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[bookmark: _Toc192280843]Executive summary
Hilton is one of the global leading hotels that emphasises providing the best services and excellent experience. Hilton has made significant changes such as expanding their business globally and also improving their sustainability. Hilton uses a structured approach to manage their changes and make sure they succeed. Hilton loyalty program and diverse brands help to attract the customers for the growth. Hilton face the challenges from their competitors by innovation and engaging with the employees and communities. The Hilton aims to maintain their position among the hospitality industry as a top leader and fulfill the customer needs and demands.
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[bookmark: _Toc192280844]Introduction
Hilton built a customer-centric brand that stands the test of time, and it evolves according to the travellers' demand. Hilton is the award-winning brand that shows a unique personality, and it has remained a signature hospitality that was established by Conrad Hilton a century ago. In 1925, the Conrad Hilton opened the first hotel, whose aim was to operate the world's best hotel in Texas. He made the commitment, innovation, and leadership that become the respected brand globally. Hilton Hotels & Resorts is the worldwide hotel brand that has full-service resorts and hotels. It is the flagship brand of the American multinational hospitality industry (Hilton Report, 2025). The report discusses the culture, goals and structure of Hilton, the current changes and how these changes impact Hilton and how these changes are managed. Moreover, discuss the strategic direction of Hilton, and the implementation to achieve the long-term objectives of Hilton. In the end, conclude the overall report and give a recommendation.
[bookmark: _Toc192280845]Hilton Structure, Culture and Goals 
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Figure 1: Hilton Structure
(Source: Cornell, 2025).

The hierarchical and divisional organizational structure of Hilton demonstrates its large-scale operations with diverse business activities. Hilton operates through ownership divisions while it also manages franchises and timeshare operations. The company's executive leader who functions as CEO is currently holding the position of Christopher J. Nassetta who oversees the strategic direction. Workers in the next organizational level after the CEO serve as Vice Presidents and Directors who oversee their respective teams within sub-sections such as Marketing Operations and Human Resources ((Nassetta, 2024). Through an organized corporate setup, the company can draw specific choices and properly distribute resources that enables smooth guest experiences and operational triumphs.
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Figure 4: Hilton Project Hope
(Source: Project Hope, 2025).

