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I acknowledge the use of ChatGPT on 28.10.2024 and 31.10.2024 as support in my research. I used the prompt(s):  
1. Is it recommended that I would use a summary of Hyatt’s corporate goals (e.g., financial growth, global expansion, CSR) and compare them with goals at the individual hotel level, such as guest satisfaction?” 
2. How do I initiate a discussion of the alignment or potential tensions between corporate and local objectives? (dropped) 
3. Is the phrase “The decentralized strategy aims to enforce uniform standards and efficiency, yet local teams often need to customize offerings to align with regional identities and cultural expectations” touching the basis of the analysis about Hyatt’s corporate and individual hotel management?” 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
I acknowledge the use of UWTSD Library between 28.10.2024 and 31.10.2024 to support my research. I used as prompt(s) the names of the Books and articles in the recommended bibliography. 
I acknowledge the use of Google Scholar between 28.10.2024 and 01.11.2024 to support my research. I used these prompt(s):
1. Hyatt’s Organisation Structure, Culture, and Goals
2. Hyatt empowering local management 


Executive Summary

This report critically evaluates Hyatt Hotels Corporation, focusing on its organisational structure, corporate culture, and strategic direction at both corporate and individual hotel levels. The analysis highlights Hyatt’s effective blend of centralized strategy and decentralized operations, enabling the corporation to maintain brand consistency while adapting to diverse cultural and market demands.
Recent initiatives, particularly in digital transformation, have enhanced operational efficiencies, guest satisfaction, and financial performance. Digital tools, such as mobile check-ins and personalized apps, have positioned Hyatt as a leader in leveraging technology to elevate guest experiences. Meanwhile, sustainability remains a growing focus, with CSR initiatives addressing customer demand for environmentally conscious practices.
The report identifies strategic opportunities in expanding into emerging markets, strengthening CSR efforts to align with environmental trends, and leveraging digital innovation for competitive advantage. Recommendations focus on boosting employee engagement, enhancing sustainability practices, and advancing technological innovation to maintain Hyatt’s leadership in the luxury hospitality sector while achieving sustainable growth.

Introduction:
One of the world’s most widely recognized hospitality names (Evans, 2015, Cs. 4), Hyatt Hotels Corporation was founded by Jay Pritzker in 1957. Although it is currently a publicly owned company, having made its latest stock market debut in 2009 through an Initial Public Offering (IPO), the company’s foundation and initial growth, driven by the developing of the brand, were led by the Pritzker Family members. I mention “latest” because it was made public for the first time in 1967, however Jay Pritzker bought out the public shares and took Hyatt private in 1979 (Borden, 2020). Since its last IPO, the Hyatt expanded its brand portfolio to 25 luxury, upscale, select service and all-Inclusive brands, including distinctive regional brands, such as Atona, a Japanese onsen ryokan reimagined, and Breathless Montego Bay, Resort  & Spa, an all-adult getaways blending relaxation and entertainment (Hyatt, n.d.) distributed globally. 
Many of the brands were introduced with the intention of achieving “economic success in the hospitality business by seizing the perceived opportunity of providing a unique ‘bundle’ of hospitality services to a specific market segment” (Schaffer, 1984), broadening Hyatt's business model to incorporate management and franchising of third-party owned properties (Evans, 2015, Cs. 4). 
Aim of the Report:
This report will critically evaluate Hyatt Hotels Corporation’s organisational structure, corporate culture, and strategic direction, both at the corporate level and at individual hotel level. Focusing on recent change initiatives and long-term strategic goals, this analysis will explore how Hyatt’s unique positioning influences its operational success and competitive edge within the hospitality industry. By applying relevant theories and evidence-based analysis, the report will conclude with targeted recommendations for strengthening Hyatt’s performance and enhancing its industry presence.
Organisation Structure, Culture, and Goals:
Structurally, Hyatt’s organisation tends to incline towards a divisional type of decision-making process due to a degree of decentralization within each of the 25 brands (Young, 2024). Besides that, Hyatt Hotels Corporation is known for its commitment to delivering exceptional service and adapting to local needs. The company's diverse portfolio of brands, ranging from luxury to select service, allows it to cater to a wide range of guests and tailor its offerings to specific markets. For example, Hyatt Regency hotels are often located in urban centres and focus on business travellers, while Park Hyatt hotels offer a more exclusive and personalized experience, addressing a wealthier range of clients (The Strategy Story, 2024). By empowering local management teams to make decisions, respond to local needs, and adapt to local and regional cultural demands, Hyatt can effectively cope with the need to changing market conditions and guest preferences. This decentralized strategy enables each hotel to tailor its services and amenities to the specific requirements of its guests, which from a cultural point of view, is necessary. Borza (2018) states that globalisation brought about a paradox: “on the one hand globalisation is expected to eradicate local cultures, but at the same time, it is the cause of the resurgence regional identities in distinct areas of the world”. Obviously, this affects the managerial structure on the individual hotels level, as they must accommodate both the brand’s goals, and the local culture.
