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Executive Summary
The report highlights how Hyatt Hotels Corporation uses leadership strategies to influence organisational change. The focus is on sustainable operations and growth through AI and renewable energy. Hyatt's hybrid organisational structure combines divisional and functional elements, supporting adaptability and accountability and challenging stakeholder conflicts. A culture centred on inclusivity, empathy, and innovation helps empower employees and enhance customer service, though worker satisfaction issues, such as strikes, reveal challenges in workload and wage standards.
Hyatt's recent change initiatives include a Diversity, Equity, and Inclusion (DEI) program and advanced technology applications like the OPERA Cloud and AI-powered personalisation. All these changes aim to increase inclusion, operational efficiency, and customer satisfaction. Integrating AI has improved cost management and operational efficiency; however, Hyatt Hotels Corporations must improve cybersecurity and language inclusion. 
Strategically, Hyatt focuses on fostering innovation and adopting an asset-light model for financial resilience. However, its shift towards digitisation and green energy has led to concerns about workforce reduction and accusations of greenwashing. The report recommends expanding language diversity in digital tools and strengthening regulatory compliance and AI applications to enhance customer outreach and operational efficiency.
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[bookmark: _Toc178797851]Introduction        
Leadership is stated to play an essential role in the advancement of the coaching, motivation, and communication of the staff. Decision-making and strategic planning are necessary to advance operational effectiveness and enhance growth. The leaders also have the role of developing and communicating a strategic vision that helps to advance changes (Mullins, 2023). This report is written to find out how a selected company is implementing a change in the workplace. As one of the top hotel chains in the world, "Hyatt Hotels Corporation" was chosen for the evaluation. While considering the Hyatt Hotels Corporation, the company is stated to be a franchise that owns and develops its residential hotel. While founded in 1957, the hotel chain has operated with three core values, accountability, altruism, and appreciation, which have helped it spread its operation in 70 different nations with 13,000 colleagues. The company is stated to have a market capital of $15 billion, including a profit of around $1.3 billion (Brites, 2023). The hotel giant has also generated around $6.67 billion in revenue from operations worldwide, which has led to a challenging situation. The report's main aim is to ensure an analysis of how the leadership process influences structure, culture, and organisation. 
[bookmark: _Toc178797852]

Main Body 
[bookmark: _Toc178797853]Organisational Structure     
Considering the structure, Hyatt Hotels Corporation operates with a Hybrid organisational structure, incorporating divisional and functional structures. 
[image: ]
Figure 1: Organisational Structure
Source: (Boddy, 2017)
While considering the hybrid organisational structure, the main benefits are flexibility, collaboration, and adaptation. In comparison, the board of directors of Hotel Hyatt is responsible for overseeing the level of corporate governance, which helps them meet the legal standards. With this structure, the business can manage its wide variety of hotels and services while maintaining accountability and responsibility (Boddy, 2017). The operation board is divided into three distinct operation forms: Alila, Grand Hyatt, Hyatt Regency and more. Each of the brands operates as a semi-autonomous unit, where the specific set of leaders in America, Asia and Europe make decisions accordingly. However, stakeholder conflict is the main challenge in dealing with the organisational structure (Hadi ATMOKO et al., 2024). Some people have high power and responsibility stipulated by the policies and regulations. The main challenge is maintaining heavily regulated industries like the finance and pharmaceutical industries. In such a situation, the focus is ensuring the company's strong and sustainable performance. 
