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Executive Summary
Organizational structure and culture have immense impacts on an organization’s performance. Hyatt Hotels Corporation is a chain of luxury and Upper-Upscale hotels, resorts, and recreational brands that prides its strategy on providing luxury to enhance customer satisfaction and loyalty. Hyatt Hotels has a hybrid organizational structure marked with function and division and a people-centered culture. Hyatt’s organizational culture is concerned with employee well-being has sustained performance, employee satisfaction, improved employee motivation, and positive health outcomes. Hyatt recently faced stiff competition resulting in organizational changes facilitated by open communication and reinforcing the cultural change using employee training. Hyatt adopted the “Asset-Light” strategy for its strategic direction by its luxurious offerings to expand its high-end customer base. Some recommended strategies to appeal to its expanded luxury clientele are personalization of its technology and expanded staff training to offer personalized services.
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[bookmark: _Toc180800072]Introduction
The Hyatt Hotels Corporation is an industry-leading, global hotel chain with an exceptional 65-year experience in excellent and quality customer service. The Hyatt is a multinational hotel chain with a broad portfolio of hotels, resorts, recreational and residential units, all-inclusive resorts, and service hotels. Some of its luxury and Upper-upscale brands include Park Hyatt, Grant Hyatt, Miraval, Hyatt Regency, Zoëtry Wellness & Spa Resorts, and Hyatt Vacation Club, just to mention a few. Hyatt’s competitive strength lies in creating world-class brands that meet its customer's luxury and quality demands. At the end of 2023, the Hyatt corporation had 1335 full-service hotels, 322,141 rooms, 206,000 employees spread across 69 countries, and a $6.7 billion revenue. Large hotel chains such as Hyatt merit studies and understanding to understand nuanced aspects of organization structure and management practices. The aim of this report is to investigate and understand nuanced relationships between an organization’s structure, culture, and performance. An organizational structure and culture not only serve to create order and structure but can also be used to drive an organization’s growth and performance. In the report, the study will focus on Hyatt Hotel to understand its organizational structure, culture, strategic direction, and its impacts on the hotel’s performance.
[bookmark: _Toc180800073]Hyatt’s Organizational Structure, Culture, and Goals
[bookmark: _Toc180800074]Organizational Structure
The common understanding about organizational structures is that it's often dichotomous in either a functional (centralized) or divisional (decentralized) structure. While these two forms of hierarchical structures are the most common, there are organizations whose governance and authority pipelines non-conform to these structures (Junge et al., 2023). There are organizations whose organizational structures combine functional and divisional elements, and these are called hybrid organizational structures. According to SHRM (2024), the hybrid organizational structure (sometimes referred to as vertical) entails elements of function and division. The functional aspect divides the departments across specialization in a hierarchal manner to standardize the process across specialized employees of respective departments. On the other hand, the division is divided according to the market or the region (SHRM, 2024). Albert (2023) confirms that divisional units are managed separately and allow some degree of specialization. According to Hyatt Hotels governance report, the organization has a hybrid organizational structure. The hotel chain is overseen by the Board of Directors who are appointed by stockholders to make strategic directions and represent the interests of the stockholders. The Executive Management oversees the day-to-day running of the chain. Hyatt Hotels is functional because it’s organized into various departments such as finance, human resources, legal, and public relations (Perkowsky, 2024). However, the executive management also includes the Group Presidents for three larger regions Americans, EAME (Europe, Africa, Middle East, and Central Asia), and ASPAC (China and East and Southeast Asia) have regional management teams that are semi-autonomous to meet the cultural and regional demands (Hyatt Hotels, 2024).
