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[bookmark: _Toc180616564]Executive Summary  
This is a comprehensive analysis of Hyatt Hotels Corporation, a leading global hospitality company, focusing on its organizational structure, culture, and goals. It examines recent change initiatives and strategic directions and evaluates Hyatt's management approach, leadership style, and their effects on team effectiveness and employee morale using management and organizational behaviour theories. The report concludes with key recommendations aimed at improving Hyatt’s competitive standing, operational consistency, and adaptability in the global market.

Figure: Hyatt’s global presence
[image: A map of the world

Description automatically generated]
(Daily Drop, 2024).





[bookmark: _Toc180616565]2. Introduction  
Hyatt Hotels Corporation is a renowned global hospitality brand, founded in 1957 and headquartered in Chicago, USA. With a presence in over 1,000 properties spanning six continents, Hyatt serves primarily the luxury and upper-upscale market segments. Its portfolio includes prestigious brands such as Park Hyatt, Hyatt Regency, and Andaz (Chen, 2019), known for delivering premium guest experiences. The company's strong focus on both guest satisfaction and employee engagement has helped solidify its position as a leader in the hospitality industry. This report seeks to explore Hyatt’s organisational structure, culture, and leadership style, assessing how these elements influence organisational effectiveness, team dynamics, and employee morale. Additionally, it will examine recent strategic initiatives, including digital transformation efforts and significant acquisitions, such as the purchase of Apple Leisure Group. These initiatives reflect Hyatt’s adaptability to changing market conditions and its commitment to maintaining a competitive edge. Lastly, the report will evaluate the company’s strategic direction and offer insights into potential areas for improvement, ensuring Hyatt remains at the forefront of the hospitality sector in the years to come.

[bookmark: _Toc180616566]3. Organisational Structure, Culture, and Goals

[bookmark: _Toc180616567]3.1 Organisational Structure  
Hyatt operates under a divisional organisational structure, which divides its operations based on geographic regions such as the Americas, Europe, Africa, the Middle East, and Asia-Pacific (no author). Each region is further subdivided into individual hotel units, which are responsible for managing day-to-day operations. This decentralised structure allows for flexibility and responsiveness to local market conditions, a critical factor in the hospitality industry where regional preferences can vary significantly (Mullins, 2019). However, while this structure enhances local decision-making, it may also lead to challenges in maintaining consistency across global operations, particularly when integrating new properties or aligning with corporate objectives (Boddy, 2017).  
Hyatt’s structure can be analysed using Mintzberg’s five organisational configurations, which identify divisionalised form as suitable for large organisations that manage diverse products or services across multiple locations (deñeda Altuna, Appel-Meulenbroek, and Azasu, 2024). In Hyatt’s case, the autonomy granted to regional divisions fosters a sense of ownership and accountability but can also result in operational silos. This may lead to inefficiencies in communication between the corporate headquarters and regional units, potentially hindering the alignment of overall strategic goals (Boddy, 2017).

[bookmark: _Toc180616568]3.2 Organisational Culture  
Hyatt’s organisational culture is deeply rooted in its "care" philosophy, which emphasises employee well-being as the key to delivering superior guest experiences (Stevens, 2015). This is evident in its corporate mantra, "We care for people so they can be their best," which permeates all levels of the organisation. Employees are encouraged to take initiative and make decisions autonomously, which fosters a culture of empowerment and trust. Hyatt also places a strong emphasis on inclusivity and diversity, striving to create a workplace where employees feel valued regardless of their background (Mullins, 2019).  
However, while Hyatt’s employee-centric culture is a strength, it may also create challenges in maintaining a balance between employee autonomy and organisational control. As noted by Whitter, (2021), organisations with strong cultures often face difficulties in enforcing consistency across global operations. Hyatt’s decentralised structure, combined with its strong internal culture, may result in variances in service quality across regions, potentially affecting the brand's reputation.

[bookmark: _Toc180616569]3.3 Organisational Goals  
At the corporate level, Hyatt's primary goal is to expand its global footprint, particularly in emerging markets such as Asia and the Middle East (Hamschmidt, 2017). The company’s strategy revolves around enhancing its portfolio through acquisitions and new developments, focusing on luxury offerings to maintain its competitive edge. In 2021, Hyatt acquired Apple Leisure Group, expanding its presence in the all-inclusive resort sector, a move that aligns with its goal of diversifying revenue streams (Tan, 2021).  
On an individual property level, goals often focus on enhancing operational efficiency, maintaining high levels of guest satisfaction, and improving employee engagement. Each hotel is expected to contribute to the overall corporate objectives while maintaining a degree of autonomy to address local market needs. However, a key challenge remains in aligning the goals of individual units with those of the corporate structure. This is especially relevant in ensuring consistent service delivery across the globe, particularly as Hyatt continues to expand into new markets (Mullins, 2019).

