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Executive Summary
This report provides an overview of Hilton Hotel Group, focusing on its culture, organizational structure, and goals. As a hierarchical business, Hilton is led by CEO Christopher Nasetta. The company places a strong emphasis on its employees, adhering to the philosophy of 'people serving people.' Hilton believes that employee satisfaction translates into customer satisfaction.
The organisation has set ambitious goals to be achieved by 2030. These objectives include reducing carbon emissions and water usage. To measure progress effectively, Hilton will employ the SMART model, a proven tool for tracking goal attainment. This approach ensures the company's commitment to sustainability and creates a more environmentally conscious operation. Moreover, Hilton will be benchmarked against InterContinental Hotels Group (IHG). Both organisations have almost the same organisational structure, company goals and culture, however, IHG focuses more on its clients rather than its employees. 
Lastly, there will be two recommendations for the Hilton Hotel Group. Firstly, it is essential for the company to prioritise its employees and avoid replacing them with robots. The human touch and personalised service offered by employees contribute significantly to the overall guest experience.
Secondly, is that the Hilton Hotel Group must focus on long-term sustainability beyond the year 2030. Given the urgent need for a sustainable future, it is crucial for the company to implement environmentally friendly practices that benefit not only the business but also the planet and society as a whole.









Table of Contents
Introduction	4
Organisation Structure	4-6
Organisation Culture	6-7
Organisation Goals	7-9
Hilton Hotel Group Recent Initiatives	9
Intercontinental Hotel Group (IHG)	9-10
Conclusion/Recommendations	10
References	11-12





















Hotel Organisational Audit
Hilton Hotel Group
Introduction
This report presents an organisational audit of the Hilton Hotel Group (HHG), focusing on key factors that the company must consider. These factors include the organisation's structure, culture, and goals; recent change initiatives and their impact; and the strategic direction and current business performance of the company. To evaluate these points effectively, a benchmarking analysis will be conducted, comparing Hilton's methods with InterContinental Hotels Group (IHG). Two suggestions will be given based on the data gathered about the Hilton Hotel group (HHG).  
The Hilton Hotel Group (HHG) comprises 19 hotel brands, spanning various tiers such as lifestyle, midscale, upscale, luxury, and timeshare properties. With over ten million rooms worldwide (Hilton, n.d), it is recognised as one of the largest hotel chains globally, operating in approximately 119 territories with more than 6,500 properties. Each brand caters to specific niches, offering accommodation options that meet the diverse needs and budgets of clients (Au, 2023).
Organisation Structure
To understand the organisational structure of the Hilton Hotel Group (HHG), it is important to have a clear understanding of what an organisation is. Organisations are institutions that have a significant impact on various aspects of our lives, such as education, law, politics, healthcare, and religion. They bring people together and guide them towards achieving goals that are often superior to what individuals can accomplish alone. In addition to formal organisational structures depicted in charts, there is another form of organisation known as the 'informal organisation' or spontaneous organisation. This type of organisation, which manifests as social networks, operates within the workplace (Child, 2015).
A business structure defines the ownership of a company, outlines the distribution of profits among its owners, and specifies the roles and responsibilities of each manager. It also provides guidelines for the operation and management of the company. According to Sumup® (n.d), HHG is classified as a partnership under UK tax laws. A partnership refers to a company or organisation owned by two or more individuals who share the responsibility for managing the business, as well as any profits or losses it may incur.
Hilton Hotel Group (HHG) operates in three different segments: management and franchise, ownership, and time share. HHG collects a fee from those to choose to be a franchise; this gives them permission to use the name Hilton on their buildings. The name Hilton assures customers consistent brand standards no matter the part of the world the hotel is located at (Maddux, 2015). 
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According to Mullins (2005, p-75), the hierarchical authority establishes a distinct separation between administrators and those being administered. Management ranks are clearly defined, indicating varying levels of authority. However, the rise of flexible employment and the increased use of subcontracting have altered the necessity for a rigid hierarchical authority (Mullins, 2005, p-600). This shift is due to employees being empowered and becoming more actively involved in the decision-making processes within their organisations. Hilton Hotel Group (HHG) has a division of work by location (see graph above).
