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Hilton Hotel Group

INTRODUCTION
Over 232 hotels and resorts under the Hilton brand in the United States provide a wide range of amenities to their guests as the guests' experience is expected to be exceptional, regardless of the purpose of their visit, owing to the exceptional quality of the lodging and the staff's commitment. Hilton's success in the hospitality industry can be attributed to its ability to offer guests innovative amenities that improve their overall experience.  (Datar & El-Hage, 2020)


The Hilton organisation has an extensive global presence, overseeing a network of 3,843 hotels that offer a total of 596,775 visitor rooms and these hotels are located in 67 different countries. The current financial disclosure shows a substantial rise of almost 39% when compared to the previous one that was released in June 2007 but it is worth noting that the company has chosen to maintain equity interests in 4% of its hotel inventory. The enterprise manages a significant number of rooms, totaling 513,000, which represents a 10 percent share of the American hotel industry and the statement suggests that the subject in question has a slight edge over Marriott International (whose stock is up 0.27%). Hilton ranks second in the hospitality industry in terms of the quantity of lodging facilities that are presently being built, with Marriott leading the way and Hilton's ownership stake in the current inventory under construction is 19.1%. The industry is characterised by a notable percentage of inherent hazards, specifically 27% and bargaining bargaining for wage, salary, and working conditions is available to a considerable number of Hilton employees and franchisee employees. The labour unions' requests have the potential to adversely affect the profits of franchise owners and the corporation as a whole, despite the continued growth of the economy and the hospitality industry. (Hallowell, 2021)

[bookmark: _Toc137682232]Organizational structure, culture & Goals
The success of Hilton's culture, and that of any prosperous business, can be attributed to three key elements: a well-defined mission, an appealing vision, and a steadfast commitment to a consistent set of fundamental principles as Hilton has distinct practises that are evident in various aspects of its organisational culture. (Zeithaml et Al., 2023)

Hilton has established a commitment to making a positive impact on the communities where it conducts business, generating exceptional returns for its owners, and delivering unforgettable experiences for its guests and these efforts are all geared towards achieving its ultimate objective of becoming the most hospitable enterprise in the world. (Wong et al., 2022)

Hilton has a clear vision of becoming the most hospitable company globally and in order to achieve this goal, the company is dedicated to improving the level of enjoyment that guests experience during their stays at all of its hotels. The statement is in accordance with the company's objective of advancing a worldwide culture of welcoming and generosity as the investigation revealed that the company's main goal of fostering a hospitable culture can be achieved by implementing specific measures.  (Emmons, 2021)


The capacity to manage one's emotions and respond quickly is highly significant and should not be disregarded as mere clichés and the mission statement of the company encompasses its goals, ambitions, fundamental values, and fundamental principles that direct all of its pursuits. The Hilton Group has implemented a code of conduct that mandates all employees to comply with the company's fundamental principles of integrity and accountability and the purpose of this action is to ensure the promotion and protection of these values across the entire organisation. The code's implementation plays a crucial role in guiding and controlling the team's actions towards accomplishing its objectives and the adherence to ethical principles and established regulations and protocols is a crucial responsibility for all staff members, especially those in managerial positions. (Wang et al., 2023)

The implementation of a hotline that allows individuals to report ethical or standard violations anonymously can streamline the process of reporting such incidents but Hilton's policy of "no punishment" aims to create a safe and supportive work environment for its employees by guaranteeing that they will not face any form of retribution for seeking help or expressing their apprehensions.  Hilton's Travel with Purpose initiative is a step towards enhancing the well-being of individuals through hospitable actions and this initiative aims to promote positive corporate social responsibility by efficiently involving prominent local stakeholders. The Travel with Purpose Global Offer Programme provides team members with the chance to contribute their time and expertise during the Global Week of Service. (Leeming, 2023)


Hilton's executive team bears the primary responsibility for ensuring the successful execution of the company's objectives, vision, and guiding principles and the expectation is that the executives of Hilton Hotels will demonstrate outstanding conduct in all areas of the company. The idea of "Hospitality for All" encompasses the principle of "For All," which highlights the importance of delivering uniform and excellent service to all levels of leadership, including visitors and this principle mentioned is based on the concept of egalitarian hospitality, which suggests that every person should be treated with equal levels of hospitality. According to the program's analysis, successful leaders exhibit five specific traits: self-assurance, clear objectives, a drive for progress, a desire for acknowledgment, and effective interpersonal skills as the expectation is that Hilton's management will prioritise creating an environment of transparency and honesty within their staff, where they appreciate and acknowledge all input from employees. (Figenbaum & Thomas, 2019)

The cultural values of the enterprise align with its primary objectives, long-term goals, and fundamental principles and having a friendly disposition is a crucial aspect of delivering exceptional customer service in the hospitality industry in 2020. Integrity is a quality that pertains to individuals who exhibit moral and truthful behaviour and people who display such behaviour and have an impact on their communities or professions are considered leaders in those areas. In order to succeed as a member of a group, it is important to demonstrate the qualities of a skilled team player and the term "taking ownership" pertains to an individual's willingness to assume accountability for their decisions and conduct. Furthermore, there is a prevalent trend of using the phrase "feeling of 15" to describe the experience of performing routine tasks. (Hallowell, 2022)

