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[bookmark: _Toc137678807]Introduction
This organisational audit aims to analyse the Hilton Hotel Group, a renowned international hospitality brand. By examining the organisation's structure, culture, goals, recent change initiatives, impact, management effectiveness, strategic direction, and current business performance, this audit applies relevant theories and models to evaluate the company's functioning critically. The Hilton Hotel Group was founded in 1919 and had an ironic history and a diverse portfolio of luxury and full-service hotels and resorts. This audit proposes to offer a deep understanding of the firms and identify areas of strength and improvement.
[bookmark: _Toc137678808]Organisation Structure, Culture, and Goals 
[bookmark: _Toc137678809]Structure
	Hilton Hotel Group operates under a well-defined hierarchical structure, classified by several levels of management, functional units, and divisions. This structure offers a clear chain of command and eases efficient decision-making and communication within the firm (Im and Kim, 2022). At the top, the management team is comprised of executives accountable for setting the firm's strategic direction and ensuring its successful implementation. These leaders are responsible for overseeing the diverse aspects of Hilton's operations, which are comprised of finance, marketing, operations, and human resources (Budarma et al., 2020). 
[bookmark: _Toc137678810]Culture
	Regarding culture, Hilton Hotel Group greatly emphasises its core values, referred to as H.I.L.T.O.N Hospitality, Integrity, Leadership, Teamwork, Ownership, and Now. These values serve as the foundation of the organisation's culture and guide the behaviour and interactions of employees at all levels (Marques, 2023). Hospitality is at the heart of Hilton's culture, reflecting its commitment to providing exceptional guest experiences. Integrity is upheld through ethical business practices and transparency. Leadership is fostered by empowering employees to make decisions and take initiative (Gutfreund et al., 2020). Teamwork is encouraged to foster collaboration and synergy among employees. Ownership encourages responsibility and accountability, while the "Now" value emphasises delivering timely and efficient services. It has been supported by applying the democratic leadership approach and transformational theory, which says that employers must be empowered and involved in the operational and strategic decision-making process to create a culture of teamwork, cooperation, and shared values (Belay, 2020). It enlightens managerial and leadership characteristics in employees, which allows the employee to transform the workforce into future leaders, which is mandatory for the sustainability of the company. 
[bookmark: _Toc137678811]Goals
In terms of goals, Hilton Hotel Group has a clear vision and mission statement. The Hotel aims to become the most hospitable and renowned hospitality company in the world, offering exceptional experiences to its guests and developing a positive impact in the societies where it operates (Ma, 2021). The group's mission is to become the first choice of guests and potential customers by offering continuously enhanced services and ensuring sustainable financial performance and long-term growth. In addition, the organisation has set particular strategic goals, which include expanding its international presence, surging market share, and driving innovation and sustainability across its operations (Linxi, 2021). These goals are in line with Locke and Latham's Goal Setting, which says that specific and challenging goals can enhance motivation and performance and ultimately lead to improved outcomes.
Similarly, the goals of Hilton Hotels align with the articulations made by Locke and Latham's theory, as it offers a clear direction and sets high standards for performance. By striving to be the finest in the hospitality industry, the group sets a challenging goal that keeps its workforce motivated to deliver exceptional guest experiences (Reidhead, 2020). The goal of sustainability, which includes decreasing the firm's environmental footprint and engaging in responsible sourcing, also aligns with goal-setting theory (Ma, 2021). For instance, the hotel sets specific targets for environmental performance, and incorporating sustainable practices within operations gives employees a clear focus and promotes their commitment to attaining these objectives (Hassanein and Özgit, 2022). Hilton can further enhance employee motivation and performance by linking sustainability goals to key performance indicators and providing feedback on progress.
[bookmark: _Toc137678812]

Recent change initiatives, their impact, and how well these were managed 
In response to technological advancement, digitisation, and the rise in online channels used by millennial customers, the hotel has taken major technological change initiatives, which are also in line with the rapidly evolving hospitality industry and changing customer expectations. Hilton Hotel Group has undertaken several change initiatives in recent years. One significant initiative has been the implementation of a digital transformation strategy (Hassanein and Özgit, 2022). Recognising the growing importance of technology in the guest experience, Hilton has invested in various digital tools and platforms to enhance operational efficiency, improve customer engagement, and customised services (Lu and Zhu, 2019). The impact of these change initiatives has been significant. In addition, by means of digitisation efforts, the hotel has streamlined operations and enhanced guest satisfaction. For instance, shifting from traditional check-in and check-out systems to the introduction of mobile check-in/check-out options has decreased wait times and offered guests a seamless experience (Reidhead, 2020). Personalised services by means of mobile apps have enabled guests to tailor their stays and receive customised recommendations. Data analytics have allowed Hilton to obtain valuable insights into guest preferences and behaviour, leading to more targeted marketing and service offerings (Ma, 2021).
Further, in terms of effects on the hotels, they were two-fold at first and contributing to environmental preservation and demonstrating the organisation's commitment to corporate social responsibility. In addition, these initiatives resonate with environmentally conscious guests, improving the brand reputation and attracting a growing segment of eco-conscious travelers (Budarma et al., 2020). The successful implementation of these initiatives are attributed to effective change management practices within the Hilton Hotel Group. Hilton Hotel lists clear communication channels as their first priority to guarantee employees understand the rationale behind the changes and their role in the transformation process (Budarma et al., 2020). Additionally, training programs and support systems have been put in place by the management of Hilton Hotel to equip employees with the required skills to leverage digital tools effectively. In addition, via involving employees throughout the change process, Hilton has nurtured a sense of ownership and commitment among its workforce (Budarma et al., 2020). 


