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[bookmark: _Toc181991279]Executive Summary
Wyndham Hotels & Resorts is a big hotel franchisor that encompasses over 9000 hotels, each under 25 different brands such as Ramada, Travelodge, and Howard Johnson, spread across 95 countries. This report demonstrates how its organisation structure, culture and goals as well as its most recent change initiatives contribute towards supporting the corporate mission and desire to maintain their market competitiveness. 
Under the leadership of CEO Geoff Ballotti, Wyndham Hotels & Resorts is structured as a centralised hierarchical organisation. This type of organisational structure helps its leadership manage the global aspects of the business effortlessly as the chain of command and communication seamlessly flow from top to bottom, ensuring there is consistency across the organisation and its implementation of necessary changes. 
Guided by its objective to make travel accessible to everyone, and by utilising its “Count me In” service culture, they focus on valuing and prioritising customer service, ethical behaviour, accountability and inclusion. This service culture suggest that under Charles Handy’s cultures paradigm, Wyndham Hotels & Resorts culture would be best described as a Role Culture one, where the emphasis is on hierarchical positions and responsibilities.
Wyndham Hotels & Resorts takes its social responsibility seriously and this is demonstrated by its 2024 ESG report, where it states as clear goals things such as water conservation, single-use plastic elimination, having all their hotels achieve the Wyndham Green accreditation or deliver across all their hotels employee unconscious bias training. 
Recent chance initiatives emphasise Wyndham Hotels and Resorts ability to adapt to market trends and needs, as well as seize each opportunity to develop and grow. The 2021 “Women Own the Room” is an initiative that promotes gender equality and diversity in hotel ownership by creating a clear support system for women entrepreneurs. “Project Echo” looked at seizing a need in the market and developing extended-stay hotels as there was a clear indication that this is where the trend was going to be. They have proved to be extremely successful with their projects and have managed to satisfy both their guests and franchisees. 
Looking at the future, Wyndham Hotels & Resorts strives to generate franchisee profit, guest satisfaction, and continue their sustainability focus. To achieve these long-term goals, the company invested in an AI-platform called Wyndham Connect and well as starting a new partnership with WaterWalk to extend their grasp in the extended stay hotel market. 
Finally, the Wyndham’s Hotels & Resorts positions itself as a market leader through its structure, culture, and strategic goals. Its fast reaction to commercial demands and social responsibilities will ensure its relevance for year to come. To help improve its community impact, however, the company could look at incentives and training on awareness to help increase employee community participation and social activity.
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Wyndham Hotels & Resorts is a well known hotel chain that encompasses 25 different hotel brands such as Dazzler, Howard Johnson, Ramada, Travelodge or Wyndham (Wyndham Hotels & Resorts, no date). With over 9000 hotels across 95 countries, Wyndham Hotels & Resorts pride themselves to be the biggest hotel franchise in the world (Wyndham Hotels and Resorts, no date), capable to cater to a variety of guests.  
This report will look at examining the hotel chain’s organisational structure as well as the organisational culture, analyse their goals from a corporate level but also from an individual level, and consider some of the most recent change initiatives the Wyndham Hotels & Resorts undertook and their impact on the organisation. 
[bookmark: _Toc181991281]Organisation Structure, Culture, and Goals
[bookmark: _Toc181991282]Organisation Structure
In order to understand a company’s chain of command and the way it separates its roles, functions and respective responsibilities and accountability, ones needs to look at the company’s organisation structure. The organisation structure highlights the flow of communication within it and has an essential role in ensuring the goals and objectives are achieved in harmony across the business (Organ, 2024). 
The Wyndham Hotels & Resorts franchise operates under a centralised hierarchical organisation structure. Geoff Ballotti, the hotel chain’s President and Chief Executive Office (CEO) has under his span of control a leadership team composed of 10 different roles (Wyndham Hotels & Resorts, no date).
The organisation is also overseen by a 8-member Board of Directors who are chosen independently and are responsible for overseeing and governing the organisation. Wyndham Hotels & Resorts’ Board of Directors have been chosen based on their knowledge and expertise, in order to contribute to the organisation’s goals (Wyndham Hotels & Resorts, 2019).