[bookmark: _Toc137682233]Initiatives & Outcomes
Despite the significant challenges faced by the travel and tourism sector in the past year, Hilton has exhibited resilience by remaining committed to its fundamental objective of promoting warmth and hospitality globally but at the same time, Hilton has demonstrated adeptness in managing the difficulties brought about by the COVID-19 pandemic through the implementation of innovative solutions for guests, attaining significant growth milestones, and upholding a beneficial influence on global communities.  (Spreng & Mackoy, 2021)

Hilton has achieved a significant milestone by surpassing one million rooms in the fourth quarter, despite facing a challenging period in its century-long history and this achievement can be attributed to the company's resilient and capital-light business strategy. The company's strategic technology investments played a crucial role in enabling this achievement. (Haskins, 2022)

The pandemic's emergence had an instantaneous impact on the behaviours and concerns of customers and Hilton's swift reaction to the situation was akin to that of a startup. The organization's century-long history in the hospitality industry is noteworthy  and the measures implemented were aimed at improving and streamlining the travel experience for customers. (Saunders & Holman, 2021)

[bookmark: _Toc137682234]Advancements

Hilton has partnered with RB, the manufacturer of Lysol and Dettol, to introduce CleanStayTM, a new cleansing and disinfection protocol that is considered innovative and has raised the bar for the hospitality industry and Hilton has taken steps to enhance their meeting and event experiences by implementing new cleaning and customer service standards in anticipation of the launch of Hilton EventReady with CleanStayTM.  (Gallo, 2023)

The Hilton Honours programme has undergone changes to its cancellation policies and implemented new initiatives, such as the extension of status and points and these changes were implemented to enhance the level of freedom and flexibility offered to Hilton Honours members. As part of this initiative, members are now able to donate their points to various charitable organisations, including World Central Kitchen, Clean the World, Project Hope, and Direct Relief. Furthermore, the ability to convert donated points into cash and distribute them accordingly is a convenient feature. (Levitt & March, 2019)

The Hilton Honours app provides guests with contactless options for their stay, enabling them to choose their rooms, complete digital check-ins and check-outs, and utilise their devices as digital keys as thetechnology implemented allows for a customised experience tailored to the preferences of individual visitors. The Digital Key feature offered by Hilton hotels has been utilised by guests to access more than 100 million doors across various international locations. (Ralston et Al., 2018)

Hilton has shown a noteworthy dedication to fulfilling the urgent and essential needs of the localities where it conducts its business and the organisation has formed a partnership with American Express to offer a maximum of one million hotel room nights to medical personnel on the frontlines of the COVID-19 battle in the United States. As a result of the COVID-19 outbreak in the United States, medical personnel were required to stay at Hilton hotels.   (Garrett, 2022)

The Hilton Effect Foundation has recently released information on the 2020 grants, which will provide over one million dollars in funding to support COVID-19 response efforts across the globe and Hilton's hospitality initiative aimed to foster cooperation among stakeholders in the tourism sector as a means of addressing the worldwide health crisis. Furthermore, it has been reported that teams from various regions are offering reciprocal support and aiding their respective communities. (Hechinger, 2019)

Hilton has set specific targets for the year 2030, known as the Travel with Purpose 2030 Goals and these goals aim to achieve a 50% decrease in the company's environmental impact and a three-fold increase in its support for global social impact initiatives. Hilton has been recognised as the leading industry player in sustainability for two consecutive years by the Dow Jones Sustainability Indices, which is a testament to the company's efforts while  Global development and expansion is a business strategy that involves extending operations beyond national borders to reach a wider international audience. There has been an increase in the frequency of this trend in recent years. (Quelch & Jocz, 2021)

Hilton's strategic expansion of their hotels in unique and captivating destinations worldwide has successfully maintained travellers' interest and eagerness to discover new places as it is worth noting that a considerable percentage of the company's shareholders consist of small businesses that have experienced financial setbacks as a result of the decline in tourism. The corporation has prioritised the welfare of its shareholders consistently. (Chatterjee, 2019)

The organisation consistently utilised its guiding principles to obtain the required support in order to navigate challenging situations and the Hilton Team Member Assistance Fund will be available to Hilton employees who have been impacted by the COVID-19 pandemic or have a family member who has been impacted, starting in 2020. (Kottkamp, 2020)

The Hilton Workforce Resource Centre offers team members who have been furloughed or laid off access to a vast array of career opportunities, totaling over one million as theHilton Alumni Network has enhanced its access to crucial resources such as job postings, information, and news by creating a new website. The organisation has a strong dedication to promptly addressing applications submitted by team members who are interested in potential future roles and the team members' Hilton Honours status has been elevated, granting them entry to the Go Hilton travel programme. This programme is highly esteemed as the top travel programme for Hilton employees and the promotion aligns with Hilton Honours' guidelines for team members, and individuals who previously worked for Hilton are also qualified to receive this status.  (Lee & Kim, 2021)

A new award called the "Hospitality Heroes Award" has been established to acknowledge the exceptional efforts of Team Members who work on the front lines and as a result of seeking input from employees, eight Team Member Resource Groups that were previously inactive have been reinstated with the aim of improving relationships among staff members.  (Lo & Chung. 2015)

[bookmark: _Toc137682235]CONCLUSION
The Hilton Hotels Group's significant presence in the travel and tourism industry presents an opportunity for the Haines to impact industry trends and the company has exhibited a capacity to promptly anticipate changes in the tourism industry amidst the Covid-19 pandemic. The organisation has implemented new measures to promote sustainability and security in compliance with global government protocols while regular operations remain suspended and the reason for this is attributed to the corporation's recruitment of skilled and knowledgeable professionals.
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