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The Hilton Hotel Group's organizational structure is crucial for its operational success, delineating roles and responsibilities, facilitating communication, and enhancing efficiency (Azeem et al., 2021). This structure supports strategy implementation and scalability, essential for a global hospitality leader like Hilton (Mullins, 2019). Hilton employs a hierarchical structure, dividing operations into ownership, management and franchising, and timeshare divisions. This ensures clear authority lines and efficient management across its global operations (Dudovskiy, 2016; Organimi, 2024).
Hilton's hierarchical structure starts with CEO Christopher J. Nassetta and his executive team, who oversee strategic planning and corporate decisions. Regional managers ensure compliance with company standards across various geographic areas, while general managers handle the day-to-day operations of individual hotels. Each hotel is further divided into departments such as housekeeping, front desk, and food and beverage, each managed by department heads, supported by the staff (Luciano, Nahrgang, and Shropshire, 2020; Ali et al., 2020).
The organizational culture at Hilton, characterized by shared values and behaviors, significantly impacts workplace interactions and practices (Isabella, Klein, and Gerhard, 2022). Hilton emphasizes ethical practices, inclusivity, and continuous improvement, which has garnered recognition such as being named one of the World's Most Ethical Companies and a top workplace by various organizations (Hilton, 2019; Hastwell, 2021). However, internal reviews on platforms like Comparably suggest that despite external accolades, employee satisfaction and retention need attention (Comparably, 2024).
Hilton's organizational goals focus on enhancing global presence, sustainability, and fostering diversity and inclusion. Sustainability practices are integral, aiming to reduce carbon intensity, water use, and waste by significant margins by 2030 (Hilton, 2024). Hilton's LightStay system measures environmental impact, underscoring its commitment to a net-zero future (Matteucci, 2020). Growth strategies include global expansion through strategic openings and acquisitions, while innovation in operations, such as digital check-ins and smart room controls, enhances guest experiences (Sahota, 2024; Elkhwesky, Manzani, and Salem, 2022).
Customer loyalty is vital for Hilton, driven by the Hilton Honors program, which offers points for stays and personalized experiences. This loyalty program, coupled with innovative services, boosts repeat bookings and enhances guest satisfaction (Huang, 2020). While Hilton hotels generally receive high ratings on platforms like TripAdvisor, indicating strong guest satisfaction, maintaining this positive perception requires addressing any negative feedback promptly (TripAdvisor, 2023; Trustpilot, 2023).
Hilton's organizational structure and culture are designed to support its strategic goals, operational efficiency, and employee development. Despite external accolades, internal reviews highlight the need for ongoing efforts to improve employee satisfaction (Comparably, 2024). Hilton's commitment to sustainability and innovation positions it as a leader in the hospitality industry, enhancing guest experiences and promoting environmental responsibility (Manama, 2023; Matteucci, 2020). Customer loyalty remains a cornerstone of Hilton's success, supported by comprehensive strategies that ensure guest satisfaction and long-term relationships (Trustpilot, 2023; Consumers Unified, 2024).
Hilton should focus on aligning internal employee satisfaction with its external reputation. Investigating and addressing the causes of negative employee reviews and high turnover rates will help ensure a more cohesive and satisfied workforce, ultimately supporting the company's continued growth and success.
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Hilton hotel group organisation case study
[bookmark: _Toc167106212]Introduction
An effective organisational structure is vital for any organisation, by serving as the frame of operations and defining roles, responsibilities, and communication channels, it enhances coordination, increases efficiency, and improves communication, ensuring that all employees align with the organisation's goals (Azeem et al., 2021). By streamlining decision-making processes, creates faster decisions and provides clear career paths for employee development, helping attract and retain talent. The primary goals of an organisational structure are to clarify roles, facilitate communication, improve efficiency, support strategy implementation, and enable scalability. Different types of organisational structures such as functional, divisional, matrix, flat, and hierarchical offer various advantages depending on the organisation's size, goals, and industry (Mullins, 2019). Hilton Hotel Group employs a hierarchical organisational structure incorporating multiple management and operational layers (Dudovskiy, 2016). Hilton’s structure divides operations into ownership, management and franchising, and timeshare divisions, ensuring clear authority lines and efficient management across its global operations (Organimi, 2024). Executive leadership handles strategic planning and corporate decisions; regional managers ensure compliance with company standards; and general managers oversee day-to-day hotel operations.

