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This report is based on the analysis of the case study of the Hilton Hotel. The organisation has been analysed by using relevant theories and concepts. The report covers the analysis of organisational structure, goals, and culture. Moreover, a discussion of recent change initiatives is also included. The report also includes a review of the strategic direction of Hilton Hotel and current business performance.
Hilton Hotel is the leading hospitality company across the globe. Hilton is operating 22 brands in 124 countries across the world. The organisation was founded in the year 1919. The first hotel was purchased in Texas. In 2022, the number of hotels owned by Hilton exceeded 5.5 thousand in the United States. Some of the largest brands include Embassy Suites, Hampton, Waldorf Astoria, and Double Tree. The market size of the business in 2023 was approximately 4.7 trillion U.S. dollars. It is expected that the market size of Hilton will grow to 5.8 trillion by 2027. The key competitors of Hilton include MGM and Marriott International. In 2022, Hilton was the leading hotel on the basis of brand value. The United States is the largest market for Hilton Hotels. However, the company also owns hotels in Europe, Asia Pacific, Africa, and the Middle East. The Average Customer Satisfaction Score of Hilton in 2023 was 79.
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[bookmark: _Toc150798240]Organisational Culture of Hilton Hotels
The culture of Hilton expects to establish the best work environment. The culture upholds values that guarantee that employees' abilities and capacities are used in the best way. The values and culture provide significant development and advancement opportunities. The vital components of culture incorporate diversity and inclusion. These qualities enable the hotel to coordinate different thoughts and points of view in business choices.
One of the vital values of Hilton Inn incorporates hospitality. The culture centres on providing extraordinary service to the clients. The subsequent value is integrity, which centres on making the best decision with flawless timing. The third value is leadership, which has enabled the company to become a leader in the industry. Teamwork is the fourth value of Hilton, which stresses the importance of working in teams.  The organisation also focuses on taking ownership of business decisions and actions, which is the fifth organisational value. The sixth value is Now, which focuses on the sense of urgency and discipline.
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The organisational structure of Hilton Hotels is divisional. The business is divided into different divisions, which has helped in the management of operations. The operations can be broadly classified into three areas, including ownership, franchise, and timeshare. The first one is ownership, which manages properties owned by Hilton. Management and Franchise, which consists of properties by Hilton. Timeshare is referred to as Grand Vacation properties of Hilton. The first two divisions are managed by Hilton Hotels. The following image represents the organisational chart of Hilton:
[image: ]
Figure 1: Organisational Structure Hilton Hotels
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In order to understand the type of change at the Hilton Hotel, Hofges and Gill's (2015) Typology of change will be used. It consists of four categories, including how it happens, Magnitude, Focus, and level. 

	HOW IT HAPPENS
-Planed
-Emergent
-Contingency
	MAGNITUDE
-Incremental
-Transformational
-Punctuated equilibrium

	FOCUS
-Strategic
-Operational
	LEVEL
-Individual
-Team
-Organisation



Figure 2: Change Framework

There are different factors which trigger a change in organisations. These can be classified into internal and external. One of the key internal factors includes the need to offer new products and services. The decline in performance is also one of the factors which creates the need for change. Organisations also implement changes in order to deal with low morale and high staff turnover. Change management initiatives are also implemented in order to develop new skills and capabilities. The external factors which drive change include advancement in technology for example automated complimentary room upgrades and the ability to book confirmed connecting rooms, chatbot can improve guest experience and mobile ordering. The changes in global politics also have an impact on change.A blend of inside and outside factors was liable for driving change in the business. The higher degree of competition in the worldwide industry was one of the main factors responsible for driving change. To get by and prevail in the competitive climate, it was essential to put resources in such a manner that personalised services are offered. The drive towards innovation was additionally one of the elements liable for driving change at the organisation. To get by in this climate, the hotel put resources into cutting-edge innovation. It helped in gathering client information and offering customised items and administrations.The Change Management Initiative at Hilton Hotel includes a digital innovation and agile transformation strategy. The global hospitality industry is changing rapidly. There has been an increase in the number of competitors, such as Airbnb. The rise of competitors has caused a shift in customer expectations. In order to survive and succeed in the competitive environment, Hilton planned the change that involved improving functionality in order to maintain its competitive position. Hence, it can be agreed that the change initiative at Hilton was planned. Planned Change can be defined as the process of change in which the entire organisation is prepared in order to implement the change and achieve new goals. In this way, the organisation moves in a new direction.
The Magnitude of Change at Hilton Hotel is transformational. The Transormational change at Hilton Hotel involves improving the digital experience of customers. The customers of Hilton can now use the mobile app in order to book their books. Moreover, several other options have become digitised, such as controlling lights and temperature. In addition, Hilton has also digitised room service. This digital transformation has enabled Hilton to offer a personalised experience. In the current environment, there has been an increase in the need for a customised experience in the hospitality industry (The Brand Hopper, 2023). One of the ways Hilton achieves this goal is through personalisation (Rui¸2021). Hilton gathers customer data through mobile and loyalty apps. In this way, Hilton is able to develop personalised messages. Moreover, guest data is also used in order to match the needs of guests with the service. The transformation implemented by Hilton Hotels was a part of the strategic initiative of the business. The change was implemented at the organisation level; hence, it requires the contribution of all members of the organisation.

