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[bookmark: _Toc181992652]Executive summary
Hyatt Hotels Corporation is a leading global hospitality company renowned for its diverse portfolio, which includes luxury, upscale, and economy brands. Committed to delivering exceptional guest experiences, Hyatt has established itself as a prominent player in the industry, emphasising service excellence, sustainability, and employee engagement.
This report aims to provide a detailed analysis of Hyatt Hotels Corporation, focusing on its organisational structure, corporate culture, and strategic goals. It will delve into recent change initiatives that showcase Hyatt's adaptability and responsiveness to evolving consumer needs. Furthermore, the report will explore Hyatt's strategic direction, emphasising its focus on growth, digital transformation, and customer loyalty.
Hyatt operates under a hybrid organisational structure that combines functional and divisional models, ensuring efficient management across its various brands and geographical regions. The company's culture is rooted in its "World of Care" philosophy, fostering an environment of empathy and inclusivity, which enhances employee satisfaction and guest loyalty. Hyatt's corporate goals reflect a commitment to sustainability and diversity, promoting social responsibility and community engagement.
Overall, Hyatt's strategic focus on growth, innovation, and a commitment to a sustainable future positions it for long-term success in the competitive hospitality landscape. This report will elucidate how these elements work synergistically to enhance Hyatt's operational effectiveness and market presence.
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[bookmark: _Toc181992653]Introduction
Hyatt Hotels Corporation is a prominent global hospitality company known for its diverse portfolio of brands, including luxury, upscale, and economy segments. Established with a mission to provide exceptional guest experiences, Hyatt has evolved into a leader in the industry, offering accommodations that cater to a wide range of travellers. With a commitment to service excellence, sustainability, and employee engagement, Hyatt continues to enhance its reputation in an increasingly competitive market (Hyatt, 2024).
[bookmark: _Toc181209919]The aim of this report is to provide a comprehensive analysis of Hyatt Hotels Corporation, focusing on key aspects of its operations. Specifically, the report will cover the organisational structure, culture, and strategic goals of the company. Additionally, it will examine recent change initiatives that reflect Hyatt's adaptability and responsiveness to evolving consumer preferences. Finally, the report will explore Hyatt’s strategic direction, highlighting its emphasis on growth, digital transformation, and customer loyalty. Through this analysis, the report seeks to illuminate how Hyatt positions itself for long-term success in the hospitality industry.
[bookmark: _Toc181992654]Organisation Structure, Culture, and Goals
Organisational structure defines how tasks are divided and coordinated, while culture encompasses shared values that influence behaviour and engagement. Effective goals should be SMART to align with the organisation's mission (Robbins, 2016).
[bookmark: _Toc181209920][bookmark: _Toc181992655]Organisation Structure
Hyatt Hotels Corporation activates with a hybrid organisational structure that combines elements of functional and divisional models, enabling efficient management of its various hotels and services while maintaining evident lines of responsibility.
At the corporate level, Hyatt employs an operative structure where departments such as finance, legal, human resources, marketing and operations manage definite tasks and areas of expertise. Within the divisional module, hotels and resorts are structured by geographic region or brand, with distinct business units for brands like Alila, Grand Hyatt, and Hyatt Regency, each operating semi-autonomously under its leadership. Geographically, Hyatt is divided into three main regions: Americas, Asia Pacific, and Europe, Africa and Middle East (EAME), allowing teams to cater to the unique needs of customers in those areas (Organimi, 2024).
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Figure 1 Hyatt Organisation Structure (Origanimi, 2024)
Headquartered in Chicago, Illinois, Hyatt's executive leadership team oversees various functions including operations, marketing, and global development. The company follows a multi-brand strategy, featuring upscale, luxury, and economy segments to meet diverse market demands. Regional divisions further support its operational structure, addressing the specific needs of each market while utilising franchising and management agreements to facilitate growth with minimal capital expenditure (Newsroom Hyatt, 2024).
Support functions in human resources, marketing, and technology enhance talent acquisition, brand positioning, and digital transformation, respectively. Hyatt also emphasises sustainability and corporate responsibility, integrating these initiatives into its operational practices. While facing challenges from traditional hotel chains and emerging competitors like Airbnb, Hyatt sees opportunities for growth in the expanding travel industry, particularly in the post-pandemic landscape (Stay The Night, 2021).
This hybrid structure, alongside its commitment to diverse brand offerings and operational excellence, positions Hyatt favourably in the competitive hospitality market.
