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Executive Summary
The report evaluates the culture and structure of the chosen company Hyatt. The report has found that Hyatt Corporation has a matrix organisation structure that is divided into divisional and functional structures. The company is found to empower its employees through training and skill development. Therefore, with a significant focus on the performance and culture of the organisation, the strategic direction of the organisation has been their prospects on efforts to sustainability and expanding on a global stage. Moreover, the report has inferred a SMART recommendation for enhancing the customer engagement of the organisation while reducing their carbon emission in the long-term prospect.
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[bookmark: _Toc179152888]Introduction
Hyatt Hotel Corporation is a multinational hospitality company founded in 1957. The company has its franchises, hotels, residential properties and resorts. This company operates under various names, such as Hyatt Regency, Hyatt Centric, Hyatt Place, Grand Hyatt and so forth. This company was developed by Jay Pritzker in Los Angeles (Hyatt, 2024). As of 2019, the portfolio of the company consists of more than 875 properties in more than 60 nations (Hospitality Net, 2024). The company is committed to providing a superior customer experience through its 1211 Hyatt Hotels across the globe in 2023. It can be inferred that the number of selected and full-service hotels operated and owned by Hyatt Corporation has increased year over year since the year 2015 (Statista, 2024).
The aim of this report is to assess the relationship between the organisational culture, structure, people and organisational performance. This report seeks to explore the change initiative leveraged by Hyatt Corporation, considering its effective management and leadership approach to change management. The report will discuss the key topics of the organisation and its approach to strategic direction and analyse how Hyatt implements strategies in its operations and its effectiveness. The report will also provide recommendations to Hyatt based on the recommendations by identifying its areas of improvement.
[bookmark: _Toc179152889]Organisation Structure, Culture, and Goals
Structure 
Hyatt Corporation is under the direction of the Chief Executive Officer and President, as well as the governance of the Board of Directors, in order to create value for its stockholders. The board, which is elected by the stockholders look over the concerns of stockholders such as guests, suppliers, associates, the public, property owners as well and members of the communities. The company has regional group presidents such as America, Europe, Middle East, Africa (EMA) and Asia Pacific (Hyatt, 2023). From the evaluation of the organisational structure, it can be inferred that Hyatt Corporation operates in a matrix structure that includes both function and divisional organisational structure. According to Azeem et al. (2021), a matrix organisational structure is where companies have multiple types of organisational functions and reporting. It includes functional and divisional groups. Considering Hyatt, it has both the element of divisional and functional structure. For instance, divisional includes Hyatt’s portfolio to be divided under the basis of diverse brands with its own management team. The functional structure can be stated as its marketing, legal, human resource, or finance that are organised in each region and department.
Culture 
Hyatt’s culture is highly influenced by empathy, creativity, integrity, and humility (Hyatt, 2024). It highly emphasises its inclusive workplace, where employees and their families are put as a priority. It also emphasises the skill and development of its employees across all locations and functions through extensive training (Hyatt, 2024). As stated by Mullins (2019), corporate culture is the behaviour, norms and values that influence the performance and behaviour of the employees as a result, greatly influence organisational performance. It can be seen that Hyatt has an empowering culture which encourages its employees to develop through opportunities and training, which positively influences its performance. The company has been consistently ranked as the world’s best place to work, showcasing a positive and empowering work culture (Hyatt, 2024).  As reported, in 2023, the company was able to generate 5.08 billion pounds in its worldwide operations, which is slightly increased from the previous year (Statista, 2024). It has been increasing year-over-year as a result of effective performance.
[image: ]
Figure 1: Revenue of Hyatt Corporation over the years 
(Source: Statista, 2024)
Goals
At the individual level, it can be stated that Hyatt Corporation at each hotel unity is trying to bring solutions to the challenges faced by people in hospitality. Through its "World of Care", it aims to cater to the Environmental, Social and Governance (ESG) landscape. Inclusivity and diversity are at the core of its culture as a means of caring for people and reducing injustice and inequality (Hyatt, 2024). At the corporate level unit, Hyatt's goal is to offer authentic hospitality and become the most preferred brand in every segment, not only for guests but also for colleagues, associates and owners (Hyatt, 2024). In this aspect, Edgar Schein's level of organisation culture demonstrates artefacts, underlying assumptions and espoused values (Thompson, 2021). The artefacts of Hyatt can be considered as its visible profit in revenue, stated values can be deemed as its inclusivity and diversity approach, and the underlying values can be considered as its operational practices, such as empowering its employees through training and development.
[bookmark: _Toc179152890]Recent Change Initiatives
The recent changes undertaken by Hyatt include digital transformation to provide digital solutions to superior guest experience. As reported, in the year 2023, the company facilitated new technology collaboration with Sabre Corporation in order to enhance its reservation capabilities, deliver seamless and effective experience, and streamline its operations, including enhanced booking and faster search process (Hyatt Newsroom, 2023). These changes have been recently made to boost guest convenience while optimising its revenue management.
[bookmark: _Toc179152891]Analysing the impact of these changes