[bookmark: _Toc150798243]Management of Change
The Leadership Change Model can be used to determine how change is managed. One of the elements includes Generating Energy for Transformation. There are different factors which generate energy for transformation. These include confronting reality, creating resources, modelling desired behaviour, and raising the bar. Another element includes developing a vision of the future. There are different ways through which a vision for the future can be developed, including visioning, analysis of the total system, and transformation initiatives. Another important element required for successful change management includes aligning the internal organisational context. It consists of restructuring, implementation of infrastructure, and building of core competencies. The next step in this cycle includes creating a transformation process architecture. There are different ways to create a transformation process architecture. These include education, training, coordination, feedback, and consulting.

[bookmark: _Toc150798244]Generating Energy for Transformation
In order to generate energy for change, the management of Hilton Hotels created the need for change. The team members were informed about the need for change. The implementation of new technology required the development of new skills. For this purpose, the organisation created an awareness program. The role of leadership was important in the successful implementation of change. However, there were some barriers which had an impact on the energy to manage change, such as resistance among employees.
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Hilton Hotel has one of the strongest brand values in the global hospitality industry. After the COVID-19 pandemic, the environment in the global hospitality industry has changed rapidly. In this environment, it has become important to invest in advanced technology. The development of digital technology threatened the competitive position of Hilton Hotel. In order to implement the change successfully, Hilton Hotel focused on transformation initiatives. The key initiatives undertaken by the hotel include partnerships with organisations in order to implement advanced technology. The investment in technology helped in gathering data from customers and using the data to personalise products and services.
The demand for sustainable travel has been increasing in the global hospitality industry. Hence, it is essential to offer a sustainable experience to the guests. This goal can achieved by getting food from local sources, Reidhead EV charging stations, and paperless check-ins. Hilton has successfully invested in digital technology in order to offer a seamless experience to the customers.
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An important step involved in aligning external change with internal processes includes the implementation of infrastructure. In order to manage the change successfully, Hilton Hotel implemented a new technology infrastructure. The customers of Hilton Hotel are looking for an engaging experience. They also want connections with destination-focused packages. There has been an increase in the number of travellers who are looking for unique experiences. In order to offer unique and personalised experiences to the customers, it is important for hotels to connect customer experiences with demands. The implementation of a technology infrastructure has enabled Hilton to enable customers to use mobile phones in order to access most of the services, such as room service and booking. On the other side, the use of technology has helped in gathering customer data (Hospitality Tech, 2022).
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Hilton has focused on the attainment of wider brand recognition with its digital strategy. The digital strategy has enabled Hilton to differentiate its brand. In order to successfully implement change, there is a need for a transformation process architecture. This stage requires education, training, awareness, coordination, and feedback mechanisms. For the successful implementation of change, Hilton invested in a transformation system to coordinate resources.  The advancements in technology have enabled Hilton to achieve a higher level of cooperation in processes. One of the ways to support the change process is education. Hence, Hilton has developed partnerships with top educational institutions in order to offer training to its employees. The training and development programs have been successful in terms of creating awareness of change as well as successful implementation.
One of the ways through which Hilton Hotel has offered support to the employees is Thrive@Hilton. This framework focuses on three areas, including spirit, body, and mind. The focus of this program is to provide stimulating work experience to the employees. It also focuses on learning new techniques in order to manage businesses in a meaningful manner.
The change management process at Hilton has been implemented successfully because of the implementation of a culture of learning. It is based on the 70-20-10 learning framework. According to this framework, 70% of learning is based on on-the-job experiences. Moreover, 20% of learning is based on feedback from others. Hence, feedback from others is an important part of the employee learning and development program at Hilton. The percentage of formal learning at Hilton is 10%; hence, formal training and development programs are also an important part of Hilton's learning and development.
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The analysis of the case study of Hilton Hotel has revealed that the hotel has implemented a transformational change, which enabled it to survive and succeed in the competitive environment. The major force driving change at the hotel is technology. The investment in technology has helped in creating a unique digital experience. In this way, the hotel is able to gather customer data and personalise it in order to offer unique customer experiences. There are different factors which have created the need for change. One of the key factors include an increase in the demand for personalised service. It has resulted in an increase in the need for investing in technology in order to offer personalised products and services.
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