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With a rich history dating back to 1919, Hilton has established itself as a leader in the hotel industry worldwide (The Brand Hopper, 2023), offering top-notch services and experiences to its guests.
Over the years, Hilton has constantly demonstrated robust revenue, growth, and profitability.
The company’s success can be attributed to various factors, including its strong brand reputation, strategic expansion into key markets, effective revenue management practices, and a focus on customer satisfaction (Stories From Hilton, 2023).
The organisational structure of Hilton Hotel is typically hierarchical, with clear lines of authority and responsibility (Hilton, Company Management).
The current CEO of Hilton is Christopher J. Nassetta who has served since 2007 (Hilton, Board of Directors).
Under his leadership, Hilton has experienced significant growth and expansion globally.
Nassetta is known for his strategic vision and focus on innovation, customer experience, and sustainability (Investor’s Business Daily, 2019).

[bookmark: _Toc150257051]Organisational structure

Organisational structure refers to how an organisation is designed and arranged to achieve its goals (Tavitiyaman et al.,2012, p.141).
It determines how tasks, roles, and responsibilities are divided, coordinated, and controlled within the organisation (Rutherford and Fallon, 2007, p. 73-75).
There are various organisational structures, including functional, divisional, matrix, and flat structures (Harris and Raviv, 2002).
Each structure has advantages and disadvantages, and the choice of structure depends on the organisation’s size, industry, and goals (BBC, Organisational Structures).
The structure should facilitate effective communication, decision-making and collaboration among employees while also promoting efficiency and accountability.
Hilton’s organisational structure is designed to support its global operations and ensure effective management.

[bookmark: _Toc150257052]Organisational culture

Hilton Hotel is a renowned hospitality company known for its distinct organisational culture and structure. The company places a strong emphasis on its core values, including hospitality, integrity, leadership, teamwork, ownership and now inclusivity.
Hilton’s culture promotes a guest-centric approach (Hilton’s home away from home, 1994), where employees are encouraged to go above and beyond to provide exceptional service.
In terms of structure, Hilton operates under a decentralized model (Hilton Performance Advantage), allowing individual properties to have a certain level of autonomy while still adhering to corporate standards (Alphun and Sainaghi, 2023, p.2-3).
This structure enables each hotel to adapt to local market conditions and cater to the unique needs of guests.
In other words, organisational culture refers to the shared values, beliefs, norms, and behaviours that shape the unique character and identity of an organisation.
It influences how employees interact, make decisions, and perceive their work environment.
A strong and positive organisational culture can foster employee engagement, productivity, and a sense of belonging, while a negative culture can lead to dissatisfaction and hinder organisational performance.
Therefore, leaders must cultivate a healthy and inclusive culture by fostering collaboration, trust, and employee well-being, which must be aligned with the organisation’s values and goals.
Hilton Hotel for example promotes open communication, encourages innovation, and values diversity (Hilton, 2019).
A positive culture cultivates a sense of purpose, motivation, and engagement among employees, leading to higher productivity, job satisfaction, and overall organisational success.
It emphasises the importance of supportive leadership, recognition of achievements, and a shared vision that aligns with the values of the organization.
Hilton Hotel strives to create a welcoming and inclusive environment for both guests and employees, enhancing integrity, accountability, and a passion for excellence.
They promote a culture of continuous learning and development, encouraging employees to grow and succeed in their careers.
[bookmark: _Toc150257053]Charles Handy

Handy’s framework can help us understand how Hilton Hotel is structured and how culture influences the behaviour, decision-making and overall effectiveness of this company. 
It highlights the importance of aligning organisational culture with the goals and values of the company.

Charles Handy, a renowned management thinker (Pinnington, 2001), proposed four types of organisational culture (Handy, 2011):

[bookmark: _Toc150257054]- Power culture 
In power culture, power is centralised by a few individuals or a dominant leader.
Decision-making is quick and authority is concentrated but it can lead to a lack of collaboration and independence among key individuals. It often exists in small organisations or those with strong leadership (Kane – Urrabazo, 2006).

[bookmark: _Toc150257055]- Role culture
A strong emphasis on rules, procedures, and job descriptions characterises role culture.
Organisations with a role culture are typically bureaucratic, with clear hierarchies and well-defined roles and responsibilities (Patnaik, 2011).

[bookmark: _Toc150257056]- Task culture
Task culture focuses on getting the job done through teamwork and collaboration.
It values expertise and encourages flexibility and adaptability.
Organisations with a task culture often form project teams to tackle specific tasks or projects (Etienne Cardoso Abdala et al., 2021).

