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Executive Summary
This report has aimed to discuss workplace culture and its impact on organisational efficiency. It has intended to analyse and evaluate the organisational culture of Hilton Worldwide Holdings Inc. The report through various tools such as PESTEL and Porter’s Five Forces Model has also given an idea about the broader environmental factors that may strike the organisation’s performance.  These theories have identified the key drivers for change and also underpinned the assessment made in it. Additionally, ‘Ethical Dilemmas’ within an organisation and the various means through which these can be resolved have also been provided.
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   The coronavirus pandemic has radically changed our views and beliefs about the world in general. Of course, the whole situation affected almost all industries. Millions of people around the world have lost their jobs, a number of companies and organisations have ceased operations, and there is talk of an impending financial crisis.
 
    But along with dozens of negative news, we need to ask ourselves: can COVID-19 actually bring some positive results to the business world, and more? In this report I will analyse the worldwide hotel chain Hilton, and how Corona virus pandemic affected their organisational culture and its performance. 
Whilst venturing on a commercial enterprise, organisations should be mindful of their broader environmental factors. These broad factors denote the external environment of the organisation and prompt decision-making. With a fast-changing business environment, companies are required to identify and address the challenges that come along. The surroundings of the business organisation impact both favourably and unfavourably as well. Only careful analysis of both abstract and visible factors makes the organisation equipped to respond to the challenges that come along. As because, guesses and instincts don’t imply a sound assessment of the external business environment.
Organisational environment not only denotes external factors influencing it, but also the internal ambiance that is spread across within the company premises (Polinkevych, et al., 2021). Culture at a workplace plays an utterly crucial part in the maintenance of stability and performance in the organisation. The morale of the employees, productivity and engagement, and sometimes even the viability of the company is dependent on the culture prevalent within the organisation. This report will aim to discuss workplace culture and its impact on organisational efficiency. It would also be the focal point of this research study to analyse and evaluate the organisational culture concerning a chosen organisation. The report through various tools such as PESTEL and Porter’s Five Forces Model will give an idea about the macro-environmental factors that may impact the organisation’s performance.  These theories will identify the key drivers for change and also underpin the assessment made in it. Additionally, ‘Ethical Dilemmas’ within an organisation and the various means through which these can be resolved will also be furnished.
Hilton Worldwide Holdings Inc is the preferential case study organisation for this report (.hilton.com 2021). It is an American multinational hospitality company and is headquartered in Tysons Corner, Virginia USA. The organisation was founded in the year 1919 and since then it has had a successful journey. Hilton’s revenue count for the year 2020 was  US$4.307 billion and has an employee strength of 173,000 people as of the data collected in 2021. 
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Key business environmental tools along with organisational analysis
  A company’s stability and performance are very much dependent on its ability to identify its immediate environment. It is so because these environmental elements may inevitably affect the company’s decision-making. The flexibility to adapt and take adequate measures to deal with unexpected alterations decides the sustenance and extinction of an organisation.
While many unforeseen issues like the Covid-19 are backbreaking yet it is a good example of the study and identification of the impacts of the external business environment. The effective and popularly adopted analysis tool in this regard is PESTEL; it is a great framework that organisations like Hilton use to conduct their environmental scan. This model of external factor evaluation matrix focuses on six aspects of data:
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	Factors
	Elements
	Impact

	Political
	Political instability
	Acts of terrorism is prevalent in parts of the world. Such acts directly impact the hotel industry resulting in less travel in those parts. Further, strained relationship between nations of the European Union may likely to be unfavourable political factors.

	Economic
	Covid













Competitive market
	The covid-19 crisis has had a severe negative impact on the working of Hilton. It had to put on hold the services as their country-wide lockdown within the USA and other parts of the world. However, the operations have fully resumed and the organisation is toiling hard to reach its fullest potential (mckinsey.com 2020). 
In the hospitality industry, there is a customer trend to opt for quality services at cheaper prices. Thus, Hilton may face competitive threat from other hotel groups which are willing to provide the same to the customers.

	Social
	Changing Societal norms
	 With demographic changes in the UK and worldwide, the taste of the people is also changing. Hotel industry, thus can be positively affected due to changes in population mobility, culture and gender ratio of the people. As with increase in the urge of the people to travel around the world, hotel groups can make a fortune out of this change (Foramitti et al., 2020).  

	Technological
	Cost minimisation through IT
	Hilton has been trying to reduce costs through IT efficiencies by introducing newer technological diffusion, service offerings, etc.

	Environmental
	Strong ethical responsibilities
	In compliance with the local environmental laws, the company has held its corporate responsibilities at its peak. The corporation values customer safety and health. Many policies have been incorporated in Hilton so far, to ascertain the environment management system. Training programmes have been to the employees concerning standard for developing an understanding of climate change, recycling, endangered species, ecological products, etc. Strong initiatives such as this are highly appreciable from a customer point of view (journals.sagepub.com 2020).

