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[bookmark: _Toc148019895]Introduction
This business audit will closely assess the strategic direction, organisational structure, organisational culture, recent change efforts, and entire business performance of the Hilton Hotel Group. Then the report will shed light on the business’s attempts at international expansion, its commitment to sustainability, and its significance on innovation to enhance the experiences of customers. This writing will provide comprehensive insights into the ways in which Hilton Hotel Group strategically places itself in the global hospitality sector and encourages a unique organisational culture. Along with these, the ways in which this hotel group manages change followed by achieving its business objectives through extensive analysis will also be stated. A few recommendations will also be given to the Hilton Hotel Group on the ways they can manage their change initiatives as well. 


[bookmark: _Toc148019896]A Brief Overview of the Hilton Hotel Group
The hospitality industry is greatly impacted by positive organisational as well as management behaviours followed by promoting employee engagement and interaction. The Hilton Hotel Group is a popular multinational hospitality organisation established in 1919 (Hilton, 2023). With a large network of hotels and resorts inside its management globally, it provides a range of brands to satisfy the demands of diverse tourist types. With historic brands such as Hilton, Waldorf Astoria, LXR and Conrad in its hospitality portfolio, Hilton is popular for its commitment to offering top-rated customer service and luxurious lodging (Traveller Made, 2021). With 6915 hotels spread across more than 100 countries over the globe (Statista, 2023). Hilton Hotel Group is famous for providing a variety of accommodation alternatives for both leisure as well as business travellers followed by giving them the opportunity to experience the ‘Hilton Honors’ reward programme (Hilton, 2023). The brand value of the Hilton Hotel group is captured as the best brand among others followed by depicting the value of $12.04 billion in the year 2022 (Statista, 2022)
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[bookmark: _Toc148020189]Figure 1-number of Hilton Hotels globally
(Statista, 2022)

[bookmark: _Toc148019897]Organisation structure of Hilton Hotel Group
The hierarchical organisational structure has been maintained by the Hilton Hotel Group representing the business’s huge reach and diverse operations (Hilton, 2023). As opined by Mullins (2020), hierarchical organisational structure is associated with different types of hierarchical levels within an organisation and the power and decision flow through these levels of organisational hierarchies Mullins, 2020).
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[bookmark: _Toc148020190]Figure 2-Board of Directors
(Source: Hilton, 2023)
Board of Directors- The Board of Directors administers the business’s decision-making procedure and is comprised of experienced professionals from distinct professional areas. For illustration, the CEO and the president of the Board of Directors of the Hilton Hotel Group is Christopher J. Nassetta (Hilton, 2023).
Executive Leadership Team- The Executive Leadership Team followed by having the responsibility of directly reporting to the Board manages the business’s daily operations. According to Boddy (2014), executives in this management team are assigned the duties of many divisions inside the organisation, such as operations, human resources, finance and development (Boddy, 2014).
Regional Leadership- The regional framework of the business is associated with executives in charge of specific geographical regions. 
Hotel Brands- Each Hilton hotel has its own specific hierarchy followed by operating inside its respective territory. For example, Waldorf Astoria Hotel in Mongolia and China has a General Manager named Brian Tong, who is in charge of daily operations followed by answering to the Vice President of that region (Hospitality Net, 2023).
Hotel staff- The hotel staff including front desk employees, restaurant staff and housekeepers is situated at the bottom of the hierarchical levels.
On the contrary, the matrix organisational structure has been followed by Accor Hotel Group (Accor, 2022). It is combined with different functional as well as divisional structures including the ‘luxury lifestyle’ division and ‘Economy, midscale & Premium’ division, with employees reporting to both divisional managers and functional managers fostering cross-cultural collaboration and flexibility over various departments.


[bookmark: _Toc148019898]Organisational Culture of Hilton Hotel Group using Edgar Schein's Organisational Culture Triangle
A conceptual model formulated by Edgar Schein known as the organisational culture triangle has three distinctive layers comprising artefacts which are external manifestations, espoused values such as stated principles, and basic underlying assumptions such as deeply established and subconscious perceptions (Auvola-Junttonen, 2020). It aids in comprehending the many levels of an organization's culture, from the overt to the covert, which influences its behaviour and methods. 
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[bookmark: _Toc148020191]Figure 3-Edgar Schein's Organisational Culture Triangle
(Source: Auvola-Junttonen, 2020)
Artefacts- These are the external manifestations of organisational culture including buildings, work traditions, beliefs, and logos. Hilton's well-planned hotels, remarkable brand logo, and ‘Hilton Honors’ loyalty programme are major instances of its unique artefacts. 
Espoused Values- These are the beliefs and values that a business organisation openly states to adhere to. Hilton puts huge importance on principles such as ethics, business leadership, ownership, hospitality, teamwork, and sustainability. For illustration, Hilton's ‘Travel with Purpose’ initiative highlights its commitment towards sustainability (Hilton, 2021). On the other hand, the reports of Businesswire (2018) show that Hilton Hotels established a target of achieving their environmental influence followed by doubling their social and sustainability benefit by 2030 (Businesswire, 2018). 
Basic underlying assumptions- These are the indirect, usually accepted values and beliefs that impact the ways in which employees behave. The concept that visitors should be treated with the ultimate respect is rooted in Hilton's organisational culture. The ‘Hilton CleanStay’ programme is a major illustration of this, which was significant during the period of the COVID-19 pandemic (Hilton Grand Vacations, 2023). The Hilton Hotel Group went beyond to safeguard the safety of its guests by formulating enhanced cleaning methods. This depicts their commitment to the welfare of guests followed by reflecting a significant assumption of hospitality.


