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[bookmark: _Toc150764746]Introduction 
This report will highlight the Hilton hotel group's organisational structure, the culture of the hotel group, and their corporate goals that help organisations attain profitability, along with the excellent brand image that influences the organisation's overall performance (Manoharan et al., 2023). Additionally, the recent changes initiated by the group, their impact and how the group handled these changes effectively. Further, this report highlights the organisation’s strategic direction and current business performance of the Hilton hotel group.   

[bookmark: _Toc150764747]Organisation structure of Hilton Hotel Group 225
As the Hilton Hotel Group offers worldwide hospitality services as a hotel and resort, they have a highly efficient organisational structure to manage administrative tasks effectively and provide a high-quality service to the customers. As per the annual report of the Hilton hotel group, the organisational structure implemented by them is the hierarchical organisational structure (Hilton, 2023). This organisational structure is separated into various district managerial levels. Among these multiple levels of the organisational structure, the first or top level is the board of directors, which sets the organisational goals and directions to achieve them.
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Figure 1 Hierarchical organisational structure of Hilton Hotel Group
(Source: Reidhead, 2020)
The next level of organisational structure is the executive managers who perform the hotel group's daily management. The team of executive managers are directed by the CEO and senior executive managers who execute and monitor the operations such as marketing, economic and organisational operations (Reidhead, 2020). Below the executive manager's team is a team of regional presidents who perform and monitor the onsite regional management of the Hilton hotel group. 
Under every president, there are teams of general managers who perform the daily operational responsibility of that region’s hotel. Under these general managers are employees such as food services, housekeeping staff, and other service staff. On the last level, there are employees or service staff who interact directly with the guests or customers, and they must provide customers with top-notch services, as the Hilton group always offers.            
[bookmark: _Toc150764748]Organisational culture of Hilton Hotel Group
The organisational culture refers to previously defined policies that offer directions to the employees. This complicated arrangement includes common assumptions, attitudes, and beliefs and controls how people behave within the company. These fundamental presumptions, convictions, and ideals influence the distinctive and unique psychological and social environment (Hilton, 2023). The organisational culture of Hilton Hotel is developed on the groundwork of promise, brilliance and invention. The groups are always consumer-oriented in their service, which imitates an influential organisational culture. 
This influential organisational culture developed on the essential morals that carry out the performance of the workforce. Three major basic morals are represented as the three layers: products, morals and fundamental expectations (Mohsen et al., 2020). The artefact or products of the organisational culture of Hilton is the form of the outer layer of the circle of corporate culture. Artefact refers to the visible and touchable feature of the organisational culture of the Hilton group. The artefacts of the Hilton group are the open-door policies, the staff's dress code and the office's layout. 
Further, morals within the Hilton group's organisational culture must be observed (Romme, 2019). Hilton ensures to communicate the corporate morals with the employees. These morals are shared objectives, beliefs, and standards that comprise The Hilton's fundamental values. The essential morals are responsibility, variety, excellence, teamwork, desire, honesty, and management. Another level of the circle of culture is an expectation that provides the philosophies and ideologies based on the Hilton group’s organisational culture. Staff are unconscious of expectations but perform better by knowing the organisation's values.      
[bookmark: _Toc150764749]Organisational goals of Hilton Hotel Group 
Organisational goals refer to the strategies or objectives that are decided to be achieved by the management to improve the organisation's overall performance. The various organisational goals of the Hilton hotel group encourage them to achieve even higher performance (Hilton, 2023). The Hilton hotel group's most significant and initial objective is to offer their customers top-notch services. Offering the best services to the customer can build trust among the customers, increase the retention of the customers, and make them likely to visit again and again. To achieve the best service from the employees, Hilton provides training and development opportunities for the staff to improve their customer service to increase customer retention.
Another goal of the Hilton is to increase the group's market presence. Their goal is to introduce 1000 more hotels by 2025. To attain this goal, the group developed a strategy of growth, which involves capturing new market areas such as Africa and Asia. Another primary goal of the Hilton group is to minimise the environmental impact and improve the group's corporate social responsibility (CSR) to improve the organisation's performance (Hilton, 2023). The CSR of the Hilton group involves reducing energy consumption, using green energy for the hotel group, decreasing the waste from hotels, and increasing the local staff to empower local people.                    
[bookmark: _Toc150764750]Recent change initiatives
The Hilton Hotel Group has undergone various changes in the hospitality industry to sustain itself in the competition. A significant change initiated by the Hilton hotel group is adopting the digital tactic to advance customers' experience by rationalising the operation. This strategy was carried out by introducing the mobile application of Hilton Group that offers online check-in checkout, ordering food and room service, and many other facilities (Anon, 2023). This leads to increased customer satisfaction and attraction towards the Hilton group. 
Another change initiated by the Hilton group is introducing the robotic service at their hotels to attract customers and increase service sustainability (Park, 2020). This leads to an increase in the organisation's reputation and market branding. Also, this leads to an increase in customer experience and customer retention. Another change initiated by the Hilton group is introducing sustainable practices to minimise the environmental cause, follow the CSR values, increase customer attraction, and improve the customer experience by being an eco-friendly hotel (Lee & Legendre, 2023). 