[bookmark: _Toc181209921][bookmark: _Toc181992656]Organisation culture
In the 2019 edition of "Management in the Hospitality Industry," E. Mullins addresses the significance of organisational culture and values in hospitality management. He emphasises how a strong culture fosters employee engagement and enhances service delivery.
Hyatt Hotels Corporation’s organisational culture, defined as the shared values, beliefs, and practices that shape the behaviour of its employees, significantly influences its operations (Akpa, 2021). 
Hyatt has cultivated a distinctive corporate culture rooted in its "World of Care" philosophy, which significantly impacts its strategies. This culture emphasises empathy and respect, fostering an environment where employees feel valued and supported. By promoting a sense of belonging, Hyatt enhances employee satisfaction and retention, which is essential in the competitive hospitality industry (Businesswire, 2021).
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Figure 2 World of Care Hyatt (Otley, 2021)
“Caring for people so they can be their best has been at the core of Hyatt’s story for 65 years. Through World of Care, we embrace our responsibility and opportunity to work together to shape a more sustainable world and future,” said Margaret Egan (2022), executive vice president and general counsel of Hyatt. 
At the heart of Hyatt's culture is a commitment to service excellence, with employees trained to prioritise guest experiences. This focus directly enhances customer loyalty and strengthens brand reputation. Inclusivity and diversity are also core values, allowing the company to better understand and serve a diverse clientele. The "Change Starts Here" initiative exemplifies this commitment, incorporating transparency through annual diversity data disclosures and tying executive compensation to DE&I (Diversity, Equity & Inclusion) progress. This accountability ensures that diversity is a key focus in decision-making, enhancing creativity and innovation within the workforce (World Hyatt, 2024). 
Hyatt further supports its culture through continuous learning and professional development, providing leadership training and career advancement opportunities. This results in a motivated workforce aligned with Hyatt’s goals. Collaboration and teamwork are vital, promoting operational efficiency, especially in managing multi-brand properties. Corporate social responsibility initiatives encourage community engagement, fostering a sense of pride among employees that translates into dedicated service (Hogan, 2023).
The company’s focus on holistic wellbeing includes initiatives like Global Wellbeing Week and mandatory training on human trafficking, which boost employee morale and empower staff to create a safer, more supportive environment (Le Cuirot, 2023). 
Environmental responsibility is another cornerstone of Hyatt’s culture, with an ambitious sustainability framework aimed at reducing greenhouse gas emissions and waste. This commitment aligns with the United Nations Sustainable Development Goals, appealing to environmentally conscious consumers (Businesswire, 2023).
Hyatt’s organisational culture, characterised by care, inclusivity, and a commitment to service excellence, profoundly influences its operations. By prioritising employee wellbeing and community connections, Hyatt not only enhances guest experiences but also cultivates a motivated workforce, driving overall business performance and sustainability (Su, 2020).
[bookmark: _Toc181209922][bookmark: _Toc181992657]Organisation goals
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Hyatt Hotels Corporation has established clear goals at both corporate and individual unit levels, reflecting its commitment to sustainability, diversity, equity, and inclusion (DE&I). At the corporate level, Hyatt focuses on driving progress against key environmental, social, and governance (ESG) commitments, such as its environmental framework and the "Change Starts Here" initiative. These goals include enhancing diverse workforce representation and improving supplier diversity, with a commitment to sharing annual progress on DE&I metrics. 
By fostering a culture of belonging and prioritising DE&I across all dimensions, Hyatt aims to create an inclusive environment where employees feel empowered and valued (Seale, 2021). 
Individually, each hotel or resort is encouraged to align with these overarching corporate goals while tailoring their strategies to local market conditions. This includes maximising occupancy rates, enhancing guest satisfaction, and achieving financial targets. Individual units also prioritise initiatives that reflect Hyatt's values, such as community engagement and local partnerships (Investors Hyatt, 2024).
Through its hybrid structure, Hyatt ensures that the corporate and individual goals work together, reinforcing the company's mission to create a more sustainable and equitable world.
[bookmark: _Toc181209923][bookmark: _Toc181992658]Recent Change Initiatives
Hyatt Hotels Corporation has undertaken several significant change initiatives in recent years. One major area of focus has been digital transformation, where enhancements to mobile apps and online booking systems have aimed to improve customer engagement. Additionally, the company has committed to sustainability through initiatives like the "Hyatt Thrive" program, which emphasises reducing carbon emissions, minimising waste, and sourcing food locally (Hyatt, 2011).
