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Audit Report of Hilton Hotel
Introduction 
	Hilton Hotel Group is a leading multinational global hotel with over 187 premier hotel brands around the world. The Hotel was founded in 1919 by Conrad Hilton after realizing the potential of the Hotel sector within the fast-paced society (Vinod, 2022). Hilton Group owns franchises, manages, and rents over 6100 hotel chains in about 118 countries worldwide. Being an international luxury brand, Hilton Hotel target market is comprised of first-class hotel products, luxury facilities and high-grade service, tourists and leisure. The brand is known globally for thoughtful quality service as well as rigorous and very efficient style of management and superior economic efficiency (Zeng, 2021). Ambience and excellent customer service adds to the great customer experience and its brand of hotels and resorts are spread all over the world. Hilton prides in early success, which is well linked to the brand’s superior lodging and service. One of the prime strengths of the hotel brand portfolio is its commitment to diversity with the different Hotel Groups catering for distinct market segments (Tomašević, 2018). This paper is an audit report that analyses and evaluates the brand at individual unit levels and also at corporate level with a focus on organizational culture, structure, goals, change initiatives, strategic direction etc. 




Organization Structure, Culture, and Goal
Organizational Structure
	The Hilton Hotel Group is a dominant player in the hospitality industry because it is one of the prime diverse hotel brands. While operating 11 distinct hotel brands, Hilton Group assumes a hierarchical organizational structure with centralized headquarters, which oversees the operations of the hotels as well as resort units (Puranam & Maciejovsky, 2017). At Hilton hotels, the board of directors reviews the strategic direction and guarantees the long-term standing of the hotel at the highest level in the hierarchy. There is also an executive team in the management that comprises of the CEO, the CFO, and senior executives who report to the company’s board of directors (Hilton Management, 2023). The executive team executes the strategic direction of the board. With this hierarchical structure, Hilton follows a centralized structure with a vertical chain of command with distinct lines of authority. 
	The company’s decision-making authority flows from top-level executives to middle managers and then to front line employees. There are also divisions such as marketing, which handles public relations, advertising, and branding (Zeng, 2021). The finance department looks into financial planning, forecasting, and budgeting while the Human Resource division handles remuneration, training, and training. Hilton’s structure gives it an advantage in terms of clarity in lines of authority and effecting decisions in timely and efficient manner. Compared to competitors like Marriot who adheres to a decentralized structure, managers have the authority to make decision that are distributed across various levels and units giving Hilton an edge in prompt customer service (Hilton Management, 2023). Whereas decentralization allows for flexibility, it also causes delays in timely decision-making and thus little uniformity in standards and processes thus the hierarchical structure gives Hilton a competitive edge when it comes to decision-making. Hilton’s hierarchical structure also enables the company to consistently implement corporate strategies in the entire chain of its global network. 
Organizational Culture
	Within the hospitality sector; support, respect, collaboration, teamwork, leadership, and integrity are vital for success. Hilton has a skewness towards a very strong market culture, which is characterized by a strong focus on results, achievement, and competition (Lamo, 2019). The market culture has its emphasis on competitiveness among individuals and competitors. The culture is performance driven, it focuses on productivity, and efficiency where employees are inspired to be proactive towards meeting the needs of the customer, set high goals, and take initiative. The culture informs a high diversification of the workforce offering every staff with opportunities and resources to offer value (Hilton group, 2023). With a customer-centric culture, Hilton strives to provide the finest quality services to customers. Hilton also has a good grip on employee empowerment, which spurs retention, loyalty, and superior service to customers. Its closest competitor Accor Hotels that adopts a clan culture aimed at a more sense of belongingness and cooperation, which hinders individual accountability. In the case of Hilton, its culture enables it to collaborate more, develop its employees, and inspire teamwork for accountable moves with a sense of urgency and result-oriented culture (Hilton Culture, 2023). The culture motivates the staff to go beyond just meeting customer expectations.  Organisational culture aids the company to stay competitive and capitalise on opportunities. 