	Legal
	Regulatory restrictions (Domestic and International)
	The European Commission sanctions guidelines for food safety and security from time to time, especially after the covid and all organisations dealing in the concerned industry, including Hilton Worldwide Holdings Inc, are subject to compliance without fail. Another regulation that governs this sector is the Low Pay Commission Report National Minimum Wage, 2009 and this has led to higher operational costs in UK, colliding with the hotel’s policy to offer affordable stays.
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Figure 01: PESTEL Analysis
(Source: unteething.com, 2021)
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   Michael Porter, in 1979, developed a matrix that aids in understanding strategic management schemes that organisation can adopt to enhance their competitive edge (Narikae and Lewa, 2017). Five of these forces focus on strategic planning inherent to profit maximization within an industry. Since the industry structure is ever-changing, thus these forces help in analyzing the threat of new entrants so that Hilton Worldwide Holdings Inc can devise plans to respond to the latter. Porter’s model is based on the five fundamental factors that serve as the framework to determine both internal and external competencies of Hilton Worldwide Holdings Inc. These five forces are:
Buyer power: Hilton has consumers in all corners of the world, and guests can sometimes be demanding. It is natural to customers asking for offers and discounts as much as possible. Factors such as this put a lot of pressure on the organisation as it hampers their long-term profitability. Smaller and more powerful customer-base means higher bargaining power vested upon the customers. Hilton thus maintains effective strategies to retain its customer support as there is a likable chance that consumers might switch to rival organisations in case of alterations in Hilton’s facilities.

Competitive rivalry: Hilton faces many strong competitors in its industry. Its biggest rivals are Hyatt and Marriott. These corporations also make quite attractive likewise services and enjoy an approximately equal number of customer strength. Having the same influential capacity, these companies can confuse the customers through their pricing strategies. As low switching cost makes consumers switch easily to lesser-priced hotels. 

The threat of new entrants: Innovation drives the entrance of new competitors in the market, also puts pressure on the existing players. Hilton should invest more in its R&D to induce further standardization of consumer products. The intention behind this should be to lure new audiences while maintaining the existing ones.

Bargaining power of suppliers: consumer giants like Hilton buy their raw materials from several suppliers. Suppliers in hospitality industry are mostly in a dominant position in negotiation. general impact of higher supplier power yields lower profitability in lodging.

The threat of substitution: in every industry, there is always a threat of substitution feared by the companies. Many times, lower pricing or even attractive staycation packages influences the consumers to switch to alternatives. Despite, all these concerns, Hilton should try to build higher quality services with a range of customer-oriented policies and negotiate on its pricing formulas so that substitutes do not stand a chance in the market.

Having analysed the information provided by Porter’s five forces, Hilton ought to formulate strategies that allow its increased profitability. It is best advised to identify the game-changing threats in the early stage itself so that they can be mitigated.

[image: Porter&#39;s 5 Forces: Apply this marketing framework to your SME for growth]
Figure 02: Porter’s Five Forces
(Source: smartinsights.com, 2021)
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  The various analytical tools used for Hilton reveals that the organisation must prioritize its strategies concerning the growth and international expansion. The first key driver in this context is the Occupancy rate. This measures the utilisation of the rooms of the hotel. Hilton should put in efforts to increase its occupancy rate so that the revenue generation is consistent. 
  Another interesting driver for change is the automation technology applied by the competitors. A sudden shift is witnessed in the automation process of local hotel groups has posed a significant threat to Hilton. Process automation gives a great competitive advantage to organisations that opt for it and Hilton should most certainly adhere to this rising change in technology to maintain its popularity in the lodging industry. Since, today, almost all industries run on tech-augmentation, it would be best for Hilton to be in the league with everyone else.
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  Culture is considered as the character and personality of an organisation. What makes an organisation stand out amongst its competitors in the market, is the sum of the values, attitudes, beliefs, practices, and communication that is established within the organisation. Culture at any organisation is a dynamic concept, it can never be stagnant. Continuing with long-practiced traditions may in fact at times stop the growth of the company as well as the individuals employed there. Business leaders are often seen creating an idea that is unique to their organisations. Ideas that serve as the benchmark for other organisations in the incorporation of inclusion, enjoyment, satisfaction inside the company.
A cultural web is considered as the means to grow the scope of organisational development. This model was propounded by Gerry Johnson and Kevan Scholes in 1992 (Cooper, et al.,2019). This theory revolves around the understanding of the lived reality of working within an organisation. Additionally, this model serves as the means to explore various elements existing within a company and their role in shaping people’s experiences with the organisation. The cultural web constantly reinforces people’s assumptions through six crucial elements, viz., Stories, rituals, symbols, organisational structure, control system, and power structure. All these ingredients work together and bridge the gap between existing cultural practices and the potential that can be reached.
The preferential organisation, i.e., Hilton is one of the most popular hospitality service providers in the international economy. Hilton’s growth and fame are largely associated with its organisational culture. The corporation believes in “a fresh approach to modern travel culture”. Hilton has been always aware of its environment, and the organisation makes its global campaigns that are in alignment with those points. Hilton has been commissioned on the task of helping its employees make simple yet practical changes that would optimise the time and resources of the organisation. Hilton strives to form an environment that would provide meaningful opportunities to its employees in an unrivaled hospitality industry. Family-friendly benefits is one such interesting initiative of the Hilton group that allowed its employees to spend more time with their family members. All this is intended to amplify the experiences that exist within Hilton and the environment in which it operates.
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Evaluation of present workplace culture and its efficiency in achieving financial and non-financial performance

