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Executive summary 
This report aims to conduct a strategic analysis of Hyatt Hotels emphasizing the external and internal business environment in which the company operates and its competitive advantage. Moreover, this report discusses Hyatt's experience of managing the brand and leadership to enhance strategic development concerning Contingency Theory. Significantly, the market positioning of key competitors is determined, and Hyatt's competitive advantage and weaknesses are identified. Furthermore, specific strategies for using AI in the improvement of personal services to guests, to enter the budget and middle segments, as well as to populate the hybrid loyalty program, serve as recommendations to increase the company’s presence and popularity in the field of hospitality and hotels. They enhance long-term growth and brand exposure selectively worldwide as part of Hyatt’s strategic plan.
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1. [bookmark: _heading=h.gjdgxs]Introduction 
This report aims to evaluate the key factors, trends, and organizational structure in the hospitality industry. This report highly emphasizes Hyatt Hotel Corporation, which provides significant insight into the context of the development and prosperity of the hotel industry (Morrison, 2022).  The purpose of this report is to evaluate the structure and culture of Hyatt, identification of strategic changes within the organization, and the identification of its recent and future strategies. Through understanding how Hyatt operates, changes over time, and aligns its business workings with its purpose, this report will analyze the success of Hyatt in delivering on company promises, motivating and retaining employees, and attainable and perpetual business growth.
1.1 [bookmark: _heading=h.30j0zll]Overview of the Hyatt hotel 
Hyatt is a world-class hotel company, which specializes in offering the highest quality service with distinction and elegance inherent in each of the company's properties. Hyatt began in 1957 and is located in Chicago, Illinois, USA with over 780 locations in more than 60 nations, and innovatively exploring new approaches to accommodate current global travelers (Hyatt, 2023). Operating in a competitive environment, the company is to continue to offer exceptional customer experience, innovation, and more sustainable strategy focuses that are already familiar to Hyatt.
[image: ]
Figure 1: Hyatt logo
Source: (Hyatt, 2023)
2 [bookmark: _heading=h.1fob9te]Organizational structure, culture, and goals 
Hyatt Hotels Corporation is the world's leading hospitality company that provides valuable hotel and resort accommodations. Moreover, Hyatt has many brands, such as Hyatt Regency, Grand Hyatt, Park Hyatt, Andaz, Hyatt House, etc. The company operates, franchises, and owns a variety of properties in the Americas, Europe, the Middle East, Africa, and Asia Pacific. This division-based organization is effective in delivering Hyatt's various hotel operations because it closely links regional requirements and global objectives (Bilovodska and Kravchuk, 2020). Hyatt's organizational values include care, inclusion, and innovation, as a corporate culture (Davies, et al., 2022). Moreover, these principles guide the organization's interactions with its clients, its workers, and its brands. Hyatt's organizational culture promotes care and empathy to guests which helps in enhancing guests' experience and creates a high level of employee motivation (Abed et al., 2024). 
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Figure 2: Number of Hyatt Hotels Corporation hotels worldwide from 2015 to 2023
Source: (Statista, 2023)
Significantly, Hyatt's leadership comprises several top officers managing different functions within the company such as financial management, functional management, property management, and investment management. The geographical structure of the company is well-defined to maintain operational control over its widely spread segments and regions of operation. Furthermore, Hyatt maintains high corporate standards of ethics, diversity, and inclusion, enhancing their governance structures to reflect unity on the international, regional, and functional dimensions. Additionally, established a committee for environmental, social, and governance (ESG) initiatives to build it into the company's strategy at Hyatt (Luiten, 2020).
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Figure 3: Stock Price Performance
Source: (Forbes, 2024)
[bookmark: _heading=h.3znysh7]Hyatt's mission and strategic aims are all linked to the company's vision to achieve the status of a global hospitality leader, however, these objectives include quality, sustainability, and growth. The statically graph shows that the stock prices performance gradually increase by 2020 onwards. Moreover, strategic sites for development include the international expansion of more hotels and the practice of better sustainability measurements in terms of environmental impacts (Sakshi et al., 2020). The hotel market size is highly estimated to be approximately $700 billion worldwide, and the company has deep penetration into markets in over 65 countries making Hyatt a market giant (Fortune Business Sights, 2024). The graph shows that the revenue of Hyatt Corporation gradually increased over the years.
