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[bookmark: _Toc107761731]Executive Summary
The purpose of this report is to evaluate the Hilton Hotel Group with detailed focus on the organisational structure, culture and goals; how recent change initiatives have impacted the organisation (with COVID pandemic being the stimulus of change) and how well these were managed; and the organisation’s strategic direction and current business performance. The data gathered is all secondary data, where theories have been applied to website information. The key findings are that organisational culture and a clear focused goal has attributed to the success of the Hilton Hotel Group.





















[bookmark: _Toc107761732]Introduction
This report will analyse the organisational structure and culture of the international hotel chain, Hilton Hotel Group, outlining the ways which has helped this company become the second largest hospitality provider and will indicate the direction the company wants to head in, through evaluation of their goals. This will be done to through various analysis and application of theories, with an assessment of both individual unit levels and corporate levels, with considerations of macro-environmental factors like pandemics, effecting the organisation and how recent change initiative causes the transformations in the processes of the hotel functions, aiming to work out whether they have been positive. Furthermore, the successes and inefficacies of the way in which the organisation seeks to reach their targets will also be evaluated, through SWOT analysis of the Hilton Hotel Group’s vision statement and corporate objectives, to determine how the company has established strong focus for their future.



[bookmark: _Toc107761733]Main Findings
Firstly, the organisational structure of the Hilton Hotel Group, like any other large, international chain, is carefully designed to fulfil the tasks of a larger establishment - and certainly due to its “13 brands, serving 140 million guests” in 2015 (Business Research Methodology, 2016), it could be considered structurally complex at such a large corporate scale. However, the organisational structure of this hotel can be seemingly understood due to how it follows a hierarchical structure, comprising of “ownership, franchise and timeshare divisions” (Business Research Methodology, 2016).  This clearly shows that there are levels of organisation in this hotel chain such as the managerial level at the top in which work is coordinated, being able to control impacts on the employees lower down in the hierarchy; an example of this when the CEO, Christopher J. Nass Etta, began restructuring and “increasing communication and cooperation with individual business units” in 2007 (Business Research Methodology, 2016). When viewed alongside Burns and Stalker’s Theory of Mechanistic and Organic Systems, this presents the organisation as traditional and mechanistic, in terms of its rigid structure, with the initiatives and instructions set by the authority at the top, and the expected adherence by those lower down in power (Mullins, 2013, p. 188).
Secondly, a prevalent organisational culture is present in the Hilton Hotel Group - established by Conrad himself, who wanted a culture of pride and a desire for complete consumer satisfaction from his hotels (PhDessay.com, 2018) - and this can be seen from an individual unit level hotel in the UK. In Britain, the main positive impact from the organisation culture is the increased friendliness and decorum of the employees, as well as producing an authentic employee satisfaction. This, in turn, induces satisfaction from the consumers, giving Hilton Hotel Group a competitive advantage, through a reputation of not only providing luxury care for guests, but also values that the employees truly believe in – allowing and maintaining a personal, human element to be connected to the consumers’ experience (Reidhead, 2020).
Thirdly, a SWOT analysis can be performed to assess the significance of the organisational goals of the Hilton Hotel Group: their vision statement is “to fill the earth with the light and warmth of hospitality,” a philosophical statement envisioned at a macro corporate level (Mission Statment, 2022). The strength of this overarching goal is quite clear because this goal demonstrates the organisation’s awareness of Corporate Social Responsibility, conveyed through how they want to improve the aspects of life and “fill the earth”, and the principal service, hospitality, is outlined. In contrast, there are also weaknesses of this vision statement as it is almost entirely generic, with subjective ideas of “light and warmth”, which contrast with other mission statements that may allude to a more specific (perhaps geographic) focus. Opportunities of this vision statement include a movement towards sustainability and eco-friendliness, attracting more millennials due to showing the organisation’s care for the locals and the environment. However, threats can arise from the company’s corporate objectives and core values of “integrity, teamwork, leadership and ownership” which does not recognise any specific ways in which Hilton wants to drive forward in terms of its revenue and success, as values such as “teamwork” could be argued to be vague (Mission Statment, 2022). 	
The most recent change initiatives have occurred due to the COVID-19 pandemic, a macro-environmental, external factor that has led to change in the hospitality industry due to a high degree of socio-economic disturbance brought about by social distancing and reduced travel abroad everywhere. Alongside with stricter hygienic legislation, this has meant that the Hilton Hotel Group has had to abrupt reorganise and plan. This can be seen when this organisation is evaluated with Lewin’s Change Process (a theory which decodes the malleability of change using three stages), whereby over time the company had to unfreeze, change its behaviour and then refreeze (Connelly, 2020). The unfreezing stage is when the system is disturbed (such as the pandemic) in which there is a sense of urgency and panic. Thus, data and information is gathered through “daily government briefings, updates on statistics” as part of this stage, before moving on the transition stage (Cockman, 2020). In this next stage, new processes are created so that the organisation can address the change in the environment – for the Hilton Hotel Group on a corporate level, it is stated that “with travel at a virtual standstill [at the time of the pandemic], operations have been suspended across many managed and franchised hotels, and those hotels that remain open have reduced services for guests because of decreased occupancy levels”. This leads to final stage of Lewin’s model which is for an organisation to refreeze, and this is when new ways of working is paved and living with COVID-19 becomes a norm. The way the Hilton Hotel Group has turned this last stage into a way of preserving reputation is through “donating excess food to local pantries” as a means of delivering “hospitality even during the crisis” indicating positive effects are brought out amidst the negativity of the pandemic, seeing opportunities during the time the company faced losses in revenue (Hilton, 2020). Due to this pandemic being an uncontrolled external factor, the resistance to change is not widely evident, because although the disturbances caused by COVID-19 are a cause of many frustrations, the fact that every hospitality service had to face this, leads to the organisation accepting the pandemic as a communal change, globally.
