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Executive Summary

This report evaluates Hyatt Hotels Corporation's organisational framework, culture, goals, current objectives and recent change initiatives, as well as the strategic focus of Hyatt Hotels Corporation on a corporate and individual level. As a global leader in luxury hospitality, Hyatt has a structural multi-brand approach that allows it to address diverse market needs. This analysis underlines Hyatt's strong corporate culture, which is ingrained in listening to its employees, which drives a high level of commitment and has a positive impact on guest satisfaction. The recent digital transformation and sustainable initiatives, align Hyatt with the current market demands for modern and eco-friendly operations. Its strategic objectives are centred on expanding its brand, leveraging digital innovation and improving customer experience. The recommendations will include strengthening employee growth, advancing sustainable practices, improving data-driven personalisation, and targeting middle markets. These actions are designed to strengthen Hyatt's competitive position, preserve industry leadership and foster a sustainable future in Hospitality luxury.
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1. Introduction

Hyatt Hotels Corporation, one of the world's premier leaders in upscale hospitality, has more than 1,300 properties in over 76 countries, catering to a diverse range of segments through its distinctive portfolio of private brands, such as the Hyatt Regency, Park Hyatt or Andaz. Established in 1957, Hyatt has developed into one of the most respected hotel chains worldwide, renowned for offering outstanding guest experiences characterised by innovation, upscale amenities and high quality services (Hyatt Corporation, 2024). Its mission to "take care of people so they can be the best they can be" mirrors its dedication to guests and employees alike, encouraging a compassionate and caring culture.


The purpose of this report is to evaluate Hyatt's organisational structure, its culture, objectives, latest initiatives for change and strategic focus, utilising relevant management theories to present a comprehensive analysis. Examining strategies at the corporate level, as well as the operations of individual hotels, this report seeks to highlight Hyatt's operational strengths and potential areas to improve. The review considers major trends and shifts that are impacting the hotel industry, to include digital transformation, sustainability, and enhancing guest experience. It concludes with valuable recommendations for action, and aims to offer useful insights to further strengthen Hyatt's competitive position and reputation as a leading luxury hospitality player, while aligning with the rapidly changing requirements of the industry.

2. Organisational Structure, Culture, and Goals

2.1. Organisational Structure

Hyatt Hotels Corporation functions under a multi-divisional structure, with its distinct brands, including Park Hyatt, Hyatt Regency, and Andaz. This design allows Hyatt to cater different market segments from luxury to high-end luxury and lifestyle, allowing each individual brand to adapt its offerings to meet the unique needs of its target audience (Hyatt Corporation, 2024). At corporate level, Hyatt follows a hierarchical structure where major decisions are made by executives and then enacted by regional managers and senior brand leaders (Organimi, 2024). In accordance with Mintzberg's structural configuration theory, this "divided form" allows for larger, geographically distributed organisations, to successfully balance global brand alignment with adapting to local markets (Chamas, 2018). This arrangement is advantageous, as it allows increased flexibility and more responsiveness to the requirements of the regional market, whilst maintaining uniform corporate standards in all properties.

That said, a multi-brand structure also raises additional challenges in terms of decision-making and communication, as different divisions may pursue distinct operational strategies and objectives. This may lead to intricacies in bringing brand standards into alignment and necessitates effective coordination between the corporate leadership and its individual brands (SHRM, 2024).


2.2. Corporate Culture

Hyatt's corporate culture is deeply ingrained in their mission to "take care of people so they can do their best," which is equally important and applies to staff and guests. This "caring" ethos informs Hyatt's philosophy that shapes Hyatt's approach to employee engagement, customer service and community commitment (Hyatt Corporation, 2024). Hyatt has a strong focus on inclusivity, empowerment, and mutual respect, fostering a nurturing work environment that has constantly brought it recognition as one of the "Great Places to Work" in different regions (Hyatt Corporation, 2021). Based on Edgar Schein's organisational culture theory, Hyatt's culture is deeply grounded in common shared values and beliefs that are fostered at all levels, impacting behaviours, mindsets and operational practices (Hyatt Corporation – Culture, 2024). This powerful corporate culture has a favourable effect on employee loyalty and morale, which leads to high standards of service that increase customer satisfaction. All employees are empowered to contribute with their unique strengths in their specific roles, fostering a sense of pride and ownership. Hyatt's culture also highlights its corporate social responsibility, which is reflected in sustainable initiatives and programs for community involvement that are aligned with many modern customers' values and contribute to their brand loyalty (Hyatt Corporation – Culture, 2024; Hyatt Corporation, 2023).

