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Introduction 

This report includes an audit of the Hilton Hotel Group, a leader in international hospitality. This audit examines the organisations structure, culture, objectives, most recent change projects, strategic direction, and financial performance. This report aims to  clarify the overall organisation and unit operations of Hilton by carefully examining these key areas.  The Hilton Hotel Group is renowned for offering outstanding customer service, luxurious accommodation, and an internationally recognised brand.

Section one


The Organisational structure 

Hilton Hotel ( HH) features a divisional structure. (Organimi 2023). This is because the HH structure has been split into different divisions: ownership, management, franchise, and Timeshare. The ownership division comprises 146 hotels with 59,463 rooms operated or leased by Hilton Worldwide. The management and franchise contain 4,419 hotels with approximately 691,887 rooms.Additionally, the Timeshare division includes 45 properties and 7,152 units. Christopher J. Nassetta has implemented restructuring and other measures in the following directions since he acquired the position of President and CEO of Hilton Worldwide in 2007, including the gradual reorganisation of senior management. Due to this, by June 2014, approximately only  30 per cent of the top 100 senior managers remained in employment. Moreover, changes included improving the organisational culture to encourage unity and enhance the speed of decision-making at all levels. ( Dudovskiy 2016).

The operations of Hilton Hotel Group are significantly impacted by its unique organisational culture. An evaluation of Hilton's deeply ingrained principles, opinions, norms, and practises serves as a component of the assessment of the company's culture. (Yao 2021)These components influence how the company functions as a whole and show a strong dedication to teamwork, outstanding performance, and customer service. (Huckestein and Duboff, 1999)

The Culture of HH 

To comprehend the significance of the culture of Hilton Hotel, it is important to define what organisational structure is. Kontoghiorghes has defined organisational culture as a ‘’ a combination of values, beliefs, working styles and associations that differentiate one enterprise from the other.’’   ( Kontoghiorghes 2016).  The culture of HH represents a diverse and inclusive workforce. ( Ndaire 2009). Hilton has received recognition for its workplace culture after being chosen by Fortune as one of the 100 best places to work and 100 best workplaces for millennials(Fortune 2023). For example, Hilton leaders aspire to foster a trust culture where employees feel empowered to voice concerns and feel heard. ( Lamo 2019). HH believes in creating a work environment where team members feel appreciated and valued, this will facilitate employees to provide high-quality customer service. This incorporates the importance of teamwork in the work environment, as the Hilton Hotel believes that employees should strive to work together and motivate each other to create a supportive and inclusive work environment for all. Additionally, the culture of HH includes promoting staff to take accountability and ownership of their work. This aims to provide opportunities for growth and development for their employees. (Watson, Maxwell, and Farquharson, 2007).


The goals of Hilton 

The vision statement of HH is to" fill the earth with the light and warmth of hospitality by delivering exceptional experiences – every Hotel, every guest, every time." ( Hilton 2023).  A corporate vision statement outlines a company's growth strategy for the future. The current mission statement of the Hotel is" Hilton's mission statement is "to be the most hospitable company in the world – by creating heartfelt experiences for Guests, meaningful opportunities for Team Members, high value for Owners and a positive impact in our communities." ( VisionaryTeam 2023). Thus, the objective of Hilton Hotel is to make every integration memorable for everyone they encoder with, mainly through its exceptional services. Businesses mission statement outlines its overriding goal and the purpose for its existence. (Mullane 2002)  The core value of Hilton Hotel is' Hospitality, Integrity, Leadership, Teamwork, Ownership and No'’. The HH aim to meet its consumers'' needs by making them feel welcomed and valued throughout their experience.

