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Report : Wyndham Hotels & Resorts


Executive Summary
This report comprehensively analyses Wyndham Hotels & Resorts, a prominent global hospitality entity with more than 9,000 locations in 95 countries. It examines Wyndham's organisational framework, corporate values, objectives, recent transformation efforts, and strategic direction. Principal findings demonstrate that Wyndham’s decentralised yet organised methodology fosters operational uniformity and agility throughout its international franchise network. The company's culture prioritises inclusivity and customer orientation, strengthening brand loyalty but necessitating additional development to improve adaptability. 
The evaluation accentuates Wyndham's digital transformation and sustainability initiatives, demonstrating its dedication to ongoing improvement. The report analyses Wyndham's competitive positioning and long-term growth strategy through strategic frameworks such as Mintzberg’s organisational components, Kotter’s change model, and Porter’s Five Forces. In summary, Wyndham's integration of sustainable objectives with customer requirements and a people-centric change management strategy equips it for resilience and enduring success in the dynamic hospitality sector.
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Introduction 
With more than 9,000 locations in 95 countries, Wyndham Hotels & Resorts is a significant player in the global hospitality industry. The company is dedicated to providing accessible, customer-centred service in the midscale and economy segments. Wyndham has recently improved its sustainable initiatives and digital guest services, demonstrating its adaptability in a competitive market. 
This report evaluates Wyndham's organisational structure, culture, objectives, recent change initiatives, and strategic direction to understand how it aligns operations with market demands and stakeholder expectations. Fundamental theories, including Mintzberg’s components of organisational structure and Schein’s levels of culture, offer a framework for this analysis. 
Using strategic management principles from the video "What is Strategic Management and Why is it Important?" by Simplicity Consultancy (2022), the report underscores Wyndham's need for strategic thinking to promote innovation, satisfy customer demands, and guarantee sustainable growth. This strategy is essential for Wyndham as it crosses a rapidly evolving industry environment.

Organisation Structure, Culture, and Goals
1. Organizational Structure 
Wyndham Hotels & Resorts employs a hybrid organisational structure, integrating centralised decision-making with aspects of decentralisation to improve operational flexibility across its various global sites (Organimi, 2024; Wyndham Corporate, 2022). Wyndham's organisational framework facilitates the uniform implementation of corporate policies, which means upholding consistent brand standards across its properties. In contrast, decentralisation at the property level empowers individual hotels to address local market demands adeptly. This structure follows Mintzberg’s model, containing a significant “Strategic Apex” where executive leaders formulate global goals. At the same time, the “Middle Line” managers execute these directives at the local level, connecting the comprehensive corporate strategy with specific hotel operations (Mintzberg, 1980).
In contrast, competitors such as Marriott prioritise a comparable balanced strategy yet focus on standardisation across global markets, which may restrict flexibility while augmenting brand consistency (Tavitiyaman et al., 2012). Moreover, Handy’s model elucidates that Wyndham’s organisational structure exemplifies a “Role Culture” at the corporate level because standardised roles dictate employee responsibilities and decision-making processes, guaranteeing operational clarity and accountability (Russo et al., 2013). This cultural influence permits Wyndham to sustain efficiency across its properties, which is especially essential for managing a diverse portfolio of brands.
Recent studies indicate that decentralisation can foster innovative behaviours among employees, potentially improving Wyndham's adaptability in local markets and facilitating swift responses to industry changes (Darvishmotevali, 2019). As a result, Wyndham's structural strategy provides an equilibrium between efficiency and adaptability, facilitating corporate uniformity and centralised innovation.
2. Organizational Culture
The corporate cultural components of Wyndham Hotels & Resorts combine Schein's model of artefacts, declared values, and underlying assumptions (Wilkins, 1985). Wyndham’s uniform branding across locations underscores its commitment to delivering a consistent guest experience, essential for sustaining a recognisable brand image (Nahm, Vonderembse and Koufteros, 2004). The company's stated values, clearly evident in its commitment to diversity and inclusivity, demonstrate its dedication to creating a welcoming environment for guests and employees. Wyndham advocates for an inclusive workplace, prioritising diversity as an essential competitive advantage (Wyndham Hotels & Resorts, 2023).
However, the basic assumptions of its culture focus on responsiveness to local market requirements. This concept corresponds with Handy’s “Task Culture,” where authority and accountability are distributed among team members to promote agility and improve customer satisfaction (Russo et al., 2013). Google's communal culture exemplifies a compelling model by prioritising sociability and solidarity, which boosts employee morale and innovation—an approach Wyndham could adopt for improving inclusivity and unity (Google Documentary, 2018). This cultural framework reinforces Wyndham's goals, yet sustaining continuity across an extensive portfolio creates a challenge.