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Figure 4: Revenue of Hyatt Hotels Corporation worldwide from 2008 to 2023
Source: (Statista, 2023)
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Figure 5: Organizational Structure
Source: (Hyatt, 2023)
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Figure 6: Leading hotel and resort companies worldwide in 2023, by sales
Source: (Statista, 2023)
The above graph shows that competitive analysis of the hotels in which Marriott Hotel is leading by 24%, however, Hyatt Hotel reaches 7.2% which provides a significant influence on the revenue and profit margin. Moreover, Marriott and Hilton compete head-to-head with Hyatt in the luxury and business segments with separate worldwide network and loyalty platforms. Additionally, IHG and Accor have well-rounded mid-tier and luxury portfolios but excel particularly in Europe and Asia. However, Four Seasons goes up against Hyatt's differentiated luxury brands due to its luxury selection, while Wyndham and Radisson dine at the Hyatt, budget-friendly mid-selection.
3 [bookmark: _heading=h.2et92p0]Recent change initiatives
Hyatt has been investing in numerous sustainability strategies and priorities, digital and health and wellness, as well as change across the organization in the past few years. Hyatt’s sustainability program is under the brand “World of Care” Below are some serious environmental goals Hyatt has taken Hyatt has set greenhouse gas emission reduction targets with science-based targets up to 2030. The company has also achieved a lot regarding the use of renewable energy in multiple assets including those located in New York and Chicago all of which are 100% renewable electricity. Responsible water management, waste minimization, and sustainable procurement as well as investment in the success of destinations through local social responsibility remain important at Hyatt in the future (Kairatkyzy and Kozhakova, 2023). In terms of wellness, Hyatt has incorporated health and wellness into its services. Additionally, the resort category for instance Miraval offers the guests a wellness solution (Legrand, et al., 2020). Moreover, new products offer, digital solutions for the guest experience as well as for the company's well-being and ecology initiatives. Moreover, the organization and the customers within this have been achieved through the "Change Starts Here" program that standards for accountability and actions.
3.1 [bookmark: _heading=h.tyjcwt]Lewin’s Change Management Model 
Lewin's Change Management Model focuses on a three-stage process of implementing organizational culture change in public organizations (Tang et al., 2019). Therefore, takes the following three steps; these are the unfreezing process, the change process, and the refreezing process. The first phase is the process labeled unfreezing, which represents the preparation of the organizational change process and the target motivation of the participants of the change. In the second stage, modification or implementation of the new behaviors, processes, or practices starts. Moreover, in the refreezing stage, the changes become the new culture and practice in the organization (Burnes, 2020). This model is especially useful in organizations such as Hyatt where changes like the use of digital keys need to be integrated into the existing fabric of the company systems gradually.
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Figure 7: Lewis model
Source: (Burnes, 2020)
3.2 [bookmark: _heading=h.3dy6vkm]Kotter’s 8-Step Change Model
Kotter's change model is a fundamental approach that provides a significant impact on transformational initiatives (Laig and Abocejo, 2021). The eight steps include creating urgency, forming a guiding coalition, developing a vision, communicating the vision, empowering the action, creating quick wins, building on change, and anchoring new approaches. Moreover, Hyatt is aware of the necessity to solve climate change and management issues. They embrace sustainability issues as important and encourage businesses and their stakeholders, including sourcing renewable energy, to embrace green initiatives. Moreover, Promotes change, and manages and sustains innovations, such as the shift to digital check-ins and environmentally friendly systems (Darwazeh et al., 2024). 
Significantly, Hyatt has a long-term objective to be among the best players in sustainable accommodation organizations. This vision is evident in its stewardship on issues of environmental conservation, societal issues as well as corporate innovation throughout the chain of its hotels (Hu et al., 2022). Furthermore, Hyatt communicates its vision to the various stakeholders using internal newsletters, sustainability reports, and the media so stakeholders can embrace the change.​ However, it allows employees at every organizational level to adopt new technologies such as digital key systems and energy-saving measures. Subsequently, Hyatt's ingratiate early milestones include its first carbon-neutral hotels, which helped sustain positive progress at the company. Hyatt also always follows up successful promises by creating branches of them such as increasing the company's sustainability measures in more countries and guaranteeing these measures as core values of the business. Hyatt strengthens loyalty globally, and integrates the goals and objectives of sustainable development with the company’s development priorities, becoming an inherent value of the brand (Bellos, 2024).