At the same time, at the highest managerial level, a functional style can be observed, as human resources, operations, marketing, legal, and financial departments are implemented consistently as distinct departments within all the 25 brands of the corporation. Moreover, the overall organization is centrally coordinated to ensure alignment with the company's overarching strategy throughout its “global network, and maintains centralized control over their subsidiaries, and uniform management and operation systems” (Xu et al, 2018). 
However as mentioned, decentralisation is significant in operational areas, allowing individual hotels to tailor their services and management practices to local guest preferences and market demands. This setup enables a delicate balance between meeting corporate financial and strategic goals while also prioritising guest satisfaction at the local level. For instance, Hyatt’s diverse portfolio – ranging from the business-oriented Hyatt Regency to the luxury-focused Park Hyatt – adapts to specific market segments, empowering local managers to make decisions that are culturally sensitive and market-responsive. The centralised strategy aims to enforce uniform standards and efficiency, yet local teams often need to customise offerings to align with regional identities and cultural expectations. It is to be considered that structure and strategy are part of the same system (Evans, 2015), so when analysed from different perspectives, this will offer both the image of an integrated framework and of a paradox. However, in reality they work together and don’t take precedence one over the other (Mintzberg, 1990).
The strategic framework allows Hyatt to be both globally standardized and locally adaptive, but constant alignment efforts are crucial. Empowering local teams to be responsive and innovative in guest services can support corporate growth, if strategic oversight ensures brand consistency, and financial objectives are not compromised.
Recent Change Initiatives
Digitalisation: Recently, Hyatt Hotels has embarked on significant change initiatives, notably in the realm of digitalisation. According to Vial (2019), digitalisation is “a process that aims to improve an entity by triggering significant changes to its properties through combinations of information, computing, communication, and connectivity technologies”.  For Hyatt, this has translated into the deployment of advanced digital tools such as mobile room keys, personalized guest apps, and improved booking systems (Zarezadeh et al, 2022). The primary aim of these digital initiatives is to elevate convenience for guests, offer seamless service, and gather data-driven insights to refine operational strategies. The implementation of mobile check-in and digital concierge services illustrates Hyatt’s commitment to a more tech-savvy approach. These innovations are expected to increase customer satisfaction by offering a greater experience for guests, starting with the booking process. In an interview in 2022, Hyatt Hotels Corporation's Vice President of Data and Analytics, Raymond Boyle, expressed his conviction that through automation and machine learning, enhanced data analytics capabilities would enable Hyatt to anticipate guest needs and personalize their experience, creating a competitive advantage in the hospitality industry (McCracken, 2022). According to Boyle, defining success and performance means considering as much data as possible, but also counting guest experience as an important KPI. 
Impact and Change Management: Hyatt's digital transformation initiatives have had a measurable impact on the company's performance, as highlighted in their 2023 financial results (Hyatt, 2024). According to the report, the company's strategic focus on digital innovation contributed to a significant increase in operational efficiencies and guest satisfaction scores. Enhanced technological capabilities, such as mobile check-ins, contactless room entry, and data-driven personalization, have been linked to a higher average daily rate (ADR) and increased revenue per available room (RevPAR).
To manage these extensive changes effectively, Hyatt applied principles that align with Kotter’s Eight-Step Change Model. The leadership team started by creating a compelling sense of urgency (Kotter, 1995), underlining the need to modernize and meet evolving consumer expectations in a post-pandemic world (Dean, 2024). A strong coalition of executives and technology specialists was assembled to guide the digital initiatives, ensuring strategic oversight and smooth implementation across the organization.
Communication was a pivotal component of Hyatt’s change strategy (Kennett, 2024). Clear and transparent updates were provided through company-wide announcements and regular briefings, and through the Corporate and Investor’s News web pages, emphasizing the benefits of these technological advancements for both guests and employees. This helped to align the workforce with the vision and reduce resistance to the changes. The company also invested heavily in employee training programs to equip staff with the skills needed to operate the new digital tools effectively (Young, 2024). By doing so, Hyatt minimized disruptions to service quality and empowered its employees to deliver superior guest experiences using the latest technology.