The recent initiatives for digital transformation for Hyatt, in consideration of its collaboration with Sabre Corporation had been aimed at enhancing the experiences of their clients while optimising their efficiency in operations. This collaboration focused on upgrading the reservation system of the organisation while improving the accuracy and speed of booking. This has helped the organisation to improve its customer satisfaction and optimise its stream of revenue. The overall impact of these strategies has impacted the organisation in various areas. Primarily the prospects of the booking system would help in improving the convenience of their clients through the reduction of waiting period towards creating a prominent customer experience. It has been observed that improving digital technologies within an organisation could help them improve their customer satisfaction by 20% (Enterprisers, 2022). Considering this, the digitised transformation could help foster a higher retention rate for Hyatt and boost the occupancy rates of their customers. Moreover, the streamlining of operations could result in an effective allocation of resources with an effective cost management parity. A process of fast booking could lead to a reduced workload for the workforce of an organisation (Grobelna, 2021). Considering this, for Hyatt, the workforce of the organisation could focus on enhancing the experiences of their guests by providing personalised services. The management of revenue for the organisation could further benefit the organisation as the introduction of the data collection process would enable them to procure accurate strategies for pricing and adhere to improved control of inventory. Through the adaptation of an advanced digitised system, an organisation could tend to increase their overall revenue by 15% due to its dynamic capabilities of pricing (McKinsey, 2020). Therefore, the efforts of Hyatt reflect a prominent trend within the hospitality sector in which technology is important to meet the expectations of their guest while ensuring that the organisation remains competitive within the competitive market.
[bookmark: _Toc179152892]Evaluating how these changes have been managed
The evaluation of how the organisation has managed its initiatives to change caters to a structured and strategic change management approach. Through the focus on enhancing the experiences of their guests with efficiency in operations, Hyatt has adopted various prominent principles of change management that align with a successful organisational transformation. One of the essential aspects of managing this change has been their focus on the engagement of their stakeholders and collaborating with them. Hyatt has further ensured that the change was not an internal effort but a collaboration with the expert in digital transformation through its collaboration with Sabre Corporation. This has enabled the organisation to leverage its partner’s extensive system of reservation while implementing solutions that could address the needs of the company directly. It has been observed that over 70% of change initiatives significantly fail for an organisation due to its lack of expertise (LinkedIn, 2022). However, the approach of Hyatt had helped them mitigate the risks by adhering to their external experts to guide the overall process. Moreover, to manage the process of change internally, the organisation adhered to focus on training their employees and fostering clear communication. The organisation ensured that their staff members were informed on the new systems while training their staff effectively helped them to minimise the disruptions within their services. It has been observed that an organisation that prioritises the process of employee engagement during the process of digitised transformation are likely to achieve its goals of change by over 50% (McKinsey, 2020). Therefore, the commitment of the organisation to enhance the experiences of their clients through the introduction of an effective digital booking system requires prominent support for their workforce with the training that would help them to adapt to the processes effectively.
[bookmark: _Toc179152893]Strategic Direction
[bookmark: _Toc179152894]Analysing the strategic direction of Hyatt
The strategic direction of the organisation has been significantly driven by their commitment towards expanding its brand on a global stage and enhancing the experience of its customers. The collaboration of the organisation with Sabre Corporation is a prominent example of the organisation's focus on adopting new technologies that are designed to provide a superior experience for their clients. This aligns with the initiative of Hyatt to leverage their digital solutions for optimising the management of revenue. Through the focus on customer-centric innovation, the organisation has positioned itself within the competitive hospitality landscape. The adherence to global expansion remains the core fundamental for the organisation. This could be adhered to with the prominent growth of new hotel openings. It has been observed that Hyatt has introduced over 50 new properties while increasing its room count by 6% globally (Hyatt, 2020). This strategy of growth has been aimed towards capitalising on the high demand of their customers while catering to the new trends of the Gen Z and Millennial group of tourists. The impact of finances on Hyatt has adhered to a prominent recovery from the global pandemic. It has been observed that the revenue of Hyatt per room available has increased by 24% since the onset of the pandemic (Hyatt, 2023). This undermines the effectiveness of the organisation's focus on adapting to a tech-driven solution that is expected to provide continuous growth. 
[bookmark: _Toc179152895]Strategies implemented to achieve their long-term objectives
It could be undermined that Hyatt has adhered to the implementation of various prominent strategies for achieving their long-term objectives to cater to digital transformation while focusing on expanding on a global scale. These strategies have been fostered through the commitment of the organisation to improving its operational efficiency and commitment towards a prospect of sustainable growth. One of the prominent strategies of the organisation is its expansion on a global stage, considering their lifestyle and luxury discourse. The acquisitions of Apple Leisure Group in 2021 helped the organisation to ensure its presence within a market of high demand. It has been observed that the luxury travel sector has been growing at an annual rate of 6% over the last few years (McKinsey, 2024). Therefore, investments procured within high-end luxury resorts have helped the organisation gain a prominent positioning in the market while capitalising on its market growth and ensuring profitability in the long run. The focus of the organisation on digitised transformation is another significant measure adopted by the organisation. This initiative has helped in improving the capabilities of reservations while improving their efficiency in operations. Therefore, this aligns with the long-term objective of the organisation towards its optimisation in management of revenue and enhancing the experiences of their clients. Therefore, the focus of the organisation on technology would be important to maintain a competitive edge. The strategic investment procured by the organisation towards sustainable practices further caters to its support towards growth in the long run. It has been observed that Hyatt has been committed to reducing its carbon footprint by 27% before 2030 (Hyatt, 2024). This is a crucial part of the organisation's strategy that further aligns with the preferences of its customers. Adhering to this initiative would help to strengthen the appeal of the brand towards eco-conscious customers.
[bookmark: _Toc179152896]Conclusion
Therefore, the strategic direction of Hyatt has been prominently focused on expanding its global footprints and adherence towards sustainability and digital transformation. Through the process of collaboration and acquisitions, the organisation aims to optimise their operations while enhancing the experiences of its guests to drive a significant growth process. These initiatives help to ensure prominent profitability for the organisation that aligns with the evolving trends in the market.
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	Objectives
	Specific
	Measurable
	Attainable
	Relevant
	Time Bound

