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This audit case study will discuss the organisational structure, culture, objectives, change initiatives, strategic directions and business performances of Hyatt Hotels Corporation, which is also known as the ‘Hyatt Hotels & Resorts’. Hyatt Hotels Corporation (HHC) is a multi – national American hospitality organisation that is headquartered in the ‘Riverside Plaza’ in Chicago, Illinois. HHC is a highly employee and customer – centric organisation that focus on the ‘people’, where the intention is to make the co-workers, friends. This is the reason behind Hyatt’s success and being one of the best hotel and hospitality brand across the globe (Hyatt, 2020). 
The company franchises and manages luxury and business resorts, hotels and vacation – properties across many countries in the world. The organisation was founded by Hyatt Robert Von Dehn and Jack Dyer Crouch on the 27th of September 1957. As calculated in the financial year of 2023, there are 1350 hotels worldwide with more than approximately 350,200 rooms (Hyatt, 2020). The total number of employees, as calculated in the financial year of 2023, is 189,000. The global competitors of the company are Hilton Hotels, Marriott Hotels, Taj Hotels, Shangri – La Hotels, Radisson Hotels, Oberoi Hotels and Starwood Hotels (Craft, 2023). Lastly, a set of specific, measurable, achievable, realistic and time – bound recommendations are formulated for the company, Hyatt Hotels Corporation for business success in the future. 
[bookmark: _Toc159222376]Hyatt Hotel Corporation’s Organisational Structure, Culture and Objectives
As far as the HHC’s organisational structure is concerned, it is led by the chief executive officer and president who is guided and supported by the various ‘C – Level’ executives like the chief financial officer, chief commercial officer and chief human resource officers (Hyatt, 2020). The company has a board of directors who are directly responsible for the various aspects related to the corporate governance. The organisational structure of the company includes both divisional and functional structure. Through this structure, the company efficiently and effectively manages the diverse range of resorts, hotels and other services that they provide to the end consumers. 
Hua et al. (2020) stated that every department like the finance, marketing, operations and human resource is responsible for specific functions, tasks and expertise. The company is geographically divided into three different units and they are related to the Americas, Asia – Pacific and EMEA (Europe, Middle – East and Africa) that allows the employees, managers and directors to focus on their skills, activities and efforts towards those specific regions (Hyatt, 2020). This is because, the cultures, beliefs, preferences, demands and consumer behaviours of the customers and the people are different in these three regions.
As far as the HHC’s organisational culture is concerned, they strive towards creating a sense of community and belonging. The company values relationships in context to employees, community and the customers at the same time. The company is highly employee – centric and customer – centric, and at the same time, have created a working environment, where the co-workers treat each other, as friends. Velickovic et al. (2023) argued that this has effectively enhanced the employee performances and organisational productivity to higher standards. 
The overall organisational culture is to value each other and have respect, empathy, humility and integrity for each other. It has been also seen that the company gives a lot of importance to the creativity and innovativeness of their respected employees. Catana and Toma (2021) suggested that this indirectly increases the levels of motivation among the different workers, staffs and employees of the company. HHC also focus on the development and growth of an individual’s career and their future success within the employment sector.
As far as the HHC’s organisational objectives and goals are concerned, they mention that their purpose and mission is to care for their people (consumers, community and employees), so that they can be at their best, and at the same time, provide best experiences and make a difference within the lives of all the people are in touch. The company also tries their best to address the social, change and environmental related issues in the recent times. Rai et al. (2022) suggested that one of the common goal and objective is to provide their customers with exclusive and best tourism experiences through their hotels and services across the globe.
Through the above analysis, it can be evaluated that there is a direct relationship with the organisational structure, organisational culture and the people with the organisational performances of Hyatt Hotel Corporation. HHC is one of the leading hotel and tourism organisations across the various continents in the world. Catana and Toma (2021) further suggested that HHC focuses on the various ways, through which their competitive advantages can be improved and enhanced in comparison to their direct competitors like Hilton Hotels, Radisson and Marriott Hotels. 
Ali and Anwar (2021) stated that it is highly necessary to give importance to needs and demands of the customers along with the employees to succeed in the hotel industry and thus, the company works on attractive offers for their customers and motivational activities for their employees. One of the main reasons for their business success in the recent decade is their dedication towards the betterment of the employees and customers. Lastly, it can be said that, the organisational culture of any business organisation affects the organisational productivity, performance and success in both positive and negative way.
[bookmark: _Toc159222377]The Recent Change Initiatives in Hyatt Hotel Group and Their Impact
The recent change initiatives within the Hyatt group that took place in this decade are related to strategic change, people – centric change, unplanned change and technological change (Hyatt, 2020). 
Zhang et al. (2020) suggested that due to the high competition within the global market, Hyatt has brought in some strategic changes within the company in order to maintain and enhance the competitive advantage within the industry. It has been seen that, the company has improvised a lot on the various processes, activities and beauty of their hotels in order to attract more and more consumers. They have worked on effective pricing and discounts that helped them to beat the competition with Radisson and Hilton hotels within the United Kingdom, Asia and the Middle – East. In short, the company has worked effectively on their pricing strategies, marketing strategies and beauty and development of their hotels in order to maintain and enhance their market share and market reputation.