Hyatt has also worked to enhance its loyalty program, the World of Hyatt, offering more personalised rewards and benefits to attract and retain guests. Diversity and inclusion programs have been implemented to increase workforce diversity and promote inclusive practices within the organisation. In response to the COVID-19 pandemic, Hyatt introduced enhanced health and safety protocols to ensure guest safety. Furthermore, the company has pursued property expansion and renovation, modernising existing facilities and opening new hotels to better meet evolving consumer preferences (Olsen, 2024). 
The impact of these initiatives on the organisation has been substantial. Increased customer satisfaction has been observed due to the digital enhancements, which have streamlined the booking process and improved overall interactions with guests. The loyalty program enhancements have not only attracted new members but also fostered repeat business, reinforcing customer loyalty. Hyatt's commitment to sustainability has positively shaped its reputation, appealing to environmentally conscious travellers.
Lastly, Hyatt has employed feedback mechanisms to monitor the effectiveness of its initiatives, allowing for ongoing improvements. Moreover, the diversity and inclusion initiatives have contributed to improved employee morale and engagement, creating a more inclusive workplace culture (PwC, 2024).
Clear communication of initiatives to employees and guests has facilitated smooth implementation. The company's adaptability, especially in response to the pandemic, demonstrates strong change management practices.
Overall, Hyatt's change initiatives have positively impacted the organisation, with effective management practices contributing to their success.
[bookmark: _Toc181209924][bookmark: _Toc181992659]Strategic Direction
Hyatt Hotels Corporation’s strategic direction focuses on enhancing its global presence, improving guest experiences, and promoting sustainability. The organisation aims to position itself as a leader in the hospitality industry by prioritising growth, innovation, and customer loyalty.
To achieve its long-term objectives, Hyatt has implemented several key strategies. First, the company has emphasised the expansion and diversification of its portfolio, seeking to enter new markets and increase the number of properties under various brands, including luxury and lifestyle segments. This expansion helps Hyatt reach a broader customer base and adapt to different market demands (O’Neill, 2024). 
Digital transformation is another critical strategy. Hyatt has invested in technology to enhance the guest experience, streamline operations, and improve booking systems. This includes advancements in mobile applications and contactless services, which have become increasingly important in the post-pandemic landscape (HAPI, 2022).
Hyatt has also focused on sustainability and corporate social responsibility. Initiatives under the "Hyatt Thrive" program aim to reduce the environmental impact of its operations, promote local sourcing, and foster community engagement. This commitment not only appeals to eco-conscious travellers but also aligns with broader societal expectations (Nzuva, 2022).
In addition, Hyatt has worked on strengthening its loyalty programs. The enhancements to the World of Hyatt program are designed to provide more personalised rewards, thereby encouraging repeat business and deeper customer loyalty. 
Finally, as the company has emphasised diversity and inclusion within its workforce and leadership, it fosters a diverse workplace, and Hyatt aims to enhance creativity and decision-making, which ultimately contributes to a better guest experience.
[bookmark: _Toc181209925][bookmark: _Toc181992660]Conclusions and recommendations
To improve Hyatt Hotels Corporation's standing in the hospitality industry, several recommendations can be implemented.
First, Hyatt could enhance its commitment to sustainability by setting ambitious, quantifiable targets aligned with the UN Sustainable Development Goals. Establishing a sustainability task force that reports on progress could start within the next year at the corporate headquarters and then expand to individual properties, appealing to eco-conscious travellers.
Second, Hyatt can elevate the digital guest experience by incorporating AI-driven personalisation in its mobile apps. Pilot programs at flagship properties could be launched, focusing on tailored recommendations based on guest preferences.
Finally, to counter competition from platforms like Airbnb, Hyatt could explore partnerships with local businesses to offer curated local experiences. A pilot program in select markets could begin within the next year.
By focusing on sustainability, digital enhancements, employee engagement, diversity, and community partnerships, Hyatt can position itself for long-term success in the competitive hospitality landscape.
Hyatt Hotels Corporation has established a strong foundation through its hybrid organisational structure, commitment to sustainability, and emphasis on employee engagement and diversity. These elements contribute to a distinctive corporate culture that prioritises service excellence and innovation.
By focusing on expanding its global presence and enhancing the guest experience, Hyatt positions itself favourably within the competitive hospitality industry. The successful management of recent change initiatives further underscores its adaptability and commitment to meeting evolving market demands, ultimately driving long-term growth and customer loyalty.
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