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1. Introduction 
Management plays pivotal roles in the success of organisations across various industries, including the hospitality sector (Emerald, 2023). One notable example is Hilton, a renowned international hotel chain and global leader in the hospitality industry, exemplifies effective management. The company's management practices include strategic planning to expand its hotel portfolio, efficient organisational structures, and a commitment to providing exceptional customer service (Swot Analisys,2023). Hilton's success also relies on a culture that encourages employee engagement, fosters teamwork, and promotes guest satisfaction (Forbes, 2020), By prioritising management, Hilton has established itself as a prime example of a well-managed and customer-centric organisation in the hospitality sector.
1.1 Background
Hilton Hotel Group, one of the world's largest and most recognised hotel brands, operates a diverse portfolio of hotels and resorts in numerous countries. Founded in 1919 by Conrad Hilton, the company has a rich history and has consistently strived for excellence and innovation in the hospitality industry (Hilton, 2022). With a vast presence in the luxury and upscale hotel segments, Hilton has a significant impact on the global hotel industry. This report aims to provide an analysis of Hilton Hotel Group's corporate and assessing various aspects of its organisation.
1.2 Purpose and Scope of the report 
The purpose of this audit is to examine Hilton Hotel Group's organizational structure, culture, goals, recent change initiatives, their impact, management, strategic direction, and current business performance. The report is essential to understand the company's strengths, weaknesses, opportunities, and threats in a highly competitive industry (The Insider, 2023). By examining these aspects, we aim to provide insights that can help Hilton improve its operations and maintain its competitive edge.
This audit report covers Hilton Hotel Group's global operations, including its corporate structure, organizational culture, and goals. It also delves into recent change initiatives and their impact on the organization. We assess how well these initiatives were managed, and their effectiveness in achieving desired outcomes. Furthermore, we explore Hilton's strategic direction and evaluate its current business performance in comparison to key competitors. 