  Hilton is known to be one of the leading hospitality organisations. The entire credit can be devoted to the organizational culture as well as the leadership and management policies that are implemented at the company. The interrelation of organizational culture, management, and Human resources of a company is crucial. Hilton is considered an integrated company on a global platform. Leadership at the company has enabled the workforce to achieve an optimum level of effectiveness.  The corporate culture of the company has contributed to the development of other functions like production and human resource. The company has implemented an organizational culture employee where output is promoted. Special emphasis is made on the measurement of the employee output at Hilton. The characteristics of a company can be entailed as:
· Focus on the individual and group performance 
· Focus on quality of output
· Effectiveness 
The culture of the company revolves around the performance of the workforce (Varshney, 2020). It can be observed from the long history of the company that the corporate culture is highly focused on performance and quality. The ability of the organizational culture of Hilton to reflect higher performance has been the underlying reason for its success. The high-quality performance has enabled the company to generate more revenue. With the help of automation and technology, Hilton has enhanced its internal business process.
Role of leadership at Hilton. 
  The ability of leaders to support the workforce plays a vital role in performance and quality (Baig et al., 2021). For example, the leaders at Hilton use market-based approaches that enable them to guide the workforce and drive more enthusiasm in them. The Market analysis for providing insights to the workforce for coping with the changing trends is necessary for enhancing performance. The service-based market in which Hilton operates, demands high productivity. The financial and non-financial performance of the company is based upon the effectiveness of the culture. The integrity of the management and leadership is necessary when mergers and acquisitions are concerned. The leadership provides integrity for helping the organisational culture grow lucratively. For example, the company applied its management related to a result-based approach for implementing organisational culture to new acquisitions.
Culture and HR at Hilton: 
  The reinforcement of development is usually done with the help of leadership at a company like Hilton. The human resource structure of a company is highly affected by its organisational culture (Kianto et al., 2017). Regular monitoring and evaluation enable the company to reinforce the corporate culture of performance. The commitment and support of the culture are also responsible for enhancing motivation and effectiveness at Hilton. The result of the evaluation of workforce performance is necessary for reinforcing corporate culture. The HR program is also responsible for enhancing the identification of employee needs to improve the cultural attributes of the company. The performance and productivity of the workforce need to be reinforced regularly so that, the efficiency of the workforce is elevated.
Culture of performance- Hilton
  The company culture at Hilton is a culture of performance. The management is highly focused upon improving the financial performance of the company while the quality of the products is maintained either. Effective leadership is responsible for boosting individual performance in the company (Osborne and Hammoud, 2017). The organisational culture of performance escalated through collaborative efforts made by the leaders. The manifestation of the culture of performance at an individual level is crucial for improving the business dynamics at Hilton. However, there is plenty of room for development in the organisational culture at Hilton. Focusing upon automation and technology has helped the company to improve its financial performance through the years.
[bookmark: _Toc81472718]Ethical Dilemma
  An ethical dilemma is a situation where the management finds a problem in deciding on choosing between two viable options which sometimes is not acceptable from the ethical point of view (Kraus et al., 2019).  Ethical dilemma is faced by companies however, most of the issues Have a straightforward solution. Ethical dilemmas are sometimes complicated and resolving the issue becomes difficult sometimes. The biggest downside of an ethical dilemma is that there is no obvious solution for the situation that fits the ethical norms. Many business functions can face an ethical dilemma. The inability of people to deal with social and ethical dilemmas can result in serious consequences especially for businesses operating in the food industry. The development of strict ethical standards is necessary for dealing with an ethical dilemma. An example of an ethical dilemma is using the power of position in a company to make personal gains. 
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Employee Theft: 
  Hospitality is a cash-based and people-intensive industry. However, ethical violence is nothing new here. Employee theft is one of the most common issue in around hotel industry. Stealing supplies from the hotel rooms, such as pillows, toiletries, and other supplies ( Goh and Kong, 2018). Upon being caught, sometime employees claim that guests may have stolen it. Further, it has been observed that they charge fake bills to load their own pockets. Another type of employee theft that goes around in hospitality is stealing from customers while doing housekeeping activities. Usually, what happens is guests don’t realise that they are missing items, until they return their homes. This can cost the hotels their reputation. Thus, lodging industry is susceptible to dishonesty of all sorts.
Lack of professionalism:
