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Introduction
Christopher J. Nassetta has been CEO and president of Hilton since 2007m(Hilton, 2026a). Previously, in 1991 Christopher co-founded Bailey Capital Corporation where he oversaw real estate investment. He then joined Host Hotels and Resorts, Inc in 1995 as an Executive Vice President and then went on to become Chief Operating Officer in 1997 and the CEO in 2000 (Hilton, 2026a). 
Hilton is a global toruism company with 25 brands and over 9000 locations (Hilton, 2026b). Hilton has faced major changes and industry disruptions over the years. Hilton has had to manage competitors and implement strategies to retain talent within the company. Hilton underwent a huge transformation when Nassetta became CEO as he focused on enhancing service, culture and growth (Hilton, 2020). 
Within the last 5 years the tourism industry took a significant hit with Covid-19 causing major disruptions which led to many closures and rethinking of operations (Lori, 2023). These included travel bans, quarantines and a stop to international travel. The tourism industry had a 74% drop in international tourist arrivals in 2020. This increased domestic tourism as travellers explored local destinations (Statista, 2025). These challenges majorly affected Hilton as they mainly rely on business and leisure travellers and at the time these individuals were not travelling. Also, Hilton hotels are not located in areas that benefit from domestic tourism. 
The purpose of this report is to explore the leadership style of Christopher J. Nassetta and how his leadership approach has impacted the Hilton. In particular, the report will focus on how he has managed change, sustaining the organisation’s culture and enhancing the company's performance. It will examine the leadership strategies he uses and how they contribute to the challenges Hilton face and the way in which it impacts people within the organisation. 
Main Body 
a) Leadership and Change Management
Leadership is when someone can influence and guide other individuals towards goals, this includes the ability to have a clear vision and be able to communicate that vision to others. Leaders have key traits which include the ability to understand emotions, visionary thinking and adaptability. Change management is when a leader has a structured approach when transitioning from one state to another, this includes planning, monitoring changes and implementing these changes. This is to minimise disruption and maximised effectiveness. Having effective leadership during change management is critical as leaders create a sense of urgency and inspire individuals to embrace change (Prosci, 2025). 
As the current CEO of Hilton Hotels, Nassetta has faced many different leadership challenges over the years, including the changes in customer demand, Covid-19, and leadership changes. These challenges created uncertainty in revenue, new customer expectations and a risk of employee turnover. When travel demand rapidly decreased during Covid-19 it meant that Hilton faced loss of income and low engagement rates leading to employees facing reduced working hours and job insecurity (Ramuni, 2021). According to Hilton (2020), his leadership has been vital in shaping Hilton and has allowed them to grow into one of the largest hotel chains globally. 
The tourism industry is constantly growing which therefore means that customers' needs and expectations are also changing. For example, customers are wanting sustainable travel options, authentic experiences and new technology. Also, social media has a significant impact on the way customers like to travel. According to Tate (2025) 75% of travel decisions are influenced by social media. Furthermore, the new customer demand and experiences lead to a new need for new skills and service. Hilton has applied strategies like training and career development programmes to retain talent and improve their skills and services they give.
New technologies have been a major change within Hilton. It reshapes how they compete, deliver and operate and is being used as a strategic tool for transformation. Since Covid, Hilton and many other organisations within the industry have had to adapt towards mobile check-in, digital room keys and many app-based services (Ivvy, 2023). For example, the Hilton app allows customers to choose their rooms, unlock their door through their phones and skip ques upon check-in (Hilton, 2026c). All these changes increase the speed and convenience of the experience whilst making sustainable changes. Hilton uses AI and automation for booking and customer service along with backend systems to improve staffing management. This means that there are lower operational costs and allows staff to focus on human interactions rather than routine tasks (Renascence, 2024) 
The new technologies being used by Hilton has also allowed them to adapt quickly to change during crisis. The contactless check-in reduced physical interactions between customers and employees. This allowed Hilton to follow the rules of social distancing whilst maintaining customer trust during uncertainty. This allowed for a faster recovery after post Covid (Lorri, 2023).
