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Executive Summary

This report has been about evaluating Hilton Hotels and the hotels’   organisational structure, culture, goals and changes that have been made. Then it has been explored the case how Hilton has a divisional structure with functional and geographic divided into C-suite thus, the company is consistent all over the world. Its culture of customers centricity has been shaped into operations by its employee engagement and innovation. Additionally, the report has also included the hotel’s corporate and personal unit goals. The organisation’s strategic direction such as expansion, technology innovation and sustainability has been discussed.
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Introduction


Hilton Hotels has more than 6,800 properties in over 118 countries and is one of the world’s largest hospitality brands (Hilton, 2025). The company was founded in 1919 by Conrad Hilton, and it offers luxury as well as budget efficient services to various locations. However, the pandemic did not hinder Hilton’s revenue excessively as in 2023, it generated £8.33 billion (statista,2024). Sustainability and its commitment involve saving energy and water, as well as making less waste in its portfolio around the world. The strong brand presence and focus on innovation of Hilton have made it one of the most well-known names in the hospitality sector. This report aims to analyse the Hilton Hotel’s organisational structure, culture, goals, recent changes initiatives, as well as strategic direction. This will study the hotel’s organisational structure and its divisional framework and assess the effects of the firm’s corporate culture on the operations.






















Organisation Structure, Culture, and Goals

Analysis of the organization’s structure

[image: ]
                   Figure: Divisional organisational structure of Hilton Hotels
                                                 Source: (Hilton,2025)
Organisational structure is the expression of how roles, responsibilities and communication are made within company matters (Boddy,2017).
Hilton Hotel has a divisional structure and according to Mintzberg’s theory, the C suite is responsible for the functioning and geographical divisions (Hilton, 2025). ‘Strategic Apex’ at Hilton is determined by the executives who are in charge of both functional Marketing and finance areas and geographic regions. It has the regional managers and the hotel leaders to get work done in accordance with corporate goals. 
Hilton’s service excellence is delivered directly by the ‘Operating Core’, made up of front-line staff. IT and data teams operate the ‘Technostructure’ in order to optimise operational efficiency through technology. ‘Support Staff’, particularly HR and marketing teams, support employee engagement and organisational support (Mintzbwerg,2023). The structure also facilitates localised management while allowing the totality to have global consistency.

Corporate culture and its influence on operations

Corporate Culture of Hilton Hotels

Hilton Hotels culture is a customer-centric corporate culture that provides service excellence, inclusivity, and innovation. It recognises the significance of a healthy employer-employee relationship as well as with customers. Hilton takes a great interest in employee training	, thus, they can offer the best possible guest experience (Hilton,2025). The corporate image of Hilton includes a focus on diversity and sustainability and is an environment in which all employees are encouraged to make a positive contribution to the achievement of the brand’s goals.

Influence of corporate Culture on Operations

The operations of the company are greatly influenced by its culture. Hilton therefore has employed such employee engagement programs as recognition of the employees’ performance which encourages a motivated workforce that falls in line with Hilton’s core values. Further, the drive to integration and innovation including new technologies, mobile check-in and personalised guest services, allows it to be more operationally efficient (Zhorzholiani et al., 2024) on the resource management, and waste reduction part as well as on the eco-friendly part of the company’s property all around the world.


Goals of the organisation at both corporate and individual unit levels

Goals at the Corporate Level

Hilton Hotels at the corporate level is focused on expansion to brand consistency and innovation. Continual expansion of the company’s goal in order to help it further position itself as a global leader in hospitality (Hilton,2024). Hilton's corporate goals also include making a great commitment to sustainability, improving guest satisfaction, driving technological innovation for streamlined operation and improving the guest experience. Hilton’s Corporate Strategy is an attempt to make the profit larger and make the operation more effective.

Goals at the individual Unit Level

Hilton focus is more directly on guest experience and the local corporate implementation at the unit level. The brand of each hotel unit is one that strives to exceed service to the daily guest needs by conforming to the corporate office’s standards of service. Hotel managers and employees try to improve hotel guests’ satisfaction scores, occupancy rates, and local revenue by the way of marketing campaigns and special offers (Hilton,2024).  Moreover, the individual units are charged to carry out the sustainability forward of Hilton at site level such s lowering energy utilisation and less waste.

Recent changes in the organisation

Technological integration

The organisation has recently launched various technologically advanced amenities for its customers such as smart rooms, chatbots, digital security and voice-assistance. They have integrated technology in the rooms where people can automatically handle the facilities. The guest can control devices such as air-conditioners and air- purified through their mobile phones. It also enables them to even adjust the lighting and window coverings of the room (Nicolas et al., 2021). With the utilisation of artificial intelligence, the company has enhanced their operations and provided guests with upgraded services.

Plan for sustainable growth

Hilton Hotels is focusing on implementing strategies related to sustainability in their operations. The organisation timely files its CSR report to ensure that it fulfils all the criteria that are required for harmonious development. It aims to reduce carbon emission by 75% by 2030 to ensure the reduction of its adverse effects. Green Hotel’s concept is getting integrated into the strategy of the firm (Hilton Hotels,2025). Here, they are creating a place that utilises am alternative sources of energy and tends to solve social issues (Lopez-Nicolas et al., 2021). The organisation has launched breakfast scheme that can lower food wastage. It is being done with the help of AI where applications such as Winnow are supporting them to effectively measure the quantity of raw materials.