The centralised hierarchical structure is one of the most common types of organisation structures within large businesses. In this type of organisation, the power shifts from the Board of Directors to the CEO, and then to the rest of the company (Freedman, 2024). However, even if the type of organisation is a centralised one, it can be considered to be a M-form type of structure, as described by Burton and Obel, with a focus on structuring by location (Burton and Obel, 2018) where each President from directly under the CEO is responsible for it’s own area. In a hierarchical structure, the top-level leadership is responsible for anticipating future moves and needs of the lower levels and then making decisions and giving instructions for how these moves are to be handled and ultimately the lower levels having to react to the decisions received from the top level (Schneeweiss, 1995). This kind of communication ensures consistency and a clear message sent across the business, it also helps define a clear progression route for the lower levels with opportunities given to those who demonstrate the ability to successfully anticipate future needs for the business. 
A similar type of organisation structure can be seen within Marriott International, where the CEO, Anthony Capuano, directly coordinates a group of 317 (The Org, no date), which makes his span of control a lot bigger than that of Wyndham Hotels & Resorts’ CEO. This would in turn make it more difficult for Anthony Capuano to ensure his vision is properly implemented by all 317 people.
Focusing on an individual level, and looking specifically at Travelodge hotels, the same type of hierarchical organisation is maintained, including the presence of a Board of Directors (Travelodge, no date). This evidences consistency across the franchise that is kept by individual brands that confirm this type of organisation structure as a successful one for a large scale business. 
[bookmark: _Toc181991283]Organisation Culture
Organisation culture describes a set of concepts and values that can be found within those working in a company and that help differentiate them from people working in other organisations (Kassem and Ajmal, 2019, p. 2). 
Wyndham Hotels & Resorts advertises on their website their signature organisation culture, and that is: “Count on Me”, this refer to a type of service which expects each employee to display a customer focus approach in every aspect of their job no matter if their customers are represented by guests, their partners or the communities in which they conduct their business (Wyndham Hotels & Resorts, no date).  Alongside their motto, the franchise’s values promote integrity, accountability, inclusiveness, care and fun within their grand group of employees. These values seamlessly intertwine with the company’s mission statement which says: “Our mission is to make hotel travel possible for all people. Wherever they go, Wyndham will be there to welcome them. Our owners play a critical role by putting this mission to work in real time, in hotels all over the world.”
Looking at the franchise’s missions statement it can be considered that from a theoretical perspective, Wyndham Hotels & Resorts organisation culture is best described by the Role Culture from Charles Handy’s theory of Organisational Culture. With a focus on setting clear roles within it’s hierarchy which identify each group’s responsibilities, it has defined rules and expectancy for these rules to be adhered to (L&D Hero, 2023).  
Staying true to the corporate values, Travelodge hotels promote a commitment to offering an alternative that has great value for money as well as accessibility, focusing on becoming “The Brilliant Base” in their guests choices (Travelodge, no date). 
[bookmark: _Toc181991284]Organisation Goals
The strategic objectives set by a company’s leadership in order to clearly define the desired results that need to be produced by their employees define the organisational goals (Awati, Lutkevich and Roy, no date). These goals help set the route that needs to be followed in order to achieve the company’s mission statement. 
For Wyndham Hotels & Resorts their declared objectives clearly demonstrate how these 3 components of an organisation, its structure, culture and goals; harmonise to show clarity and consistency. The organisation focuses their goals on three main categories: environmental, social and governance (Wyndham Hotels & Resorts, 2024).
Some of these goals include:
· 15% reduction in water consumption per square foot by 2025. This goal has already been achieved as the hotel has managed to reduce their water consumption per square foot by 16% since 2023.
· 100% elimination of single-use plastics by 2025. They are currently on track of achieving this goal with having roughly 70% of their EMA locations adopting the use of bulk amenity dispensers.
· 100% of managed hotels becoming Wyndham Green certified by 2025. The franchise is head of schedule on this goal with 95% of their managed hotels having been successfully certified. 
· 100% of corporate and managed hotel team members receiving unconscious bias training by 2025. As of 2023 99% of their team members have received this type of training. 
· 100% Wish Day participation by 2025. This is one goal where the group is behind schedule, with only 29% of their eligible staff volunteering for a Wish Day by 2023.
Aligned to the corporate goals, Travelodge hotels also focuses its long and short term goals towards on sustainability, striving to reduce their carbon emissions, refurbishing and building new hotels in a sustainable manner and conserving water (as of 2023 they managed to reduce water consumption from 123 litres per customer to 98 litres in 2024). They also try to promote inclusion and diversity by evening out the percentage of male and female employees and focusing on an ethnic diversity (Travelodge, 2024). They have been promoting these new focuses ever since 2022 when they declared to have a focus on positively impacting the communities in which their hotels operate (Gill, 2022). 