The goal of the Hilton hotel is not only focused on serving their consumers but also creating an empowered culture for their staff and opportunities for all in communities. This is a part of the Travel with Purpose project, in which the Hotel aim to increase its social impact. This goal is in conjunction with United Nation's Sustainable Development Goals. (United Nation 2023).  For example, by 2030, Hilton aims to reduce their water and waste usage by 50%. Additionally, by 2030, the Hilton Hotel hotel has created an objective to make a meaningful impact across 20 million members by supporting disaster relief. It will aim to develop new economic opportunities for members of the community. (Hilton 2023) 



Section 2


Hilton Hotel Initiatives 

One initiative introduced by the Hilton Hotel was the launch of 'carbon neutral business meetings'. This was introduced in Europe, the Middle East and Africa. This plan was put in place to help prevent low environmental impact solutions. This initiative was in conjunction with the Hilton's Travel with Purpose 2030 goals. This is the aim to reduce the ecological footprint by half. In London, the Hilton had patented up with the South Pole to tackle and reduce the carbon footprints of meetings and events. This plan would be implemented across 60 hotels in Europe, the Middle East and Africa. Tanya Clifford, the president of Hilton Worldwide sales, states that" Offering carbon-neutral meetings at no additional cost is a fantastic addition to existing efforts to limit the environmental impact of our operations and achieve our collective ambitions. ' ( Hilton 2021). 

At participating hotels, the footprints of any business events with ten or more attendees will be offset along with carbon credits. The credits will be distributed to numerous initiatives that help the objective of Hilton's Travel with Purpose 2030 Goals.Introducing the carbon-neutral meetings has assisted Hilton in supporting its sustainable development projects to reduce carbon emissions and help protect the environment. This project has enabled Hilton to progress its meet with a purpose project, allowing the Hilton Hotel to donate food packages to communities and local charities. These social responsibility projects have enhanced the company's standing as a socially conscientious hotel chain and drawn an increasing number of eco-aware tourists. Hilton's promotion of sustainability not only showcases its dedication to environmental stewardship but also attracts travellers who are concerned about the environment and are looking for eco-friendly lodging options. ( Majeed and Kim, 2023) The ability of Hilton to run and grow sustainably is a critical factor in their success. They acknowledge their obligation to safeguard communities and the environment as one of the biggest hotel chains in the world. (Forbes 2018) 

Additionally, Hilton has implanted a range of technological initiatives. For example, Hilton's 18 top-tier hotel brands aim to improve the guest experience through technological advancement. This is by first utilising the digital key share, a major hotel chain. Several guests can use their room's Digital Key, which transforms the free Hilton Honours app on their cell phones into a room key. Guests can link the app to their room when checking in at the beginning of their stay. Once their device has been given permission, they can use it to manage a variety of aspects of their stay. The project's initial applications were primarily focused on changing the lighting, adjusting the air conditioning, or selecting entertainment to stream. 

The success of the implementation has been recognised and have resulted in a positive experience for consumers as  Hilton received the GT Tested Reader Survey Award for "Best Hotel App" and a 2022 Hotel Visionary Award from Hospitality Technology. Thus, by providing an excellent stay for guests beginning far before check-in with online booking choices and app-based efficiency. Recent initiatives to reform within the Hilton Hotel Group, motivated by technological improvements have been a successful implementation as this implementation has  enhanced both the operating efficiency and overall quality of the visitor's experience. This has provided the Hilton with a competitive advantage as the business is  able to deliver exceptional and unique experiences to their consumers. As a result numerous surveys have highlighted the effectiveness of this implementation, as Hilton have been able to generate many positive reviews. (Johnson 2017).

The impact of these reform activities has been tremendous and extensive. By adopting cutting-edge technological solutions, Hilton hotels have simplified their operations, enhancing efficiency and reducing expenses. Thus, these cost-cutting initiatives have increased the Hilton Hotel's sustainability and profitability.. 

Section 3 


Strategic direction and current business performance 

The strategic direction of Hilton Hotel  and its current business performance are crucial in determining its competitive position in the fast-paced hotel sector. A company's strategic direction refers to the plans that must be carried out in order to move closer to its vision and achieve its objectives. It guarantees that owners and management may convey the significance of employees' labour and their commitment to the accomplishment of business goals.