Furthermore, technology has had a cultural impact on Hilton, it has forced employees to develop digital skills and move towards a tech service culture. However, it is aimed to support employees and not replace them. Technology helps improve employee productivity within the workplace, allowing them to be more efficient in other areas (Menzies, 2025).

Hilton invests in sustainability initiatives by reducing energy and water consumption and cutting down on the use of sing-use plastic. They also make targets for carbon reduction and monitor their environmental impacts across each hotel. This meets the new customer demands and shows that Nassetta can adapt to these challenges 
Hilton, 2026d).

When Nassetta became CEO he opened many opportunities for brand diversification, this meant that there are now budget friendly hotels, boutique-style hotels and other brands that focus on local culture and architecture. This gives travellers the authentic experiences they desire (Hilton, 2026e).

A current challenge faced by Hilton is that they are on a boycott list due to their involvement with ICE. ICE is the Immigrations and Customs Enforcement in the US (Brookings, 2024). Currently ICE is actively engaging in deporting individuals from the US into other countries. Hilton was originally allowing ICE agents to stay in their hotels; this resulted in many people boycotting Hilton and refusing to stay there. Nassetta responded to the ICE boycott by removing non-compliant franchises and maintaining clear communication. This helps protect the company's reputation (Herman, 2025),
Nassetta leads his team through empowering employees and encouraging front line staff to take initiative, this fosters a working culture of responsibility. He has a shared vision for Hilton and communicates this with a strategic plan. This includes brand diversification and sustainability initiatives; this aligns the team with the company goals. Nassetta also has an excellent work culture and emphasises on well-being and recognition of employees. This improves the employee's motivation and productivity which then improves the service they provide to customers (Podcast, 2026). 
Hilton makes decisions based off data they collect from customer insights and trends within the market. This ensures that the decisions being made are practical and well-supported. He takes calculated risks like investing in technology to consider the sustainability of the company (Podcast, 2026).
Nassetta is a transparent leader with excellent communication. He aims to always keep employees informed on situations and explain the changes that are occurring. Hilton has always encouraged feedback from employees to encourage communication. This allows employees to understand what is being expected which would allow them to be more willing during change (Podcast, 2026). 
Nassetta’s leadership style is very effective and efficient for Hilton with his transformational leadership with a combination of supportive and collaborative elements. 
Before Nassetta was CEO Hilton had already been around 87 years, Hilton created loyalty programs, reservation systems and full-service hotels. When Nassetta became CEO in 2007 he had realised that the culture of Hilton was drifting and slowly struggling. At the time Hilton only had 8 brands and were classed as mediocre. He knew that there was change that needed to happen, one eyar into his position as CEO they hit the Great Recession with a huge amount of debt. Hilton had gone from being the largest private equity investment to being the largest private equity loss in history. Since then, Nassetta changed the company and culture and now is the number one greatest place to work in the world. They now have 25 brands that perform at the top of the industry. The strategic planning Nassetta created allowed for Hilton to go from 20 million honours members to 240 million. This shows where Nassetta has managed change well even when facing struggles (Podcast, 2026). 
During Covid-19 Hilton Hotels were significantly impacted as they had to suspend operations and reduce their services due to low occupancy levels and all of the travel restrictions that were put in place. Hilton had implemented safety measures like Hilton CleanStay to make sure that the high levels of service and cleanliness was carried out among their properties. Overall, during the time of Covid Hilton shown resilience and adaptability while navigating the challenges of the pandemic (Hilton, 2020b). These actions reflected on the leadership from Nassetta. His transformational leadership was shown through these adaptations and how he responded to challenges. Now, Hiltons margins are a thousand basis points higher than after Covid. Their profit is the highest it has ever been, by having this strategy and hight-performing culture it has allowed them to adapt and grow (Podcast, 2026).
b) Leadership Style, Culture, and People 
Nassetta has a transformational leadership style. These types of leaders focus on change, a vision and inspiring others to reach goals. For example, he led a major strategic transformation for Hilton by focusing on global expansion and brand diversification. He had also built a long-term vision that was focused on growth and customer experience. This meant that his employees had a clear purpose and that the company has strong performance and global growth. He did not just manage Hilton; he reshaped the brand (Ali, 2024).