Moliner et al. (2021) explained that the people – centric change that they have introduced is related to unbiasedness, ethical approaches, maintenance of equality and non – discrimination and respect for all the employees who belong to the different ethnicity, age, religion, language, country and beliefs. Due to these changes, the overall organisational environment, atmosphere and culture has improved from before. It is highly essential to maintain the above - mentioned factors within an organisation to maintain equality and business ethics. 
Sharma et al. (2021) explained that the unplanned change is related to the Covid – 19 pandemic that started during the early 2020’s, where lockdowns and social distance disrupted the tour and travel business across the globe. Due to the pandemic, the changes that were initiated were related to cleanliness and hygiene within the hotel premises. Uses of various disinfectants, hand sanitisers and masks were introduced. This change affected many people across the globe, where people resisted and showed irritation. Due to various health reasons, in the later stage, people managed to adopt the changes. Sharma et al. (2021) further suggested that there has been a change initiative related to technology where the latest technology is being used in order to manage bookings, data management, customer relationship management and financial data collection and recording.
As far as the impact of the above change initiatives are concerned, they were both negative and positive in nature. Ushakov et al. (2020) argued that the unplanned change initiative due to the pandemic disrupted the industry but everyone had to accommodate in order to be safe and alive during that period. The strategic changes and people – centric changes that were initiated by HHC were highly successful and led to success for the company. The overall organisational culture and environment were boosted and the employees worked with high levels of motivation and as a result, the organisational performance increased globally. Lastly, the technological change that was initiated by the company was for the betterment of the employees and the customers but few people were resisting the change, as they were not that used to with the latest technology and preferred previous modes of interactions and bookings. It can be concluded that most of the changes were well managed by the various stakeholders of the organisation, HHC. 
[bookmark: _Toc159222378]Hyatt Hotel Group’s Strategic Direction
HHC’s strategic direction is to increase the number of hotels in the new markets globally, increase market share, expand their brands, implement competitive pricing and lastly, become more employee – centric and customer – centric. These strategic directions indicate that the company’s success in the future. Due to the high levels of competition within the hotel and tourism industry, it becomes hard to maintain or develop the competitive advantages within the market. Therefore, it is highly required to work effectively on the product, place, promotion and price, which are the four P’s of marketing (Campaign Monitor, 2022).
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Figure 1: The Marketing Mix
(Source: Campaign Monitor, 2022)
As far as the product is concerned, the Hyatt Group works effectively on making their properties top – notch and beautiful. They also work on the areas that enhance the consumer experiences to higher standards in comparison to their competitors. As far as the place is concerned, the company is trying to open new hotels in different location like in America, Asia and the Middle – East. As far as the promotions are concerned, through effective marketing activities and ads, the company is spreading the awareness of their hotels and services across the globe (Hyatt, 2020). Lastly, as far as the prices are concerned, the company is effectively working on their pricing and discounts in order to attract more and more customers to their hotels globally. It can be concluded that HHC’s main strategic direction is to become the market and industry leader and along with it, be responsible and careful towards the end consumers, employees and the community. 
[bookmark: _Toc159222379]Hyatt Hotel Group’s Current Business Performances
Qi (2023) mentioned that the business performance of Hyatt Hotels Corporation has increased from 2021 to 2022 and it has drastically increased from 2022 to 2023 in the global context. The revenue of the company was US$ 5.89 billion in the financial year of 2022, which was higher in comparison to 2021. The operating income in 2022 was 939 million US$, which was higher than 2021. The net income in 2022 was 455 million USD, which was again higher than 2021. The total assets and total equity was 12.6 billion and 3.56 billion USD respectively in the year 2022, which was again higher than the previous year. It has been seen that the trend of their business performance in increasing each year in the global context. Lastly, their employee strengths also increased from 2020 until today. Qi (2023) further suggested that the business performance of HHC has been appreciable throughout the previous years. 
[bookmark: _Toc159222380]Recommendations for Hyatt Hotel Group
Hanaysha et al. (2021) stated that for Hyatt Hotels Corporation, it is recommended that the company should focus more on their pricing strategies, marketing strategies and CSR strategies in order to develop their competitive advantage within the hotel industry globally. Gupta et al. (2021) stated that they should educate people more on their services and work on marketing strategies that will attract the minds of the various people who can be their prospective customers. 
HHC should work on making their prices more competitive to gain market share and response globally. Lastly, HHC should invest more on their CSR activities in context to the global communities where their hotels are located. According to the opinion of Apaydin et al. (2021), the CSR activities play a beneficial role in improving the brand reputation and awareness, which in turn enables a business to gain brand loyalty on a global level. 
[bookmark: _Toc159222381]Conclusion
After the completion of this report it can highlighted that, HHC was able to improve its business operations over the years. For enhancing its market share, the organisation must consider the four factors illustrated with the aid of the 4Ps model concerning marketing. Additionally, attention should be given on the process of forming proper business strategies regarding pricing, brand expansion and promotion, and most importantly on CSR. These are vital for a business to develop its position in the global market. Moreover, it was observed that the changes that have taken place within the organisation were implemented in a smooth and proper manner; hence, aiding in the growth and expansion of the business even amidst the face of severe rivalry in the global market. 
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