2.3. Organisational Objectives

On a corporate level, Hyatt's main objectives are centred on achieving growth, extending the overall brand and delivering innovation to continuously improve guest experience. The company thrives to expand its worldwide presence through strategic acquisitions partnerships and new property acquisitions in high demand destinations. Furthermore, Hyatt has a focus on embedding sustainable practices and driving digital innovation in order to remain highly competitive and eco-friendly responsible.


Each individual hotel in Hyatt is responsible for achieving goals that are closely aligned with the corporate objectives, but at the same time adapted to meet local market requirements (Hyatt Corporation, 2024). Among them are to maintain a high level of customer satisfaction, stimulate employee involvement and to implement sustainable initiatives tailored to each geographic area. These objectives align with the goal setting theory of Locke and Latham, as Hyatt's framework focuses on setting clear and measurable objectives that support the company's growth, as well as its local operational standards (Indeed, 2024).

3. Hyatts Recent Initiatives for Change

3.1 Change initiatives in place

Hyatt has undertook multiple change initiatives in the past few years with a notable focus on driving digital transformation and sustainability. For instance, Hyatt has extended the capability of its Mobile App to incorporate digital check-in, in-room functionalities, and personalised features, responding to the increasing demand for touchless services (Hyatt Corporation, 2024). Other notable initiatives included Hyatt's ongoing commitment to reduce its impact on the environment by deploying sustainable practices throughout its properties, such as new energy efficiency improvements, waste reduction programs and initiatives to reduce plastic.


3.2. Impact of change initiatives

The Digital Transformation initiative made a positive impact on Hyatt's operations by increasing guest comfort and decreasing check-in times (Hyatt Corporation, 2024). Furthermore, the increased use of technology is supporting health and safety protocols, which is especially important in the post-pandemic context. The sustainable initiatives continue to reflect Hyatt's alignments with the world's global environmental trends and customer aspirations for eco-friendly practices, which strengthen the brand's attractiveness to eco-conscious travellers (Tran, 2024).

3.3. Evaluation of change management

Hyatt's overall approach to change management can be measured using Lewin's model of change management, which implies defrosting, changing and freezing. Hyatt is successfully defrosting by conveying the importance of technological and sustainable innovations to their employees, promoting a culture that is adaptive (Isiche and Mandere, 2024). Implementing these changes is managed effectively by providing its properties with the required technology and by training employees. Ultimately, Hyatt consolidates these changes by incorporating new practices into its internal procedures, thereby demonstrating a well managed process of change.

4. Strategic Direction

4.1. Strategic direction review

Hyatt's strategic direction is focusing on growing through brand expansions, digital innovation, and improved guest experience. The company's mission to "deliver great guest experiences" underlies its strategic plans, which include extending into high-demand markets, improving its digital capability, and reinforcing loyalty programs.


4.2 Long-term goal strategies
Hyatt uses multiple strategies to accomplish its long-term goals:

Expand through acquisitions – Hyatt has purchased brands such as Two Roads Hospitality

to expand its presence in the wellness and lifestyle segment.


Improved digital services – By constantly updating its mobile app and implementing advanced technologies such as AI-driven customisation, Hyatt is improving its customer experience and operational efficiency (Hyatt Corporation, 2024).


Sustainability Initiatives – Hyatt's sustainability strategies align with global trends and focus on reducing energy consumption, managing waste and improving water efficiency.