[bookmark: _Hlk149782001]2. Hilton Structure, Culture, and Goals
2.1 Hilton Structure:
Hilton Hotel Group's organisational structure is characterised by its multi-brand approach, encompassing a wide range of hotel types, from luxury brands like Waldorf Astoria and Conrad to mid-scale and budget options like Hilton Garden Inn and Hampton by Hilton (Organimi, 2022). This diversified structure allows Hilton to cater to various market segments and demographics, maximising its global reach and market share.
The company's corporate structure involves a decentralised approach, with regional offices and a matrix structure that facilitates efficient decision-making (Business research methodology, 2016). Hilton's structure fosters innovation and customisation at the individual unit level, which is a critical factor in its success. However, it can also lead to challenges in maintaining a unified brand image and culture across all properties (Netrashetty, 2011).
2.2 Hilton Culture:
Hilton Hotel Group prides itself on a strong organisational culture centred around the core values of Hospitality, Integrity, Leadership, Teamwork, Ownership, and Now (H.I.L.T.O.N.). These values guide the behaviour and decision-making of Hilton team members (LinkedIn, 2020). The culture emphasises a commitment to guest satisfaction, community engagement, and sustainability (Reidhead, 2020).
Hilton's culture also places a significant focus on diversity, equity, and inclusion, aiming to create an inclusive and equitable environment for its employees and guests. This commitment to diversity and inclusion aligns with broader societal trends and reflects positively on the company's image (Hilton, 2019).
2.3 Hilton Goals:
Hilton Hotel Group has set ambitious goals, such as the Travel with Purpose 2030 targets, which focus on environmental and social sustainability. The organization aims to reduce its environmental footprint, invest in local communities, and enhance the guest experience. This demonstrates Hilton's commitment to responsible business practices and long-term sustainability (Hilton ESG Report. 2022).
In terms of financial goals, Hilton continues to focus on growth and expansion. The company has a robust development pipeline and seeks to increase its presence in key markets, both domestically and internationally. This growth strategy is in line with Hilton's goal of being the world's most hospitable company (Hilton, 2020).
3. Hilton Recent Change Initiatives and Their Impact
3.1 Hilton Recent Change Initiatives
In recent years, Hilton Hotel Group has undertaken several significant change initiatives (Swot Analysis, 2023). One of the most notable is the "Hilton CleanStay" program, launched in response to the COVID-19 pandemic. This initiative involved enhancing cleaning protocols, implementing contactless check-in and check-out, and introducing flexible booking and cancellation policies to address guests' safety and convenience concerns (Hilton, 2020). Hilton also invested in digital transformation, rolling out the Hilton Honors app, which allows guests to manage their reservations, choose room preferences, and access keyless entry to their rooms. This initiative aimed to enhance the guest experience and adapt to changing consumer preferences (Hilton Honors, 2022)
Furthermore, Hilton has continued to expand its portfolio, adding new brands and entering new markets. This strategic expansion has been a key change initiative for the company, with a focus on entering emerging markets and diversifying its brand offerings (Business Wire, 2022).
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3.2 Impact of Change Initiatives
The "Hilton CleanStay" program has had a positive impact on guest confidence and safety during the pandemic. This initiative helped Hilton maintain guest trust, and the enhanced cleaning protocols have become a standard expectation in the post-pandemic hospitality industry (The CBI, 2020).
The digital transformation efforts, particularly the Hilton Honors app, have streamlined the guest experience and increased customer satisfaction. It has also contributed to higher customer retention and loyalty. In addition, these digital innovations have allowed Hilton to collect valuable data on guest preferences, enabling more personalised service and targeted marketing (Hilton, 2023).
Hilton's strategic expansion initiatives have resulted in increased global market share. The company's entry into new markets has positioned it for growth in regions with high tourism potential. The diversification of brands has allowed Hilton to cater to different segments of travellers and maximise revenue opportunities (The Brand Hopper, 2023).
3.3 Management of Change Initiatives
Hilton Hotel Group managed the recent change initiatives effectively. The "Hilton CleanStay" program was rolled out swiftly in response to the pandemic, demonstrating the organisation's agility in adapting to evolving circumstances. The commitment to cleanliness and guest safety has been communicated effectively, contributing to the initiative's success (Hilton,2023).
The digital transformation initiatives were executed with a customer-centric approach, making it easier for guests to interact with the brand. Hilton invested in training employees to embrace and leverage new technologies. This effective management of the initiatives has positioned Hilton as a leader in digital innovation within the hospitality sector (Hilton,2023).
The expansion initiatives were also well-managed. Hilton leveraged its local market knowledge and partnerships to make informed decisions about entering new markets. By actively identifying potential growth opportunities and leveraging its existing strengths, Hilton managed to create a successful expansion strategy (Business Wire, 2022).
4. Hilton Strategic Direction and Business Performance
4.1 Hilton Strategic Direction
Hilton Hotel Group's strategic direction aligns with its vision to be the world's most hospitable company. The company aims to continue growing and expanding its global presence, enhancing guest experiences, and promoting sustainability (Business Brainz, 2017)
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 Key elements of Hilton's strategic direction include:
