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Executive summary

This report will discuss the organisational structure, culture, and goals of a large hotel chain, using the Hilton Hotel Group as an illustrative example. The objective of this study is to examine contemporary change initiatives, evaluate their effects, and assess the efficacy of their management. We will also examine the strategic direction and current business performance of the organisation. 

· Organisational Structure of Hilton: 
· Hierarchical 
· Divisional:
· Ownership division
· Management and franchise division
· Timeshare division
· Organisational Culture of Hilton: 
· “A business of people serving people” (Hilton, 2023)
· Flexible workplace: Hilton Flex
· Consistent corporate culture
· Goals of Hilton: environmental, social and economic/governance sustainability goals
· Strategic direction and change initiatives: improve hotel’s sustainable operation to reduce ecological impact
· Business performance: Hilton is at the forefront of implementing sustainability practices in the hospitality sector
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This report aims to analyse the operational structure of the Hilton Group, with a focus on identifying the key factors that contribute to the success of a large corporation. Additionally, the report will examine the corporate culture, exploring how it fosters employee identification and facilitates high-quality work performance. The goals set by the company, which were developed in close connection with sustainability, also be reviewed. Then the sustainability will be conducted, which is a prominent topic in contemporary times. Especially with regard to the extent to which sustainability influences the decision-making processes of managers of the hospitality sector, as well as the evolution of the company's long-term and short-term plans. In addition, the study also examines the strategies used by Hilton to achieve its goals and evaluates the level at which the company has achieved them. Finally, conclusions will be drawn and recommendations will be made on how to attain its sustainability goals more quickly.
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The distribution of rights within an entity is contingent upon its organisational structure and the reliability of its management. Irrespective of its size, a hotel necessitates an efficient organisational framework to cater to its clientele in the most optimal manner. In the context of a large hotel, it is common for the staffing levels to fluctuate, however, the fundamental organisational structure tends to remain constant. The chain-of-command and departmental roles and responsibilities are crucial components that contribute to the effective functioning of the establishment. (Quain, 2019)
The hierarchical graphic representation of the internal structure of the hotel's entities and departments is known as the hotel organisational chart. The hotel's organisational chart delineates the various roles and responsibilities within the establishment, as well as the departments that operate under these positions. (Edraw, 2023)
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(Edraw, 2023)
Typically, the uppermost level of a hotel's management comprises the proprietor and the general manager. The establishment's owner establishes the norms and regulations of the hotel and entrusts the implementation of stated guidelines and regulations to the managing director. The primary duty of the general manager is to administer the operational aspects of the hotel on a daily basis, while also supervising the activities of multiple departments, including but not limited to food and beverage, laundry, and housekeeping. Within the organisational hierarchy, there exist assistant managers and department managers who collaborate to facilitate the completion of their respective duties. At the base of the organisational structure, one can find the operational and guest-facing personnel, including chefs, room attendants, porters, and waiters. (Quain, 2019)
The organisational structure of Hilton is hierarchical, which can be attributed to the extensive size of the company. The Hilton Group encompasses 19 brands and catered to approximately 200 million guests in the year 2022. Furthermore, the organisational structure of Hilton can be characterised as divisional, with the enterprise being partitioned into the subsequent divisions (Hilton, 2022):
· Ownership division
· Management and franchise division
· Timeshare division
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As we have seen, one of Nassetta's important measures was the development of organizational culture. Hilton’s culture is “A business of people serving people” (Hilton, 2023). This motto is very similar to Ritz-Carlton “Ladies and Gentleman serving Ladies and Gentleman” (Schaefer, 2015) . As a result, we can see that large hotel chains have realised that an empowered employee serves customers better, so there is a close relationship between employee experience and customer experience. (Bova, 2020)
Hilton is strongly dedicated to establishing a superior work environment globally, through the provision of leading-edge benefits that enable team members to achieve their full potential both within and outside the workplace. Additionally, Hilton is committed to creating significant opportunities for personal and professional growth for all team members, for example by providing trainings. (Hilton, 2023a)
After the pandemic, the significance of workplace flexibility has been emphasised by employees. Hilton, ranked second on the World's Best Workplace list, has implemented various measures to enhance workforce flexibility, including the provision of shift selection flexibility. The Hilton Flex programme provides team members with the autonomy to select their preferred payment structure, work schedule, and departmental assignment. Hilton Flex incorporates Instawork as a means of sourcing external labour, as utilised by the hotelier. In collaboration with DailyPay, workers are able to obtain their earned wages incrementally, as opposed to deferring receipt until the conclusion of a given pay period. The availability of flexible options holds significant importance for employees. (Kitterman, 2022)