These strategies are in alignment with Porter's generic strategies, where Hyatt is pursuing a distinctive strategy by creating distinctive experiences that distinguish it from competitors (University of Cambridge, 2024). This approach underpins Hyatt's goal to maintain a leadership position in the upscale hospitality sector.


5. Recommendations

Hyatt's culture and commitment to employees' well-being has promoted a positive workplace climate, but by expanding the opportunities for professional growth and career advancement, Hyatt can strengthen that engagement even further. By investing in programs such as training, leadership development initiatives, and skills-based courses, Hyatt can consolidate its workforce, increase retention rates, and assist employees' personal advancement (Bradley, 2020). For example, Hyatt may introduce certification programs in Hotel Management, Leadership, and Digital Marketing, which could help employees develop expertise that is aligned with the industry's emerging trends. Mentorship programs that match senior leaders with junior employees could also improve the transfer of expertise and inspire career development within the company (Hieker and Rushby, 2020). Hyatt could start conducting an assessment of the needs to identify where training is most necessary, and then develop tailored training courses. Human Resources could oversee the program's implementation, with evaluations performed every quarter to evaluate its impact on employee involvement and retention.


Hyatt's pledge to environmental sustainability is evidenced in its environmental programs, but there is potential for greater integration of eco-friendly policies throughout its properties (Hyatt Corporation, 2024). The expansion of sustainable sourcing, reducing single-use plastics and improved waste management practices could position Hyatt further as an eco-conscious brand, drawing in environmentally conscious guests. For example, Hyatt would implement on-site composting and recycling facilities, partner with local suppliers to obtain eco-friendly products, and implement digital substitutes to traditional processes (Roy, 2024). This would require collaboration with suppliers, authorities and organisations. Hyatt could assign a sustainability manager in each property to supervise specific environmental practices and ensure alignment with the company's corporate goals (Lazaroiu et al., 2020). Reporting quarterly on the metrics of sustainability, would allow Hyatt to monitor progress and adjust as necessary.


In order to meet the increasing demand for touchless and cloud-based services, Hyatt is expected to continue to advance digital solutions that streamline the guest experience. These would include expansion of digital check in and check out services, providing mobile keys to rooms, and embedding tablets in rooms to request service (Stringham and Gerdes, 2021). Such technology improves comfort, enhance health and safety metrics, and reduces wait times, while aligning with post-pandemic customer expectations. The digital transformation program would require collaboration among Hyatt's IT and operations divisions. Piloting these new technologies across certain properties would allow Hyatt to trial functionality and feedback from customers, before deploying a broader launch (Vinod, 2022). Hyatt should also seek to assure that these systems are easy to use for guests, inclusive of those who are less familiar with technology, by providing assistance through digital mentoring and on-site support.


The expansion in the mid-tier market is an opportunity for Hyatt to broaden its income flow and appeal to a more youthful segment of the travellers (Hyatt Corporation, 2024). By expanding more accessible brands featuring Hyatt's high standards, the organisation can appeal to younger guests who could later move to its luxury brands. This would allow Hyatt to establish loyalty to the brand sooner and to grow with these guests as they age into segments of the premium market. Hyatt would be able to potentially pilot a mid-scale concept brand in a high-demand market with significant growth potential (Hyatt Corporation, 2024). Market research will be essential to adapt this brand to meet the preferences and needs of the mid-market travellers. Once established, Hyatt could extend the brand into further locations, using its existing infrastructure to control costs.


6. Conclusions

In summary, these guidance recommendations for Hyatt Hotels Corporation is focused on reinforcing its engagement in employee growth, extending its sustainability initiatives, improving guest personalisation, expanding its market coverage, and advancing its Digital Transformation. By implementing these strategies, Hyatt would be able to preserve its leading position in the luxury hospitality industry, address the emerging customer preferences and further align with the global hospitality trends. By adopting these measures, Hyatt can differentiate itself as a brand that combines luxury, the environment and innovations, thereby ensuring its long-term continued success in this extremely competitive industry.
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