[bookmark: _Toc148019899]Goals of Hilton Hotel Group
As a leading hospitality business globally, Hilton Hotel Group works to accomplish a number of major goals and those have been mentioned below.
Customer satisfaction- Hilton aims to provide great guest satisfaction. According to the reports of Milelion (2022), the Hilton Sydney receives good reviews daily for guest satisfaction due to its personalised services and luxurious amenities (Milelion, 2022).
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[bookmark: _Toc148020192]Figure 4-Hilton Sydney Hotel
(Source: Milelion, 2022)
Sustainability- Hilton is highly committed to reducing its environmental impact. The eco-friendly initiatives utilised at the Hilton Los Cabos Beach & Golf Resort in Mexico foster the utilisation of water conservation and renewable energy sources (Hilton Los Cabos, 2023).
International Expansion- Hilton aspires to enhance its footprint globally. The Waldorf Astoria Dubai International Financial Centre highlights the global expansion goal of the Hilton Hotel Group as it works to establish its luxury brand in global markets (Hilton, 2023).
Technology and innovation- Hilton initiated financial investments in art equipment to enhance guest experiences. The Hilton Group’s commitment to multi-million-dollar renovation and distinctive offers is illustrated by the Conrad Maldives Rangali Island’s underwater restaurant in 2022 (Hilton, 2021).
Development of employees- Hilton places emphasis on employee training and development. According to the reports of UFL (2022), the Hilton University of Florida Conference Centre located in Gainesville offers various opportunities for employee development and skill enhancement (UFL, 2022).



[bookmark: _Toc148019900]Recent change initiatives of Hilton Hotel Group using the Cart Lewin model
According to Mandela (2021), Kurt Lewin's Change Management Model provides a systematic procedure for understanding and executing change initiatives inside an organisation and is comprised of three steps including unfreeze, freeze and refreeze (Mandela, 2021). 
Change Initiative in the Unfreeze stage
Considering the COVID-19 pandemic, Hilton Hotel Group understand the need to adapt to evolving current market trends and customer expectations. As per the reports of the Hilton (2023), through the formulation of strict health and safety measures, the Hilton Chicago O'Hare Airport Hotel unfroze its standard business operations (Hilton, 2023). In order to ensure the safety and comfort of the guests throughout the epidemic, this hotel featured contactless check-in and check-out, enhanced cleaning techniques, and modified eating choices.
Change Initiative in the Freeze Stage
Hilton utilised digital transformation to enhance operational efficiency, assist sustainability initiatives, and improve guest experiences. The ‘Connected Room’ feature by Hilton Hotel allows guests to modify room settings and access amenities through a smartphone app drastically evolving the hospitality sector (Businesswire, 2017). As guest tastes and health concerns changed, this technological innovation simplified guest interactions and minimised physical touch.
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[bookmark: _Toc148020193]Figure 5-‘Connected Room’ feature
(Source: Businesswire, 2017)
Change Initiative in the Refreeze stage
Hilton aimed to refreeze the new processes and ensure they were a constant part of business culture. The Hilton Hotel takes a refreezing initiative for sustainability. Aligned with Hilton's notable dedication to sustainability, they formulated processes including energy-efficient lighting and water and other waste reduction programs that are now rooted in their day-to-day operations (Hilton, 2022). Within the business, Hilton Hotel Group have become a significant example of protecting environmental and sustainability measures.
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[bookmark: _Toc148020194]Figure 6-Environmental and sustainability measures
(Source: Hilton, 2022)


[bookmark: _Toc148019901]Impacts of the recent change initiatives and their management
The Hilton Hotel Group's most recent change initiatives and programs have had a comprehensive impact on the organisation's operations and its capability to satisfy changing customer demands. 
Impacts on visitor experience- The application of technological upgrades along with health and safety measures has enhanced the overall guest experience. The ‘Connected Room’ feature of the Hilton Hotel provided guests more convenience throughout their hotel stay followed by offering improved guest satisfaction (Businesswire, 2017).
Impacts on business Operations followed by increasing efficiency- The formulation of advanced digital technology and sustainability measures has enhanced efficiency in business operations. The contactless check-in and check-out process at the Hilton Chicago O'Hare Airport Hotel and improved procedures of cleaning accelerate operations while adhering to safety norms and needs, leading to more efficient processes and cost-effectiveness (Hilton, 2023).
Impacts on environment and sustainability- Their environmental initiatives such as cutting water usage, reducing waste and using more energy-efficient measures have not only reduced the hotel's adverse environmental impressions but also highlighted a significant example for other hotels in the hospitality sector, fostering them to follow and copy them (Hilton, 2022).