Each hospitality business has a unique approach to its operations. One may recall a particular lodging establishment due to the presence of chocolates intentionally placed on the pillow by a polite housekeeper. It is not uncommon for a cruise line to create towel animals in the shape of monkeys that are placed on the bed as a welcoming gesture. All of these elements constitute a corporate culture that has been intentionally crafted to improve the overall experience of the guests. The provision of training at each location serves to promote uniformity in the experience of all individuals involved.
The implementation of training programmes is crucial in ensuring uniformity among personnel within larger chains. It is imperative for hotel chains to maintain a consistent culture across their establishments, while also allowing for some degree of individualization, as evidenced by factors such as the fluffiness of pillows and the design of the lobby to promote convenience and relaxation. (Leonard, 2019)
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Hilton unveiled its Travel with Purpose 2030 objectives in May of 2018. Hilton has made a worldwide declaration to reduce its ecological impact by 50% and increase its investment in social impact by twofold. Hilton's recent announcement of its 2030 goals establishes specific objectives aimed at advancing the United Nations' 2030 Sustainable Development Agenda. (Hospitality, 2023)

The plan is divided into three pillars of sustainability (Purvis, Mao and Robinson, 2018, p. 681):

· Environmental: setting zero emission targets in relation to energy consumption, water use and waste management (Hilton, 2023b):
· reducing carbon intensity by 75% by 2030 and carbon intensity from franchised hotels by 56% by 2030.
· reduce the water usage intensity of its managed operations by 50 % by the year 2030.
· reducing waste intensity in managed operations by 50% by 2030

· Social (Hilton, 2023c): 
· Generate a favourable influence on the local communities by means of providing assistance at the local level, responding to disasters, and fostering economic prospects.
· Generate 5 million prospects for learning and career advancement for both Team Members and communities, with a particular emphasis on underrepresented groups. 
· Accomplish 50% Gender Diversity and 25 % Ethnic Diversity. Helping the local community outside the hotel.

