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Introduction

This report will explore the nature of the business culture at Hilton Hotel Group and will discuss how they have effectively managed the business through the impact and challenges represented by the Covid-19 pandemic.

I researched the organisation structure and culture of Hilton Hotel Group and found that the organisational structure is best described as divisional as they manage several properties. In addition, the culture at Hilton is friendly and diverse and one of their goals is to become more diverse as well as expand the business more and increase profits. When looking at recent change initiatives, and how the business managed the impact and challenges represented by the Covid-19 pandemic- we can see that the Hilton Hotel Group was not severely affected by Covid-19 at the beginning, but when it came to March 2020 they witnessed some fallbacks and challenges to their business. Explanations for this can be found later within this report,  but the main reason why they faced major challenges during March was because of the national lockdowns around the world which were announced, where people were required to stay at home and not travel which created a travesty for the hospitality and travel & tourism sectors. However, Hilton Hotel Group was able to manage the business through the impact and challenges faced by the Covid-19 pandemic as they developed new innovations that worked well with the changes introduced by the pandemic, which has improved the quality of the Hilton experience for its guests, as well as the employees themselves. 

We will start off by looking at the structure, culture and goals within the Hilton Hotel Group. Then we will identify how well the organisation responded to the challenges faced by the Covid-19 pandemic by looking at the recent change initiatives that they introduced. Furthermore, this report will discuss how well Hilton Hotel Group managed the business impact and challenges represented by the Covid-19 pandemic. 



Analysis of the organisation structure, culture and goals

Hilton’s organisational structure is hierarchical due to the massive size of the business that comprises 13 brands serving 140 million guests in 2015 alone. Hilton’s organisational structure can be described as divisional, because Hilton’s C-suite is responsible for managing a range of functional and geographic divisions, and the business itself divides its properties, and thus its operations, into three areas: Ownership; properties that are owned directly by Hilton. Management and franchise; properties managed Hilton or franchised to others. Timeshare; Hilton timeshare (Grand Vacations) properties. 

The culture at Hilton Hotel Group can be described as diverse, equitable and full of inclusion. Hilton Hotel Group describes themselves as “diverse by nature and inclusive by choice”. They mention that understanding and integrating their Team Members unique perspectives and voices is essential to cultivating their diverse and inclusive environment for all. Hilton explains that they strive to reflect the global communities where we live, work and thrive, as diversity will forever be core to our Mission, Vision and Values.

Human Resources officer, Matt Schuyler, said that; “As an employer, we know that if we treat our team members well they will, in turn, treat our guests well. We are continuously focusing on ensuring we are offering a great work environment, a great place to learn and the best career advancement opportunities”, when questioned about the culture at Hilton which makes the team so happy. An article by Careerbliss also states that the company culture at Hilton Worldwide is defined by a set of core values that team members practice each day. These core values involve: Hospitality- “we are passionate about delivering exceptional guest experiences”, Integrity- “We do the right thing, all the time”, Leadership- “We are leaders in our industry and in our communities”, Ownership- “We are owners of our actions and decisions, Now- “We operate with a sense of urgency and discipline”. 

Therefore, we can see that on a corporate level the culture at Hilton Hotel Group is focused on being very diverse as well as inclusive. This is because they manage hotels globally and often have employees who are bilingual and share some of the cultural values with the area the hotel is managed in, so that guests can feel more comfortable as to where they are staying. On an individual unit level, it could be said that the culture at Hilton Hotel Group is friendly and aims at not only reaching consumer satisfaction but also employee satisfaction, as they mentioned that if employees are happy at Hilton then it will mean that guests are more likely to be happy during their stay at Hilton. One employee at Hilton Hotel Group even mentioned that, “I like the friendly culture, the feeling of working for a quality brand…”. 