[bookmark: _Toc178797855]Organisational Culture 
While considering the company's culture, the company focuses on innovation and sharing responsibility. The culture within Hyatt is built by keeping in mind empathy to strive for a sense of belonging and ensure sustainable innovation (Nguyen, 2023). Based on the Organisational Culture Theory, the operation within a company operates with a set of shared values and assumes influence. Hyatt focuses on maintaining respect, integrity, humility, empathy, empowerment, and creativity to stay ahead in the competitive market. For example, Hyatt prefers to share responsibility by empowering employees to solve problems and decide to provide a calling service. The managers and employees of Hyatt Hotel are given bonuses based on the analysis of their performance. The managers of Hyatt can earn more points based on their performance during qualifying nights. Hyatt Hotel also focuses on Corporate Leadership Training (CLT) to improve communicators' confidence levels. At the end of the training, there is an opportunity to take responsibility for future processes in different places. There is also a focus on a culture of inclusivity that focuses on care, inclusivity, and integrity to ensure continuous flourish (Workplaces, 2024). There is also a focus on developing the skills by making them undergo the two-week extensive training program. There is innovation, such as using “Saba Cloud” to create short videos in mobile resolution and make training materials available for local people. The focus is on developing soft skills, emotional intelligence, and customer service, which are essential for work (TMI, 2024). This has helped them ensure that around 89% of the staff hotels have stated that they enjoy the internal work environment as it allows them to work. This satisfaction level is reflected in the financial outcome of the fourth quarter, where the net income has increased to reach $220 million, which is bigger than the previous expectations (Kairatkyzy and Kozhakova, 2023). However, there is also a challenge in maintaining the culture as 15,000 workers from different departments are protesting to reduce workload and expand wages (Chen, 2024). There is also a challenge in Hyatt's leadership as the decision-making process takes time, which can cause concern, especially during emergencies. For example, employee-supported decision-making has ensured time-consuming decision-making that caused structural failure, resulting in the collapse of the Hyatt walkaway in 1981. The main accusation is that the management of Hyatt is forcing “Three Star Workers” to provide “Five Star Service” with much less pay. As a result of the strike, significant workers from the US went on strike from the beginning of September, and some sections of the staff were walking off the job (Picchi, 2024). There is also a challenge in streamlining customer booking due to the availability of three servers instead of the much needed 4 to 5 servers. Hence, under such circumstances, the challenge's main impact is dealing with underperformance in the form of efficiency.  
[bookmark: _Toc178797856]Discussing the goals 
Hyatt Hotel aims to care for its people by operating at its best and most inclusive operations. Considering the point of view of the CEO, Mark S. Hoplamazian, there is an emphasis on empathy and authenticity in being a good listener. Based on the above operation, the focus is on developing a team and individuals to work separately for overall leadership roles (Borkmann and Gaulinger, 2024). Considering the individual departments, the company's primary goal is to improve the customers' experience by providing the best possible service. Using the operations is essential as it helps them advance the work benefits and ensure enhancement. 
[bookmark: _Toc178797857]Recent Change Initiatives    
While considering the change initiatives within Hyatt, some changes occurred in multi-level operations. Some of the changes are stated to be the following: 
· DEI report and focus on restructuring. 
The use of the DEI approach is also done to equity and their approach to diversity and inclusion that motivates the annual outline (Wang et al., 2024). There is a strong emphasis on enhancing inclusivity by encouraging different people to reach their full potential. There is also a focus on improving unique perspectives to develop a cricket culture and drive business success. There is also a focus on the inclusion of the LGBTQ+ community and transgender inclusion. Additionally, the goal is to reduce 43,000 metric tonnes of greenhouse gas emissions while generating 100% renewable electricity through Green-e Energy-certified activities (Hyatt, 2024).  
· Focusing on the innovation with the help of technology. 
While considering the innovation, OPERA Cloud is used to manage the property to ensure the security of the data foundation (Gomes, 2023). There is also the collaboration with Slalom to develop technology and use data to transform experience. There is also a focus on advanced connectivity to drive high-quality revenue for different sets of people. There is also prioritisation of human connections and personalised care that helps to advance the level of efficiency. Changes also include the introduction of AI in terms of customised recommendations to assess guest data and allow customised recommendations and services. AI has replaced human operations to ensure faster delivery of tailored offerings such as dining operations and activity suggestions (Scottc, 2024). There is also a focus on implementing AI to replace human operations and advance suspicious behaviour by notifying them. A facial recognition technology driven by AI is utilised to improve check-in and check-out procedures (Lacalle, 2024). AI is also used to optimise the menu and divert crowds from busy areas (Matterroom, 2024). On the other hand, the cost of data breaches has grown by around 15% in the last three years to around $4.45 million (Yubico, 2023). To address problems, the payment processing system is compromised by credit card-stealing malware.