· Economic/Governance (Hilton, 2023c): 
· Champion the implementation of governmental measures that promote the achievement of our Travel with Purpose objectives. 
· Proactively influence the development of laws and rules to promote the achievement of our organisational goals. 
· Establish and collaborate with inter-sectoral networks to promote the attainment of Travel with Purpose goals. 
· Establish enduring partnerships with entities that facilitate the progression of our corporate goals.
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The hospitality industry has been significantly affected by the worldwide COVID-19 outbreak. Moreover, a contemporary cohort of tourists was compelling the sector to adopt practises that are more environmentally conscious, technologically advanced, and community-oriented. 
Christopher J. Nassetta, who assumed the role of President and CEO of Hilton Worldwide in 2007, implemented various rearrangement and other strategic initiatives in the subsequent areas (Heath, 2014):
· Gradual senior management reorganisation
· Improving organisational culture to improve communication and collaboration with Hilton Worldwide head office and business divisions
· Boosting organisational culture to promote cohesion and fast decision-making at all levels
· Increasing timeshare unit integration with Hilton Worldwide
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We already talking about Travel with Purpose 2030, which plan set significant sustainability goals. According to research, the concept of sustainability is a primary concern for both guests and bookers. As per the research conducted by Accenture, a significant proportion of travellers, accounting for 86%, express a desire to engage in sustainable travel practises. However, merely half of this cohort are able to actualize their intentions. Not only guests are looking for sustainable travel experiences, but also employees of the new generation are interested in workplaces that take sustainability into account. (Touryalai, 2018)
The Sustainable Hospitality Challenge (SHC), an initiative that challenges students to design sustainable solutions, shows that future members of the Hilton team and executives are likewise concerned with sustainability. (Sleiffer, 2022)
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Kellie Romack, VP of Digital HR and Strategic Planning at Hilton, focuses on progress, AI and innovation to make team members' work more productive so they can spend more time communicating with guests. (Pradhan, 2021)
· Transform training processes with Virtual Reality trainings, which help to corporate teams comprehend the complexities of working in a hotel, allowing them to develop empathy for both hotel staff and customers. Hilton team members can complete a variety of modules that emphasise the physicality and complexity of hotel operations, such as setting up room service platters, cleaning a guest room and checking visitors in. (Meta Quest, 2020)
· Converting the learning management system to a mobile-friendly, readily consumable style so that team members can learn easily. The courses are 24/7 accessible on all mobile, desktop, and tablet platforms, giving team members the freedom to learn whenever it is most convenient. The online courses are anticipated to be especially useful for remote workers who want to advance their careers but don't have access to official institutions or hospitality schools in their area. (Hotel and Catering, 2016)
· Abbreviation of the admission procedure using AI technology and in the same time keeping human connections, personalised and positive experiences, and maintain specific and unique feelings of the future employee. (Kurter, 2019)
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There is a growing consciousness among travellers regarding the potential benefits and drawbacks of their travel activities on both the local communities they visit and the natural environment. Hence, travellers deliberately seek out travel alternatives, destinations and accommodations that entail reduced ecological impact. Thus, those hotels that want to remain competitive in the market must develop their own goals regarding sustainable operation. Larger hotel chains have already recognized this need and built it in their business strategies. Marriott's Serve360 and Hilton's Travel with Purpose are both such plans, developed in line with the United Nations' Sustainable Development Goals (SDGs). 
Previously, an examination was conducted on the sustainable operational objectives established by Hilton. But the question is how many of these goals were achieved and how. 
Hotel chains like Marriott, Hilton and Hyatt most of the time do not own the property on which their hotels are built. The majority of their buildings belong to third parties. There are written deals between owners that lay down things like how often the furniture needs to be updated and how it should look like. The deals also have standards for things like low-flow toilets and shower heads that use less water. Thus, when developing the rules, the big hotel chains have a great responsibility to ensure that these frameworks are created in harmony with sustainability expectations. 
Megan Epler Wood is the director of the International Sustainable Tourism Initiative, said that Hilton has played a pivotal role in spearheading the integration of sustainability standards into brand agreements with proprietors, because they not just get a clear guide to follow, but they get a technology to measure their development. This technology, called Light Stay, lets hotels track their energy and water usage, which can be crucial, if they want to reduce their carbon footprint. (Touryalai, 2018)
Hilton Global Foundation will provide support for essential endeavours aimed at promoting safe water, sanitation and hygiene practises, enhancing sustainable agriculture practises that conserve water resources, and fostering women's empowerment through skill development and income-generating initiatives, all of which will be community-driven. (CSR Wire, 2022)
Hilton's efforts are slowly reaching their goal. This is also shown by the fact that they opened the first zero-emission hotel in the United States last year. (Otley, 2022)
These measures also show that Hilton is extremely committed to ensuring that the hotel operates in the spirit of sustainability and to achieving the goals it has set in this regard.
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A properly designed corporate structure is essential for a company to operate efficiently. It is extremely important that employees are aware of their tasks and motivated to complete them efficiently. In order to increase the commitment of employees, it is important to create an identifiable corporate culture, because the efficiency of work is directly proportional to the quality of the work performed.
Hilton has extremely ambitious sustainability commitments which relay heavily on technological advancements, properly trained workforce, the transition to renewable power on the grid and sizeable investments in renewable power infrastructure. 

It can be seen that Hilton is at the forefront of achieving these goals in the hospitality sector. Therefore, it is difficult to make a suggestion that Hilton has not already implemented. However, by conducting research within the industry, we can still discover effective ways to motivate employees in hotel departments for the purpose of sustainability. Bartle Hall Hotel in Leicestershire recruits interested staff members in the departments to join to a "Green team" to take the lead in suggesting environmentally friendly practices in their area (Bartle Hall Hotel, 2023). This increases employees’ feelings of commitment to long-term adoption of green approaches. Additionally, it is imperative to recognise and appreciate the contributions of individuals, which can be accomplished through various means such as presenting a certificate of recognition, organising a celebration dinner or providing gift cards as tokens of appreciation.
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