[bookmark: _Toc167106213]Organisational Structure of Hilton Hotel Group
The primary goals of an organisational structure include clarifying roles, facilitating communication, improving efficiency, supporting strategy implementation, and enabling scalability. Different types of organisational structures functional, divisional, matrix, flat, and hierarchical offer various advantages depending on the organisation's size, goals, and industry (Azeem et al., 2021). A functional structure divides the organisation into specialised functions, while a divisional structure segregate it based on products, services, or geographic locations. A matrix structure combines elements of both, promoting cross-functional collaboration. Flat structures reduce hierarchical levels to encourage innovation, and hierarchical structures emphasise formal authority and control (Mullis 2019).
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[bookmark: _Hlk167096918]The Hilton Hotel Group has a hierarchical organisational structure that incorporates multiple layers of management and operational activities (Dudovskiy, 2016). [image: A diagram of a structure
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At the helm is CEO Nassetta, who is assisted by a core team of executives in charge of functional units such as HR, finance, and the Americas, Asia Pacific, and Europe, Middle East, and Africa regions (Organimi, 2024). Hilton's organisational structure is divided, with operations separated into ownership, management and franchising, and timeshare divisions. This hierarchical system assures clear lines of authority and efficient management throughout the company's large global operations. A study conducted by Luciano, Nahrgang, and Shropshire (2020) delved into the details of different roles in organisations, while Ali et al. (2020) discussed a clear route throughout the hierarchy in hotel industry positions, which are presented as follows:
· Executive Leadership: The CEO and executive leadership team are in charge of all operations, including strategic planning, financial management, and important corporate decisions.
· Regional Management: Regional managers oversee operations in certain geographic areas, ensuring that each hotel follows the company's standards and procedures.
· Hotel Management: Each hotel is led by a general manager who is in charge of the day-to-day operations. 
· Department Heads: Each hotel has several departments, including housekeeping, front desk, food and beverage, maintenance, and marketing, each led by a department manager.
· Staff: The base of the hierarchy consists of all other staff who perform the hotel's core functions, ensuring guest happiness and operational efficiency.

[bookmark: _Toc167106214]Perceived Organisational Culture
Organisational culture shared values, attitudes, and behaviour affects workplace interactions and practices (Isabella, Klein, and Gerhard, 2022). This includes leadership, communication, work atmosphere, and recognition as discussed by Grabner, Klein and Speckbacher (2022) which also address how a strong culture improves employee satisfaction, retention, productivity, company reputation, and adaptability by attracting top talent. Critical analysis evaluates values, behaviours, leadership, employee feedback, performance correlation, inclusivity, and industry comparison (Cakir and Adiguzel, 2020). Regular culture reviews and improvements guarantee it fits changing needs, creating a good and productive atmosphere for sustainable growth and success, organisational culture fosters a vibrant, engaged workforce where each organisation creates its own norms, traditions, conventions, and culture. To create an effective organization, one must foster internal cultures that value excellence, thus, an organisation's culture is a set of rules, behaviours, values, beliefs, and habits that form its members, organisational culture is crucial (CIPD, 2023). As discussed by Aydın et al. (2020), Organisational culture develops similarly to social culture, initially, organisational culture addresses concerns of organisational-environmental integration and internal coherence, Over time, these methods become commonplace for addressing similar problems, transforming into norms, attitudes, and beliefs which are followed by  new members of the organisation as they learn these standards, values, and beliefs.
According to Hastwell (2021), CEO Nassetta stressed the importance of core principles amid crises, such as supporting employees with job transitions, offering one million rooms to first responders, and addressing social justice concerns. Hilton's ideals-built trust and loyalty even in difficult times, during the pandemic, Hilton enhanced its culture and employee ties by focusing on stakeholder well-being and ongoing improvement. Hilton was named to Ethiopia's World's Most Ethical Companies list for the second year in a row. This honour highlights Hilton's ethical policies, which benefit employees, guests, owners, and communities. Hilton's Executive Vice President, Kristin Campbell, stressed ethics, data privacy, and community safety. This award recognises Hilton's commitment to workplace assistance and sustainable travel (Hilton, 2019). The first hospitality company to be named Fortune magazine's and Great Place to Work's No. 1 World's Best Workplace is Hilton (2023). Hilton has been on the “World’s Best” list for eight years, developing a great culture through diversity, growth, and support for its 460,000 employees. Hilton has been named the Best Workplace for Women in the U.S. and in several countries for its ethical, wellness, and diversity initiatives. Hilton Cares offers $500,000 in scholarships and financial aid for hospitality careers.
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However, a more in debt research of employer comparison site (Comparably, 2024) which collects data from organisations employees, reviews indicate Hilton hotel employee retention score is low in spite of all the reviews and praise they receive which urge to think critically about the day-to-day employee satisfaction.
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In comparison with its competitors like Hyatt, which claims on the web site that their employees are their priority (2024), or Marriott International (2024), which calls them employee associates, which leads to an understanding of prioritising employee inclusion above anything, their score is significantly higher on employee retention and indicates Hilton's reward in 2023 of being the no. 1 pace to work. This is a one-sided situation, as when it comes to the employee perception of the organisation, it indicates a difference between external and internal perceptions of the organisation.
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Hilton Hotel (2024) is creating an external perception of:
Hospitality: emphasising exceptional guest experiences and ensuring each guest feels valued.
Integrity: conducting business ethically and transparently.
Leadership: encouraging innovation and leadership at all levels.
Teamwork: Fostering a collaborative environment where employees work together towards common goals.
Ownership: instilling a sense of responsibility and accountability in employees.
Now: Acting with a sense of urgency to meet the needs of guests and business demands