[bookmark: _Toc150257057]- Person culture
Person culture is focused on individuals rather than the organisation.
Each person is encouraged to pursue their own goals and interests, with the organisation providing support and resources.
It is commonly found in professional associations or partnerships (Silvia and Gomes, 2015, p. 681).

These four types of culture provide insights into how organisations operate and the values they prioritise.
It is relevant to note that organisations can exhibit a combination of these cultures or evolve over time.

[bookmark: _Toc150257058]Hilton’s Organisational culture

Based on Handy’s framework, Hilton Hotel's organisational culture can be described as a combination of different elements.
While it may have aspects of a role culture, which emphasises clearly defined roles, and responsibilities, it is also likely to incorporate elements of a task culture which focuses on teamwork and collaboration where employees work together in cross-functional teams and have specific job descriptions and follow established procedures and protocols to achieve specific goals.
These different cultures can shape the way Hilton Hotel operates, its decision-making processes and the overall work environment (Forbes, 2016).
Additionally, given the size and complexity of the company, there may be elements of a power culture where decision-making authority is centralised, power is concentrated in the hands of a few key individuals and decisions are made by top-level executives who hold significant authority and influence (Hilton, Our Culture).

[bookmark: _Toc150257059]Hilton Hotel’s hierarchical structure

As already mentioned, Hilton follows a hierarchical structure.
At the top is the CEO who oversees the company's overall operations and strategic direction.
Below the CEO are various executive positions such as Chief Financial Officer, Chief Marketing Officer, and Chief Operations Officer (Hilton, Company Management).
Below them are the regional and divisional managers responsible for specific regions or business units.
Each hotel property has its management team including a General Manager overseeing daily operations and departments such as Operations, Sales and Marketing, Finance, Human Resources, and Information Technology.
Within each division, there are further levels of management, including regional managers, hotel managers, and department heads (Hilton, Company Management).
These individuals are responsible for overseeing the day-to-day operations, ensuring quality standards are met, and driving profitability.
This structure allows for clear lines of authority, efficient decision-making and effective coordination across the organisation.

[bookmark: _Toc150257060]Benefits of a Hierarchical Organisation:

[bookmark: _Toc150257061]Clear chain of command: 

Hilton Hotel’s hierarchical organisational structure allows authority and decision-making power to flow from top to bottom through different levels of management.
It defines a clear chain of command, making it easier to assign roles, responsibilities, and accountability (Dudovskiy, 2016).

[bookmark: _Toc150257062]Efficient decision-making: 

Hierarchies enable faster decision-making as decisions can be made at higher levels and cascaded down (Mullins and Dossor, 2013, p.192).

[bookmark: _Toc150257063]Specialisation:

Hierarchies allow for specialisation, where individuals can focus on specific tasks or areas of expertise (Mullins and Dossor, 2013, p.195).

[bookmark: _Toc150257064]Stability and order:

Hierarchies provide stability and order by establishing clear reporting relationships and a sense of hierarchy (Mullins and Dossor, 2013, p.195).

[bookmark: _Toc150257065]Disadvantages of a Hierarchical Organisation:


[bookmark: _Toc150257066]Lack of flexibility:

Hierarchies can be rigid and slow to adapt to change, making it challenging to respond to dynamic market conditions (Hart,2022).

[bookmark: _Toc150257067]Communication barriers:

Information may get filtered or distorted as it moves through multiple levels of management, leading to communication gaps (Hart,2022).


[bookmark: _Toc150257068]Limited employee empowerment:

Hierarchies can limit employee autonomy and decision-making authority which may hinder creativity and innovation (Hart,2022).


[bookmark: _Toc150257069]Potential for bureaucracy:

Hierarchies can become bureaucratic, with excessive rules and procedures that impede efficiency and agility (Hart,2022).


In the current society, Hilton is increasingly exploring flatter structures that promote collaboration, agility, and employee empowerment while still maintaining some level of hierarchy for clarity and accountability (Dovico,2021).

[bookmark: _Toc150257070]Employees’ Engagement 

Hilton places great importance on talent development and employee engagement.
The company offers various training and development programs such as the Hilton University (Hilton Campus Programs, 2023), to enhance the skills and knowledge of its workforce. Additionally, Hilton has implemented initiatives like the “Catch Me at My Best” program (Ollila, 2023), which recognises and rewards employees for their outstanding performance.