The strategic direction of the Hilton Hotel Group, as outlined previously, is seen within the company’s vision statement, mission statement and corporate objectives, where decisions are made for the future, so that a strategy and course of action can develop to meet objectives. A key example of the Hilton Hotel Group securing their future prospects is through their “Travel with Purpose ESG Strategic Framework” where by 2030, they hope to achieve successes in many aspects of the 17 Sustainable Development Goals. This manifests in what the CEO has said about their future: “Hilton was founded on the noble premise that travel can make the world a better place and that premise still guides us today” - a statement which establishes their goal of showing responsibility and helping to drive sustainable travel and tourism (Hilton, 2022). A vital aspect to note here is that this is still in line with the vision statement expresses earlier – the focus is still on the “earth” and the “world”, suggesting there is a clear sense of focus in which direction the company wants to be heading. Furthermore, this end target is also divided into three discrete elements which is what “ESG” stands for:
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(Hilton, 2022) 
This infographic presented here suggests the three ways in which the company wants to achieve the three pillars of sustainability. It is clear that they have already determined their long-term goals and have adopted courses of action to help socially, environmentally and with governance. For example, one particular detail that is distinguishable is the “70% reduction in landfilled waste intensity (managed hotels)” already, which is a significant reduction and a substantial sign that the organisation is progressing within its strategic direction (Hilton, 2022). These are corporate objectives created at a corporate level but enacting on individual unit levels and they are evidently valid objectives being realistic, explicit and certainly measurable with quantitative data supplying evidence for either the success or failure of the goals of this hotel chain, with the numerical percentage reduction in litres of water, mass of landfill and watts of energy are all monitored and verified.
Moreover, this “Travel with Purpose ESG Strategic Framework” is also the example of a stakeholder approach as there is a clear interest from the consumers and also the governments, who all want a reduction in carbon footprint. This contrasts with stockholder approaches as the strategy imposed here is not for the growth of maximum profit and revenue (in other words, monetary implementations that stockholders would be interested in), but for the benefit of the environment, society and governance, meaning those who do not own a proportion of the company also have part within this strategy.
Now, the current business performance of the Hilton Hotel Group provides evidence that the organisation is heading within its strategic direction and being able to sustain a competitive advantage. They have “an integrated system of innovative solutions and advanced technologies that work together to drive increased business and keep costs down” (Hilton, 2022), with strategies such as the “Hilton Honors Programme” in which they are able to retain loyal, profitable guests to drive forward their revenue, while keeping consumer satisfaction due to their rewards schemes. Additionally, since 2004, “Hilton’s Revenue Management Consolidated Center (RMCC) was created to support properties in achieving superior market share and profitability”, where the provision of the adequate services was a priority. The way in which this was done was with the organisation’s focus on making sure the specific elements of their hotels at an individual unit level were of the highest quality, by making sure sufficient data was gathered that was relevant and specific to the particular hotels.

[bookmark: _Toc107761734]Conclusion
Overall, the organisation has really benefited from some aspects covered in this report, certainly their organisational culture and goals. There has been a sure demonstration of how culture of the Hilton Hotel Group has helped to establish satisfied employees, enabling the company to sustain a competitive advantage. Furthermore, the company has determined its long-term goals to a successful degree, paving them a strategic direction, especially with the “ESG Strategic Framework” as it is a stakeholder approach strategy that resonates with consumers, employees and responsible managers and there is clear relation with this vision statement, which has connotations of a more sustainable and better future, providing a green and respectable reputation for the company. Alongside the positive change initiative to COVID, the company has seen many positive attributes in terms of its organisation and management. This had led to a satisfactory business performance, with revenue driven by adequate services.



[bookmark: _Toc107761735]Recommendations
Perhaps, the ways in which innovation and new thinking are being prevented is through the traditional environment that the Hilton Hotel Group provides for their employees, and perhaps this mechanistic, rigid structure to their organisation will be overruled by more fluid and organic designs of organisational structure. Thus, it is recommended that managers and strategists are able to adapt the organisation’s structure to enable to even more ways to provide the most adequate services – and this should be done in way that does not entirely eliminate organisational culture or change the organisation’s course of action away from their goals.
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