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[bookmark: _Toc137753720]Executive summary
A hotel organisational audit is a process which includes the process of the records, reviews as well as collates of all the financial activities of the hotels (Jones and Comfort, 2022). The following report will aim at providing readers with an understanding of the structure, culture and goals of the Hilton Hotel in its second section. Likewise, the third section of the report will highlight the changes that the company has adopted and its impact on them. The fourth section of the report will discuss the strategic direction of an organisation and its present business performance. The fifth, sixth and seventh sections will include a conclusion, recommendations and reference list at the end of the report. 


[bookmark: _Toc137753721]Overview of the Hilton
Hilton Hotel Group is one of the largest global companies that operates in the hospitality as well as gaming markets. The company was founded more than 115 years as one of the small agencies which focused on handling the horse racing bet for the higher society of England. At present it is one of the dominating companies in the hotel sector. The founder of the company is claimed to be Conrad Hilton in the year 1919 and it has been also reported that the company has over 6,800 properties which also makes it one of the biggest hotel brands globally (Hilton, 2023). The organisational structure of the Hilton Hotel Group is described as divisional, as the C-suite of Hilton is responsible for the management of the range of functions as well as geographic divisions. The organisation business also divides itself with properties and its operations as well into three parts. Ownership, management and franchise, timeshare. 
Ownership: properties which are directly owned by the Hilton.
Management and franchise: properties managed by Hilton
Timeshare: Hilton timeshare
The division of the first two that is ownership and management and franchise falls under the leadership of the Hilton Hotel and Resort. While the third division which is timeshare comes under the Hilton Grand Vacation which is also an overall separate entity as it has been spun out of the Hilton Hotel and Resort, a publicly campy trading in 2008. The CEO of the company is Christopher J. Nassetta who also took over the business of the Hilton in 2007 and introduced the company's range of changes since then which also include, gradual restructuring of the senior management, enhancing the communication among the Hilton Hotel as well as a business unit of individual and improving the organisational culture to promote the unity as well as increase the decision-making level at all the levels (McCune, 2020). Hilton Hotel Group is committed to building a better world for travelling as well as providing vacation destinations to guests where they can feel lively and resilient. The company is also dedicated to delivering exceptional experiences for its guests. Hilton Hotel Group has a diverse nature as well as promotes inclusiveness in their workplace and believes that every member of their team can make a difference for an organisation. It is also one of the first international companies which have influenced the lives of billions as well as thousands of communities across the world by bringing all the people and their cultures together by expanding the horizons as well as opportunities. As well as with their Travel with Purpose 2030 target, Hilton Hotel Group is dedicated to lowering their environmental footprint by half, while doubling their investment in social impact by 2030. The company has also embodied corporate culture where honesty and integrity play a valuable part in their business. It is also believed that the corporate culture plays one of the crucial part in the hospitality industry as the need for the employees to deliver quality services towards their guests or visitors requires the kind of workforce who are committed, retained as well as engaged.  The company is also dedicated to fulfilling its founding vision for providing the globe with warmth as well as the light of hospitality, Hilton Hotel Group has also welcomed more than 3 billion guests in their 100-year tenure and has been able to earn one of the prestigious positions in 2021 as World's Best Workplace as well as has been able to be recognised as the global leader in Dow Jones Sustainability for five consecutive years (Zeng, 2021). 
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Recently in the year 2021, Hilton Hotel Group introduced enhanced technology for improving the experiences of their guests which also includes Digital Key Share, rooms that are automated and the ability to book rooms with confirmed connections. They also introduced an award-winning program for guest loyalty, where over 128 million people who book directly to the Hilton would be eligible to earn Points for staying at the hotel as well as experience things that money would not be able to buy (Businesswire, 2022). As well as with the Hilton Honor app, visitors or guests can easily book for staying at the hotel, select their room, unlock the doors with an automated Digital key and check in and check out just through the use of their smartphones. Hilton Hotel Group is also one of the leading giants in the hotel industry that craves for using technology in a creative way for engaging with customers who are digitally connected as well as for those customers who seek to interact through the mobile app, tablets or smartphones, before or during their stay at the hotel. The rate of Digital Key installation at the hotels has also tripled since 2016, as Hilton also predicts that it will be exceeding its goals of 2,500  hotels across 14 of its brands worldwide by 2017 end of 2017 (Hodges, 2021). The guests of the Hilton have also been liking the use of Digital Key and it is also the only hotel which offers such kinds of services and facilities to their guests. 