3. Organizational Goals
Through its proactive dedication to its corporate goals, Wyndham Hotels & Resorts promotes sustainable tourism, expansion, and exceptional service quality. Sustainability is given special attention throughout their properties, which aligns with their mission of lowering carbon emissions and encouraging environmentally friendly practices, as evidenced by their commitment to achieve net-zero emissions by 2050 (Santos et al., 2020). This focus on responsibility regarding the environment aligns with goal-setting theory, which states that specific, challenging objectives improve performance (Locke and Latham, 2002). Wyndham's sustainability metrics, comprising energy-efficient operations and waste minimisation strategies, demonstrate the company's commitment to responsible tourism while attracting a growing demographic of eco-conscious travellers (Gilmore et al., 2014).
Furthermore, the expansion into international markets continues to be a fundamental objective. Wyndham's strategic growth initiatives focus on buying and renovating properties in high-demand areas, aligning with stakeholder expectations for sustained value creation and brand visibility (Calveras, 2007). These objectives correspond with public interests by establishing a "social license to operate," where Wyndham aims to fulfil societal and environmental requirements (Business School 101, 2023). Service quality is integral to Wyndham’s corporate strategy, demonstrated by adopting customer feedback systems and service standards to uphold high expectations (Preziosi et al., 2021).
By pursuing these objectives, Wyndham increases its market position while addressing stakeholder concerns and cultivating an image of a progressive, sustainable, and guest-centric hospitality leader.




Recent Change Initiatives 
1. Identification of Changes
Wyndham Hotels & Resorts has adopted digital transformation to confront pandemic-related challenges, investing in contactless technologies and sustainability-oriented initiatives. The hotel chain implemented contactless check-ins, mobile application services, and digital communication channels to improve guest safety and convenience (Sztorc, 2021).
These transformations relate to the notion of "always-on" transformation, as Hemerling (2024) described, since Wyndham continuously responds to technological changes and consumer expectations. In this era, businesses must remain adaptable, proactively responding to continual changes in technology and consumer preferences. Wyndham's initiative highlights a strategic transition towards operational flexibility and customer-focused innovation, modifying the business model to guarantee safety and satisfaction.
2. Impact Analysis 
•	Operational Efficiency
By reducing contact and expediting guest interactions, Wyndham's technological advancements have increased operational efficiency, a crucial factor during the pandemic (Bharwani and Mathews, 2021). Implementing digital check-in procedures decreased wait times, which is consistent with Kotter’s 8-Step Change Model, which emphasises the importance of generating urgency and forming a coalition among stakeholders for rapid execution (Kotter, 1995).
•	Employee Morale
Digital transformation limited physical interaction; it raised questions about employee roles, requiring Wyndham to manage workforce adaptation proactively. Google's strategy for sustaining trust through transparency in data management provides significant insights. Wyndham could emulate Google's focus on open data practices to instil confidence in employees and guests regarding the transition to digital processes (Google Documentary, 2018).
•	Customer Satisfaction
Research demonstrates that customers appreciate the increased safety and convenience associated with contactless interactions, which has improved Wyndham’s guest satisfaction metrics (Shin and Kang, 2020). Wyndham prioritises technology for customer experience, skilfully balancing digital automation with personalised service, a crucial strategy for sustaining trust in a progressively contactless environment.
3. Change Management Evaluation
The success of Wyndham's initiatives primarily relies on effective change management strategies that prioritise employee inclusion and communication. Employing Lewin’s Change Management Model, Wyndham seems to have effectively "unfrozen" current practices by educating employees about digital transformations while providing ongoing support during the transition (Lai and Jose Weng, 2020). Yet, cultivating sustained engagement necessitates ongoing training and clear communication.
Adopting Hemerling’s (2024) “people-first” philosophy could help improve Wyndham's change management strategy, as motivating employees through a shared purpose increases their commitment to new initiatives. Engaging employees in decision-making and aligning changes with their career aspirations creates an internal connection and minimises resistance. By integrating these principles into its change strategy, Wyndham can foster a culture of resilience and adaptability, which is crucial for sustained success in a dynamic industry environment.
Strategic Direction 
1. Strategic Vision and Mission
The mission of Wyndham Hotels & Resorts is to deliver memorable, sustainable experiences for guests while generating value for stakeholders. This mission is based on an ambition to position itself as a global leader in responsible hospitality through market expansion and promoting sustainable hospitality practices (Santos et al., 2020). Wyndham's commitment to eco-friendly initiatives, including their net-zero emissions goal, aligns with sustainable tourism and highlights their dedication to ongoing environmental stewardship.
