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[bookmark: _Toc148569999]1. Introduction
[bookmark: _Toc148570000]The hotel market is a dynamic one, ever-evolving to meet the evolving demands of customers. We shall examine the Hilton Hotel Group, a major player in the international hotel sector, in this article. Using pertinent theories and industry data, the audit will analyse and evaluate the organization's structure, culture, goals, recent change initiatives, and current business performance. The audit's overarching goal is to illuminate Hilton's corporate and individual business unit strategies.
2. About Hilton Hotel Group
The Hilton Hotels & Resorts moniker, formerly known as Hilton Hotel Group, is well-known in the hospitality sector. Hilton Worldwide Holdings Inc., an American multinational hotel and leisure firm, uses this name for its flagship brand. Conrad Hilton, the famed hotelier, established Hilton Hotels & Resorts nearly a century ago (Hilton, 2022).
[image: ] The Hilton name is recognized all over the world because of the company's lengthy history of providing first-rate service and plush lodgings. Hilton caters to a diverse clientele with its global portfolio of hotels and resorts, including business travelers, holidaymakers, and those seeking the very best in luxurious accommodations (Mcenery, 2017).
Figure 1. Ting, D. (2016) Every one of Hilton’s 13 hotel brands, explained.
Hilton's sustained success may be attributed in large part to the firm's commitment to providing guests with exceptional experiences, as well as to a strong company culture and set of fundamental principles. Because of its commitment to the future of the hospitality industry via innovation and environmental responsibility, Hilton Hotels & Resorts has maintained its position as a market leader for decades.
[bookmark: _Toc148570001]3. Organizational Structure, Goals and Culture 
[bookmark: _Toc148570002]Organizational Structure
Hilton Hotel Group operates a decentralized organizational structure, which allows individual hotels and regions a significant degree of autonomy. This approach empowers local management to make decisions in alignment with the overarching corporate strategy while tailoring services to meet local market demands. Hilton's structure is designed to facilitate responsiveness to regional differences, enabling each hotel to adapt to its specific market conditions (Anderson, 2018).
[bookmark: _Toc148570003]Hilton’s Network Effect
· Scale and Global Presence: Given Hilton's size and reputation, the corporation is well-equipped to serve guests from all over the world. Because of the breadth of its operations, Hilton is able to accommodate guests from all over the world (Harris, 2018).
· Leading Brand at Multiple Price Points: Hilton's vast portfolio of hotel brands allows them to serve customers of diverse means. Having options for clients of all income levels allows the business to thrive, from those with little means to those with unlimited disposable income (Wilson, 2016).
· Industry-leading RevPAR Premium: As measured by RevPAR (revenue per available room), Hilton hotels are more lucrative than their competitors'. The excellent reputation the brand enjoys in terms of both comfort and service allows it to command higher room rates.
· Leading Growth Rate and Robust Pipeline: Both excellent financial returns and owner investment have contributed to Hilton's leading growth rate and massive pipeline of new properties. This demonstrates Hilton's efforts to expand internationally and ensure the company's long-term viability (Heizer, Render and Munson, 2019).
[bookmark: _Toc148570004]Organizational Culture
 The "Hilton Effect" is the company's emphasis on core values such as hospitality, integrity, leadership, teamwork, ownership, and, most recently, responsibility. This emphasis has helped Hilton build a strong corporate culture and attract customers who are concerned about environmental issues (J. Smith, 2018).
[image: Hilton's Travel with Purpose 2030 Value Chain Targets (Graphic: Business Wire)]Figure 2. Hilton Group of Hotels. (2023) Hilton Commits to Cutting Environmental Footprint in Half and Doubling Social Impact Investment.
[bookmark: _Toc148570005]Organizational Goals
To deliver outstanding experiences for guests, opportunities for team members, and value for its shareholders is Hilton's top priority as it strives to become the most hospitable organisation in the world. The company's growth strategy includes expanding its portfolio of brands, growing the number of hotels globally, and enhancing guest loyalty through its Hilton Honors program (Davis [image: Hilton Commits to Cutting Environmental Footprint in Half and Doubling  Social Impact Investment | Business Wire],2017).
Figure 3. Hilton Commits to Cutting Environmental Footprint in Half and Doubling Social Impact Investment. (s.d.)