The addition of the improved technology has also helped the company to add value in their business due to which they have also been able to understand their customer more precisely, track the behavioural pattern of their guest, make recommendations according to their customer preferences, as well as communicate with them in a better way and help the customers to find flagging up offers in the spa. Their Digital Key is also tied to the specific phones of each guest which cannot be shared or replaced by another device. Hilton sends the notification or the confirmation email to guests whenever they request the Digital Key. Hilton Hotel Group's commitment to innovation has been underlined by the fact that they have already made an investment of over 437.59 million British pounds for the infrastructure of the global technology, which has also allowed them to bring it to the market with these digital tools. Hilton Hotel Group is also involved in many strategic technological partnerships as well as collaboration and technology developments over the past few decades. For example, the company has introduced a chatbot and Xiao Xi for providing Hilton Honors users with one of the most convenient ways of travel advisory facilities. This solution has been also introduced as part of Hilton's digital strategy for innovation, where they focus on providing travel-related queries about the information of the hotel, local weather and the checking of the Hilton Honors and promotion details (GlobalData, 2022). They also provide a lot of advice related to travel as well as entertain their guests throughout the journey by providing them with smart suggestions. However, the company faces many many issues such as entering the global market, employees retention challenges and operational issues. 
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The increasing growth in the infrastructure of the technology has a significant impact on the Hilton Hotel Group, as the companies that are operating in the hospitality industry have to use energy sources effectively as well as provide their services through online platforms (Mekhruza et al., 202). The core competencies of the Hilton hotels consist of customer facilities, dedicated as well as skilled staff, a good image of their brand, a licence for gambling, customer support, optimistic culture and talent acquisition which can make it hard for the competitors to duplicate the similar types of practices as a high level of expertise and the investment are required. Further, the company has been successfully able to provide its services in over 80 countries and is located in the most popular destinations that can enable the wealthy traveller to make obvious choices. The online dating for the Hilton hotel on their website and the feedback from their guest has been able to prove that they have been able to meet the requirements of the customers and provide services as promised as well as are regarded as one of the best when it comes to providing premium services. 
The company can also use value chain analysis which can determine information about the business activities of the Hilton hotel group and assist them with the competitive advantage as well as create value (Hussain et al., 2019). The company has been able to implement the value chain successfully and efficiently through which it has been able to add value to the operation as well as sustain its future growth. The activities of the business are often divided into two parts: primary and support
The activities of the support are divided into four sections
Firm infrastructure: Hilton hotel group is one of the leading hotel chains at the international level as well as popular for its excellent infrastructure of hotels as well as premium services (Norboutaevich, 2019). The company also focuses on critical factors like maintenance, atmosphere, quality, facilities, cleanliness and facilities around all of its branches.  
Human resources management: For providing high-quality services to their guests, the Hilton hotel group focuses on providing effective training to their management as well as to the staff at ground level where they are taught to provide services to the customer or visitors professionally (Zhang, 2023). 
Technology development: Hilton Hotels provides services through online platforms to improve the satisfaction of their customer as well as for responding to their customer more quickly (Stringam and Gerdes, 2021). The Department of Technology has also developed online websites as well as mobile applications which enable the customer to know or check about the information of the hotel prices and do online bookings.
Procurement: One of the main objectives of the Hilton has been to assist their customer with the premium level of the facilities and services, hence, the management also seeks suppliers who can provide high-quality products for the company and fulfil their requirements.
Primary Activities 
Inbound logistics: The inbound logistics along with the management of the supply chain enables smooth operation for the Hilton hotel by trading directly with the suppliers and negotiating the prices with them. 
Operations: The operations of the Hilton hotel group are divided into three segments. 
Ownership division: The company has over 146 hotels which have over 59,463 rooms and all are owned as well as rented by the Hilton. 
Franchise segment: It contains over 4,419 hotels which have over 691,887 rooms and are licensed as well as managed by the Hilton Internationally. 
Timeshare section: It includes 45 properties which comprise 7,152 units as this division is also engaged in selling as well as marketing activities. 
Outbound logistics: The company provides one of the services that is high-quality to their guests as per their advertisement and delivers goods with transportation that are secure. 
Hilton Hotel company has been able to generate over 6.98 billion British pounds in revenue in the year 2022 (Statista, 2022). The company has also been able to put effort into global development and perform strongly through the pandemic. The company was able to  end 2021 with almost 6,800 hotels with 18 brands across six continents, with a robust net unit of over 5.6% growth. 



[bookmark: _Toc137753724]Conclusion 
Thus, it can be found from the report that Hilton was founded more than 115 years ago as one of the small agencies that assisted in handling the horse racing bet for the higher society of England. It is also found that the Hilton hotel group business also divides itself with properties and its operations into three parts that are ownership, management and franchise, and timeshare. The organisation has been able to be innovative from its competitors by only being the hotel which provides Digital Key to their guests that are easy and secure to use. It is also found that they own over 6,800 hotels along with 18 brands over six continents and have been able to generate revenue of over 6.98 billion British pounds in 2022.
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· Hilton hotel group can focus on providing better quality services to their guest
· They can focus on providing professional training to the new employees so they can understand the objectives of the company at an early stage as well as support them at the initial stage of their work by making them work with the experienced members in an organisation. 
· The management of Hilton should implement Text analytics in the operations so that guest satisfaction and market demand can be understood.
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