Mintzberg’s 5 Ps 
Wyndham's strategy can be analysed through Mintzberg’s 5 Ps framework - Plan, Ploy, Pattern, Position, and Perspective - demonstrating a strategic positioning that aligns their market objectives with the growing demand for sustainable and ethical practices in the hotel sector (Mintzberg, 1980). This commitment reinforces the importance of strategic management just as crucial for sustainable business direction, covering profit, stakeholder satisfaction, and community impact, as seen in the “What is Strategic Management?” video (Business School 101, 2023). This alignment enables Wyndham to foresee challenges like digital transformation and environmental issues, ensuring competitiveness while aligning with customer values.
2. Strategic Analysis 
SWOT Analysis
•	Strengths
Wyndham's advantages originate from its extensive global presence, diverse portfolio, and excellent brand reputation. Its commitment to sustainability promotes its competitive advantage, attracting environmentally conscious travellers (Adams et al., 2022).
•	Weaknesses
Reliance on franchising may restrict control of property-specific operations, which could affect service quality consistency. Moreover, intense competition in the mid-scale and economy segments requires Wyndham to distinguish itself successfully (Perez-Pineda et al., 2017).
•	Opportunities
Wyndham possesses significant growth potential in emerging markets, where the demand for affordable, high-quality accommodations is increasing. Investing in technology for contactless services may improve customer satisfaction (Legrand et al., 2022).
•	Threats
Economic recessions and pandemics threaten the travel sector, diminishing occupancy rates and revenue. Moreover, increasing consumer attention regarding data privacy, similar to the challenges encountered by Google, necessitates that Wyndham improve its data management practices to uphold trust (Google Documentary, 2018).
Porter’s Five Forces
Using Porter’s Five Forces, Wyndham faces significant competition in the hospitality sector, especially from Accor and IHG, which operate in similar markets and pursue comparable sustainability initiatives (Cvelbar and Dwyer, 2013). Wyndham might strengthen its positioning by implementing the four phases of strategic management: Strategic Intention, Formulation, Implementation, and Evaluation, as outlined in the strategic management video (Simplicity Consultancy, 2022). This framework facilitates a comprehensive evaluation of external threats and internal opportunities, allowing Wyndham to devise proactive strategies to maintain its market position despite global changes.
Conclusion 
In conclusion, Wyndham Hotels & Resorts demonstrates strong organisational capabilities through a balanced structure, inclusive culture, and proactive change initiatives. Their flexible structure supports global consistency and local responsiveness, while a culture rooted in guest-centric values fosters a positive workplace. Recent digital and sustainability-focused changes highlight Wyndham's adaptability, aligning with Hemerling’s call for continuous, people-first transformation (Hemerling, 2024). Strategically, Wyndham’s mission and commitment to sustainable growth offer a competitive advantage, though maintaining service quality across franchises remains challenging. By embracing adaptive strategies and prioritising employee and customer engagement, Wyndham is well-positioned for resilience and long-term success in the global hospitality market, securing its standing as an industry leader.





Recommendations
•	Operational Enhancements
Wyndham needs to establish ongoing educational initiatives centred on customer service and sustainability, allowing personnel to remain informed about advancing industry standards (Baum and Francis, 2018). HR management at both corporate and unit levels could supervise such training, initiating pilot programs in environmentally conscious locations to improve initiatives for later expansion.
•	Change Management
Utilising Kotter’s model, Wyndham could improve productivity by forming a specialised change management team at the middle management level, which facilitates employee engagement and guarantees effective communication across departments (Page and Schoder, 2019). Suggestions may encompass quarterly evaluations and a digital feedback mechanism, with a six-month pilot program in designated areas to evaluate adaptability.
•	Strategic Refinement
To stay competitive, Wyndham can use Porter's competitive analysis to evaluate market changes in yearly reviews led by senior management. Implementing innovative technological solutions to improve guest satisfaction, similar to Hilton's approach, would be beneficial (Harrison, 2003). By prioritising sustainability through "green" property enhancements, Wyndham could better align with the market's transition towards eco-friendly travel, initially targeting high-traffic areas.
•	Leadership Focus
Following Hemerling's people-first approach, Wyndham should encourage inclusive methods of leadership that put the needs of its staff and visitors first. By instilling a culture of continuous improvement, Wyndham can empower employees, which improves customer experience and operational efficiency (Hemerling, 2024).
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