[bookmark: _Toc150257071]Hilton Hotel's Strategic Direction

Hilton’s strategic direction focuses on delivering exceptional guest experiences, driving innovation, and expanding its global footprint.
The company has established itself as a leader in the industry by implementing a strategic direction that encompasses various key elements which allow it to maintain its competitive edge and drive growth.
This commitment to customer satisfaction is reflected in their high-quality service, attention to detail, and continuous innovation in amenities and offerings (Hilton ESG, 2030 Goals).
As a leading hospitality company, Hilton has demonstrated its ability to adapt to changing market dynamics in various ways.
For example, they have expanded their portfolio to include lifestyle brands like Canopy and Tru, catering to the evolving preferences of modern travellers (Stay Magazine, 2019).
Canopy by Hilton is a lifestyle brand that focuses on creating a local and authentic experience for guests with a design inspired by the neighbourhood it is located in.
Tru by Hilton, on the other hand, is a vibrant and affordable brand that caters to modern travellers seeking value and convenience (Stay Magazine, 2019).
While both brands are part of the Hilton portfolio, they offer distinct experiences and cater to different segments of the market. 
Additionally, Hilton offers flexible booking options to cater to changing travel trends, like free cancellation policies which allow guests to cancel their bookings without incurring any charges, provided they do so within the specified time frame (Hilton, Cancelling a stay).


[bookmark: _Toc150257072]Sustainability

Hilton places great emphasis on expanding its global footprint.
Hilton recognises the importance of sustainability and corporate responsibility.
In response to the growing demand for sustainable travel, Hilton has implemented eco-friendly practices such as energy-efficient buildings, waste reduction initiatives and partnerships with local communities (Business Traveller, 2022).
They have implemented various initiatives to minimise their environmental impact, conserve resources, and support local communities.
Hilton has expanded its global footprint, with properties in over a hundred countries enabling it to capitalise on the growing demand for travel and hospitality services worldwide.
This allows Hilton to stay relevant and appeal to environmentally conscious customers while also contributing to a more sustainable future.
It is worth mentioning that Hilton’s commitment to sustainability not only aligns with societal expectations but also contributes to long-term profitability and brand loyalty as well as cost savings and operational efficiencies (Business Traveller, 2022).

[bookmark: _Toc150257073]Technology

In terms of technology, Hilton has embraced digital transformation to enhance guest experiences and streamline operations.
They have invested in cutting-edge technologies such as mobile check-in, keyless entry, and personalised recommendations.
Such technological advancements have not only improved guest satisfaction but also increased operational efficiency, contributing to Hilton’s overall success, in fact by leveraging data analytics and artificial intelligence, Hilton can better understand guest preferences and tailor their services accordingly (Stories From Hilton, 2021).

[bookmark: _Toc150257074]Hilton Hotel Business performance

Another aspect that has contributed to Hilton’s success is its strategic expansion and diversification which has inevitably led to its presence globally.
Hilton aims to cater to the increasing demand for hospitality services and strengthen its position as a leading brand worldwide by opening new hotels, acquiring existing properties and forming partnerships with local developers.
One of the key factors contributing to Hilton’s business performance is its strong brand presence (Hilton Performance Advantage).
The brand is synonymous with luxury, comfort and exceptional service which allow Hilton to attract a loyal customer base and maintain a competitive edge in the market.
Hilton has a strong portfolio of brands, ranging from luxury to mid-scale, catering to different customer segments and preferences.
This diversification strategy has allowed Hilton to tap into various market segments and capture a wider customer base (Hilton Performance Advantage).
[bookmark: _Toc150257075]Conclusion

By focusing on the above-mentioned key areas, Hilton continues to thrive in the highly competitive hospitality industry, providing unparalleled experiences for guests while driving sustainability growth and success.
Hilton continuously updates its amenities and services to meet evolving customer preferences, such as incorporating sustainable practices and wellness offerings (Hilton Performance Advantage).
Thanks to its customer-centric approach and forward-thinking strategies Hilton is well-positioned to continue its success in the future (Hilton Performance Advantage).
The objectives of Hilton Hotel revolve around providing exceptional guest experiences, maintaining a strong brand reputation, driving profitability, promoting sustainability, and nurturing employee development.
By consistently delivering exceptional experiences to its guests, Hilton has established itself as a leader in the hospitality industry worldwide offering unique hospitality and creating memorable experiences for its guests.
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