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[bookmark: _Toc525609665]Executive Summary 
Chris J. Nassetta’s leadership at Hiton Hotels navigates industry shifts through adaptability and strategic decisions. His focus on innovation and customer experiences shapes culture of excellence. By empowering employees and fostering collaboration, Nassetta drives positive change. This approach enhances performance, strengthens Hilton’s market position, and cultivates a resilient, engaged organizational culture.
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[bookmark: _Toc395322869]Introduction 
Chris Nassetta is a prominent leader in the tourism, leisure, and events sector, known for his role as the CEO of Hilton Hotels. Since taking the helm in 2007, he has overseen significant transformations within the company and the broader hospitality industry. Throughout his tenure, Nassetta has faced various challenges, including leadership changes with the company and significant industry disruptions such as the 2008 financial crisis and the COVID-19 pandemic. Nassetta’s leadership during these crises has demonstrated resilience and adaptability, focusing on recovery strategies and a commitment to sustainability. His vision for Hilton includes a dedication to responsible tourism and community engagement, making him a respected figure in the industry. 
This report will explore how Nassetta’s approaches leadership, when improving the organisations culture, boost performance, and when helping to manage change, such as being proactive in embracing technology and innovation which is crucial for adapting to these industry changes. An example includes his key strategies of open communication and the encouragement of feedback to help his team adapt to changes more effectively within a strong company culture. Organisation culture is stated as "A pattern of shared basic assumptions that a group has learned as it solves problems, which is taught to new members as the correct way to think, feel, and behave in the organization" (Schein, E.H. and Schein, P. (2017) Organizational culture and leadership. Fifth edition. Hoboken, N.J: Wiley), which will be further looked at within this report. 

[bookmark: _Toc1690258819]Leadership and Change Management 
Nassetta has faced several key challenges during his tenure as CEO of Hilton. One significant change has been the shift in customer demands, particularly as travellers increasingly seek personalized experiences and sustainable practices, supported by "76% of global travellers express a desire to make more sustainable travel choices" (Destination Northeast England, 2023). This has prompted Hilton to adapt its offerings to meet these evolving preferences.
 Additionally, the rapid advancement of new technologies has transformed the hospitality industry. Nassetta has had to navigate the integration of digital solutions, such as mobile check-ins and digital keys through the ‘Hilton Honours’ app, and contactless services, to enhance the guest experience and streamline operations. 
Economic shifts, including the impact of the 2008 financial crisis and the more recent COVID-19 pandemic have also posted significant challenges for Nassetta. The pandemic, led to unprecedented disruptions in travel and hospitality, forcing Hilton to implement strict health and safety protocols while also fostering on recovery strategies. 
Internal leadership transitions can create challenges in maintaining company culture and strategic direction. Nassetta has worked to ensure stability and alignment within the organisation during these times of change, fostering a cohesive vison for Hilton’s future. Overall, these challenges have required adaptability and forward-thinking leadership from Nassetta to navigate effectively. 
[bookmark: _Toc2036967306]Strategic Leadership Responses 
Nassetta’s decisions and strategies to manage changes have been pivotal in guiding Hilton through various challenges. One of his key approaches is prioritizing transparent communication, when he ensures that all employees are informed about changes and the rationale behind them, which fosters trust and buy-in from the team. This open dialogue helps alleviate uncertainties and encourages employees to embrace new initiatives. Nassetta also emphasizes a collaborative leadership style, involving team members in the decision-making process. By seeking input from various levels of the organization, he taps into diverse perspectives and expertise, leading to more informed and effective decisions. This inclusive approach not only empowers employees but also enhances their commitment to the organisation’s goals. Additionally, Nassetta has been proactive in leveraging technology to support change management; by investing in digital tools and platforms, he facilitates smoother transitions and improves operational efficiency. This focus on innovation allows Hilton to adapt quickly to shifts in customer demands and industry trends. 
Moreover, Nassetta’s commitment to maintaining a strong organizational culture during times of change is crucial. He reinforces Hilton’s core values, ensuring that the team remains aligned and motivated, even amidst external pressures. This cultural consistency helps maintain morale and performance as the company navigates challenges. Overall, Nassetta’s strategic decisions emphasis on communication, collaborative leadership, and focus on culture have been essential in leading Hilton through change successfully. 
An academic example consists of the ‘Deal and Kennedy Culture Model’, developed by Terrence Deal and Allan Kennedy, which focuses on linking organizational culture to business performance. The model can help Nassetta “understand cultural dynamics” Linstead, S. (2018) Managing cultures. London: Henry Stewart Talks Ltd.
and how these cultures can impact the ability to adapt, innovate, and succeed in the industry market. 