Organizational Goals
	As defined in its mission, Hiltons looks forward to be the most hospitable group of hotels globally through the creation of heartfelt experiences for its customers, meaningful opportunities for its members, positive community impact as well as value for shareholders. The company seeks global expansion with a focus on brand recognition and market reach via establishing strong partnerships (Team TBH, 2023). It aims to offer exceptional customer service and exceed the expectations of the guests while creating memorable experiences for repeat business. Moreover, Hilton is focused on strong financial performance in terms of effective cost management, revenue growth and increased share in the market for maximized profitability (Oladipo & Priyamvada, 2023). The hotel brand strives to excel as a global market leader in hospitality by maintaining a very strong global presence and consistently delivering high quality services and products. It develops key leaders who have a dedication towards the progress of the group. Hilton strives towards sustainable business methods through reduction of food waste, use of renewables and less plastic. According to Statista (2023) Hilton Worldwide Holdings Inc. accounted 151.01m U.S. dollars in 2022 daily on average, representing an increase from 2021’s 128.82m U.S. dollars. This figure represents exponential growth based on the good business strategies that the hotel group uses.
[image: C:\Users\Gladiator'15\Pictures\Screenshots\Screenshot (546).png]
Figure 1: average rate of Hilton globally ( Statista, 2023)

Recent Change Initiatives, Their Impact, and How Well They Were Managed
	Recently, Hilton has undertaken some key change initiatives. One such initiative is the ‘Travel with Purpose’ initiative whose aim is to ensure sustainability (Matteucci, 2020). This initiative was launched in 2018 and its aim is to redefine tourism and travel through a focus on social responsibility and environmental responsibility. The change initiative has had significant impact with Hilton setting to its ambitious goals of minimizing the environmental footprint by 50% throughout its entire portfolio as it nears 2030 (Hilton ESG, 2023). The company has pledged towards zero soap to all landfills and go for recycling of a million soap bars via soap recycling program. The efforts on sustainability have reduced the environmental impact and they have enhanced the reputation of the company as a socially responsible organization. The ‘Travel with purpose’ initiative is being undertaken through the integration of sustainability practices in Hilton’s operations (Hilton Management, 2023). Additionally, Hilton has implemented measures on energy saving such as automated HVAC hotel systems, water efficient fixtures and LED lighting. Contributing to this initiative, Hilton encourages its customers to participate in the linen and towel reuse programs. 
	Hilton also implements the ‘Hilton Innovation Gallery” serving as a platform for discovery, testing, and implementation of new technologies and innovations across its properties. This initiative was founded in 2019 and it is purposed to drive innovation, improve operational efficiency, and enhance the experience of customers (Rösch, 2020). The initiative has had positive impact since it has permitted the hotel to stay at the front at the wake of technological advancements within the hospitality industry. The gallery offers a good space for collaboration between technology partners and the Hotel enabling the company to evaluate and test new solutions prior to implementing them in the hotel chains. This has been important in helping the hotel to stay competitive, enhance its product offerings, and meet the changing customer needs (Hilton Grand Vacations, 2022). Hilton has had effective management of the Innovation Gallery initiative with Hilton actively being engaged with start-ups in technology and experts to identify and implement innovative solutions. The Hotel has also made strategic moves with technological experts like the IBM Watson and Amazon Web Services to leverage their resources and expertise. 	
The Organization’s Strategic Direction and Current Business Performance
	Hilton’s strategic direction is concentrated on expansion and growth. Hilton has a strategy of developing new properties in emerging and developing markets (Zeng, 2021). It aims at increasing its international footprint through entering new markets and expanding its presence in existing markets. The company’s strategy of growth is well supported by the strong brand recognition, customer loyalty programs, as well as strong relationships with developers and property owners (Vinod, 2022). 
