking decision.  
In a business organisation, work is performed in three levels. The first level is the technical level where employees do the actual operational activities. The second level is the middle level which the main responsibility is to monitor the employees at the technical level where it coordinates between top management and technical level employees. Finally, the top management takes the major company decision and instructs the middle-level management toward the goals of the company. By following a hierarchical organisational structure, Hotel Hilton is quite successful in ensuring a fair, organised work environment for the employees (Mead, 2016). 
 In 2020, Fortune listed Hilton Hotel among the top 100 employee satisfaction companies (Hilton, 2020b). Consecutively in 2021, the company was selected as the Fortune 100 company for work. The company is continuously trying to improve its work environment for its employees. In hiring Hilton focus on the values of the employees. The values of leadership, integrity, teamwork, sense of urgency, integrity, etc. The company tries to foster leadership among its all employees. It has leadership development programs like Massive Online Open Course to faster improve leadership skills while focusing on the self-paced learning approach (Gay, 2016). It also gives importance to teamwork.  
Hilton’s workplace tagline is “Diverse, Equity, and Inclusion. Hilton, as an international company has people from different cultures, and backgrounds. Their viewpoints differ from each other. Hilton always wants the employees will be enthusiastic about learning, growing, succeeding, and thriving by themselves. Although all employees are from diverse cultures, Hilton encourages equitable and inclusive work culture. The company also has been marked for fostering females for top roles in the organisation. Its two top management roles are Chief ESG officer and executive vice president & HR officer are held by two women Cristin Campbell and Laura Fuentes. 
[bookmark: _Toc107488564]Recent Change Initiatives, their impacts, and management 
Changes are inevitable in a business environment that can occur unexpectedly or expectedly. Whatever the cause of change, a business organisation must need to be adaptive to the changes. In recent times, incidents like the Covid-19 pandemic has a profound impact on the operation of businesses. The Brexit also affected UK’s and European businesses mostly. Hilton as a global hotel chain group is affected by the incidents like the Covid-19 pandemic and Brexit. 
The pandemic has required the governments of different countries to put restrictions on business operations. The hotel and transport industries are the two most affected industries by this pandemic. The hotel businesses had to keep their operation off to follow the restrictions of the governments. Moreover, in starting the operation again, they are required to make certain changes in their operation to keep employees and guests safe. To analyse the initiative by Hilton in the workplace to ensure employee and guest safety, Lewin’s model of change management could be used (Levasseur, 2001). 
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Figure 1: Lewin's change process. Source: (Nakigudde, 2019)
In the UK, from 26 March 2020 was the first lockdown enforced when businesses like hotels, and restaurants, had to keep their operation off. First, Hilton ensured its employees are ready to adopt the change through clear communication and other steps which is the first stage of the change process given by Lewin (Nakigudde, 2019). In reopening Hilton hotel services, it cut many of its hotel services to keep the guests and employees safe. It took an initiative named CleanStay Program partnering with RB which is a health and hygiene producer company. It had closed its bars and restaurant services for a certain time (Ben, 2021). Hilton has taken steps to ensure social distancing, contactless check-in, and enhanced cleaning. Hilton is implementing contactless check-in and other services through its Hilton Honors app which is available on iOS and Android. The use of advanced technology has helped Hilton to implement its new initiative the CleanStay Program. The initiative has been able to gain customer trust on safety issues in taking hotel services. Hilton has been able to ensure the changes as one permanent change. 
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Figure 2: Increase in employees in the Hospitality Industry in the UK in June 2021. Source: (Ramuni, 2021)
One of the biggest decisions of Hilton in the pandemic time was to cut 2100 jobs across the world. During the tough time of the pandemic, the decision from Hilton came and the company had to handle the situation wisely. After this big cut of jobs, the company has been able to maintain its reputation in the job market. It did not lose its trust because of the layoff decision and through this tough economic crisis situation. Hilton CEO Christopher Nassetta affirmed that the company tried to take a value-based decision for the hotel group and its staff. The company gained thanks from the furloughed employees and also got some heartfelt messages. A study by Great Place to Work, (2019) has shown that 93% of hotel staff in Hilton admitted Hilton workplace is a great place to work. 