  Customers from different hotels have reported poor behaviour and manners that they have experienced during their stays (Sthapit et al., 2020). Customer retention and loyalty is the prime asset of hotels, and if customers are not treated well, it can destroy the businesses of the organisations as a whole. Diversity issues, quarrels amongst each other, preferential booking, unethical cooking or cleaning practices, etc all lead to reduced customer loyalty and also attract law suits.
For example, a customer may pay extra money for  specific kind of amenities but upon reaching the hotel premises, they may find no such amenities being available in reality. 
Recommendations to resolve such Ethical Dilemmas
The resolution of ethical dilemmas is necessary for the companies like Hilton as this is crucial for improving the brand reputation. The stakeholders of the company are responsible for adhering to ethical standards so that the company can sustain the business in the long run (Glonti et al., 2020). The increase in competition needs to be understood by companies like Hilton and abiding by the ethical norms can help the company to avoid ethical dilemmas.
The recommendations and Justification concerning the resolution of ethical dilemmas can be stated as below:
1. Establishing facts related to the ethical dilemma: Law enforcement can be done with the help of facts. The stakeholder mindset needs to be aligned with the norms concerning ethical standards.
1. Outcomes checking: The individuals in the company need to know the importance of doing the right thing. By selecting the option that generates better solutions for the people can be a viable solution to eliminate the social dilemma. 
1. Commitment: The commitment of the stakeholder to stick to the ethical standards needs to be rigid. The monetary benefits sometimes make the people violate the ethical standards, but the commitment towards decision can help discard ethical dilemmas. Understanding the importance of doing the right things and making it a habit is necessary for becoming committed towards commitment.
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The following study has successfully entailed the notions and attributes related to the workplace culture and the impacts it has on the efficiency of the chosen company which in this case is Hilton. The study has entailed the key business tools and analysis of the organisation has been done. Furthermore, the study explains the PESTEL framework to reflect the external factors governing the business. Porter’s Five models have also been explained to support the findings. The key drivers for change have also been discussed. The workplace culture at Hilton has been highlighted in the study. However, the study has also encompassed the meaning of ethical dilemma and how it relates to the chosen company. Finally, the study puts light on the recommendations that can be beneficial for resolving ethical dilemmas in the company. 
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[bookmark: _Toc81472722]Individual Reflective Essay
The following study related to workplace culture and the impact it has on organizational efficiency has helped me gain a lot of skills. These skills are related to the various aspects of academic attributes that can help me for orienting myself to increased employability. The external analysis of the chosen company enabled me to improve my market research skills. These skills are necessary for improving the research methodology which can be further useful for me while working on a job. The porters 5 analysis is a necessary framework that has helped me to understand how external stakeholders govern the business dynamics. The buying power of the customers and suppliers is responsible for framing the company dynamics. This analysis has increased my understanding of the market dynamics. The skills related to increasing the attention span and understanding of the content of the topic are what I have learned through the study. Soft skills like research and communication are also necessary for completing the academic coursework and I have self-reflected the importance of the same. 
Furthermore, the workplace culture that the company is dependent on, has helped me to understand the importance of fostering the performance culture. I have learned that leadership skills are necessary for directing the workforce and the skills that are related to leadership are what I shall focus on. The Human Resource attributes are what I have learned through this study which shall help me for managing the workforce in the case I enter the Human resource management department. My understanding of the importance of cultural diversity and its impact on the efficiency of the company has helped me to release its credibility. The study has also helped me to understand the importance of ethics in a company. The ethical dilemma that is experienced in the companies is common and the research based on the chosen company has enabled me to know that ethical attributes are critical and need to be followed extensively. The skills related to ethics are about a mindset of how ethics should be inculcated in me. The ethical dilemma creates a negative impact on the customers and this has made me realize that it could be harmful to the business I many ways. The skills related to my development for becoming more employable also include qualities like acceptability and integrative and understanding the company dynamics of Hilton has made me realize how important these skills are.
The employability skills time management and teamwork are what I have learned through the academic coursework as the study enabled me to complete the work in the given timeframe. However, after realizing the importance of management and leadership skills, I shall focus on improving the relevant skills so that I can become ready for entering the professional work world.
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