[bookmark: _Toc192280847]Hilton Culture
The mission at Hilton leads employees to develop this company's culture of hospitality where they serve "people to people." The corporate culture at Hilton functions through four essential pillars which includes purpose and growth alongside wellness along with inclusion. Hilton follows these cultural procedures. The organization seeks to produce meaningful encounters with guests alongside rewarding opportunities for team associates along with valuable returns for its owners while creating social benefits in all communities (de Carvalho, 2024). The company sets its mission to distribute exemplary hospitality encounters for filling the world with hospitality's light and warmth. Hilton maintains its wide workforce through various wellness programs complemented by professional development and lifestyle initiatives which build community spirit throughout the company. Company surveys directed toward all team members enable the company to detect employee requirements while listening to their needs through these assessments (Hilton Story, 2022). Hilton maintains diversity is essential because it improves organizational strength and company innovation while creating brand representation that matches its worldwide clientele. The company represents natural diversity along with purposeful inclusivity by allowing various perspectives and voices to become part of its operational structure.
[bookmark: _Toc192280848]Goals of the Hilton at both corporate and individual unit levels
Hilton supports the Travel with Purpose strategy by targeting environmental, social and governance (ESG) initiatives (Hilton, 2023). The corporate level of Hilton focuses on:
· Hilton seeks to decrease emissions by 75% in managed facilities together with 56% in franchised establishments by the year 2030.
· Cut water usage and waste generation in half.
· The organisation plans to develop 5 million educational possibilities for their staff members alongside community members (Hilton, 2023). 
· The company plans to benefit 20 million local people through dual support of job creation and economic growth opportunities (Hilton, 2025).
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Figure 2: Hilton Travel with Purpose
(Source: Hilton, 2025).
Hotels get encouragement to adopt sustainable practices through individual unit-level programs which involve reduced waste generation and efficient energy usage (Ertuna et al., 2022). The hotels function as independent local businesses because they use funds to support their neighbours and nearby suppliers while undertaking community initiatives. Each Hilton property uses this strategy to fulfil broader sustainability and community engagement initiatives that the company sets forth.
[bookmark: _Toc192280849]Recent Change initiatives
[bookmark: _Toc192280850]Hilton Change Initiatives Lewins Change Model
Implementation of change initiatives at Hilton becomes more effective by using Kurt Lewin's Change Model's three-stage approach of Unfreeze followed by Change and Refreeze. The model shows organisations a way to handle complicated transitions through analysis of emotional and collective workforce factors.
The Unfreeze Stage enables Hilton to set its organisation on a change path through widespread awareness-building about necessary transformation. Leaders determine which aspects of the organisation require development through two processes: sustainability advancement and customer service standard upgrading. Leaderships effectively shares information about changes to employees by emphasising advantages such as superior customer satisfaction and environmental improvements. Hilton resolves employee reluctance by support systems that promote change implementation (Imaoui and van Veen, 2021). 
Hilton executes new practices and systems through the Change Stage of their initiatives. Organisational training focuses on delivering complete education about new sustainability methods as well as service standards to all staff members. The company provides regular feedback discussions along with coaching services to help workers accept new procedures. Hilton follows up with new practice implementation to identify necessary modifications needed for successful implementation (Abardeh, 2022). 
The Refreeze Stage enables Hilton to embed generated changes within its organisational culture (Zientara et al., 2020). The organisation updates its operational policies to establish the new practices as established procedures. The organisation rewards employees who lead change initiatives because their behavior demonstrates support for newly implemented systems (Ali and Anwar, 2021). Hilton allows ongoing feedback streams to help identify ongoing areas that need improvement as part of their ongoing dedication to sustaining their changes (Fachada, 2023). 
Hilton has launched a sustainability initiative to cut energy usage alongside waste generation in all their properties (Matteucci, 2020). The implementation of Lewin's model allows Hilton to convey urgent sustainability requirements that will lower environmental harm and strengthen its brand recognition. The organisation implements new sustainable systems with waste management solutions while conducting employee training about these updates. 
[bookmark: _Toc192280851]Impact of the initiatives on Hilton
Hilton successfully improved its company performance through its sustainability programs. Energy conservation and waste reduction together with water preservation initiatives have enabled Hilton to reduce carbon emissions by 45.1% in managed hotels and 25.1% in franchised hotels starting from 2008. The waste reduction performance of the company went beyond its initial targets since the managed hotel waste landed in landfills decreased by 63.7%. Hilton's brand reputation grew better through these efforts while supporting its target of reaching net-zero emissions by 2030. Since 2017, Hilton has directed its social impact initiative, which generated more than 2.5 million hours of volunteer work in communities (Hilton Shine, 2024). These initiatives have elevated Hilton to sustainability leadership status by following global environmental objectives while creating social benefits.
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Figure 3: Hilton Sustainability
(Source: Hilton Shine, 2024).
[bookmark: _Toc192280852]Changes managed
The change initiatives at Hilton have achieved success across multiple essential aspects. The successful communication about sustainability and social impact changes led Hilton to engage both employees and stakeholders effectively throughout the process. The initiative allowed the organisation to create a robust supportive environment where employees actively took part. Hilton achieved system-wide implementation of new practices at its global properties through their structured approach and Lewin's Change Model. New operational standards received guaranteed implementation through essential training and resource provision from the company. The system faced possible difficulties when sustaining uniformity in multiple locations while ensuring ongoing compliance with new operational requirements. Hilton addresses operational issues rapidly through their ongoing procedure for monitoring and feedback processes (Hilton Shine, 2024). Through its strategic management of change Hilton has developed leadership in sustainable hospitality which leads to enhanced organisational reputation and operational efficiency.
[bookmark: _Toc192280853]Strategic Direction
[bookmark: _Toc192280854]Strategic direction of Hilton
1	Strengths
· Hilton maintains a broad brand selection of 13 companies which serve markets across multiple segments for different customer needs. The wide array of brands at Hilton enables the company to address shifting customer needs while entering new market locations.
· The extensive network of more than 6800 properties across the world gives Hilton opportunities to optimise operational costs and sustain market domination in the hospitality business (Zeng, 2021). 
· The Hilton Honors loyalty program has become a prominent and big-scale program giving travelers steady revenue and brand devotion.
2	Weaknesses
· The usage of franchises by Hilton results in brand standard variations between locations following different guidelines, which might degrade customer satisfaction.
· The costs related to operating numerous hotel branches impact Hilton's profitability because they put pressure on the company's financial stability when economic performance deteriorates (Santos and Lima, 2024). 
3	Opportunities
· The hospitality service market expansion across Asia focuses primarily on China and India as Hilton adopts an aggressive growth plan targeting rising demand. The company expands through partnership-based growth while delivering market-specific products.
· Hilton can draw environmentally concerned travellers and boost their reputation through sustainability focus thus gaining both loyal and retained customers (Oskam and Zandberg, 2019).
· The company plans to increase its lifestyle hotel footprint twice while developing its luxury brand portfolio, hence creating a new profitable avenue for growth.
4	Threats
· Many brands contest each other for leadership position within the competitive hospitality market. Hilton requires constant advancements of their products and services to preserve their business leadership position.
· A reduction in travel demand during economic downturns produces negative consequences for Hilton's revenue streams (Hilton, 2024). The organisation needs to prepare itself for alterations in economic environments.
· Modified environmental regulations with evolving tax policies force the company to face elevated operation expenses while implementing necessary costly compliance initiatives.
[bookmark: _Toc192280855]Strategies implemented to achieve long-term objectives
	Strategy
	Objective
	Implementation