[bookmark: _Toc167106215]Goals, Visions, and Aims
Hilton (2024) The Hotel Group has several organisational goals that focus on enhancing their global presence, ensuring sustainability, and fostering diversity and inclusion, as well as innovation practices and customer loyalty.

[bookmark: _Toc167106216]Sustainability
Sustainable methods in the hotel sector are vital owing to environmental responsibility, regulatory compliance, and consumer demand for eco-friendly alternatives. (Manama, 2023). Key practices include energy management, water conservation, waste reduction, and sustainable sourcing. These techniques offer cost savings, improved visitor experience, increased brand loyalty, and superior market positioning (Han et al., 2018). Awards such as Green Key (Foundation for Environmental Education, 2023), LEED (USGBC, 2020), EarthCheck (Earthcheck, 2023), and Green Globe (Green Globe, 2023) identify excellence in sustainability and provide marketing benefits, reputation development, and a competitive advantage. These accolades recognise a hotel's commitment to sustainability, attract environmentally conscious guests, and create collaborations, ultimately propelling the sector towards more responsible and sustainable operations.
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Hilton (2024) is dedicated to guiding the hotel industry towards a net-zero future, combating climate change, and protecting destinations. Hilton has been using the LightStay system since 2009 to measure and improve its environmental impact across its hotels. It is the first big hotel corporation to establish science-based targets for lowering greenhouse gas emissions in accordance with the Paris Agreement (UN Climate Change, 2015). Key programmes include energy efficiency through the Watts programme, which aims to reduce carbon intensity by 61% by 2030; water stewardship, with a goal of reducing water use intensity by 50% by 2030; and waste reduction, with a 50% reduction target by 2030 (Hilton, 2024). Notably, the Hotel Marcel New Haven is the first net-zero carbon emissions hotel in the United States, as stated in the annual report (Hilton, 2024a). Furthermore, Hilton is taking significant steps to assist hotels and communities in being more environmentally, socially, and fiscally responsible with their operations (Hilton 2024). According to Matteucci (2020), Hilton integrates sustainability techniques such as lowering energy usage and waste, as well as eco-friendly activities that appeal to environmentally concerned travellers, in order to recruit and maintain a positive consumer reputation. This holistic approach helps Hilton preserve its good reputation by building long-term relationships with guests and assuring their satisfaction and loyalty.