Hilton Hotel Group have comprised various goals that involve improving the business; environmentally, socially which will help to improve the business economically by increasing their value chain. Hilton Hotel Group mentioned in an article that, “We are committed to increasing our investment in social impact and substantially reducing our environmental footprint through responsible hospitality across out value chain’. Some goals involve; reducing water and electricity usage to becoming more sustainable and save costs as well as participating in food donation programs, where allowed by law to help promote their status as to bringing communities together.



Recent change initiatives, their impact and how well they were managed

The Covid-19 pandemic posed various challenges for Hilton Hotel Group, as they had been hit with the negative effects of lockdown which tarnished the hospitality and travel & tourism industry because people were required to stay at home and only travel when necessary. As a result, Hilton Hotel Group had lost opportunities and faced cash loss as there were no guests to check in at any hotels, due to the services having to be forced to close due to government orders.

However, Hilton Hotel Group was able to overcome these challenges by introducing new changes that developed their image as well as their service as a hotel provider. The pandemic rapidly changed guest behaviour, priorities and concerns. Hilton responded with start up style speed, grounded in more than a century of hospitality know-how to provide reassurances to travellers. Some innovations that they introduced involved; redesigning meeting and event experiences and setting new standards for event cleanliness and customer service with the launch of HiltonEventReady with CleanStay. In addition, they continued to provide contactless guest experience options through the free Hilton Honours app, enabling guests to personalise their experience with the ability to choose their rooms, check-in and out digitally and use their phones as digital keys. Guests have now used Hilton’s Digital Key to open more than 100 million doors worldwide. 

The impact of the changes that Hilton Hotel Group introduced proved to work well as they were still able to meet their original targets. Hilton developed industry-leading guest innovations, reached significant growth milestones and continued to positively impact communities around the world. Even as the company faced the biggest test in its 101-year-old history. Hilton’s resilient, capital-light business model enabled it to organically reach its 1 million room milestone in the fourth quarter. 

New Covid-19 initiatives showcased Hilton’s innovative thinking which has improved business dealings, as more companies became even more willing to sign themselves with Hilton. Hilton teamed up with RB, maker of Lysol and Dettol, and Mayo Clinic in the early days of the pandemic to develop Hilton CleanStay. In addition, Hilton have taken the extra initiative to make their hotels look more inviting as well as covid-friendly. They mentioned that they are working hard with engineers to purify the air, and introduce biophilia. Providing more connections with natural light and air is not only helpful in delivering safer environments, but these venues are also the spaces that our guests find warmer and more inviting. 

To emphasise on the of main changes that Hilton Hotel Group introduced was Hilton CleanStay. This built upon the already high standards of housekeeping and hygiene at Hilton properties worldwide and a focus on cleanliness is visible to guests throughout their entire stay experience- guest rooms, restaurants, fitness rooms and other public spaces. This has had a positive impact on Hilton Hotel Group as they have received positive results and feedback from their guests about the experience with Hilton CleanStay as they have stated that it has made them feel more confident about travelling. Guests have stated that the “room was spotlessly clean… and it contributed to a very relaxing stay”. Therefore, reviews such as these have helped to grow the Hilton Hotel Group even more as they have become more covid-friendly which has developed into a newly developed USP for the travel and tourism industry, putting Hilton Hotel Group on a higher pedestal compared to other hotel groups battling the same challenges with Covid-19.




Organisations strategic direction and current business performance

Hilton changed their strategic direction as they listened to their target audience and found that; during a pandemic, traveller’s priorities change. When they’re searching for a hotel, they care less about amenities and services, and more about cleanliness and protection. Therefore, Hilton initiated a program with CleanStay to ensure that customers were confident that they would be receiving rooms cleaned to the highest standards. This shows that Hilton used the pandemic to create new innovations for their business to attract more consumers, by creating “cleanliness” as a major USP for their hotel services. 