	Enhancing Digital Customer Engagement
	Implementing an AI-powered chatbot for personalised guest interactions across all hotel websites and apps.
	Achieving a 15% increase in online customer engagement within the first year.
	Investment in AI is feasible with Hyatt’s existing tech infrastructure.
	Aligns with Hyatt’s focus on digital transformation and improving guest experience.
	12 months

	Expanding Sustainable Practices
	Reducing energy consumption by installing energy-efficient systems in 50% of Hyatt properties.
	Tracking energy consumption data to achieve a 20% reduction in carbon emissions across those properties.
	Utilising existing sustainability initiatives and industry best practices.
	Supports Hyatt’s commitment to reducing its carbon footprint by 2030.
	18 months

	Increasing the Global Footprint
	Opening 30 new properties in high-demand luxury markets such as Asia and the Middle East.
	Measuring success by a 10% increase in global room count and occupancy rates.
	Feasible through strategic acquisitions and brand positioning.
	Aligns with Hyatt’s global expansion goals and luxury market focus.
	24 months
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[bookmark: _Toc179152899]How to Acknowledge your use of AI 
This guidance is for students and staff to support the integration of AI tools in  assessment. 
Every assessment specification identifies the allowable use of AI in that assessment.  You should be able to see a version of the following table: 
	RESEARCH 
	For this assessment, you can use Generative AI to  support you in research, including searching for  bibliography, using tools to summarise, compare and  interrogate materials.
	Yes ☐ 
No ☐

