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[bookmark: _m13xv3k3juwp]Introduction
The following report will be discussing the topic “Management and Organisational Behaviour”. Management and Organisational Behaviour is a study that involves the procedure to examine and analyse human behaviour in an organisation. The same will be examined and analysed in the context of Hyatt Hotel Group. It is an American Multinational company established in 1957. The following report will analyse the organisational structure, culture and goals of the chosen organisation. Moreover, it will discuss a change adopted in the company during COVID-19 and how it was managed. Lastly, it will discuss the strategic directions and current business performance of Hyatt Hotels and groups. 
[bookmark: _6bxtlnlnmfqh]

[bookmark: _3zw69corayx8]About Hyatt Hotel Group
Hyatt Hotels Corporation is commonly known as Hyatt Hotels and Resorts and is an American multinational corporation. Hyatt Hotels Corporation was established on 27th September 1957 (Hyatt, 2022). This hotel group's portfolio includes over 1300 hotels in 76 nations across six continents. Hyatt Hotels Corporation was built by the family which contributes to its unique aspects as it is known as "one of the world's best hospitality brands". It offers welcoming and elevating services with first-class accommodations and an abundance of options. Its diverse brand portfolio caters to various market segments and customers which eventually leverages the organisation's competitive advantage.
[bookmark: _nx5m71i7po35]

[bookmark: _4s40f192rp5s]Organisational structure
The organisational structure of Hyatt Hotels is a "Hybrid organisational structure". Mark Hoplamazian is the current CEO of this organisation. Thomas J. Pritzker and Paul D. Ballew are on the board of directors of this organisation (Rosen, 2021). This hotel group incorporates the elements of traditional as well as contemporary team-based structures. Also, it combines the elements of a functional and a divisional structure. This has been incorporated into the structure of the organisation to uplift its objectives and missions. It assists the organisation in managing the diverse range of hotels and services efficiently. The same is due to establishing a clear line of authority, responsibility and accountability. The hybrid approach allows this organisation to be flexible and adapt to different situations (Qi, 2023). 
Hyatt Group of hotels is able to create a unique organisational structure by incorporating different elements to align with the mission of providing exceptional guest experience. It can also be justified through a theoretical point of view. The “‘Systems theory” suggests that interrelationships between various parts and elements of an organisation interconnect the system of the corporation. This interconnection helps companies to accomplish one common goal of the organisation. Likewise, Hyatt Hotels and Resorts interconnects different elements of the organisation through a hybrid organisational structure to activate one single goal of the organisation (Rosen, 2021). However, not maintaining a line of authority can make the structure complex. Therefore, Hyatt Hotels believes in continuous learning and improvement as well which is also embedded in the organisational structure. 
[bookmark: _fnztuyct88fb]Organisational culture
The organisational culture of Hyatt is based on “valuing people and community”. They strive to create a sense of belongingness and community. In other words, the organisation is committed to maintaining a healthy relationship with various stakeholders such as employees and customers. The elements that define the culture of the Hyatt group are “Respect, Integrity, Creativity, Humility, Empathy and Fun every day”. They project their organisation as not just a place where one can begin their career but a place where an individual can build their career. Theoretical point of view also underpins that idea which is “Clan Culture Theory”. This theory reflects the idea of empowering employees where they also have equal power and the staff are considered like a family. In addition, organisations with such a culture have a highly collaborative mentality. Collaboration is embedded in the core of various business operations of Hyatt Hotels. Hyatt Hotels is based on the foundation of empathy, grounded in listening as well as is fueled by care (Rosen, 2021).
The goal of Hyatt Hotels is to care for people so these people can be at their best. It truly means providing an inclusive experience as well as making a difference in the lives of people whether inside the organisation or outside the organisation. 
[bookmark: _nfqvifxm54rn]

[bookmark: _66jt21u0yczo]Organisational goals 
The goals of this organisation can be underpinned by the theories called “Human relations theory” and “Market Culture theory”. The Hyatt Hotels’ goals focus on the well-being of both the employees and the customers. The “Human Relations Theory” emphasises the importance of maintaining a positive work environment as well as fostering strong relationships with the employees and management. The same is reflected in the commitment to Hyatt Hotels’ goals. The goal here is to foster job satisfaction and productivity among the employees. Hyatt Hotels Corporation’s goal is to provide authentic hospitality by making a difference in the lives of people that they touch every day. On the other hand, the vision is to be the “most preferred hospitality company in the world” (Qi, 2023). It reflects the aim to serve the customers in the best possible way while creating positive social and environmental benefits. 
On the other hand, market culture theory emphasises meeting the needs and preferences of customers. Hyatt Hotels is dedicated to accomplishing its goal of providing “exceptional experience to the customers” (Hyatt, 2022). That is why, Hyatt Hotels promotes sustainability and responsibility to appeal to the customers. It helps the organisation to attract a loyal base of customers. Along with this, it helps the company to differentiate itself from the customer. 
[bookmark: _kkouoe4o2hl9]