Emphasis on quality and hygiene

The accommodation company has upgraded their cleaning products to ensure guests have a safe and clean stay. Specialists are contacted who check the after-service conditions of the rooms. They also suggest various tools and techniques which can enhance the overall quality of the (Paradza and Daramola,2021). After Covid-19 the function is emphasised more by the firm as it is a protocol that has to be maintained.
Ten high-touch areas can contain germs, these specific zones are prioritised by the company. They also put in ‘CleanStay’ rooms which is an indication to the guests that they can be utilised without stress.


Impact of the Initiatives

Customer retention

[bookmark: _Int_ZAKFlm36]The integration of technology, sustainable strategies and quality enhancement is beneficial to increase the retention rate of the guests. With this, their experience will be increased, which is useful for the organisation to create a positive impact on them. Customers would have trust in the operations of the company as they will work towards the issues of society.

Enhanced brand image

The quality enhancement approach of the firm will enable it to sustain itself in the market and develop a positive brand image. With these services, they can acquire a relevant consumer base in the sector which can promote organic production. This will enable them to have a stronghold in the industry where people would be able to easily recognise them.


Change management approach

The organisation has adopted the suggested points of Lewin’s Change management model (Harrison et al., 2021). This theory suggests three steps which can support and ease the process. Its first factor points out unfreezing the plan where essential information needs to be communicated to other team members. Here, the purpose of the transformation is discussed. The second stage is when actual change is executed. The third step suggests refreezing the change by normalising and continuously monitoring it. Whit the actions of the company, it is evident that Hilton Hotels has implemented this theoretical framework to ease out the procedure.

Strategic Direction

Strategic direction of the organisation

Global Expansion

Hilton Hotels’ aim of market penetration and expansion is a strategic direction for a global company. It carries on growing its footprint with its market entrance to new locations as well as increasing its presence in prior locations (Hilton,2025). Hilton’s experienced portfolio can support this by offering a diversified range of brands which cater to different ranges and affordability of hotels ranging from luxury to mid-range hotels. It seeks to increase market- share in diverse regions worldwide by expanding its global reach.

Innovation

Hilton has another strategic direction, and it is committed to innovation and technology. Since the beginning, the company is actively moving towards the digitalisation of the hotel services, thus focusing on mobile check-in, keyless entry and personalised services. It intends to use technology to promote operational efficiency. Boost guest satisfaction and avoid the competition in the constantly changing and evolving hospitality arena.

CSR Policies

The company is also committed to sustainability as well as corporate responsibility. It has goals to reduce its environmental footprint, such as on energy efficiency and waste. Hilton’s strategic focus on sustainability to support its long-term business goals and improve the overall reputation of the brand (Hilton, 2024). Hilton Hotels ensures that it offers good social responsibility contributions and services, thereby contributing positively to the social environment and society at large.

Strategies implemented to achieve long-term objectives

Expansion and Diversification

Expanding and diversifying are the keys that Hilton relies on to accomplish their long-term objectives. However, the company presses forward widening its reach to new markets and growing within current markets. It offers multiple brands from economy to luxury that allows it to serve a variety of segmented customer ranges. With this approach, the hotel is able to reach different market demographics that include a wide range of customers and increase the revenue streams. Strengthening its market position across multiple regions is also about strategic partnerships and acquisitions, which are known as expansion.

Technological Integration and Sustainability Initiatives.


[bookmark: _Int_4j4iNo5k][bookmark: _Int_N4jSfTHA]The hotel is active in technology to boost the commercial efficiency or the guest experience (Mullins,2023). It does this by introducing innovations such as mobile check-in, keyless entry and AI-powered personalised services which make the entire process convenient for guests and simple for Hilton’s internal processes. Technology integration helps Hilton to be at the forefront of the hospitality industry in the long run. While it has been a long-term strategy, sustainability has become Hilton’s core business tenet that the company aims to reach very ambitious goals of environmental footprint cuts (corporate.hgv,2025). This includes things such as energy efficiency, waste and water conservation across the company’s properties.



Conclusion

The report has investigated the culture, organisational culture and goals of the Hilton Hotels. It has been identified that the excellence of the company lies in its operations, where specific management functions are segregated into different departments. This has recognised that the firm has a customer-centric corporate culture that focuses on inclusivity and innovation. The benefits of this working environment were highlighted with points such as enhanced employee performance and engagement. Various goals of the company, both at the individual and organisational level. Global expansion, innovation and the CSR policies of the  organisation were investigated to understand their approach to managing their functions. Different plans that have been implemented by the organisation to achieve its long-term objectives were evaluated in the report.


Recommendations

Enhanced marketing strategies

[bookmark: _Int_dHw1C9Ua]The organisation is recommended to enhance their promotional strategies where they have to use automation and other digital functions. This can help company to increase customer engagement and reach out to unexplored users (Nicolescu and Tudorache, 2022). With the utilisation of automation, the process can be supported with beneficial insights that can suggest the preferences of the buyers. It is beneficial for the firm to reduce risk and focus attention on activities that can align with the market demands. Data analytics is an efficient tool that can boost the functions of marketing where the organisation can track the performance and efficiency of the plan.

Consumer feedback

Hilton Hotels is suggested to give importance to the feedback of the guests with this, the organisation will be able to avoid chances of negative reviews by solving the problem within a limited period. The repeat of the consumers can be increased with it as it is directly connected with the quality of services. A competitive edge can be created with the integration of customer feedback as it can suggest points which can help the company to create a positive brand image. In the process of enhancing customers engagement, it is essential to identify the problems that they are facing in experiencing the service (Buhalis et al.,2023). Recurring issues need to be highlighted by the organisation and researched accordingly.
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