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Executive Summary 
The report has discussed the culture, goals and organisation structures of Hilton. It has incorporated discussions of recent change initiatives taken up by Hilton by focusing on their impacts. This has been followed by discussing the strategic direction and current business performance of the organisation.
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[bookmark: _px04unkgv527]Introduction
The report will present an audit and analyse Hilton's goals, structure and culture. It will thereafter discuss the impacts of change initiatives along with the strategic direction and business performance of the hotel. Hilton over the years has strived to expand its footprint and at the same time deliver a memorable customer experience and increase its market share. It has also placed emphasis on sustainability and has set a few ambitious targets in reducing environmental impacts which will be a part of the company's goal. 
[bookmark: _qdintfchburt]Organisational structure, culture and goals
The organisational structure of the Hilton Group 
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Image 1: Organisational Structure of Hilton Group
Source: (Adair, 2009)
Hilton Hotel Group has a divisional organisational structure which is due to its C-suit that holds the accountability to manage a wide array of geographic and functional divisions. Moreover, Hilton Group itself has been divided into many properties and operates in the following three areas: 
1. Ownership: These are those properties that Hilton directly owns.
2. Management and franchise: These are the properties that Hilton has franchised to others. 
3. Timeshare: These are the grand vacation properties known as Hilton Timeshare (Armstrong, 2012). 
Hence, with this organisational structure, Hilton has segmented its employees on the basis of markets and products as opposed to what job roles they have. 
Aligning with contingency theory: 
With that, the organisational structure of Hilton can be understood through the lens of a theory which is contingency theory. As per contingency theory, the organisational structure must always align with the strategic goals and environmental conditions of the organisation and therefore, Hilton uses a divisional structure as the organisation is divided into many groups.
· Moreover, this organisational structure has helped the managers of Hilton to develop the required skills linked with the services that they provide across the hotel chain and hence has facilitated managerial development (Buchanan and Huczynski, 2019). 
· This structure has also helped Hilton to grow and expand its divisions more without interrupting its existing operations. 
· Hilton over the years has used a divisional structure to develop a culture of divisional level that has helped in closely meeting the local market's needs. 
· Moreover, this structure has helped Hilton in making informed decisions that are then shifted downward in the organisation and hence has improved Hilton’s response to the local market (Hilton, 2022).
Culture of Hilton Group 
Hilton's structure is rooted in the core values including integrity, hospitality, teamwork, leadership, sustainability and ownership. The hotel has the aim to provide excellent and exceptional customer service, fostering a supportive working environment, maintaining higher ethical standards and thereby contributing to a positive impact on the environment and society (Armstrong, 2012). The culture of Hilton is to allow individuals to travel with a purpose and hence is committed to developing a better travel world. 
Competing Values Framework 
The five pillars of Hilton's culture can be analysed using CVF (competing values framework). As per the CVF, organisational culture could be classified into four quadrants of adhocracy, clan, market and hierarchy. As for Hilton, the company's culture is close to hierarchy and clan culture. It places emphasis on values such as teamwork, hospitality, and ownership that reflect clan culture. It also places emphasis on employee development, collaboration and a friendly atmosphere. 
Moreover, the divisional structure has helped in focusing on leadership and integrity prioritising rules, control and stability (Buchanan and Huczynski, 2019). This culture has helped in having consistency and efficient coordination in operations across the company. Since the hospitality industry is highly regulated and complex, having a culture and structure ensuring growth and expansion is advantageous for Hilton to stay competitive.
Goals of Hilton Group 
The goals of Hilton Group are as follows: 
· Hilton Group has the goal of operating and growing sustainably. 
· It has the goal of reducing its consumption of natural resources. 
· Hilton has also focused on destination stewardship and climate action and has the intention to pave the way to having a near-zero future for itself and also for the global travel and tourism industry (Hilton, 2022). 
Hence, it could be said that the goals of this hotel mainly revolve around profitability, growth, customer satisfaction and environmental awareness. 
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Hilton Effect strategy
In recent years, Hilton has taken numerous notable change initiatives. One of the significant changes was to introduce the "Hilton Effect" strategy. The Hilton effect strategy aims to enhance the experience of the customers, strengthen the organisation's community engagement, empower team members and so on (Hilton, 2023). This particular initiative could improve technology integration, emphasise personalised services and improve partnerships with its local communities. 
Implementing digital transformation 
This is another significant change as Hilton decided to implement digital transformation efforts. The organisation has invested heavily in technology infrastructure, data analytics, mobile applications etc to improve operational efficiency and customer interactions. The digital initiatives have guided in facilitating personalised services, streamlining processes and gathering important and valuable insights regarding the customers.
Pandemic Safety Innovations
As it is known, the pandemic has changed the way hotels will function, Hilton too has taken initiatives of change on this front. It has considered global design and started offering a contactless guest experience from check-in to check-out (Hilton, 2023). During the pandemic, there was a shift in customer expectations as well and to meet this Hilton has introduced easy check-in. The customers can request a digital key through their smartphones to access the rooms, pool and fitness centre.