[bookmark: _h7aludyt50eh]Recent change initiatives, their impact and how well these were managed
Hospitality organisations went through tremendous changes during COVID-19 which eventually led them to take change initiatives. Likewise, the Hyatt group of hotels implemented changes to adapt to the new regulations and needs of the customers and employees. One such change initiative was to introduce “new health and safety protocols” across all the properties of its hotel chain. Following are the changes that took place:
· As per the protocol, daily temperature checks of the global colleagues upon arrival at the hotel
· Well-being check reminders used to be sent to colleagues
· Personal protective equipment was required by all of the colleagues like masks
· Additional hand sanitisers needed to be installed in colleague areas 
· Complimentary access to practise mindfulness by the employees 
The change implemented led to various impacts on the organisation which required concrete management. The change management of this instance can be analysed through Lewin’s change management model. This change management model consists of three phases which are “Unfreeze, Change and Refreeze”. 
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Figure 1: Lewin’s change management model
(Source:Errida and Lotfi, 2021)
Unfreeze
This is the first step of this change management model which creates an environment for motivation to accept the change (Errida and Lotfi, 2021). The external force that was the key to this change in Hyatt hotels was COVID-19. The company was going through a  wave of change which resulted in resistivity from the employees. As the company knew, accepting change would be difficult which is why complementary access practice mindfulness was introduced in the protocol. This created a sense of care and belongingness among the employed which motivated them. A sense of urgency to adapt to these changes was discussed in the organisation to motivate the employees (Hyatt, 2022). The company disseminated a message which stated “We must be sensitive to the commercial realities”. It made the employees realise the need for change and be motivated. 
Change
This is the stage where the change is actually introduced in an organisation (Bans-Akutey, 2020). Hyatt introduced the change with all the properties of protocol such as cleaning and disinfecting and mandatory masks for the employees. To make the change to be effective, the company provided training as well as resources to ensure that the employees understood the new procedures. The company ensured an effective flow of communication to make a clear line of authority. That is why, the company has adopted a Hybrid organisational structure which helped the company to be flexible enough to manage this change. The company communicated the benefits given to the employees for making the changes acceptable. 
Refreeze
This is the stage when the changes start taking shape and people need to embrace the new ways of work. Through prioritising hygiene and safety through the new protocol, the company started seeing changes in the behaviour of customers (Bans-Akutey, 2020). It was appealing to the customers and they were choosing the Hyatt hotels largely. Therefore, the company saw the dash of trust being built through the newly implemented change. The employees were now also dedicated to the work as they could manage their workload and stress since they had access to “headspace of Hyatt Colleagues”. 

[bookmark: _qcbj48jii82u]“The organisation’s strategic direction and current business performance”
Implementing the BCG matrix can be useful in determining the strategic direction of the company Hyatt Hotel Group. The use of this framework helps in adapting to the diversified set of products and services that they are offering into the market. The following segments of the BCG matrix help the company to analyse the range of products or services that they have and the right strategy that needs to be implemented to achieve a specific strategic direction.
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Figure 2: BCG Matrix grids
(Source: BCG Global, 2023).
Dogs - The acquisitions of Miraval and Two Roads Hospitality have been effective in attracting customers within a low market share. The implementation of the Hyatt Studios brand, to enable more travellers to choose Hyatt hotels in additional segments. This strategy will help in enhancing the awareness of Miraval and Two Roads Hospitality. The main reason for this strategic decision was due to the increase in loyalty members by 260% due to the implementation of the Hyatt Studios.
Question marks or Problem Child - The Caption by Hyatt operates in high-growth markets with low market share. The main reason for this is the reviews that customers had about this product. There are over 100 reviews for the service of the hotel where the reviews were in the category of Okay, Poor and Terrible. This might focus on Hyatt to reconsider the continuation of Caption by Hyatt or focus on bringing certain technologies that could enhance the experience of the customers. 
Stars - The Hyatt Regency and Andaz are the star products of the company that are offered in high-growth markets with high market share. These products are known for their exceptional customer design, unique design of the facilities and different amenities which are aligned with the pain points of the customers. These two services if the company has enhanced the revenue per available room by 2% (Hyatt Newsroom, 2023).
Cash cows - The Hyatt House and the Hyatt Place are certain products which are offered within a low-growth market but help in getting high market share. These products have increased to 400 basis points market share improvement in 2021 over 2019 which shows their increased performance in the market. There are certain leisure, urban, and drive-to destination segments which offer optimum performance. The occupancy rates have also increased for these products as compared to last year to 62.2% (Hyatt Newsroom, 2023). The strategic direction that the company has taken for these products is growing in new markets and expanding its base of operations.
The above analysis shows a clear description of the products of Hyatt Group that fall under the categories of Dogs, Cash cows, Question marks and Stars. After assessing the performance, it can be stated that the company needs to focus on bringing certain changes in the products under the dogs and problem child so that the overall sustainability of the business can be achieved. Also, Hyatt will be able to focus on enhancing their brand awareness through those changes.



[bookmark: _48kzoveagurk]Conclusion
The above report discussed the topic “Management and Organisational Behaviour”. It incorporated the manager and organisational behaviour of Hyatt Hotels and Resorts which is an American Multinational company. The report demonstrated the hybrid organisational structure of this organisation. In addition, it highlighted its culture of caring for people and the goal of being the most preferred hospitality organisation in the world. Further, the change in safety and hygiene protocols introduced during COVID-19 was demonstrated. This change led to a sense of resistivity among the employees but further was managed through Lewin’s change management model. 
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