1. Tough-Guy Macho Culture- High risk, quick feedback.
2. Work Hard/Play Hard Culture- Low risk, quick feedback. This culture emphasises customer service.
3. Bet-Your-Company Culture- High risk, slow feedback.
4. Process Culture- Low risk, slow feedback.
[bookmark: _Toc1943075395]Examples and Case Studies 
One vital example of Nassetta managing change effectively was during the COVID-19 pandemic. Hilton implemented the “CleanStay” program in June 2020, which introduced enhanced cleaning protocols and safety measures. This initiative was well-received because it addressed customer concerns about health and safety directly, showcasing Hilton’s commitment to guest well-being. The success of this program stemmed from clear communication with both employees and customers, ensuring that everyone understood the new standards and felt safe returning to Hilton properties, with Nassetta’s main concern and priority stating “CleanStay builds on the best practices and protocols developed over the last several months, allowing guests to rest easy and focus on enjoying unforgettable experiences we have to offer – while protecting our Team Members who are the front lines of hospitality.” (Venuedirectory.com, 2020).
Another case study is Hilton’s strategic focus on sustainability. Under Nassetta’s leadership, Hilton launched its “Travel with Purpose” initiative, aiming to reduce its environmental footprint and promote community engagement. This program has been effective because it aligns with the growing consumer demand for sustainable travel options. By actively involving employees in sustainability efforts and communicating the importance of these initiatives, Hilton has fostered a culture of responsibility and innovation. Nassetta manages change well with this initiative as he involved employees in shaping the program by creating working groups to gather ideas, address concerns, and design the specifics of the initiative. This made people feel like they had a real stake in the excellence outcome of “In 2023, named the #1 Best Place to Work in the World by Great Place to Work and Fortune Magazine.” (Hilton, 2023).
Additionally, Hilton’s rapid expansion into the digital space has also been a success story. The introduction of mobile check-ins, digital room keys, and personalized guest experiences through the Hilton Honors app have all been well-received. These changes worked well because they enhanced convenience and catered to the evolving preferences of tech-savvy travellers. Nasetta’s focus on technology as a mean to improve customer experience has positioned Hilton as a leader in the hospitality industry. Overall, this example demonstrates Nassetta’s ability to manage change effectively by leveraging technology to enhance guest experience. 
An example and academic model that stresses change management is ‘Lewin’s 3 Stage Model of Change’, as “Kurt Lewin’s change model states that restraining forces influence the behaviour of organizations and individuals, ultimately deciding the fate of change” (Malik, 2022). Nassetta can use this model into practice in the industry when taking accountant of sustainability measures. For example:
1. Unfreeze- Nassetta recognized that consumer expectations were shifting towards more sustainable travel options. He publicly acknowledged Hilton’s environmental impact and set ambitious goals for reducing the company's carbon footprint. 
2. Change- Nassetta spearheaded the implementation of Hilton’s “Travel with Purpose’ program.
3. Refreeze- Nassetta interrogated sustainability into Hilton’s core values and business practices. 
[bookmark: _Toc1170304473]Leadership Style, Culture and People
[bookmark: _Toc1762079046]Leadership Style
Nassetta’s leadership style can be described as transformational, and collaborative when “wanting to help people in their 20s and 30s build experience so they can excel at a job like his” (Nassetta, 2023). He actively involves team members in the decision-making process, encouraging open dialogue and input from various levels of the organisation. This collaborative approach fosters a sense of ownership among employees, making them feel valued and engaged during times of change. Nassetta’s transformational leadership is evident in his ability to inspire and motivate his team to embrace new initiatives. He communicates a clear vision for the future, which helps align the organizations goals with aspirations of its employees. By promoting a culture of innovation and adaptability, he empowers his team to think creatively and take initiative, which is crucial during periods of change. This leadership style positively influences the organizations culture by creating an environment of trust and support. Employees are more likely to embrace change when they feel heard and understood. Nessetta’s emphasis on maintaining Hilton’s core values during transitions also helps to reinforce a strong organizational identity, ensuring that the team remains united and focused on common goals. Overall, Nessetta’s collaborative and transformational leadership style not only enhances employee morale and engagement but also droves the organization toward successful change management. 
[bookmark: _Toc1473225418]Culture and People Impact 
Nassetta helps Hilton adapt and perform during change in 3 different sections, including; 
People Management:
· Empowerment- When Nassetta empowers his team, giving autonomy and decision-making power is a huge asset to help during change. Empowered employees are more likely to take ownership of new initiatives, find creative solutions, and adapt quickly to new circumstances. Statistics to support why empowerment is important to employees states, it “Improves employee relationships (33%); Encourage safe practices (26%); Provide line of sight to company goals (26%)”  (StaffCircle, 2020).