Transformational leaders are beneficial as they aim to inspire and motivate their team. This includes increased employee engagement as employees feel more connected to the company goals, fostering innovations and creativity and enhanced team collaboration. All these factors allow the employees to feel valued and have higher productivity and better adaptability (Chaudhary, 2025). 
Although Nassetta is mainly and transformational leader he also has elements of a supportive and collaborative leader. This is shown in the way he supports his employees and listens to feedback and ideas from everyone. 
c) Strategic Recommendations for Leadership 
Nassetta could simplify his brand portfolio to minimilise the risk of crossing over markets segments through his successful diversification. Therefore, having a simplified brand portfolio would allow him to strengthen his brand's identity and improve the operational efficiency of the company and his staff. By Nassetta evolving in these areas it would help Hilton continue to be ambitious and flexible (Hilton, 2026f). 
In general, a transformational leader has a few common weaknesses. These include a lack of focus meaning Nessatta may not provide enough guidance for his staff which would lead to a lack of focus on tasks and low productivity. There is also a potential that Nassetta would experience burnout if there isn't adequate support put in place due to the increased levels of commitment he has to Hilton (Leadership IQ, 2026).
Nassetta could improve his leadership by enhancing his employee involvement in decision making. Although he allows feed-back and encourages decision making it would be beneficial for him to involve front-line employees in strategic decisions to help the employee feel empowered and allow the staff to experience practical and real-world situations. Also, this would encourage idea-sharing for employees to propose innovations and ideas. All these factors would allow for employees to be more adaptive during change and help them take more ownership in situations.
Hilton has and Employee Retention strategy which concludes of employee development, workplace culture and recognition. As a company they have invested in development programmes like Passport to Success. This has helped Hilton retain employees by giving them skills and training. Hilton has a recognition and rewards program called “catch me at my best”, this emphasises on how important retaining staff is to Hilton. Hiltons commitment to career progression is another reason why their workplace culture is the best in the industry (International Youth Foundation, 2026).
Handy’s cultural types consist of power culture (active control), role culture (structured), task culture (team orientated) and person culture (individual focused) (Nasariah et., al, 2019). Hilton mainly reflects task culture through employees working in teams to deliver high quality services. Nassetta encourages teamwork through his leadership styles which creates better adaptation through change and excellent customer service. Hilton also shows elements in role culture as employees have clear goals and responsibilities with consistency amongst all hotels. Hilton has a limited power culture shown through strategic decisions and centralised direction from Nassetta. Person culture is the least relevant to Hilton as the company is not centred around individual work and focuses more on company goals than individual (Fripp, 2026). 
Schein’s model identifies three levels within organisational culture. The first element is artifact which are visible elements, the next is espoused value which are stated values and strategies and the third one is basic underlying assumptions (McGuire, 2017). This theory applies to Hilton as Hilton use mobile check-in and digital keys. These are artifacts along with cleanliness programs like CleanStay. Nassettas innovation strategy is reflected in these factors. Hilton promotes values for sustainability, employee inclusion and customer satisfaction, this aligns with the espoused values of Schein’s model. The core beliefs within Hilton are integrity, leadership and teamwork (Hilton Companies, 2024). Nassettas leadership style reinforces these beliefs. 
Conclusion 
In conclusion, this report explores Nassettas approach to managing change in a transformational yet supportive way. It has been very beneficial for Hilton during times of crisis and diversification like COVID-19 and evolving customer demands where he has shown resilience and adaptation. The way in which he encourages his employees to take initiative and continuously learn and improve is an excellent example of his success as Hiltons CEO. Although he is thriving there are still some challenges he is facing like Hilton's brand portfolio and enhancing greater employee involvement. 
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