Environmental Impact-Travel with purpose
It has taken action and one of the significant change initiatives was done in the area of environment. It has taken destination stewardship and climate action. It has also taken the initiative to become net zero soon. It has also used its LightStay system which is award-winning and through it, it can measure reports and thereby improve environmental impacts across its global portfolio (Hilton, 2023). It has also created several science-based targets so that it can reduce greenhouse gas emissions aligning with the Paris Agreement.
Impacts of the initiatives
· The impacts of all the change initiatives have turned out to be positive. The "Hilton Effect" Strategy could strengthen the brand reputation of the organisation, increase employee satisfaction and improve customer loyalty (Robbins et al., 2013). 
· On the other hand, the digital transformation initiatives could help Hilton to bring improvements in its operational effectiveness. This has allowed Hilton to adapt to stay more competitive in its market and at the same time evolve to customer preferences.
Lewin’s Three Change Model of Change 
All the change initiatives that have been implemented by Hilton regarding the environment, brand reputation, digital transformation and enhancing customer experience could be understood with the help of Lewin's Three Stage Model of Change (Rollinson et al., 2008). As per this model, the successful change would need to incorporate the three stages of unfreezing, changing and refreezing. One example can be taken into consideration, the change initiative of Hilton of "Hilton Effect'' strategy, digital transformation efforts, pandemic safety innovations and environmental impact reflects the first stage of unfreezing wherein Hilton has identified the requirement for a change in those areas and communicated it with its staff and managers.
It is critical to mention that these change initiatives can also bring in certain challenges specifically in the second stage of change. There have been issues such as lack of alignment, resistance to change across different units and challenges in adopting technologies (Robbins et al., 2008). All these can hinder the successful implementation of the idea and change within the organisation. This is usually followed by the refreezing stage where the organisation becomes ready to implement the plan and observe desired outcomes. 
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Strategic Direction of Hilton Hotel 
Hilton's strategy is to inspire renewed confidence and trust in both its brand and travel and is based on three insight-driven pillars such as marketing creative, product innovation and customer connection. 
1. Marketing creative: Hilton announced its global marketing campaign in October 2020 named "To new memories". This initiative was mainly driven by a survey done by the customers that revealed that around 9 in 10 travellers state that their travel memories are among the happiest memories of their lives (Bloisi et al., 2007). This campaign has been developed in order to reignite individuals' passion for travelling by reminding them of their adventures, vacations etc. Hilton has strategically used social media to drive this campaign.
2. Product innovation: The people's priorities have changed during the pandemic and they now look more for protection and cleanliness and care less about services and amenities as they search for any hotel (Arnold, 2005). To meet this demand, Hilton came out with a program that will make sure about the cleaning of hotel rooms. It has partnered with the trusted household cleaning brand Lysol which has launched Hilton Clean Stay. 
3. Customer connection: As many individuals work from home during the pandemic, the hotel has identified a good opportunity to provide all its customers with an environment that would be completely distraction-free. This initiative as a part of Hilton's latest strategic direction is named Workspaces.
Current Business Performance
The current market position of Hilton globally is $38.15 billion as of May 2023. Of late due to incorporating several strategic measures to meet customer's needs, Hilton has performed well currently. In 2022, it generated around 8.77 billion US dollars in revenue which is more than what it could generate in 2021 which was 5.79 billion (Boddy, 2014). 
The current business performance is usually assessed by customer satisfaction and profitability as well apart from revenue growth. In terms of profitability, the annual gross profit of Hilton was $7.774B as of 2022 which was a 52.16% increase from the previous year. Moreover, in 2021, the gross profit was $5.109 B which was 38.57% more than in 2022 (Mullins, 2020). In terms of customer satisfaction, the loyalty score got the highest ratings from the customers of Architecture and Planning and the lowest from the customers of travel and hospitality customers. In the US, it received a score of 76 in 2022 on the American Customer Satisfaction Index.
Resource-based view 
The strategic direction as well as current business performance could be evaluated with the help of a Resource-based view (RBV). As per RBV, the sustainable competitive advantage of Hilton lies in its unique capabilities and resources. In the case of Hilton, it has responded properly to the current situation of both "during pandemic" and "post-pandemic" conditions (Mullins, 2007). Due to focusing on market creativity, customer experience and product innovation, it could create a more extensive global network by ensuring a stronger brand reputation and focusing on customer loyalty programs which act as a key resource. Moreover, as per RBV, the capabilities of personalising the services to meet customers' needs have contributed to competitive advantage.
[bookmark: _mjoolayyhoo]Conclusion
The report has discussed the audit and analysed Hilton's business aspects in a coherent way. It has discussed the structure, goals and culture and found that structure and culture are interlinked. Besides, it was found that Hilton has taken charge of initiatives to meet the demands of the current market and customers. The report highlighted the profitability and current business performance of Hilton as well along with its strategic direction.
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