[bookmark: _Toc148019902]The organisation’s strategic direction
The major strategic goals of Hilton Hotel Group rely on three significant pillars and they are offering remarkable guest experiences, managing a global presence, and setting the prime example for sustainability measures. 
Global Expansion- A major illustration of Hilton's commitment to global is the Hilton Hawaiian Village Resort in Honolulu, Hawaii (Hilton, 2023). With its mesmerising atmosphere and top-quality amenities, this property allows Hilton to build a significant existence in a famous leisure region followed by acting as a major entry point to the vast Asia-Pacific market.
Innovation and visitor Experience- Hilton takes a strategic direction on innovation and offering outstanding guest satisfaction, which is seen at the Waldorf Astoria Beverly Hills (Forbes Travel Guide, 2023). The needs of contemporary guests are satisfied by this luxurious resort’s advanced facilities and services. In order to enhance the guest experience followed by retaining a competitive advantage, Hilton Hotel Group continuously invests in advanced technology and innovation.
Sustainability Commitment- Hilton Hotel's dedication to the sustainable environment is highlighted in Mexico’s Hilton Los Cabos Beach & Golf Resort. This resort implements eco-friendly initiatives while offering luxury experiences to guests (Hilton Los Cabos, 2023). By fostering sustainability through appropriate water and waste management, reduction of energy and community engagement, it assists Hilton's strategic objectives of decreasing its environmental effects.


[bookmark: _Toc148019903]Current business performance
According to the reports of (Statista, 2023), the gross generated revenue by the Hilton Hotel Group globally is $8.77 billion in 2022. This statistical report has been depicted that the Hotel Group gradually recovering their revenue loss due to the Covid-19 pandemic and Brexit followed by generating a substantial amount of revenue worldwide. On the contrary, the revenue generated by the Accor Group in the year 2022 was € 4.22 billion ($4.48 billion) which depicts the popularity of the Hilton Hotel Group over Accor Group (Statista, 2023).  
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[bookmark: _Toc148020195]Figure 7-Revenue by the Hilton Hotel Group in 2022
(Source: Statista, 2023)
The total amount of revenue generated from available hotel rooms of the Hilton Hotel Group is $ 109.1 dollars in 2022 (Statista, 2023). The total number of employees working within this hotel group is approx. 159 thousand globally followed by highlighting its popularity in the segment of employment and employee-centric organisational culture (Statista, 2023). In addition, according to the reports of Statista (2023), the Hilton Hotel Group held an occupancy rate of 67.5% in 2022 which is higher as compared to the previous year’s 57.2% occupancy rates (Statista, 2023).

[bookmark: _Toc148019904]Recommendations to Hilton Hotel Group on the ways of managing their change initiatives
Employee Engagement- Successful change initiatives need the involvement of employees at all organisational levels. Open communication channels, constructive criticism, and collaboration should be fostered by the Hilton Hotel Group. Foster team members to share their opinions and difficulties, and create cross-functional teams to lead change initiatives. As opined by Lombardi et al. (2019), the hotel business also can apply employees' knowledge and commitment to accomplish a smooth transformation by including them in the decision-making process followed by appreciating their contributions (Lombardi et al., 2019).
Invest in Training and Support- When aspects of the business change, employees are often required to acquire new skills followed by adjusting to new processes. In order to support employees in attaining the necessary skills and competencies, Hilton Hotel Group should invest their finances in upskilling initiatives, seminars, materials and workshops. Providing continual support and guidance via the transformation can also enhance performance resulting in a more efficient adjustment.


[bookmark: _Toc148019905]Conclusion
The Hilton Hotel Group's business report has highlighted their continuous dedication to global expansion, sustainability, guest satisfaction and innovation. Hilton showcases a well-constructed strategic direction through their huge collection of hotels such as the Hilton Hawaiian Village Beach Resort, Waldorf Astoria Beverly Hills and Hilton Los Cabos Beach Resort. This remarkable strategy highlights their global market reach as well as illustrates their dedication to technological upgrades, delivery of top-rated customer service and environmental responsibility. A few recommendations on employee engagement, support and training have been given to the Hilton Hotel Group in order to supervise their change initiatives have also been demonstrated in this business audit report.
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