These goals clearly demonstrate a focus on sustainability and inclusion and diversity, with little reference to growing profits and more on their desire to set themselves apart as role models for their competitors. It is evident that Wyndham Hotels & Resort understand their responsibility as one of the biggest hospitality titans, and strives to align themselves with the growing trend that is sustainability. 
[bookmark: _Toc181991285]Recent Change Initiatives
In an ever changing world, change is essential in order to survive. From a business perspective, implementing changing and successfully managing it requires a smooth integration of the desired modification into the company’s culture and values so that minimal disruption to workflow and engagement is felt during the change process (Iacoviello, Whiteford and Downie, 2024). In the business environment, the number of change projects is growing, however, only 31% of these new projects prove to be successful (Nieto-Rodriguez, 2023). This highlights the imperative need of a strong approach to change management. 
In 2021 Wyndham Hotels & Resorts started the “Women Own the Room” program (Parsippany, 2021), the first program designed to promote and support women entrepreneurs in entering the hotel-ownership market. This program came as part of Wyndham’s Hotels & Resorts dedication to their inclusion and diversity culture. Within the program women would be supported financially, by offering them higher capital and reduced initial fees, providing personalised guidance and training and organising events that can help women join a community in which they can share success stories and encourage each other. Within 1 year of the program taking place, it has supported the opening of 30 hotels owned by women, with 10 hotels only in the United States(Parsippany, 2023). This program has proven to be a successful initiative taken by the business, which identified a potential in expanding their portfolio of hotels whilst at the same type tackle a well-known issue of gender inequality. 
Considering how the change was implemented, Wyndham Hotels & Resorts can be considered a machine organisation (Cameron and Green, 2019, p. 89), where the change was implemented by their top leaders, with clear guidance provided on how it should be handled.  
Another change initiative introduced by Wyndham Hotels & Resorts is the 2021 “Project Echo” which looked at developing 50 new constructions aimed to be an extended stay hotel. This came on the back of an increased demand for extended stay from hotel guests and a limited market availability at the time. The 50 constructions offered 124 rooms that provided a choice of both single or two-queen studios equipped with kitchenettes. The sites also include locations where guests would be able to do their laundry and a fitness centre (Caswell, 2022). Within 6 months the new hotel brand Echo Suites, has proven to be one of the fastest growing brand under the franchise’s umbrella (Caswell, 2022). This is another example of a successful change initiative from the Wyndham Hotels & Resorts group, which identify a need in the market and took hold of the opportunity by further establishing themselves as one of the most powerful players in the hospitality field. 
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Wyndham’s Hotels & Resorts strategic direction looks at enabling it’s franchisees grow their profits, enhance their guest’s experience and at the same type promote sustainability. 
In order to achieve this, they have introduced AI technology in their business, in the form of Wyndham Connect, a platform that facilitates and enhances their guest’s stay whilst at the same time making it easier for the owners to handle operations (Parsippany, 2024). 
It also looks at bringing in more Extended Stay offer by partnering with WaterWalk to add 11 more hotels to their portfolio under a new brand: WaterWalk Extended Stay by Wyndham (Parsippany, 2024). 
All this is looking to be achieved by continuing to drive a change in its current properties when it comes to sustainability, as reflected in the company’s goals. 
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This report has demonstrated that Wyndham’s Hotels & Resorts organisation structure, goals and culture are well harmonised with its strategic ambitions. Its centralised hierarchical structure ensures clear and efficient communication and helps its leaders manage it despite it’s colossal scale. The “Count on Me” culture drives accountability and excellent customer service, managing to enable it to stand by it’s mission statement. Their aims when considering environmental responsibility align them with modern corporate and consumer expectations. 
With their recent change initiatives, it has shown it can adapt to market changes and society’s requirements whilst still growing their profits. These programmes testify for the company’s strategic adaptability. It’s strategic direction is supported by it’s investments in technology and infrastructure, which ultimately lead to increased customer satisfaction and owner profitability. 
Throughout it has demonstrated that it deserves it leading position and most likely it will continue to stay relevant in the hospitality business for a long time. 
[bookmark: _Toc181991288]Recommendations
Considering all of the above, it can be seen that Wyndham Hotels & Resorts are already on the right path of staying one of the strongest competitors in hospitality. However, considering the large scale at which they operate, they would benefit from an increased involvement in supporting their communities, with a focus on encouraging their employees to take part in social activities, such as Wish Day. This could be achieved through incentives and rewards, as well as training sessions aimed at raising awareness on the needs of those in their communities. 
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