Growth and Expansion: Hilton focuses on opening new hotels, signing management contracts, and expanding its footprint in both established and emerging markets.
Guest Experience: The company aims to deliver memorable guest experiences by leveraging technology and personalisation.
Sustainability: Hilton is committed to reducing its environmental impact and contributing positively to local communities through its Travel with Purpose 2030 goals.
4.2 Hilton Business Performance
Hilton Hotel Group's business performance has been robust. The company reported consistent revenue growth in the years leading up to the COVID-19 pandemic (Hilton, 2022). While the pandemic caused a significant downturn in the travel and hospitality industry, Hilton demonstrated resilience and adaptability (Skift, 2021).
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The company quickly responded to the challenges posed by the pandemic with the "Hilton CleanStay" program and digital initiatives, which contributed to a gradual recovery in revenue and occupancy rates. Hilton's commitment to sustainability also resonated with environmentally conscious travellers, contributing to its recovery.
Hilton's loyalty program, Hilton Honors, has played a critical role in retaining and attracting guests. The program's success is evident in the continued growth of its membership base and strong customer retention rates (Miller, 2023).
5. [bookmark: _Hlk149784281]Comparison Hilton with Competitors
Compared to its competitors, Hilton's organisational structure is unique due to its multi-brand approach (Dudovskiy, 2016). Brands like Marriott and IHG also have diversified portfolios, but Hilton's focus on luxury and upscale brands sets it apart (Garrido,2012). Hilton's decentralised structure allows for quick adaptation to local market conditions, giving it a competitive advantage in terms of flexibility (Nasrudin, 2023).
In terms of organisational culture, Hilton's emphasis on values like hospitality, integrity, and inclusion is in line with industry norms (Discounted cash flow, 2023). However, Hilton's robust sustainability goals, particularly the Travel with Purpose 2030 targets, are ambitious and set the company apart from some competitors. (Hilton, 2023).
Regarding of business performance, Hilton has demonstrated resilience and adaptability, much like its competitors. Brands like Marriott and IHG have also reported revenue challenges during the pandemic but have implemented strategies to navigate the crisis effectively (Sperance, 2021). Hilton's focus on sustainability and guest experience sets it apart from some competitors and appeals to a specific segment of travellers.
When comparing strategic direction, Marriott's acquisition of Starwood Hotels and Resorts has given it a unique position in the luxury and lifestyle segment (Reuters,2016). IHG's focus on the upscale market and loyalty programs has positioned it differently in the market. Hilton's strength lies in its commitment to sustainability, which is a key differentiator (Hilton, 2022).
Hilton's management of change initiatives, particularly in response to the pandemic, has been effective and responsive. The "Hilton CleanStay" program set a high standard for safety and cleanliness. Competitors like Marriott and IHG followed suit with their own enhanced cleaning programs, but Hilton's early adoption gave it an advantage. 
In digital transformation, Hilton's Hilton Honors app has been a successful initiative, rivalling programs like Marriott Bonvoy and IHG Rewards Club. Hilton's focus on data analytics and personalised service is a notable advantage.
Last but not least, Hilton's expansion strategic moves into new markets have allowed it to compete effectively with Marriott, which has a similarly extensive global presence. The diversification of Hilton's brand portfolio has also made it competitive in catering to different market segments (Garrido, 2012).
6. Conclusion & Recommendations
Hilton Hotel Group, as a leader in the global hospitality industry, has demonstrated adaptability, resilience, and a strong commitment to sustainability and guest satisfaction. The audit and analysis presented in this report have shed light on the organization's strengths and the effective management of recent change initiatives.
By continuing to strengthen its organisational culture, enhance sustainability initiatives, expand its global footprint, improve the guest experience, and invest in technology, Hilton can further solidify its position in the market. The hospitality industry is highly competitive, but Hilton's commitment to excellence and innovation positions it for continued success in the future. Hilton should continue to reinforce its organisational culture by emphasising its core values and promoting diversity, equity, and inclusion. Providing ongoing training and development programs for employees to ensure alignment with the company's values is crucial.
Hilton should further commit to its Travel with Purpose 2030 goals, with an emphasis on transparency and reporting on progress. Engaging employees and guests in sustainability efforts can drive positive change and contribute to long-term success.
Hilton should continually invest in technology to enhance the guest experience, such as improving the Hilton Honors app, incorporating artificial intelligence for personalised services, and offering innovative in-room amenities.
Investing in technology infrastructure and data analytics to gain actionable insights into guest preferences and market trends will enable Hilton to make informed decisions and maintain a competitive edge.
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Hilton Hotel
Business Strategy (1/9)

Vision -To fill the Earth with the light and warmth of hospitality — by delivering exceptional experiences — every hotel, every guest, every time

Mission - To be the most hospitable company in the world — by creating heartfelt experiences for guests, meaningful opportunities for team

members, high value for owners and a positive impact in our communities

Hilton hotel has its main focus in strengthening its brand and expanding its presence globally. With that the hotel has also stated that aligning
culture and organization i also their strategic focus
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