	STRUCTURE 
	For this assessment, you can use Generative AI to  support you in structuring your submission, including  creating a draft argument structure, identifying parts  and headings, etc.
	Yes ☐ 
No ☐

	PROOFREADING 
	For this assessment, you can use Generative AI to  check your own text/creation for grammatical and  syntactical mistakes, including rephrasing of your  own work within specific standards.
	Yes ☐ 
No ☐

	WRITING 
	For this assessment, you can use Generative AI to  create text for submission.
	Yes ☐ 
No ☐

	CREATIVE 
	For this assessment, you can use Generative AI to  create creative materials, such as images.
	Yes ☐ 
No ☐

	PROGRAMING 
	For this assessment, you can use Generative AI to  create and check code.
	Yes ☐ 
No ☐

	NONE 
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research  support, structure support, writing/proofreading  support and creative support.
	Yes ☐ 
No ☐



This guidance will provide you with the necessary information on how to acknowledge  your use of AI in any assessment. 
Important: Students are expected to keep drafts of their work, including notes, etc.,  before and after the use of any AI tool. Students will be expected to produce these  drafts and materials as necessary. 
You are expected to use this acknowledgement format for all allowable uses of AI.
How to acknowledge your  
use of AI 
You are expected to include this acknowledgement in a separate page at the beginning  of your submission. 
Basic Acknowledgement format of AI tool use 
I acknowledge the use of [AI Tool] [(AI Tool url)] on [Date] to [Purpose my work]. I used the prompt(s):  
1. [None] 
2. [None] 
[bookmark: _Hlk178979657]3. [None] 
I confirm that I have not presented any AI generated text as my own work. I confirm I  have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
Example 1:  
I acknowledge the use of Grammarly (https://www.grammarly.com/) on 10 February  2024 to check my work using the prompt(s):  
1. Please check the following text for readability, grammar and syntax.  
I confirm that I have not presented any AI generated text as my own work. I confirm I  have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
Example 2: 
I acknowledge the use of SciSpace (https://typeset.io/) on 7 March 2024 to support my  research using the prompt(s):  
1. Please provide me with materials on the biology of the liver. 
2. Please provide me with materials on liver cells. 
I confirm that I have not presented any AI generated text as my own work. I confirm I  have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
Example 3:
How to acknowledge your  
use of AI 
I acknowledge the use of ChatGPT (https://chatgpt.com/) on 13 April 2024 to write my  notes into submission format using the prompt(s):  
1. Please write up these bullet points as an essay paragraph at university level. 
I confirm that I have not presented any AI generated text as my own work. I confirm I  have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
Acknowledgement of the use of multiple AI tools 
If you have used multiple AI tools, then you need to include an acknowledgement for  each tool you used. 
Example 4:  
I acknowledge the use of SciSpace (https://typeset.io/) on 28 June 2024 to support my  research using the prompt(s):  
1. Please provide me with materials on the American Civil War. 
2. Please provide me with materials on the reception of Gone with the Wind. 
I confirm that I have not presented any AI generated text as my own work. I confirm I  have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
I acknowledge the use of Adobe Express (https://www.adobe.com/express/) on 24 June  2024 to edit photographic material:  
1. Remove background from Figure 1. 
I confirm that I have not presented any AI generated materials as my own work. I confirm  I have copies of my drafts, notes, and other resources I used before, and after the use of  AI tools which I may be asked to provide in evidence. 
If you have not used AI tools  
If you have not used AI tools, whether because it is not allowed or because you have  chosen not to use AI tools at all, you need to include the following acknowledgement.
How to acknowledge your  
use of AI 
I confirm that I have not used any AI tools in the research and creation of this  assignment. I confirm that I have not presented any AI generated materials as my own  work. I confirm I have copies of my drafts, notes, and other resources I used, which I  may be asked to provide in evidence.
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