Throughout the pandemic, Hilton Hotel Group were able to grow more than ever as a business as they were focused on helping those on the front lines of the pandemic- from making one million room nights available to medical professionals, to supporting relief organisations with emergency funding. This helped their current business performance thrive more than ever as they were named the 2020 Global Industry Leader on the Dow Jones Sustainability Indices for the second consecutive year. In addition, Hilton’s overall GOP improved by 74%. Furthermore, Hilton’s balance sheet and liquidity had improved significantly. No debt amounts were outstanding under Hilton’s $1.75 billion senior secured revolving credit facility as of September 20,2021. Hilton ranked second place in terms of revenue, with its rival Marriott International generating over double the revenue of Hilton. Overall, it could be mentioned that Hilton Hotel Group have managed the challenges of the Covid-19 pandemic as they have utilised the consequences of the pandemic for their own benefit, which has improved their current business performance and placed them in a stronger business position than before as they have achieved more awards and reached their global targets.




Suggestions and Improvements

Managing guest satisfaction is something for Hilton to always improve on as guests can never be too happy. As of December 31 2020, Hilton had more than 112 million members in their award-winning guest loyalty program, Hilton Honours. They claim to be passionate about delivering exceptional experiences for every guest every stay. They also continually monitor guest satisfaction through their Satisfaction and Loyalty (SALT) survey, which is used at every level of enterprise, from property Team Member to their CEO, to keep a pulse on guest experiences, maintain accountability for delivering excellent services, and drive innovation. 

In addition, they should manage their cyber security as data protection is ever so important after Hilton introduced the new “Digital key” that they claimed would enhance the guest experience across the company’s 18 world-class hotel brands. Hilton have already been working towards this as they require their team members to complete annual privacy training courses, to protect customers personal data.





Conclusion 

In conclusion, Hilton Hotel Group has managed their business extremely well through the challenges represented by the Covid-19 pandemic. As Hilton were able to reach their global targets, the pandemic has allowed for them to develop more goals to improve their status. This can be seen through the recent change initiatives they have introduced such as CleanStay and the new Digital Key which has widened their target audience, as they have utilised the pandemic to create more USP to attract more customers which has increased their business performance. 


 

References

https://research-methodology.net/hilton-organizational-structure/

https://www.careerbliss.com/blog/careerbliss-on-culture-hilton-worldwide-has-culture-of-hospitality/

https://esg.hilton.com/toward2030/ 

https://stories.hilton.com/releases/hilton-successfully-navigates-year-like-no-other 

https://www.hotelmanagement.net/own/hilton-shares-q1-impact-covid-19 

https://skift.com/2021/02/25/hilton-grows-global-footprint-despite-covid19/

https://stories.hilton.com/corporate-news/hilton-many-pandemic-safety-innovations-to-remain

https://stories.hilton.com/hilton-history/the-launch-of-hiltons-travel-with-purpose-2030-goals

https://hospitality-on.com/en/worldwide-hospitality-awards/hilton/hilton-travel-purpose-2030-goals 

https://www.cbi.org.uk/articles/hilton-taking-an-extra-step-to-keep-customers-safe-and-confident-while-travelling/

https://sproutsocial.com/insights/social-spotlight-hilton/

https://esg.hilton.com/our-approach/

http://stravelandtourism.weebly.com/the-hilton-hotel.html

https://managementservices.hilton.com/en/why-choose-us/success-stories/strategic-repositioning/

https://www.businesswire.com/news/home/20211027005212/en/Hilton-Reports-Third-Quarter-Results

https://www.hilton.com/en/corporate/development/hilton-performance-advantage/

https://www.statista.com/statistics/297760/revenue-of-hilton-worldwide-holdings-inc/

https://cr.hilton.com/wp-content/uploads/2021/04/Hilton-2020-ESG-Report.pdf

https://www.reuters.com/business/hilton-posts-quarterly-loss-pandemic-hit-2021-05-05/

https://hospitalitytech.com/hilton-introduces-tech-enhancements-improve-guest-experience



