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Executive Summary
This report looks into the strategic management and Organisational behaviour of Hyatt Hotels Corporation. Founded in 1957, Hyatt has grown into a leading luxury hotel brand with a strong focus on guest experience. The report highlights Hyatt's effective decision-making structure but notes challenges in local adaptability.

Key initiatives include Hyatt’s acquisition of Apple Leisure Group to expand its luxury portfolio, the application of human-centred design for empathetic service, enhancing guest engagement through personalized digital experiences via the “World of Hyatt” program, and prioritising sustainability for eco-conscious travellers through the “World of Care” initiative.

Hyatt's transformational and servant leadership styles promote inclusivity, employee well-being, and high morale, which enhance service quality. Recommendations include strengthening digital personalization, setting measurable sustainability goals, expanding green training, and pursuing asset-light growth in emerging markets to better position Hyatt for evolving demands.
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Hyatt Hotels Corporation, established in 1957, stands as a prominent entity within the global hospitality sector, operating over 1,250 hotels and resorts across 69 countries (Borden, 2020). Renowned for its diverse brand portfolio, which spans luxury to select-service hotels, Hyatt has carved a niche by emphasising high-quality service and exceptional guest experiences. Recently, Hyatt achieved first place in the 2023 Business Travel News Hotel Survey, reflecting the highest average ratings across all categories. Notably, Hyatt excelled in product quality and service consistency with a score of 5.22, surpassing competitors by a significant margin. The company's commitment to innovation and digitisation was further highlighted, as it tied with Hilton for the highest score in that category. (Dabo, 2023; ‘Business Travel News’., 2023).
The purpose of this report is to critically analyse and evaluate Hyatt's organisational structure, culture, and direction, taking into account the recent industry changes brought about by the COVID-19 pandemic. Hyatt's leadership styles are one of its greatest assets. In a company, leadership influences the morale of employees and the development of any team, thereby influencing operational excellence. 
The objective of this report is to investigate the effects of various leadership styles, including transformational and servant leadership, on the overall efficacy of the organisation and the performance of its teams. In addition, we will also explore the recent change initiatives such as technology and sustainability and how those changes have affected Hyatt at a corporate level as well as at the hotel level. The insights will guide recommendations based on the Hyatt path-to-purchase, ensuring a better reputation in customer relationships within the highly competitive hospitality market.


[bookmark: _Toc181871969][bookmark: _Toc181888396]Organisation Structure, Culture, and Goals
[image: organimi.com]Hyatt Hotels Corporation employs a hierarchical organisational structure that supports efficient decision-making and clear reporting lines. This structure enables Hyatt to maintain consistency across its global operations, ensuring that all properties adhere to the company’s high standards of service and hospitality. However, this hierarchical structure can sometimes constrain innovation and agility, particularly at the local level where rapid responses to market changes are crucial. Nevertheless, this structured approach facilitates centralised control and alignment with corporate objectives, helping to uphold Hyatt’s brand reputation.[bookmark: _Toc181881358]Figure 1 Hyatt Hotels’ Organisational Structure with Organimi, (Nov 5, 2024)

The corporate culture at Hyatt focuses on inclusion, well-being of staff, and excellence in service delivery. The culture at Hyatt is influenced by transformational and servant leadership styles that emphasize  employee engagement and development (Piccolo et al., 2012). Furthermore, Hyatt's effort toward servant leadership-seeking to serve employee needs in an innovative combination-significantly fosters a positive work culture and, in turn, actively contributes to the morale and job satisfaction levels of its employees. This culture not only engages the employees but also raises the service quality because the engaged employees tend to provide a better guest experience (Borgmann et al., 2016). 
Hyatt's commitment to providing an exceptional guest experience is evident in its recent survey results, where the brand achieved an overall rating of 4.89, ranking it first among traditional hotel brands (Business Travel News, 2023). Key categories such as 'Product Quality & Service Consistency' and 'Innovation & Digitisation' scored 5.22 and 4.90 [image: businesstravelnews.com]respectively, underscoring Hyatt's effectiveness in meeting modern guest expectations and its strategic focus on enhancing customer satisfaction. These results reflect Hyatt's strategic focus on operational effectiveness and a collaborative culture that prioritises employee engagement and development (Erica Bowman and Julian Lute, 2014; Yutong Qi, 2023). [bookmark: _Toc181881359]Figure 2 Hyatt Hotels & Resorts Performance Ratings in the 2023 Business Travel News Hotel Survey