[bookmark: _Toc167106217]Growth
Hilton (2024) The hotel emphasises exceptional guest experiences, integrity, leadership, teamwork, and ownership, acting with urgency to meet guest and business needs. Hilton also focuses on global expansion through strategic openings and acquisitions, ensuring ethical, innovative, and collaborative growth while instilling responsibility and accountability in all employees.
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Innovation in the hotel industry enhances guest experiences, improves operational efficiency, and provides a competitive edge (Sahota, 2024). It fosters sustainability by reducing environmental impact and enables hotels to adapt quickly to changing market conditions and customer preferences, ensuring long-term success and maintaining a strong market position (Elkhwesky, Manzani, and Salem, 2022).
Hilton (2024) Hilton Hotels & Resorts showcases innovation through its recent global renovations. Hilton Columbus Downtown expanded with a new tower featuring 1,000 guest rooms and extensive meeting spaces. The Wit Chicago updated its rooms and added the rooftop restaurant ROOF to The Wit. The Hilton London Metropole underwent a multi-million-pound renovation, introducing new dining concepts like Tyburn Kitchen. The Hilton Richmond Downtown enhanced its historic charm with modern amenities and new collaborative meeting spaces. Hilton Fort Lauderdale Marina revitalised its guest rooms and added a waterfront event space. Hilton Bali Resort refreshed its lobby with contemporary Balinese design, while Hilton Los Angeles Culver City completed a $35-million renovation, including updated guest rooms and a new restaurant, West & Co. The Hilton Vienna Danube Waterfront also saw extensive updates, focusing on a relaxed, sociable atmosphere.

[bookmark: _Toc167106219]Impact

Customer loyalty is crucial as it drives repeat business, reduces marketing costs, and enhances brand reputation, Hotels benefit from loyal customers through steady revenue, positive word-of-mouth, and higher occupancy rates (Huang, 2020). Loyal guests often spend more on additional services, increasing overall profitability, conversely, negative customer perception can lead to reduced bookings, damaging reviews, and loss of trust. This can increase marketing expenses to attract new guests and recover lost clientele, overall, cultivating loyalty ensures sustained success and mitigates risks associated with negative perceptions, highlighting the importance of consistently delivering excellent service and experiences.
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However, when looking into individual hotel ratings on TripAdvisor (2023), one of the most popular customer rating sites, it shows individual hotels rather than general reviews, and it seems like Hilton hotels in major tourism destinations are highly rated by consumers.
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Hilton Hotels increases loyalty through the Hilton Honours programme, offering points for stays, personalised experiences, and consistent quality across all properties, innovative services like digital check-ins and smart room controls enhance convenience. Special promotions and discounts for members further incentivize repeat bookings through the Hilton loyalty scheme (Hilton 2023). 

[bookmark: _Toc167106220]Conclusion
In conclusion, the Hilton Hotel Group's organizational structure serves as a robust framework that enhances operational efficiency, communication, and decision-making. By clearly defining roles and responsibilities, it ensures alignment with the company's strategic goals and facilitates employee development and retention. Hilton's hierarchical structure, led by CEO Christopher J. Nassetta and a team of regional managers and department heads, supports effective management across its global operations (Dudovskiy, 2016; Organimi, 2024). The company's commitment to a strong organizational culture, recognized through various accolades, underscores its focus on ethical practices, inclusivity, and continuous improvement (Grabner, Klein and Speckbacher, 2022; Hastwell, 2021).
However, recent findings from employee reviews indicate a need for ongoing attention to internal satisfaction to maintain its high external reputation (Comparably, 2024). Hilton's efforts in sustainability, global expansion, and innovation are commendable, positioning it as a leader in the hospitality industry. By integrating sustainable practices and leveraging technological advancements, Hilton enhances guest experiences while promoting environmental responsibility (Manama, 2023; Matteucci, 2020).
Customer loyalty remains a cornerstone of Hilton's success, driven by its Hilton Honors program and responsive customer service. Addressing negative feedback promptly and effectively contributes to sustained trust and positive brand perception (TripAdvisor, 2023). Through these comprehensive strategies, Hilton continues to foster long-term relationships with guests, ensuring their satisfaction and loyalty, and securing the company's future growth and success (Trustpilot, 2023; Consumers Unified, 2024).

[bookmark: _Toc167106221]Recommendation
Hilton has to look inwards and find out why employee reviews are not aligning with the employee perception and why they have those negative reviews as well as high employee turnover.
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