[bookmark: _Toc180616570]4. Recent Change Initiatives  
Hyatt’s recent change initiatives have largely focused on expansion through acquisitions and the adoption of digital technologies to enhance guest experiences. The acquisition of Apple Leisure Group, a major player in the luxury all-inclusive resort sector, has been a significant development in Hyatt’s strategy to diversify its portfolio and tap into new markets (Light et al., 2019). According to Lewin's change management model, Hyatt has successfully navigated the "unfreezing" stage by recognising the need for diversification in response to changing market demands (Siegel, 2021). However, the challenge now lies in the "refreezing" stage, as Hyatt must integrate the newly acquired brands while maintaining its established standards of service.  
Another key initiative has been Hyatt’s investment in digital transformation. The company has introduced a mobile app that allows guests to check in, access rooms, and request services seamlessly (Stankova and Kaleychev, 2023). This move aligns with the growing trend of digitalisation in the hospitality industry, where customers increasingly expect tech-driven, personalised experiences (Boddy, 2017). Kotter’s eight-step change model suggests that Hyatt’s focus on creating a sense of urgency for digital transformation and building a guiding coalition has enabled the successful implementation of these technologies (Salman and Broten, 2017).  
Despite these successes, Hyatt faces challenges in managing the impact of such changes on its workforce. As the company integrates new brands and technologies, it must ensure that employees are adequately trained and supported. A lack of proper change management could result in decreased employee morale and, consequently, a decline in service quality, as outlined by Herzberg’s two-factor theory (Sheresheva, Oborin, and Polyanskaya, 2018).



[bookmark: _Toc180616571]5. Strategic Direction  
Hyatt’s strategic direction focuses on three primary areas: global expansion, digital transformation, and sustainability. The company has identified the Asia-Pacific and Middle East regions as key growth areas, where demand for luxury accommodations is expected to rise (L Ho, and Law, 2015). This expansion strategy is supported by Porter's generic strategies, which suggest that Hyatt is pursuing differentiation by offering high-end, personalised experiences that set it apart from competitors.  
In terms of digital transformation, Hyatt is increasingly investing in technologies that enhance the guest experience. The company’s mobile app, which allows for contactless check-ins and service requests, reflects the broader trend in the hospitality industry towards digitalisation (Boddy, 2017). However, Hyatt’s focus on high-tech solutions could alienate some guests who prefer more traditional, personalised service. Balancing technological advancements with human interaction will be critical to maintaining the brand’s appeal across diverse market segments.  
Hyatt is also taking steps to address sustainability, a growing concern for both consumers and stakeholders in the hospitality industry. The company has introduced several eco-friendly initiatives, including reducing plastic waste and implementing energy-efficient technologies across its properties (Larsen et al., 2021). According to Elkington’s triple bottom line framework, Hyatt’s focus on sustainability not only benefits the environment but also enhances its social and financial performance (Isil and Hernke, 2017). However, the company must ensure that these initiatives are consistently implemented across all properties, as inconsistencies could undermine its commitment to sustainability.






[bookmark: _Toc180616572]6. Conclusion  
Hyatt Hotels Corporation is a prominent global hospitality leader, recognised for its strong organisational culture centred around employee well-being and guest satisfaction. Operating under a divisional structure, Hyatt benefits from regional flexibility, enabling tailored responses to local markets. However, this structure also poses challenges in maintaining consistent service quality across its global properties. Recent strategic initiatives, such as the acquisition of Apple Leisure Group and the implementation of digital transformation efforts, reflect Hyatt's ability to adapt to evolving market trends and technological advancements. Despite these successes, the company faces the ongoing challenge of integrating newly acquired brands while preserving its core values and service standards. Additionally, Hyatt must balance its emphasis on luxury offerings with the need to mitigate risks associated with economic fluctuations. As the company continues to grow, maintaining alignment between corporate objectives and local operations will be critical to sustaining its competitive edge in the dynamic hospitality industry.
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1. Enhance Cross-Regional Collaboration
   While Hyatt’s divisional structure allows for flexibility, it also creates operational silos that can hinder communication and collaboration across regions. To address this, Hyatt should establish inter-regional working groups to share best practices and foster greater alignment between corporate objectives and local operations. This will help improve service consistency across the brand’s global properties.
2. Expand into Mid-Market Segments 
   Hyatt’s reliance on the luxury market exposes it to economic downturns, as discretionary spending decreases. To mitigate this risk, the company should consider expanding into mid-market segments, where demand tends to be more resilient. This could be achieved through the development of a new brand or by acquiring an existing mid-market hotel chain (Hubbard, 2020). Expanding into this segment would diversify Hyatt’s revenue streams and provide greater financial stability.
3. Improve Integration of Acquired Brands 
   As Hyatt continues to grow through acquisitions, it is essential to ensure that newly acquired brands, such as Apple Leisure Group, are fully integrated into the company’s operational and cultural framework. Using Kotter’s eight-step change model, Hyatt should focus on establishing a clear vision for the integration process, communicating this vision to all stakeholders, and providing ongoing support to employees during the transition. Proper integration will help maintain service standards and protect Hyatt’s brand reputation.

4. Balance Digitalisation with Personalised Service
While Hyatt’s investment in digital transformation has enhanced the guest experience, the company must ensure that it does not lose sight of the importance of personalised service. Hyatt should adopt a hybrid approach, offering both high-tech solutions and traditional service options to cater to the diverse preferences of its guests (Boyd et al., 2017). This will help the company maintain its competitive edge while meeting the evolving needs of its customer base.
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