[bookmark: _Toc178797859]Analysis of the Impact of These Initiatives 
Considering the impact of the DEI initiative, the management of Hyatt is more inclusive, as around 50% of the managers at the entry-level are women. Around 55% of the workers have identified as persons of colour, ensuring sufficient commitment to creating an inclusive environment. Using renewable energy has also helped Hyatt have 100% renewable electricity through Green-e Energy (Hotel Source, 2024). High-altitude influences the work and ensures high-altitude hotels utilise the wind turbine to harness the energy. Along with this, the integration of AI has also helped save around 33% of the cost by talking about $4.4 million with conversational reservations. There is also a focus on the level of automation that has helped to take the reservation call frequently. There is also a reduction in operational costs by 15% and an increase in revenue by around 10% by streamlining the operations (Qi, 2023). However, despite the improvement in threat detection, AI may also help find it difficult to detect the threats due to cyber threats. There is also a need for more diversity in terms of language in AI-driven personalisation, which could limit the growth in non-English nations. 
[bookmark: _Toc178797860] The evaluation of how such changes are managed: 
Regarding change management, Lewin's theory discusses unfreezing, changing, and refreezing. While implementing the unfreeze stage, the transformational leaders communicated the importance of customer service, such as the personalised room experience and feedback. Hyatt has launched a “Best-in-class model” named agent training platform for learning modules. There is also an allowance for customised guest experiences and streamlining communication through automation during the change phase. However, implementing AI for Hyatt has been costly, as managing the infrastructure and making periodic monitoring is challenging (Dawes, 2024). Considering renewable energy, the company has successfully implemented 100% renewable energy using LED lighting, intelligent energy management, and minimising the environment. However, in Delhi, the hotel has failed to procure an open-access license from the electricity regulator (Bhalla, 2021). Considering the refreeze stage, the hotel has implemented tools like Hyatt EcoTrack to monitor sustainability metrics, including greenhouse gas. 
[bookmark: _Toc178797861]Strategic Direction      
[bookmark: _Toc178797862]The examination of the strategic direction of the company. 
Considering the strategic directions, a focus is on scaling an enhanced talent experience worldwide to foster more innovation. There is also a focus on the asset-light business model for improving profit and delinking with the business. From a financial perspective, Hyatt looks satisfactory compared to their peers by considering the commercial factors to be attractive. There is also a focus on developing Keyless Entry and Chromecast Integration to enhance the guests and continue to enhance the future (Velickovic et al., 2023). Focusing on the World Hyatt App significantly impacted Hyatt's business quickly. Along with this, the brand expansion of Hyatt is also likely to continue in places like India and Southwest Asia. However, there is also the possibility of laying off staff, leading to frequent strikes and a halt of operations. 
[bookmark: _Toc178797863]The analysis of the strategies for a long-term perspective
Hyatt focuses on building trust through green energy and acquiring talent to achieve its long-term customer satisfaction strategy. A consistent focus on a digital menu and hydration station helps reduce paper and water waste generation. However, hotels like Marriott and Hyatt are also accused of greenwashing their claim by having limited achievement in terms of sustainability (Marcus, 2021). There is also a possibility of reducing the workforce due to the shift towards digitisation, as the company has not recruited staff after COVID-19 as per their promise. Hence, in such a situation, the company has enhanced its operational efficiency despite not fully meeting the CSR policy.   
[bookmark: _Toc178797864]Conclusions 
While considering the conclusive remark, it is stated that change management is also done to advance benefit. The organisational structure and culture strongly focus on innovation to ensure work benefits. Environmental and social responsibility are part of their social responsibility to advance operational effectiveness. The above analysis of Hyatt Hotels also states that transactional leadership has ensured that employee retention has grown. Around 50% of the employees of Hyatt have also said that they would not like to leave the hotel even if they are offered a job. Under such a scenario, there is a reduction of the operational cost that also helps the company to improve the operational profit. Using AI and cloud computing helps personalise operations, and renewable energy helps reduce challenges.  
[bookmark: _Toc178797865]Recommendations    
Considering the recommendations, the following aspects are essential: 
· Hyatt must get legal clearance before initiating operations in any area. Considering the legal clearance, sufficient emphasis on sustainability must be ensured. A zero-tolerance approach must also be implemented to improve work conditions. Implementation of Legal factors is also influential in enhancing the DEI operation.
· Hyatt also needs to diversify its language in digitisation to attract more customers worldwide. Successful diversity implementation requires an inclusive approach that prioritises cultural diversity. There is also a need to ensure complete prevention of de-escalation of diversity-based conflict and deal with different workplaces. 
· There is also a recommendation for AI to automate challenging situations worldwide. The use of automation helps to advance operational benefits and operational effectiveness by increasing speed. 
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