	Brand Diversification
	Expand market share
	Offer diverse brands to cater to different customer segments.

	Market Development
	Increase global presence
	Expand into new markets, especially in Asia-Pacific.

	Product Differentiation
	Enhance customer experience
	Implement innovative technologies and services.

	Strategic Alliances
	Enhance global reach
	Form partnerships to penetrate local markets effectively.

	Sustainability Initiatives
	Achieve ESG goals
	Implement sustainable practices across operations to meet 2030 targets.

	Digitalisation
	Improve operational efficiency
	Leverage technology to enhance customer experience and reduce costs.



[bookmark: _Toc192280856]Conclusion
Through its strategic direction and change initiatives Hilton has secured its position as the top company in the hospitality sector. Through its extensive brand diversity and international growth together with sustainability commitment Hilton maintains solid business success in today's dynamic market. Lewin's Change Model provides optimal organisational change management through its operational methods to enable steady implementation and persistence of new business practices throughout the entire organisation. Hilton achieves improved brand reputation through its dedication to sustainability and creates lasting value while accomplishing long-term goals. Recently observed market competition and economic fluctuations have not prevented Hilton from sustaining its powerful market position because of its well-designed strategic direction. The hotel chain Hilton has built a resilient base through strategic planning combined with cultural advancement, which will facilitate continuous advancement and achievement in the hospitality industry.
[bookmark: _Toc192280857]Recommendations
· Invest money in digital technology to develop better customer interactions as well as runs operations more smoothly and enable data-driven choices (The hospitality industry, 2019). The hotels can maximise their operations and personalise their services through AI applications.
· Expanding existing sustainability projects requires organisations to establish advanced sustainability targets together with their stakeholders who participate in environmental conservation activities. The brand should expand renewable energy activities throughout all properties while implementing waste reduction measures (Chygryn et al., 2020). 
· The company should form stronger alliances between its hotels and nearby entities and businesses to create improved cultural tours for visitors, together with strengthening the regional economy. Initiating entry into new markets becomes more efficient through this approach (The hospitality industry, 2019). 
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