Hyatt's corporate objectives emphasise the expansion of its global footprint, the improvement of guest satisfaction, and the promotion of a sustainable and inclusive environment (Y. Hsieh, 2012). The objectives correspond with Hyatt's transformational leadership strategies, aiming to motivate its workforce to engage with its long-term vision and goals. Hyatt emphasise s individual unit objectives that focus on personalized service, adaptation to local markets, and employee development. The "World of Hyatt" loyalty program seeks to enhance customer experiences while acknowledging employee contributions, thus strengthening a culture of service excellence and individual recognition (Michele Preziosi et al., 2022). The dual emphasis on corporate and unit-level objectives enables Hyatt to sustain a unified organisational strategy while catering to the distinct needs and opportunities of each property.
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Hyatt Hotels Corporation recently launched a series of change initiatives that not only show its desire to innovate, but also to engage its employees. One of these has been bringing the Apple Leisure Group into the fold, which not only greatly expanded Hyatt's all-inclusive portfolio but also further cemented its strategic position in luxury. This acquisition is a strong testament to Hyatt's willingness and vision, broadening its footprint in the evolving demand destination for luxury leisure. This gives more options to a larger customer base, and this also allows Hyatt to provide its staff with opportunities to experience varied customer journeys.
[image: ] Hyatt Hotels Corporation leverages human-centred design thinking for enhancing its organisational culture and customer experience. Three years ago, at a time when Hyatt was performing well, its leaders realised they needed to get ahead of the changes in market conditions and guest expectations taking place. Working closely with the Design School at Stanford University, Hyatt applied ideals from design thinking that feature empathy, teamwork and creation of prototype models in quick succession(Design Thinking and the Transformation of Hyatt’s Culture). [bookmark: _Toc181881360]Figure 3 Hyatt's human-centered design thinking