Organisation Culture
Corporate culture encompasses the principles, convictions, and actions that shape the dynamics, productivity, and conduct of employees and leaders within a company. It is frequently coming in an organic manner rather than in an outlined way, emerging naturally as a result of the collective characteristics of individuals recruited by the organisation over a period of time (Tarver, 2023).
Hilton Corporate Culture (HHG) is made of three principles, these are:
Understanding that Hilton is a business of people serving people
This principle was introduced by its current president and Chief Executive Officer Christopher J, Nassetta. This meant treating staff the same way as you treat guests, keeping staff happy equals to happy guests. This approach started from the ground up, starting with employees, vendors, hotel owners (franchises) and prospective employees. Nassetta understood that giving employees a great working environment, was the key to customer service excellence. This has led to staff engagement and satisfaction. According to a work survey 96% of HHG employees answered that it was a great place to work, and 97% responded that they were proud to work at this organisation.
Listening
In 2009, Nassetta, the head of HHG Human Resources department, inquired about the results of any surveys conducted worldwide to identify areas where the organisation could focus its efforts to address issues. To his surprise, it turned out that there had been no surveys conducted due to the lack of a computer system "in the back of the house." Despite facing some internal resistance, Nassetta rejected this notion and proceeded to conduct a global survey, which quickly proved to be a resounding success. With a participation rate of 92% and over 150,000 respondents, the survey provided valuable insights into the needs and desires of employees across the globe. Nassetta emphasises that when a company fails to listen to its employees, it becomes stagnant. Surveys serve as a crucial tool to pinpoint any flaws or areas for improvement within an organisation, as long as management actively listens to its employees.
Setting a true north
Nassetta, was the key to change HHG mindset. He established a true north or path based on the following questions. Who are we? What are our values? Why are we here? What’s the reason we get up every day?
Over the course of a decade, Nassetta has consistently adhered to these principles, effectively aligning Hilton's mission, vision, and values worldwide. Accomplishing this was no small feat, considering the company's immense size. The organisation's core values, represented by the acronym "HILTON," which coincidentally is also the company's name, consist of Hospitality, Integrity, Leadership, Teamwork, Ownership, and operating with promptness or Now (Lambrano, 2020).
Organisation culture has many positives things such as benefiting the employee and the business. Nevertheless, a negative workplace culture may harm the organisation. These are a few of the negative factors it may affect the organisation: poor communication, is when upper management primarily aims all efforts to gain a profit, and do not focus on the employee (Benstead, 2021).  Additionally, micromanagement is another harmful practice, it consists of constant supervision of management impeding employee’s ability work autonomously and comfortably (6Q Blog, n.d). 
Organisation Goals
Hilton Hotel Group (HHG) is committed to reduced water consumption, waste, also, make a social impact, and a change on conduct making HHG more inclusive and respectful to minorities and women around the world. These environmental, Social, and Governance (ESG) measures are being deployed by Christopher Nassetta, CEO of HHG. The term ESG is referred to the set of standards a company uses to evaluate sustainability and ethical impact of a company or investment (Investopedia Team, 2023). Among these ambitious ESG measures HHG is implementing to reach its goals in the environmental area: reduce emissions by 75%, water use 50%, and waste by 50%. All the measures have the year 2030 to be achieved.
On the diversity front of inclusion and human rights, these are the measurement being taken: gender parity at global leadership levels by 2027, ethnic diversity by 25% (2027), impact 20 million people, by helping them through local support, disaster relief, and economic opportunities by 2030. On Governance and transparency these are the goals: public affairs advocate, partnerships with cross industry networks, and policies and reporting (HiltonESG, n.d).