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Figure 3: Hilton Employee survey results. Source: (Erb, 2021)
Hilton had taken the initiative to support the furloughed employees in transitioning jobs. It has partnered with companies in other industries to secure jobs for its furloughed employees. Now, the working environment in the hospitality industry in the UK and across the county is improving which is a good sign for Hilton and other companies operating in this industry.  
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Strategic direction and current business performance
Hilton always tries to maintain a good reputation while working for the greater benefit of the employees, customers, and society. Its mission statement focuses on hospitality and positive impacts on the communities. It always fostered a strong value system (Pratap, 2017). For improving its hospitality services, it tries to differentiate its services in terms of quality, while it focuses on ensuring the highest level of standards. Digital hotel services are one of its competitive advantages (Dudovskiy, 2016b). The company is enjoying the benefits of advanced technologies in ensuring the highest level of service standards. 
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Figure 4: Hilton's digital services. Source: (Dudovskiy, 2016b)
The company’s strategy of using its technologies in its service operation and integrating the services, from hotel booking to hotel departure. Its mobile app is up-to-date and helps the company in ensuring contactless services in this pandemic time. To improve the customer services, the adoption of the digital hospitality strategy is quite successful for the Hotel Hilton. The technology helps it in providing personalised services. It ensures contactless services in this pandemic. It also helps Hilton in maintaining the highest standard of services. So, the strategic decision of Hotel Hilton was successful in achieving its objectives. Hilton now has a good perception of its consumer mind. Customers now give much more importance to the quality and safety of the services (Effendi and Hadi Prabowo, 2021). The use of advanced technologies delights the guest experience in taking hotel services (Ktait, 2020).  Now, the company’s higher standard hospitality service is widely recognised and has a good loyal customer base. 



As part of creating positive impacts on society, the company takes many strategic decisions. The company has taken the decision of doubling its investment in its social impact programs. For example, the One Million Rooms program is one of its strategic decisions example. The initiative by Hilton also got appreciation from its staff. Under this program, Hilton allowed the first responders were doctors, nurses, etc. who were from outside the state or were fearful of returning to their homes. The company has taken the initiative by taking financial support from American Express. In this decision, in the initial stage, faced certain criticism like how will Hilton implement this initiative in this economic crisis created by the pandemic. Hilton’s CEO has confirmed that despite the problems, it took the initiative because of Hilton’s value system. 
Hiltons has also set goals for contributing to SDGs set by the UN. Hilton is working on reducing its carbon emission to contribute to the SDGs. It targeted to achieve a 50% reduction of its environmental impacts (Mest, 2018). The hospitality business is progressing toward achieving the goal of a 50% reduction in environmental impact by diving the goal into different small targets. In achieving the goal, it is also working with its franchisees. Hilton targets to achieve 50% carbon emissions in its own managed hotels and 43% in all of its hotels (Wentworth, 2018). It also works on using renewable energy sources. Along with the good service quality standard, the social impacts initiatives by Hilton are helping it in gaining consumer trust and trust from overall society. Hilton is now a widely recognised company operating more than one hundred and twenty-two hotels in the world. With a good brand reputation, the company is operating globally. 
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Conclusion 
In conclusion, in could be summarised that Hilton organisational structure is a hierarchical structure. In the hierarchical structure, the CEO of the company is responsible for taking the decision and handling the 18 brands of Hilton. The report also analysed certain changes in Hilton where it found that Hilton to response to the need of the pandemic has brought certain changes in its hotel operation. Moreover, the report also observed that it focuses on reducing its environmental impacts and increasing social initiatives. 
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Recommendations 
No competitive strategy is sustainable at all. Competitors can imitate a competitive advantage at any time (Nunes and Steinbruch, 2019). So, the recommendation to Hilton is to focus on bringing new innovative services to beat the competition and ensure an employee-friendly workplace. Hilton has got a place in Fortune 100 employee-friendly workplace consecutively in 2019, 2020, and 2022. The company should focus on keeping its position. Along with the position, the company should focus on hiring a talented workforce for handling any undesired and unexpected changes in future and bringing better outcomes for the company in future. 
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