	Concerning the business performance of Hilton Hotel Group, the company has consistently delivered very strong financial results. Hilton has achieved revenue growth year after year driven by the factors such as the addition of new properties, high daily average rates, and increased rates of occupancy (Rockett, 2023). Hilton leverages its global presence and thus it has captured a bigger share of the hotel market as well as generating strong returns for shareholders. In addition, Hilton has shown resilience and adaptability in the face of challenges such as the Covid-19 pandemic through implementation of contactless check-ins and enhanced cleaning protocols (Czyżewska, 2019). There are also flexible options for cancellation, which the company has introduced to cater for different travelling preferences. Such measures are proactively helping the hotel to stay agile and at the same time, they are positioning the hotel for recovery as travel demand is returning post-Covid. Its strategic direction and a strong performance has placed the company as a global leader in the industry with a focus of delivering exceptional guest experiences which enables the hotel to outdo its competitors and maintain a strong position in the market (Zeng, 2021). The company is committed towards customer satisfaction, sustainability, and innovation that are pillars driving its success. 
Comparisons with Competitors
	Hilton’s performance can be juxtaposed with some key competitors in the hospitality industry. In terms of market presence, Hilton has an extensive portfolio and a global footprint, which gives the company an edge over rivals operating in over 100 countries. Marriot and Accor Hotels are tough competitors, but their brand portfolios are not extensive as those of Hilton (Bourke, Izadi & Olya, 2020). Looking at Loyalty programs, the Hilton Honours programs have proven quite successful offering very exclusive benefits and rewards to members. The program has enabled Hilton to build strong relations with its customers and have facilitated repeat business. Marriot’s Bonvoy and Accor Live Limitless have their distinct loyalty programs but Hilton’s program stands out due to multiple redemptive options and flexibility. In terms of innovation and technological integration, Hilton utilizes digital check-ins for personalised experiences via mobile apps. Accor and Marriot also have similar tech capabilities, which heightened the competition in the hotel industry (Hilton, 2022). ‘Travel with purpose’ is Hilton’s sustainability program, which sets it ahead of competitors in terms of sustainability involving substantial commitments towards reduction of environmental impact. Accor and Marriot have their sustainability initiatives, but Hilton takes lead in that it has ambitious goals and approaches demonstrating commitment towards corporate social responsibility. 
Recommendations
	Whereas Hilton is a strong brand, here are recommendations based on this audit for further strengthening the brand. First Hilton should look into strengthening its operational efficiency. This is achievable by investing in automation and technology to streamline process, enhance productivity, and reduce costs (Rösch, 2020). Additionally, Hilton should look into enhancing diversification. Though the hotel has quite a strong presence in upscale and luxury, it has an opportunity of further diversifying its portfolio by expanding its offerings in various market segments like budget and midscale hotels in order to cater for a broad range of clients (Bourke, Izadi & Olya, 2020). Hilton needs to strengthen its efforts on sustainability. While commendable sustainability efforts are in place led by the ‘travel with purpose’ program, there is need for more aggressive targets exploring innovative solutions for reducing the company’s environmental footprint. By leveraging on technology and collaborating with suppliers who share in the goal for sustainability, Hilton is able to significantly make progress in achieving environmental commitments. Guests can also be trained on the need to embrace sustainable practices and encourage their participation. 
Conclusion
	Hilton Hotel Group is a leading multinational hotel brand that has established itself as a global leader within the hotel industry. Its hierarchical and centralized organizational structure, a market-oriented culture, and very ambitious goals have positioned the company for great success. Hilton has effective management on its change initiatives such as programs on sustainability and the innovation gallery. Its strategic direction is focused on growth and expansion, which is well supported by a strong commitment to innovation, customer satisfaction, and sustainability. In terms of technological integration, loyalty programs, and market presence, Hilton has an edge over its rivals. However, the company should consider enhancing its operational efficiency, diversification of its portfolio further and also further strengthening the its sustainability moves. 
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Supplementary notes
*On January 3, 2017, Hilton Worldwide completed
the spin-offs of a portfolio of hotels and resorts, as