Diverse perspectives, fair treatment, a sense of community 
[image: Source: Hilton]Their identities are rooted in their differences. They want to create a workforce that is fair and welcoming to people of all identities, experiences, and perspectives (Cox, 2017). 
Figure 4. Hilton. (2018) Hilton ranked #1 workplace for Diversity and Parents in 2018.
[bookmark: _Toc148570006]Development and Training
[image: Why Hilton invests millions into its employees - WeSchool] A major project that demonstrates Hilton's dedication to employee development and empowerment is the company's 2022 relationship with Guild Education to provide continuing education opportunities to its U.S. employees. Hilton's larger commitment to employee growth and leadership development is reflected in this program's purpose of assisting employees in achieving their educational goals without incurring excessive student loan debt (Walker, 2018).
Figure 5. Hilton’s love for its employees is what makes us love them so much. (2023)
Here's a closer look at how this initiative complements Hilton's existing programmes:
· Continuing Education Platform: Hilton employees who have ambitions to continue their education would benefit greatly from the new relationship with Guild Education. Hilton encourages its employees to grow professionally and emotionally by covering the cost of their college educations.
· Hilton University: Hilton University is widely acknowledged as a premier educational resource for Hilton employees. Hilton University provides numerous training programs and courses designed to improve employees' abilities in the hospitality sector.
· General Manager ("GM") Academy: The GM Academy is a leadership development program of Hilton that aims to produce capable managers at all levels of the company. By expanding the GM Academy's reach through Guild Education, we can help prospective leaders get the knowledge and experience they need to succeed in leadership roles.
· Signature Leadership Development Programmes: The leadership programs that have been Hilton's calling card are crucial in developing future leaders. Hilton can better prepare its workers for future leadership responsibilities by adding the services of Guild Education into its leadership development programs (Smith and Johnson, 2019).
Overall, this initiative demonstrates Hilton's commitment to its employees' professional growth and personal development.
[bookmark: _Toc148570007]4. Recent Change Initiatives and Their Impact
[bookmark: _Toc148570008]Recent Change Initiatives
CleanStay: Hilton's response to the COVID-19 outbreak was one of the company's most noteworthy reform projects of recent memory. CleanStay is just one component of the company's extensive health and safety measures designed to protect both guests and employees. Hilton has released a programme called "Hilton EventReady," which is designed to meet the changing requirements of event organisers. Hilton's response to the COVID-19 outbreak was one of the company's most noteworthy reform projects of recent memory. CleanStay is just one component of the company's extensive health and safety measures designed to protect both guests and employees. Hilton has released a programme called "Hilton EventReady," which is designed to [image: Hilton COVID-19 Support | Hilton Global Hospitality]meet the changing requirements of event organisers (Clark, 2016). 
Figure 6. Hilton COVID-19 support. (s.d.)
[image: Hilton's IoT-filled 'Connected Room' will be a treasure trove of guest data  - SiliconANGLE]Connected Room: With the advent of the "Connected Room" idea, Hilton also made technological advancements, giving guests complete autonomy over their in-room experience via a dedicated mobile app. This follows the current trend of using technology to better serve guests.
Figure 7. David, E. (2017) Hilton’s IoT-filled “Connected Room” will be a treasure trove of guest data.
Hiring Refugees: Hilton's plan to hire 1,500 more refugees in the United States over the next three years as part of the growth of the Tent Coalition for Refugees is a powerful statement about the company's dedication to diversity and inclusion. Aligning with their Travel With Purpose mission, this programme will help underserved communities gain access to economic and social opportunities (Brown, 2019).
Volunteerism: Over 2.1 million volunteer hours have been contributed by Hilton Team members since 2017, showcasing the company's remarkable dedication to social responsibility. Volunteering provides Hilton's employees with a meaningful experience and strengthens the communities where the firm operates (Lussier and Achua, 2017).
Travel with Purpose Week (TPW): With the help of the Hilton Global Foundation, Travel With Purpose Week was successfully organized, and in 2022 it resulted in about 345,000 hours of volunteer labor. This initiative goes beyond corporate social responsibility by inspiring workers to take part in meaningful community service (Patel, 2016).
Team Member Assistance Fund (TMAF): Hilton established the Team Member Assistance Fund and uses it to assist employees who are struggling financially as a result of personal issues, mishaps, or natural disasters. Since 2014, TMAF has distributed over $3 million to more than 3,600 team members, demonstrating Hilton's commitment to helping its staff (A. Smith, 2018).