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Setting company goals is an excellent way to motivate employees, as it gives the organisation a sense of progress. Many organisations adopt the SMART method, which stands for Specific, Measurable, Achievable, Relevant, and Time-Bound. This method provides a roadmap to achieve goals within a specified time period, such as by the year 2030. By following this approach, improvisation and guesswork are eliminated, and results can be easily tracked (Boogaard, 2021). The SMART method is used by Hilton (Emba, n.d).
However, there are negative aspects to setting company goals. One such drawback is stretching too far, where goals are set too high, and in order to accomplish them, corners may be cut. This places excessive pressure on employees, leading them to avoid challenges in order to escape the feeling of failure. Moreover, it can incentivise unethical behaviour, as employees may engage in questionable activities to achieve the goals set by the organisation (Picincu, 2020).
Hilton Hotel Group Recent Initiatives 
Hilton has implemented several recent initiatives aimed at making Hilton Hotels a more sophisticated, sustainable, and safer environment for its guests. One such initiative is evolving hotel design. Since the pandemic, people's ways of interacting with each other have changed significantly, and a majority of guests now have different preferences in terms of socialising. To cater to these changes, Hilton has adopted flexible spaces that provide guests with the choice to be in crowded areas or opt for more secluded spaces. Despite these adaptations, the hotel ensures that the sense of comfort is not compromised.  Another initiative is the contactless guest experience. Launched in 2015, it has since expanded to hotels worldwide. This initiative has been highly successful, as it is now available to 80% of Hilton's guests in 45 countries (Corporate News, 2021).

InterContinental Hotels Group (IHG)
This hotel chain has 18 brands, 6,179 hotels globally, and 914,928 rooms. It is directed by Elie Maalouf, their current CEO (IHG, 2023), who replaced Keith Barr at the helm of the company. Like Hilton hotels, this hotel group is subdivided into regions. They share similar hierarchy charts, and the company is divided by location (IHG Hotels & Resorts, n.d). 
The mission statement of IHG (InterContinental Hotels Group) is "Our purpose is to create Great Hotels Guests Love® by providing True Hospitality for everyone." This indicates that IHG places a primary emphasis on delivering exceptional experiences for their guests. In comparison, Hilton has a broader focus that includes both their employees and guests. Therefore, IHG's main focus lies in satisfying and delighting their clients. (Comparably, n.d.).
IHG goals are clearly outlined in the organisation’s webpage. These goals have the year 2030 as the conclusion point. These are some of their initiatives: carbon and energy reduction, minimise waste, conservation and provide water access to those in need, help the community, and foster a diverse culture for everyone (IHG Hotels & Resorts, n.d).
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Both IHG and Hilton Hotel Group goals are quite the same. The deadline to achieve their sustainability goals is the year 2030, the two hotel chains focus on the planet and their communities. 
Conclusion/Recommendations
Hilton Hotel Group (HHG) and InterContinental Hotels Group (IHG) are major players in the hospitality business. Their presence and prestige are known around the world. Hilton Hotel Group uses a hierarchical management structure. Hilton places emphasis on its employees, recognising that their happiness directly impacts client satisfaction. In contrast, IHG's primary focus is on the client. These companies employ the SMART method to set and manage their goals, ensuring that no details are overlooked. Hilton has established a set of sustainability goals to be achieved by the year 2030, with the aim of promoting sustainability in both the environment and the business itself. IGH sustainability goals are very similar to those of Hilton. The two suggestions or recommendations to Hilton Hotel Group are: The first recommendation for Hilton Hotel Group is to emphasise that their business is centred around people, Hilton should prioritise people over robots. Although technology is of great help, human inter action is essential. Second recommendation is to follow the roadmap on sustainability and make it mandatory to all. Sustainability must be compulsory beyond the year 2030 because without a habitable planet, there can be no business.
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*In the case of division of work by product or service, or by geographical location, it is possible that certain
‘aspects of support services, such as human resource management, may also be assigned to individual units
of the organisation. However, the main responsibilty of the HRM manager as a separate entity is to provide

a specialist advisory service to all unit managers and to ensure implementation of HRM policy throughout the
organisation as a whole. Responsibilty for the main aspects of the HRM function is likely to remain, therefore,
in a direct line of authority from top management.
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