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[bookmark: _Toc137357032]Introduction 
The Hilton Hotel Group is well-known for providing exceptional service as well as a diverse selection of lodging options. This study investigates the corporate and unit structures, as well as the culture and aims of each. The management of the organisation, as well as the organization's strategic direction, current business performance, and any recent transformation efforts, will also be evaluated. Through the application of relevant theories and frameworks, our team works hard to gain an understanding of Hilton Hotel Group's business practices and their place in the hospitality industry.
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[bookmark: _Toc137357034]Structure 
The matrix structure of the Hilton Hotel Group combines functional and divisional forms. Resource distribution for hotels and businesses is simplified by this structure (Tien, 2019). Project teams and matrix organisations can aid in the analysis of Hilton's organisational design. Employees in matrix organisations are divided into functional and project teams. This encourages information sharing and collaboration across functional boundaries. Hilton's matrix system enables hotel units to receive corporate support services while preserving their independence and flexibility. The Hilton hotel chain utilises a matrix system. Matrix structures are used by Marriott and IHG, among other well-known hotel chains, to manage their international operations (Reidhead, 2020). These enterprises may manage their many hotel brands and assets through this platform with consistency and localised decision-making.
[bookmark: _Toc137357035]Organisational Culture
The Hilton Hotel Group lays a significant emphasis on the satisfaction of its guests. The level of culture described by Schein can be used in an investigation of Hilton's culture (Mullins and Dossor, 2013). According to Schein, organisational culture is made up of things like practices and artefacts, as well as beliefs and ideals that are said aloud and underlying presumptions. The culture of excellent customer service at Hilton is on display in the company's initiatives to increase the satisfaction of its guests and teach its employees. Hilton's core values include "Hospitality," "Integrity," "Leadership," "Teamwork," and "Ownership (Maltseva et al., 2020)." These guiding principles determine what decisions and actions are made throughout the entire organisation. The culture of Hilton Hotels shares core characteristics with other luxury hotel brands, including the belief that it is important to provide exceptional experiences for guests. Marriott places a strong emphasis on individualised experiences and excellent customer service (Jones and Comfort, 2019). IHG's corporate culture places a significant emphasis on developing exceptional hotel brands and providing exceptional service to the company's customers.
[image: Edgar Schein - Organizational Culture: Artifacts, Values & Assumptions]
Figure: Level of Culture by Schein
Source: (Jones and Comfort, 2019)
[bookmark: _Toc137357036]Organisational Goals 
The Hilton Hotel Group's objectives reflect its strategic focus on expansion, ingenuity, and sustainability. Hilton's objectives may be examined using the LUINS Model of strategic management, which stands for Leverage, Unite, Innovate, and Nurture and Sustain (Mullins, 2019). Hilton leverages its widespread presence and positive reputation to expand and venture into new markets. The corporation wants to expand both its brand and property portfolio and market share. The varied workforce at Hilton should have a common vision and set of values. The business promotes worker innovation and knowledge sharing to enhance visitor experiences Innovation is a top priority for Hilton to stay on top of emerging trends and technology (Fu, 2023). Keyless entrance and smartphone check-in increase guest convenience and expedite operations, respectively. Hilton places high importance on sustainability and ethical business practices. It enhances communities, encourages diversity and inclusion, and lessens its impact on the environment. The objectives of Hilton are the same as those of other upscale hotel chains: growth, innovation, and sustainability. Globalisation, technological and creative innovation, and sustainability are all top priorities for Marriott. IHG wants to expand its offering and have a smaller environmental effect (Deng, 2022).
The structure, culture, and objectives of the Hilton Hotel Group demonstrate its commitment to providing first-rate hospitality services and promoting growth, innovation, and sustainability. The customer-centric culture guides employee behaviour and decision-making while the matrix structure streamlines coordination and resource allocation. The objectives of the LUINS Model at Hilton include sustainability, innovation, workforce cohesion, and brand reputation (Mullins, 2016). Comparing upscale hotel chains reveals that they place high importance on client satisfaction, growth, and ethical business practices.
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As a result of shifts in both the market and technology, the Hilton Hotel Group has undergone several organisational transformations. The effectiveness of the organisation has been significantly influenced as a result of these initiatives. The Change Culture Guide by Dobson is a useful tool for analysing the many different transformation efforts (Boddy, 2014). Dobson's guide highlights corporate culture management during the transition. The first step in transforming a culture is to do a culture diagnosis, then culture planning, and finally culture implementation. The most recent transformation initiatives at Hilton can be evaluated with the help of this approach.
The idea that there should always be room for growth and innovation at Hilton has been a driving force behind a great deal of change. The corporation has made the digitization of guest experiences a top priority to improve such experiences (Dodu et al., 2023). The check-in process can be made more streamlined and efficient with the implementation of mobile check-in and keyless entry solutions.
Additionally, Hilton emphasizes preserving the natural world. Technologies that are efficient with energy have been implemented, as have programmes that reduce waste and source materials responsibly (Belarmino, Koh and Shin, 2022). These modifications not only save money but also are sustainable and satisfy the need from consumers for environmentally friendly houses.
These undertakings involving change have proven significant. Guest satisfaction can be increased with the implementation of mobile check-in and keyless access systems. The level of customer loyalty, as well as positive word-of-mouth, has increased (Liu, 2022). Because of its commitment to sustainability, Hilton has become more appealing to eco-travellers, which has contributed to the company's success in meeting its sustainability goals.