[bookmark: _Toc180800075]Organizational Culture
[bookmark: _Hlk180794326]Other than a proper structure, a company needs an organizational culture to shape the organization’s environment. Bogale and Debela (2023) agree that organizational culture is a set of beliefs, values, assumptions, and behaviors that guide and influence the behavior of the members of an organization. The organization's culture can be enumerated in protocol and documentation or undocumented and shared as common beliefs and assumptions. Zhang et al. (2023) highlight that one approach to looking at organizational culture is through a combination of artifacts which often include values and beliefs and one of these is care for the well-being of employees. Hyatt Hotel’s organizational culture is captured in the organization’s “World of Care.” In the “World of Care,” one of its core considerations is Caring for People. In fact, the organization’s Core Values are “Empathy, experimentation, inclusion, integrity, respect, and well-being,” which are people-centered approaches. The Hyatt family (employees) are at the core of the organizational structure. Rathi and Srivastava (2024) highlight that organizations whose organizational culture is concerned with employee well-being have sustained performance, employee satisfaction, improved employee motivation, and positive health outcomes.
[bookmark: _Toc180800076]Organizational Goal
Of course, Hyatt Hotel’s goal is to make money for its stockholders but its approach to achieving this objective is through caring for people. Aguiler et al. (2023) note that organizational goals are tied to understanding the organization’s performance metrics and the purpose of the organization. In this accord, the official Hyatt’s organizational purpose is “We care for people so they can be their best” (Hyatt, 2024). Greve (2023) confirms that for organizations to move uniformly toward a strategic direction it has to have organizational goals. Hyatt’s organizational goal is to improve financial performance by caring for its people. Merwe and Olivier (2024) suggest that organization goals and employee well-being are reinforcing. An organization whose goal is focused on its employees’ well-being improves the employees’ satisfaction which in turn has positive outcomes on the organizational performance.
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According to Hyatt’s (2023) Annual Report, the hotel chain experienced intense competition from competitor brand names, small chains, local owners, and competitors for all its segments. Since Hyatt competes with major hotel brands, it reinvented its new famous “bigger isn’t better” where it solely focuses on providing luxury for its customers thus improving customer loyalty. Hubbart (2023) comments that “Organizational change initiatives are common and essential pivotal moments enabling businesses to adjust and maintain their competitiveness within a dynamic, flexible, and continuously evolving environment.” It’s imperative for organizations to implement organizational changes to maintain competitiveness. Hyatt’s approach to the changes is to change its strategic approach and focus on luxury brands that enhance customer loyalty. Bhuian (2021) confirms that the quality of service can positively improve customer loyalty. Since Hyatt’s strategy is focused on Care for People it has enshrined this concept in its mission “We deliver distinctive experience for our guests” (Hyatt, 2023). This strategy focuses on providing exceptional services to its customers. Alex (2024) highlights that a luxury hospitality organization can improve its service quality through attention to detail, exceptional and memorable experiences, and personalized services. The benefits of customer loyalty are it attracts repeat visits, improved brand reputation, and willingness to pay for premium packages.
[bookmark: _Toc180800079]Change Process
Hyatt’s organizational change approach follows Lewin’s three-step approach to execute institutional change. Hussain et al. (2016) highlight that the first step is the “unfreezing” step where the organization realizes the need for organizational changes. O’Neil (2024) highlights that since the organization noticed stiff competition from brands such as Hilton and Mariotte, it shifted its strategy. In addition, this step entails marshaling internal and external resources such as resources and changing mindset in preparation for the change. In a 2024 Wall Street Journal interview, Hyatt’s CEO Mark Hoplamazian highlights that the organization liquidated $2 Billion of its assets to facilitate the change to luxury brands. Hussain notes that the second step is the change process in Lewin’s change model. Cummings et al. (2016) highlight that this step is often marked with open communication of the brand's plans. Hyatt has leveraged its social media platforms, its company websites, and independent external sources of media to communicate the chain’s “Asset-Light” strategic move. The final step “refreezing” entails engraving the change in the organizational culture. In the Wall Street Journal interview, CEO Mark Hoplamazian noted that it purchased luxury brands such as Apple Leisure, Miraval, and Two Roads Hospitality. These organizations have a reputation for high-end luxury offerings thus expanding Hyatt’s offerings for its customer base. Hyatt Hotels then rolled out an inclusive training program for all its staff both at the hotel level and corporate level.