Strategic Direction
Direction: According to a SWOT analysis for Hyatt Hotels (The Strategy Story, 2024), the corporation’s opportunities lie in the expansion in emerging markets, namely Asia, Pacific, the Middle East, and Africa. Considering its brand portfolio expansion, it seems that this is, indeed, the strategic goal for future growth that Hyatt adopted. With its constant investment in technology and the CSR efforts, the advantage of understanding customers’ awareness in environmental issues offer the company a unique position for developing strategies that align both with the brand’s vision, and with local cultures. With intense training and targeted involvement, the organisational culture of Hyatt is one of the areas that is kept consistent through the corporation (Dean, 2024). This is an extremely important point, as corporate culture can have significant implications in the success and performance of an organisation, just as inefficiency and ineffectiveness can be linked to an out-of-control kind of culture, where “identity crises within the organizational context” can spark inconsistencies in service delivery standards (Bogale & Debela, 2024). 
Strategies: Besides that, in a Five Forces analysis of Hyatt that covered: 1. Threat of new entrants; 2. Threat of substitutes; 3. Bargaining power of buyers; 4. Bargaining power of suppliers; and 5. Competitive rivalry (MBA Skool Team, 2023), the authors place the five forces between moderate and very strong. Turning this into an advantage is not easy, but Hyatt Hotels Corporation manages, through its corporate strategy, to do just that. For instance, when it comes to employer ranking, it held a proud 76th place in Fortune’s overall top 100 in 2023, gaining 3 places by 2024 (Fortune, 2024), and it ranks among the top 5 hospitality employers (Jobs, 2024). Also, as a business model, Hyatt Hotels favours a diverse field of revenue-generative activities, ranging from management, to franchising, all the way to ownership, and covering both business sector, and leisure. However, it tends to incline more towards luxury rooms, which attracts wealthier customers (Welbeck Ash Research, 2023). 
A merger & acquisition (M&A) strategy helps Hyatt solidify its position as a leading player in the luxury hotel segment and drive long-term growth. As of March 2024, the corporation bolsters ownership of a whooping 129,000 rooms (Hyatt, 2024). As global presence is one of its competitive advantages, for Hyatt M&A is the key to achieving that presence, especially as among its competition there are some of the most well-known and powerful brands in the hotel industry: Marriott International, Hilton, Accor, and InterContinental (Welbeck Ash Research, 2023).
Recommendations:
To strengthen its position in the competitive hospitality sector, Hyatt Hotels Corporation could adopt an attitude of focus over three key areas: enhancing employee engagement, expanding CSR efforts, and leveraging digital innovation.
1. Enhancing Employee Engagement: Improving employee retention through satisfaction can elevate service quality and brand loyalty. Along with maintaining its current employee flexibility, Hyatt could implement regular employee feedback sessions and establish more robust internal career pathways. This could be managed by the Human Resources department with quarterly surveys and annual internal promotion goals as KPIs.
2. Expanding CSR Efforts: As environmental awareness grows among its customers, Hyatt’s CSR strategies should prioritize visible sustainability initiatives, such as reducing carbon footprints and water conservation. Implementing green practices – like energy-efficient lighting and reduced plastic use – could be coordinated through the corporate sustainability team. Setting measurable goals, like a 10% reduction in carbon emissions within two years, can align with industry standards and appeal to eco-conscious travellers.
3. Leveraging Digital Innovation: Continued investment in digital tools to enhance guest experience and operational efficiency can sustain Hyatt’s competitive advantage. Introducing AI-driven customer service chatbots and expanding mobile app functionalities would elevate guest convenience. This can be overseen by the IT department, with KPIs including app engagement rates and customer satisfaction scores.
Conclusion:
Hyatt’s balance between centralized strategy and decentralized operations has been key to its ability to standardize quality while embracing cultural diversity. This dual approach supports the corporation’s global expansion and strengthens brand loyalty across diverse markets. Overall, Hyatt's approach to digital transformation has proven effective, as evidenced by strong financial performance and favourable guest feedback. However, the company recognizes the importance of ongoing adaptation, as technological advancements and customer expectations continue to evolve. Moving forward, sustained efforts in employee engagement, sustainability, and digital innovation would be pivotal in navigating the dynamic hospitality landscape. By aligning its strategic goals with emerging trends and operational efficiency, Hyatt can reinforce its leadership position in the luxury hospitality sector and continue delivering exceptional experiences to its guests worldwide.  
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