These shifts have been handled effectively by Hilton. Employees as well as stakeholders have been made aware of the necessity of change as well as the benefits that would result from it. The acceptance of the change has been aided via communication (Shin et al., 2021). The personnel at Hilton is provided with resources and training to assist them in adjusting. Employees receive training on the most up-to-date technologies as well as sustainable business practices. Additionally, Hilton encourages all of its employees to provide their suggestions for ways to enhance the company.
The organisation monitors the progress of its transformation efforts through the use of feedback and performance tracking. This enables the initiatives to be evaluated and adjusted based on the comments received (Rocha, 2022). Change management at Hilton Hotels consistently beats those of its competitors. Another premier hotel chain that provides digital concierge services and check-in through smartphones is Marriott. Both Marriott and IHG have made efforts to reduce their impact on the environment.
Hilton differentiates itself from competitors by providing employees with autonomy and fostering creative expression. These initiatives have been more successfully implemented because of Hilton's commitment to ongoing training and to encouraging the participation of its employees (Agudo, 2022). Change management is an area in which Hilton Hotels & Resorts excels. The recent digitalization and sustainability initiatives implemented by Hilton Hotel Group have had a substantial impact on the organisation as a whole as well as its operations. These programmes have been managed with care by focusing on communication, resource allocation, employee empowerment, and feedback. The empowerment of workers and new ideas are put front and centre by Hilton's change management. Because of its effective change management, Hilton has established itself as an industry leader in hospitality technology and sustainability.
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The market position of the Hilton Hotel Group is influenced by its performance and strategy. A thorough examination is made possible by pertinent theories and data.
[bookmark: _Toc137357039]Strategic Direction 
The LUINS Model guides the strategy of the Hilton Hotel Group. This paradigm is made up of leverage, unity, innovation, and nurture and sustain. The strategic priorities and goals of Hilton are revealed through this framework (Bourke, Izadi and Olya, 2020). Hilton leverages its widespread presence and positive reputation to expand and venture into new markets. The business increases its market share and develops its properties and brands. Using its resources, Hilton may expand into new markets and attract new clients. The varied workforce at Hilton should have a common vision and set of values. The employer promotes knowledge and idea sharing among its workforce. This unity enables Hilton to develop and enhance visitor experiences by utilising the skills and knowledge of its staff.

Figure: LUINS Model
Source: (Bourke, Izadi and Olya, 2020)
Innovation is a key component of Hilton's plan. The organisation places a high priority on remaining abreast of technological and industry advancements. To enhance tourist comfort and business operations, Hilton uses mobile check-in and keyless entry. Because it places a strong emphasis on innovation, Hilton provides cutting-edge services and products (Matteucci, 2020). Hilton places high importance on sustainability and ethical business practices. It enhances communities, encourages diversity and inclusion, and lessens its impact on the environment. Hilton's commitment to upholding these practices demonstrates its commitment to long-term success and positive societal impact.
[bookmark: _Toc137357040]Business Performance
It is necessary to evaluate Hilton's present commercial success by utilising data on the market, the economy, and consumer happiness. Hilton consistently achieves financial success. Financial data show that revenue has increased consistently over the previous five years. Despite the COVID-19 pandemic, Hilton reported $4.3 billion in fourth-quarter 2020 revenue, illustrating its adaptation and durability (Linxi, 2023). The market share of Hilton is noteworthy. The most recent statistics place Hilton among the biggest hotel chains globally. A variety of brands and lodging options are represented by more than 6,500 properties in 119 countries and territories. Hilton's extensive reach contributes to its market domination (Zhang, 2022). Customer satisfaction is important to Hilton. The business aims to provide outstanding customer service. According to polls, Hilton receives high marks for cleanliness, service, and overall guest satisfaction. This positive customer feedback enhances Hilton's trusted and well-liked hotel brand.
Hilton's strategic leadership and commercial success have helped it to dominate the global hospitality sector. Marriott and IHG share a commitment to sustainability, innovation, and growth. Marriott places a high priority on global expansion and customised guest experiences. IHG puts environmental protection and brand development first (Wood, 2022). Hilton is a market leader thanks to its strong financial results, market presence, and high levels of customer satisfaction. The company's ability to respond to market changes, make technology investments, and offer distinctive experiences supports its growth and competitive edge.
The strategy of the Hilton Hotel Group places a strong emphasis on sustainability, diversity, and brand recognition. The company's strategic direction is demonstrated by its strong financial performance, market dominance, and great customer satisfaction (Shin et al., 2021). In comparison to other hotel chains, Hilton leads the industry thanks to its robust finances, extensive global presence, and customer-focused ethos. Hilton's tactics and results show that it is a leader in the hotel sector.
[bookmark: _Toc137357041]Conclusion
The Hilton Hotel Group's global hospitality goal is reflected in the organization's structure, culture, and aspirations. Its culture is centred on the client, and its structure is a matrix, which makes resource allocation and coordination easier. Transformation projects that have been completed successfully have led to improvements in both operational efficiency and the quality of experiences provided to guests. The growth of Hilton around the world and its emphasis on providing excellent service to customers are both indicators of the company's robust market position. The Hilton brand has an excellent reputation, and its customers are very devoted to the company. Management of hospitality that is strategic is displayed by the Hilton Hotel Group.
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