[bookmark: _Toc180800080]Strategic Direction
An organization’s strategic direction is instrumental in helping the organization understand where it intends to go and how it gets to its direction. Ramlakhan (2021) highlights that once an organization assesses its internal and external forces, it aligns with its organizational objectives and vision toward ensuring continued growth, performance, and competitiveness. Hyatt’s external forces, its competitiveness, have pushed the organization to expand its luxury offerings to meet its growing and expanding customer base. Hyatt’s long-term sustainability strategy is to “integrate new growth platform” which is focused on its “Asset-Light” strategy. Beyond its financial implications, the strategy focuses on expanding its “high-end traveler” experience thus maintaining its customer loyalty (Hyatt, 2023). It’s a simple strategy that pegs on expanding services its brand has a reputation for and is known for. The strategy entails ensuring its customers receive the best service offerings and premium product offerings to enhance customer satisfaction, recruitment, and retention. During the Wall Street Journal interview, Hyatt’s CEO Hoplamazian notes that it's so effective which has resulted in “Doubled the number of luxury hotels, tripled the number of resorts and quadrupled the lifestyle hotels and a much more broader offering, much more diversity [diversity offering (WSJ 1:38- 1:44). In addition, the “Asset-Light” strategy aligns with organizational objectives to provide the customers with an exceptional experience.
[bookmark: _Toc180800081]Conclusion
Organizational culture is positively correlated to the performance of an organization. Hyatt’s hybrid organizational structure allows the organization to serve dual purposes- functionality and division. It allows for the organization’s executive managers to make strategic decisions while different regional hotels remain autonomous to meet the regional demands of the customers. It perfectly aligns with Hyatt’s strategy of providing personalized services to its unique and diverse clients. Hyatt’s culture focuses on people, specifically its employees. Its employee’s well-being translated to employee motivation and organizational performance. The organization’s approach towards financial performance is caring for its people. Satisfied employees provided better services and ensured customer satisfaction. Hyatt’s recent challenges stem from the competitiveness of the hotel industry. Therefore, its change approach focused on the liquidation of assets to provide expanded service offerings for its luxury customer base. Then, Hyatt reinforces the change in organizational structure by training its employees to improve service delivery for its high-end customers. Hyatt’s strategic direction is dubbed the “Assets-Light” which focuses on providing luxury offerings for its loyal customer base. Large multinational hotel chains existing in different regions face significant challenges from competitors in every twist, turn, and corner. Therefore, it's crucial for such hotels to have a roadmap to maintain competitiveness. It sets precedence to understanding that diversification towards improving customer experience and quality service is an effective strategy to maintain competitiveness.
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[bookmark: _Toc180800083]Personalization of technology 
Hyatt prides itself on its state-of-the-art technologies in its facilities that enhance guest experience (Hyatt, 2023). However, Das (2024) highlights the risk of hotels depersonalizing guest experience thus ruining Hyatt’s “luxury” centered strategy. Nothing screams luxury more than a personalized experience. Therefore, Hyatt should turn to improving guest-facing technology by incorporating AI systems that can provide personalized engagements with customers such as chatbots. Wang (2023) confirms that generative AI integration into hospitality chatbots has been effective within certain social groups. There is a possibility to invest in technology that balances efficiency and personalized customer services. This approach aligns with Hyatt’s approach to expanding its luxury customer base.
[bookmark: _Toc180800084]Staff training towards personalized service
Hyatt prides its effort on training its employees to serve its customer needs. Based on my research, Hyatt hasn’t demonstrated staff training focused on improving staff provision of personalized services to customers. The entire Hyatt strategy pegs on personalized services for its high-end customers. Zhang (2018) highlights that since there is no homogeneity for personalized services some staff may fail to provide luxury clients with personalized services, and they pay heft prices. Tusell-Ray et al. (2021) highlights that staff training can be effective in developing non-behavioral behavioral skills that are effective in providing personalized services. Hyatt investing in training programs among its staff will enhance employee morale, efficacy, and skills to provide the necessary personalized services.
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