These changes became tangible within the organisation as a result of this approach. The organisation trained key management and senior leaders to understand genuine guest needs rather than wants, fostering a culture of engagement. Hyatt used a novel approach to optimising the guest experience by converting 10 properties into innovation labs and experimenting iteratively with things like lighting, furniture, and overall ambience (Erica Bowman and Julian Lute, 2014).
Hyatt has been fairly early in the uptake of green practices and sustainability initiatives. These initiatives include sustainable practices, green marketing, and total environmental management practices. Hyatt, along with the hotel sector as a whole, has long understood the importance of maintaining a commitment to providing AS GOOD AS service while minimising negative impacts on climate and air quality. These green initiatives proved to be advantageous not only for the environment but also improved customer satisfaction and loyalty (Michele Preziosi et al., 2022).
[bookmark: _Toc181871971][bookmark: _Toc181888398]Strategic Direction
Hyatt Hotels Corporation’s long-term strategic direction is focused on sustainable growth and securing a competitive advantage in the global hospitality industry. The strategy is built around four primary pillars: market expansion, digital transformation, sustainability initiatives, and employee development.
1. Market Expansion and Diversification
· Hyatt's Focus: Hyatt's acquisition of Apple Leisure Group (ALG) for $2.7 billion has doubled its global resort footprint, adding approximately 100 hotels and a pipeline of 24 executed deals across 10 countries, significantly enhancing its offerings for premium leisure travelers (Kelleher, 2021; Partner, 2024).
· Competitor Analysis: Hyatt became the world's largest operator of luxury all-inclusive resorts in 2021, surpassing competitors such as Marriott and Hilton. For example, Marriott administers approximately 30,000 luxury all-inclusive rooms, whereas Hyatt currently manages approximately 33,000 hotel rooms through ALG, suggesting a competitive advantage in this segment (Kelleher, 2021).
The "World of Hyatt" loyalty program integrates ALG’s Unlimited Vacation Club, potentially increasing member engagement from 11 million to over 110,000 new members from ALG (Fox, 2021). In contrast, Marriott’s Bonvoy program has over 150 million members, highlighting a significant area for growth in customer engagement for Hyatt.
· Impact: Emphasising luxury and leisure fits ideas of transformational leadership and inspires staff members to seize fresh business prospects (Piccolo et al., 2012).
2. Digital Transformation 
· Hyatt’s Approach: Hyatt is making significant investments in digital tools to increase guest happiness and operational effectiveness. The "World of Hyatt" initiative leverages data analytics to customise visitor experiences, which is essential given that the worldwide hotel sector anticipates a 10% rise in traveler digital engagement by 2025 (CHICAGO, 2021; ‘Business Travel News’., 2023).
· Competitor Benchmarking: When comparing user engagement metrics, the Hyatt app currently has a customer satisfaction percentage of about 75%, whereas Marriott's app boasts an 85% user satisfaction rate. This disparity points to a chance for Hyatt to strengthen its mobile services in order to increase client retention and satisfaction. (CHICAGO, 2021)
· Impact: Integrating data-driven tools for better decision-making supports transactional leadership, setting clear goals and performance standards for employees (Rex S. Toh and T. Noble Foster, 2010; Wajda Wikhamn, 2019).
3. Sustainability Initiatives
· Hyatt’s Approach: By 2030, the "World of Care" program hopes to have cut energy usage by 20%. A recent poll indicated that 70% of tourists prefer eco-friendly accommodations, therefore this dedication is in line with the increasing consumer demand for sustainable practices (Michele Preziosi et al., 2022).
· Industry Standards: Hilton has promised to cut its carbon pollution by 61% by 2030, so you can see how sustainable other companies are. Bringing these differences to light can help Hyatt improve its environmental efforts so they meet or beat industry standards (Wajda Wikhamn, 2019; Yeni Rosilawati and A. Arsyad, 2019).
· Impact: Sustainability appeals to eco-conscious travellers, enhancing Hyatt’s competitive positioning.
4. Employee Development and Leadership
· Hyatt’s Commitment: The Leadership Development Program is designed to cultivate a workforce that is proficient in enhancing the passenger experience. At present, Hyatt allocates approximately $50 million annually to employee training initiatives (Global Leader in Leisure and Luxury All-Inclusive Travel, 2021)
· Workforce Strategies: Compare to Hilton's $75 million annual investment in employee training and development. This analysis suggests Hyatt could invest more in worker development to improve service quality and employee happiness (Fred Lawlor and C. Jayawardena, 2003; P. Chathoth, 2007).
· Impact: Investing in employees fosters a growth-focused culture, strengthening guest experiences and employee loyalty.
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Hyatt Hotels Corporation prioritises sustainable growth and guest experience via environmental responsibility. The acquisition of Apple Leisure Group has helped Hyatt expand into premium and all-inclusive accommodation. Hyatt's responsiveness to modern consumer expectations is shown by advanced technological integration, which improves operational efficiency and guest experience. Hyatt's commitment to sustainability and corporate social responsibility attracts environmentally concerned guests and boosts its brand recognition. The Hyatt Leadership Development Programme shows Hyatt's commitment to training employees to handle industry complexity. These deliberate moves put Hyatt at the top of the worldwide hospitality business. Innovation, sustainability, and employee engagement will help the organization stay competitive and successful as market dynamics change.
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To advance its strategic position, Hyatt should implement the following recommendations :
1. Digital Personalisation at Scale: Integrate AI into Hyatt's membership program, "World of Hyatt," to offer personalized experiences for guests; this will foster loyalty and differentiate Hyatt in the competitive digital space.
2. Clearly Establish Sustainability Targets: Set quantifiable targets—such as a 30% reduction in water and energy consumption by 2030—will reinforce Hyatt's commitment to sustainability and appeal to eco-conscious travellers.
3. Green Training for Employees: Incorporate sustainability training into Hyatt's employee development programs to empower staff to promote eco-friendly practices, thereby improving both guest satisfaction and operational efficiency.
4. Prioritise Asset-Light Growth in Emerging Markets: Hyatt may enhance its brand presence in high-growth markets like Southeast Asia through partnerships, minimising financial risk.
5. Invest in Digital Tools: Adding resources to the mobile app can increase user satisfaction to 85%, aligning with industry benchmarks and increasing guest engagement.
The proposed recommendations align with Hyatt's objectives of improving guest satisfaction, meeting sustainability goals, and facilitating efficient expansion, thereby reinforcing its position as a leader in the global hospitality sector.
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