[image: Hilton 2022 Year in Review | 2022 Annual Report | Hilton News]According to the presented data, Hilton has numerous activities and collaborations that demonstrate its dedication to social responsibility and community participation. These actions demonstrate Hilton's commitment to make a difference in the world beyond its core business.
Figure 8. Hilton 2022 year in review. (2023)
[bookmark: _Toc148570009]These actions are representative of Hilton's corporate citizenship and are also in line with worldwide environmental and CSR movements. They help Hilton build trust with its staff, neighbors, and other stakeholders, all of which is important to the company's success. Hilton's reputation as a progressive leader in the hospitality business is enhanced by its efforts to meet the requirements of both society and its employees.
Impact of Change Initiatives
Hilton's quick action during the COVID-19 pandemic demonstrated the company's flexibility and dedication to guest safety. These actions allowed Hilton to keep its customers' faith even in the face of adversity. Hilton's dedication to providing an individualized and technologically-driven experience was on full display with the introduction of the "Connected Room" idea, which helped increase both customer happiness and loyalty.
[image: Hilton-ESG-highlights]However, there were difficulties in putting these programs into action, especially the global deployment of CleanStay standards. While generally favorably accepted, implementation proved difficult due to regulatory differences between locations.
Figure 9. How sustainable is Hilton?. (s.d.)
NPS Comparison
According to 706 customers' responses, Hilton has the highest Net Promoter Score compared to its rivals. The Net Promoter Score (NPS) measures how likely a customer is to suggest Hilton to their friends on a scale from 0 to 10 (Brown, 2017).
[image: ]Figure 10. NPS Comparison. (s.d.)
[bookmark: _Toc148570010]5. Strategic Direction and Current Business Performance
[bookmark: _Toc148570011]Strategic Direction
The growth of Hilton's brand portfolio, the expansion of Hilton's global footprint, and the improvement of guests' loyalty are the cornerstones of Hilton's strategic orientation. The company's attempts to lessen its negative impact on the environment and improve people's quality of life are central to its strategy.
[bookmark: _Toc148570012]Current Business Performance
Hilton Hotel Group has shown resilience in a highly competitive and challenging industry. In 2020, the company reported a net income of $84 million despite the global impact of the pandemic, reflecting its ability to adapt to adverse conditions (Hilton, 2023). In recent years, Hilton has consistently expanded its global presence and brand portfolio, with strategic acquisitions and partnerships.
[image: Hilton Reports Q4 & Full Year 2022 Results]The Hilton Honors program has played a crucial role in retaining customer loyalty, and the introduction of the "Connected Room" concept has positioned Hilton as a technology leader in the hospitality industry.
Figure 11. businesswire.com. (2023) Hilton Reports Fourth Quarter and Full Year Results.
[bookmark: _Toc148570013]6. Recommendations
· Enhance Global Consistency: Hilton should strive for a more standardized approach while allowing for flexibility where necessary to address the difficulties of implementing initiatives like CleanStay across regions (Lee and Chen, 2020).
· Continued Innovation: To maintain its position as an industry leader, Hilton must maintain its commitment to investing in technological innovation aimed at enhancing the guest experience.
· Sustainability Integration: Hilton needs to step up its efforts to incorporate sustainability into every facet of its operations, from minimizing its negative impact on the environment to increasing its positive impact on the communities where its hotels are located.
· Market-Specific Strategies: To compete effectively in different markets, Hilton should develop strategies that address the unique demands of each region while adhering to its core values (Kotler, Bowen and Baloglu, 2020).
· Competitor Benchmarking: Hilton needs to regularly compare itself to other leading hospitality businesses to spot opportunities for growth and development (Johnson, 2017).
[bookmark: _Toc148570014]Overall, Hilton Hotel Group is well-positioned for success thanks to its solid foundation in organizational culture and goals, the success of recent change programs, and the company's strategic orientation. Hilton can maintain its position as an industry leader by implementing the suggestions given and adapting to changing customer needs.
7. Conclusion
Hilton Hotel Group's decentralized structure and strong organizational culture enable it to adapt to regional differences, ensuring that each hotel provides a tailored guest experience. Recent change initiatives, particularly those responding to the pandemic and advancing digital innovation, have been impactful but not without challenges. Hilton's strategic direction, focused on expansion, sustainability, and guest loyalty, has contributed to its current business performance and financial resilience.
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