The Hilton Hotel utilise their performance advance which is an integrated system of cutting-edge technologies and creative solutions that collaborate to enhance sales and control costs without sacrificing quality. Together, these seven services give customers access to the most recent tools, technology, cutting-edge approaches, and the most powerful figures in the market, giving them a distinct competitive advantage. The culture of Hilton, which emphasises individualised and attentive service, also has a substantial  impact on how guests are treated. Every aspect of the visitor experience is infused with the company's commitment to competence and hospitality with the aim of producing memorable and pleasurable stays. The welcoming and customer-focused culture influences the success of Hilton hotels by enhancing both guest satisfaction and loyalty.( Huckestein and Duboff 1999) 

Hilton evaluates its business success using key performance indicators, which offer insightful data on its financial, operational, and customer-related elements. The Hilton Hotel uses technology to evaluate the performance of internal processes and get information from feedback rom consumers. Hilton are able to monitor the behaviour of customers through its customer loyal programme ‘ Hilton Honours’. The goal of the loyalty programme is to enable the hotel to enhance its offerings and better satisfy changing market demands. According to Mark Weinstein, Hilton's SVP and worldwide head of loyalty, partnerships, and consumer engagement, the programme has more than 58 million members, and enrolment is increasing by 80% annually. Those individuals are not just a profitable group, but also a devoted one. According to Weinstein, more than 54% of all Hilton reservations are made by HHonors members. In addition, the hotel chain benefits from having these customers satisfied because it operates more than 4,600 hotels across 13 brands in 100 countries, including Waldorf Astoria, DoubleTree, and Hilton Hotels. By utilising the the loyalty programme , if enables the hotel chain to gather information about its visitors, get to know them better, and provide exceptional customer value. By understanding their consumers better, the Hilton will be able to understand the current demands and create. The majority of customer spending, including the previously illustrated direct and indirect increased spending actions, produces useful data for Hilton. In order to sustain relationships with consumers and make them feel appreciated, Hilton Hotel analyses such data and uses it to provide precise marketing recommendations to customers utilising a database.

Most of the customer's spending, including the direct and non-direct increased spending activities previously depicted, generates valuable data for Hilton. Hilton Hotel analyze that information to provide accurate marketing recommendations to customers by using the database, to maintain the relationship with customers and make customers feel valued.  This helps allows Hilton Hotel to continue to meet their objective of providing exceptional experiences for their consumers and remaining ahead of their competitors.  ( Hilton 2023).
A current overview of the financial summary of the Hilton Hotel can provide an indication as to the current performance of the business.  The  financial assessment of Hilton's success and stability is provided through metrics like revenue growth, profitability, and return on investment. For example, Hilton Worldwide Holdings reported a gross profit of $8.280B for the year ending March 31, 2023, up 40.79% from the previous year. In addition, Hilton Worldwide Holdings reported $9.345 billion in sales for the year that ended March 31, 2023, a 40.84% rise from the previous year. In order to remain ahead of competitors expansion in business is vital for Hilton, as The Marriott hotel chain has more than 8,000 locations across 139 nations and territories. Whilst the Hilton  has approximately 7000 Hotels worldwide that participate in Hilton Honors and its 18 brands. This means that there is high availability for Marriot Hotel, which can pose as a threat for Hilton and could affect their overall market share in the industry. ( Rawson and Qubein 2023). 
Hilton's strengths, weaknesses, opportunities, and dangers can be determined via measuring against rival companies. For example, the global revenue of Marriott International surpassed 13 billion dollars in 2021, thus outranking the Hilton Hotel. Despite the threat from competitors, the Hilton hotel has continued to excel in the hotel industry and continued to expand its business. For example, in 2022, Hilton added 355 new hotels with 58,200 total rooms, achieving a net unit growth of 48,300 rooms. During the fourth quarter, Hilton continued to reach growth milestones by opening the 60,000th Home2 Suites by Hilton room and the 150,000th DoubleTree by Hilton room. ( Hilton 2022)  
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