Another change initiated by the Hilton group was to increase the performance of the employees, and the Hilton group introduced a training and development program for the employees (Ma, 2021). This leads to an increase in the employees' skills and also increases the customer experience by providing the top service by the employees of Hilton group.                  
[bookmark: _Toc150764751]Impact of changes
The impacts of the changes initiated by the Hilton group are remarkable and increase the origination's performance. The result of the Hilton group's digital application leads to improved client experience and streamlined operations (Anon, 2023). Increased client satisfaction and interest in the Hilton group resulted from this change. This change can save the time and effort of the customers to improve the experience of the customers as they are the major valuable asset of the group. Impact of Robotic Servants in the Hilton group: To draw guests and improve service sustainability, the Hilton group has implemented another modification by implementing robotic service at its hotels (Seo & Lee, 2021). Increased market branding and improved organisational repute are the results of this. Additionally, this enhances client satisfaction and customer retention. 
The Hilton group also introduced sustainable practices to reduce environmental impact, adhere to CSR principles sustainably, promote customer appeal, and improve customer experience when staying in eco-friendly hotels (Tsou et al., 2022). The Hilton group also implemented a training and development programme for staff to improve employee performance and that of the Hilton group. Hilton group personnel improve their workforce's skills and client experience by offering the best service possible. 
[bookmark: _Toc150764752]Management of changes
The Hilton group successfully manages the changes initiated to improve the organisation's overall performance. The digital transformation undertaken by the leaders of the Hilton hotel group is well managed by communicating about the application's user guide with staff and through advertising communication with the customers (Helmold & Helmold, 2020). Further, the management of another change is of CSR practices by initiating and designing the structure of a plan to implement the CSR successfully. This task is also well managed by the leaders of the Hilton hotel group. 
Another change is introducing robots in the hotel service that are also managed and planned by the executives of the Hilton hotel group. Skills the staff to operate these robots and introduce a new tech team to manage the robotic operation successfully (Jia et al., 2022). Hilton Group also introduced the employee development program by arranging career growth opportunities by having sessions to upskill the employees to improve customer service.  
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The group concentrated on broadening their worldwide reach and strengthening their brands' line-up lately. The corporation is investing significantly in developing novel facilities within developing nations, including India, China, and the Arab world. To meet the constantly shifting demands of these clients, Hilton was renovating the company's current buildings concurrently (Krupskyi et al., 2019). Using the company's "Linked Suite" technologies represents a few of the company's primary objectives. With this equipment, visitors may use mobile devices to manage various features within the hotel, including illumination, warmth, and infotainment. These programmes are one component of Hilton's more considerable effort towards improving guests' satisfaction and using technologies to make accommodations simpler and personalised. 
The Hilton Hotel also invests in its reward programme, Hilton Hotels Honours, to foster client involvement and devotion. The corporation added functions to improve user appeal, including Facts, Awards, and Pay. Hilton also utilised statistical analysis to learn about consumer tastes and behaviour, which helps businesses better tailor their goods and advertising initiatives. 
[bookmark: _Toc150764754]Current business performance
The Hilton group has kept operating profitably alongside substantial increases in sales over the past few decades. The business's annual sales for 2019 increased Six per cent to $9.5 billion over the same period in 2018. The business's total revenue during the entire period increased by 39.3 per cent over the same period in 2017 to $886 million. Implementing innovative products and amenities and branching out towards emerging sectors contributed to Hilton's success. The organisation’s successful reward programme, which encouraged client interaction with returning customers, also contributed to their prosperity. Hilton's group was nevertheless exempt from the repercussions of COVID-19, which caused significant consequences for hotel businesses (Mekhruza et al., 2022).
The business announced a $720 million deficit and a 54 per cent lower turnover for 2020. Hilton was obliged to implement several cost-cutting initiatives because of the global epidemic, involving layoffs, salary cuts, and halts regarding buybacks. Considering those issues, the Hilton keeps preparing to place their business in an excellent rebound situation. To comfort visitors and staff, the firm adopted improved cleanliness and security standards throughout all its facilities. Along with these efforts, Hilton was pushing online employment possibilities for visitors and giving improved accommodating refund rules to meet their clients' ever-changing demands better. Hilton is anticipated towards keep expanding in 2022, supported by a pickup in requests for tourism after the globe starts healing after the COVID-19 epidemic.
Organisations began developing technology that powers their website to improve customer engagement and processes. Hilton also focuses on social programmes, including minimising the damage they cause and helping those within the region. The Hilton group is anticipated to succeed in luxury in 2022 (Duci, 2021). LXR, which includes Accommodation and Vacation rentals, the organisation’s new premium portfolio, provides visitors with upgraded getaways at unique establishments in prominent places.


[bookmark: _Toc150764755]Conclusion
Analysing the organisational structure of the Hilton Hotel group, we can conclude that it follows the hierarchical organisational structure that operates at different levels. Further, this report sheds light on the corporate culture with the help of a circle of culture with other layers. Also, analysing the goals of the Hilton hotel group can conclude that these goals cover all aspects of the growth of the Hilton hotel group. Along with the change initiatives and their impacts, the changes are positive, and their impact offers the direction of development of the group. Also, analysing the organisation’s strategic direction and current business performance, it can be concluded that it is moving ahead to achieve its high efficiency and obtain high-performance goals to sustain itself in the competition.         
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