However, despite the overall success of the change initiatives, Hilton has faced some hindrances along the way. In addition, resistance to change has been observed among certain employees, specifically those who are less familiar with technology (Gutfreund et al., 2020). As a consequence, in order to counter this, Hilton has offered training and support programs to help employees adapt to the digital transformation. Ongoing efforts are needed to reinforce the benefits of these changes and ensure that employees are fully engaged and empowered to leverage digital tools to their full potential (Belay, 2020). Further, in line with change management theory, Hilton ensured that all employees are familiar with the notion of digitisation, market dynamics, and customer preferences in the first stage of change, the unfreezing stage. In the second stage of change implementation, resistance to change was countered by linking change with long-term employee benefits in terms of increased guest satisfaction, revenue, and financial rewards (Budarma et al., 2020). While in the last stage of change, refreezing, the digitisation for the check-in and check-out process was finally implemented by the management of Hilton Hotel.  
[bookmark: _Toc137678813]The organisation’s strategic direction and current business performance
	Hilton Hotel Group has depicted a clear strategic direction that accentuated growth, innovation, and sustainability. The organisation's strategic goals align with industry trends and customer expectations, ensuring its continued success in a competitive marketplace. One major aspect of the hotel's strategic direction is its commitment to expanding its international presence (Hassanein and Özgit, 2022). The hotel group aims to open new hotels in developing markets and leverage its diverse brand portfolio to counter diverse customer segments. By continually expanding its footprint, Hilton seeks to capture new market prospects and increase its market share (Lu and Zhu, 2019). In addition, the management of Hilton Hotel has planned to add new rooms to increase occupancy rates and market share. It offers the management of Hilton Hotel to increase their growth and financial sustainability in the long run. Similarly, innovation is another important pillar for the strategic direction of the hotel. In response to this, Hilton Hotel identifies the significance of staying at the forefront of technology, customer preferences, and market trends. Hilton has also made substantial investments in research and development, targeted to integrate advanced technologies into its operations and guest experiences (Budarma et al., 2020). 


Similarly, Hilton Hotel has explored the possibility of artificial intelligence and virtual reality to increase guest interactions and develop immersive experiences. Sustainability is also an important pillar and component of the strategic direction of Hilton Hotels (Marques, 2023). Furthermore, recognising the growing significance of environmental stewardship, Hilton has applied numerous sustainability initiatives. Similarly, Hilton Hotel aims to reduce its environmental footprint through energy-efficient practices, waste reduction, and responsible sourcing (Marques, 2023). Hilton also lists as their top priority to have social responsibility by engaging in philanthropic activities and community development projects.
In terms of current business performance, the Hilton Hotel Group has achieved commendable success. Likewise, they have consistently reported revenue growth, maintained high occupancy rates, and improved profitability. This success can be attributed to numerous factors like the strategic expansion into emerging markets, the emphasis on experiential offerings, and the robust loyalty programs that encourage repeat business (Gutfreund et al., 2020). The strategic direction and performance of Hilton can are also assessed using pertinent models and frameworks. Likewise, the Balanced Scorecard approach offers a detailed view of the performance of the firm across diverse dimensions, which provides financial, customer, internal procedures, and learning and growth. In addition, through evaluating primary performance indicators in these areas, Hilton is able to gauge its progress and identify areas that require additional attention (Belay, 2020). Similarly, amid COVID-19, the hotel identified that the prime focus of the customers is hygiene and self-protection (Marques, 2023). Therefore, the company introduced digitisation change to shift to online self-check-in and check-out removing requirements of exchanging keys, or any other tangible item. It has changed the entire check-in and checkout process at hotels ensuring improved customer journey.
[bookmark: _Toc137678814]Hilton has steadily reported positive financial results. The firm has attained revenue growth by means of its international expansion efforts and robust brand recognition. The diversified portfolio of hotels and resorts, varying from luxury to mid-scale brands, has enabled Hilton to capture a broad customer base and produce solid financial returns. It can be signified by financial indicators of the hotel for instance its revenue has grown by 51.57% from FY2021 to FY2023 and reported a revenue figure of USD8.773 billion (HLT 2023). Also, with the above-applied strategies, the hotel has maintained high rates of occupancy and consistent growth in average daily rates. The Hotel's ability to engage and retain guests, coupled with efficient revenue management strategies, has led to these positive trends (HLT 2023). By providing diverse experiences and upholding brand consistency, the hotel has positioned itself as a preferred choice for guests around the world and new market segments.
Conclusion
The studied organisational audit of the Hilton Hotel Group has provided a comprehensive assessment of the organisation's structure, culture, goals, recent change initiatives, strategic direction, and current business performance. By applying relevant theories and models, it is evident that Hilton has effectively adapted to the changing hospitality landscape through digital transformation, driving positive customer experiences and operational efficiency. The organisation's strategic direction and focus on growth, innovation, and sustainability have yielded impressive results in terms of financial performance and market positioning. Lastly, Hilton Hotel Group's commitment to excellence, customer-centricity, and sustainability positions it as a leading player in the global hospitality industry. Leveraging its strengths and countering areas of improvement will enable Hilton to continue thriving and delivering exceptional experiences to its guests while maintaining its market leadership. 
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