· Communication- If Nassetta is good at keeping everyone informed about the reasons for change, the goals, and the progress, it reduces uncertainty and anxiety.
· Support- If this is provided, it helps people feel more confident and capable of navigating change. This should be vital for Nassetta to take in place and normalise as “69% of managers are often uncomfortable communicating with employees” (Workleap.com, 2016) from workplaces all over. 
Teamwork:
· Collaboration- If Nassetta fosters a collaborative environment where people from different departments or backgrounds work together, it can lead to more innovative solutions and a smoother implementation of change.
· Shared goals- If Nassetta is good at aligning team goals with overall goals of the change initiative, it helps people stay focused and motivated. 
· Psychological Safety- If Nassetta creates an environment of trust and respect, people are more likley to experiment with new approaches and learn from mistakes. 
Company Culture:
· Adaptability- A culture that encourages experimentation and learning from failure creates a mindset that is open to new possibilities.
· Resilience- A strong company culture can help people bounce back from setbacks and challenges. It is also stated how “Resilience has a protective effect on all outcomes” (Shatté et al., 2017)
· Values Alignment- If Nassetta has built a culture where people are passionate about Hilton's mission and values, they’re more likely to support changes that are in line with those values. 

[bookmark: _Toc1792865846]Strategic Recommendations for Leadership 
[bookmark: _Toc1494835171]Leadership Recommendations 
Based on analysis, Nassetta can place practical ways to improve his leadership to between manage change and improve organizational performance:
· Enhance Communication Skills- This will ensure clarity and transparency. This includes active listening, providing clear directives, and fostering open dialogue to address concerns and feedback.
· Empower Employees- Nassetta should delegate responsibilities and empower employees to take ownership of their tasks, increasing motivation, job satisfaction, and overall performance. 
· Invest in Training and Development- This will equip employees with the skills and knowledge needed to adapt to changes and excel in roles. 
· Lead by Example- Nassetta should demonstrate the behaviours and attitudes he expects from employees. This includes being adaptable, resilient, and committed to Hilton’s success. 
From Nassetta leading as an example, he will reflect a role that will help shape the team called ‘The Shaper’, which comes under Belbin’s 9 Team-Roles Model, giving each role its own strength, contributing to the teams overall dynamic. ‘The Shaper’ reflects onto Nassetta as he needs to be “goal-driven who pushes the team forward, keeping them on track, and ensuring obstacles are met”, (Dr. Meredith, 1970) 
[bookmark: _Toc623173230]People and Culture Recommendations 
Some recommendations on how Nassetta can strengthen his team, improve communication, and create a positive culture to support Hilton’s success states:
Strengthening the Team
· Team Building Activities- Organizing this will foster camaraderie and improve teamwork. 
· Skills Development- Identify skill gaps within the team and provide opportunities for training and development. 
· Recognition and Rewards- Implementing a system to recognize and reward team members for contributions will boost morale and motivation. 
An academic example that stresses how vital groups and teams is Tuckman’s model, created by Bruce Tuckman. This model can help Nassetta understand team development stages when strengthening the team through stages of “Forming, Storming, Norming, Performing, Adjourning” (Bruce Tuckman, 1965). This understanding allows Nassetta to anticipate issues, improve communication, and enhance team performance by tailoring management approaches to the team's current stage. 
Improving Communication
· Regular Meetings- Will give the opportunity to discuss progress, address concerns, and share updates, supported by “95% of people say face-to-face meetings are key to successful long-term relationships” (Akhter, 2024)
· Feedback Mechanisms- Establishing feedback mechanisms to gather input from members. 
Creating a Positive Culture
· Promote Work-Life Balance- Encourage healthy work-life balances to promote flexible work arrangements and discouraging excessive overtime.
· Celebrate Successes- This fosters a sense of accomplishment and pride, supported by “87% Employees Felt That Meaningful Recognition Impacts Their Job Satisfaction” (Cross, 2023)

[bookmark: _Toc647820642]Conclusion 
Nassetta can strengthen his team through team building, skills development, and recognition. Improving communication with regular meetings, open-door policy, and feedback mechanisms through fostering a positive culture by leading by example, promoting work-life balance and celebrating successes all strategically boost morale, collaboration, and overall performance, driving Hilton’s success. 
Nassetta can embrace innovation, focus on customer experiences, develop talent and monitor performance to also help Hilton succeed in the future. 
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