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Figure 8: Kotters 8-step change model
Source: (Laig and Abocejo, 2021)
4 [bookmark: _heading=h.1t3h5sf]Strategic Direction 
Hyatt's vision for the future consists of a dramatic expansion, especially in growth-related markets and the high-end sector. The company has plans for further growth in popular areas such as Asia-Pacific and Latin America as tourism is growing and people's income rises. Hyatt also aims to improve of position in the segment of luxury collaborating with the acquirement of properties and services that provide a competitive advantage in the worldwide hospitality industry. Market development is being undertaken by Hyatt through opening new properties in the existing and new growing markets.  Hyatt has specifically ventured into Asia-Pacific, the Middle East, and Latin America by establishing new properties in thriving economic cities with coming-up tourism (Duffhues and Ensign, 2024). Asia has strengthened Hyatt's presence in the crucial markets comprising China and India and has pushed the company's advancement in the Middle East with some hotels situated in places like Dubai and Riyadh.  Hyatt can customize its services to suit clients' demands and at the same time keep to the prestige of the brand in these regions, thus appeal to new markets will be achieved. Moreover, mergers and acquisitions the purchase of Two Roads Hospitality led to the enhancement of luxury segmentation by providing newer luxury properties in its pool (Bohne, 2021).
 Hyatt also expands its services through mergers and partnerships with different industries, world vacation contracts with airlines, and technology solutions for customer services. Regarding digital communication, Hyatt uses populated advertisements, digital statistics, and social networks to attract the target audience and consolidate the worldwide presence of the company's brands (Papageorgiou et al., 2020). The specific outcomes of these strategic initiatives are closely evaluated by using benchmark variables such as occupancy ratios, membership base of the loyalty schemes, and regional market share. Customer satisfaction questionnaires and other forms of organizational feedback are important in responding to strategies in real-time (Schuckert et al., 2019). 
5 [bookmark: _heading=h.4d34og8]Recommendation 
1. Leveraging AI for personalized guest experience 
This approach also shows that AI integration can improve guest satisfaction by providing unique services catering to clients’ preferences (Saxena et al., 2024). Hyatt is able to forecast the specific needs of its guests, suggest services, and adjust settings of the guest room according to previous actions and patterns that result in a better value for the clients and, therefore, achieve higher customer loyalty. 
2. Strengthen Hyatt's position in budget and mid-tier segments. 
Extending this, the opportunity to penetrate other segments by participating in the upper economy and mid-price range will provide a wider client base, and thus, further the reputation of Hyatt. Moreover, the value proposition Hyatt can attract a broad market share and more stable revenues, particularly in high entropy markets where the price consciousness of customers is an essential factor (Vinod, 2022).
3. Developing loyalty programs for business and leisure 
In the context of improving the customer retention rate, by targeting career-oriented people by offering them incentives for business-related travel and at the same time self-employed people who want to book for the holidays and get benefits (Koo et al., 2020).
	Recommendation
	Who
	When
	Where
	Why
	How
	Examples of Best Practice

	Leverage AI for Personalized Guest Experiences
	IT, Data Analytics Team
	Next 12-18 months
	Global Hyatt Properties
	Improve guest personalization, and increase satisfaction and loyalty.
	Implement AI-driven systems for booking, service requests, and personalized room settings. Invest in data analytics tools to gather guest data.
	Hilton’s use of AI for personalized guest messaging and room customization offers a similar model.

	Strengthen Hyatt’s Position in Budget and Mid-Tier Segment
	Marketing, Sales Teams
	Next 12-24 months
	Emerging Markets, Secondary Cities
	Broaden market reach, appeal to price-sensitive travelers
	Launch value-driven products under the Hyatt Place and Hyatt House brands. Create marketing campaigns highlighting affordability and quality.
	Marriott’s Courtyard and Holiday Inn Express have successfully tapped into the budget and mid-tier market.

	Develop a Hybrid Loyalty Program for Business and Leisure Travelers
	Marketing, Loyalty Program Teams
	Next 6-12 months
	All Hyatt Properties
	Strengthen customer loyalty and appeal to both business and leisure travelers.
	Create a tiered membership offering specific benefits for both travel segments. Use customer data to create tailored perks.
	Marriott’s Bonvoy program serves as an example of a hybrid program catering to both business and leisure guests.



6 [bookmark: _heading=h.2s8eyo1]Conclusion 
Conclusively, this report was based on the Hyatt Hotels organization, its culture, and objectives as well as changes that have occurred in the organization recently. This report also analyzes the factors which include market development and personalization of the client experiences as elements of the thesis where the author sought to analyze how they support Hyatt’s goals. Moreover, Hyatt, the report portrays the organization's successful strategic management execution of the Ansoff Matrix and Kotler’s 8-Step Process significantly. Moreover, this report highly provides the recommendations and strategic goals and alignment within the business.
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