


[bookmark: _Toc168063742]Executive summary
The purpose of this assignment is to critically assess Hilton Hotel Group at the group and individual levels. The report focuses on key topics such as organisational structure, culture, and aims; change programmes and their effect; and the group's strategic direction. The assignment uses relevant theories and evidence from research to support the analysis.
The findings show that Hilton Hotel Group has a divisional structure, as the organisation is divided into self-contained divisions based on offerings, or geographic regions. Moreover, Hilton Hotel Group has a culture that mixes clan culture, market culture, and hierarchy culture. Organisational objectives include establishing a consistent affective impact across the organisation, being recognised as a single, cohesive global brand, imbuing the brand with significance, and guaranteeing that the brand is significant to all stakeholders.
Hilton’s growth strategy is based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations. The recommendation is to further implement Hilton’s growth strategy, based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations. Moreover, it is recommended to enhance the integration of ESG principles into its operations and engagement with stakeholders to further strengthen Hilton’s position as a leader in the hospitality industry.
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The purpose of this assignment is to critically assess Hilton Hotel Group at the group and individual levels. The report focuses on key topics such as organisational structure, culture, and aims; change programmes and their effect; and the group's strategic direction. The assignment uses relevant theories and evidence from research to support the analysis.
The organisational structure relates to the manner how the firm is devised and arranged, comprising the relationships, roles, and responsibilities of individuals within the organisation (Eze, Bello, and Adekola, 2017). Organisational culture implies the common ideals, beliefs, patterns, and behaviours that exist within an organisation (Büschgens, Bausch, and Balkin, 2013). Both the structure and culture of an organisation are influenced by the specific goals of the organisation. According to By (2005), change management is the systematic process of strategising, executing, and overseeing changes in an organisation. A change management process is usually related to a change in the organisational strategy, which is generally understood as the long-term plan and direction that an organisation sets in order to achieve its goals and objectives (Kabeyi, 2019).
Hilton Worldwide Holdings Inc. engages in the management, franchising, ownership, and leasing of hotels and resorts, as reported by Yahoo Finance (2024). The company functions through two distinct divisions: management, franchising, and ownership. The organisation is involved in the administration of hotels and the licensing of its brands. It manages a variety of hotel brands, from luxury hotels to economy hotels (Yahoo Finance, 2024). The corporation conducts operations in Asia Pacific, Europe, the Middle East, Africa, North America, South America, and Central America, which encompass numerous Caribbean nations. The group was founded in 1919 and has its main office in McLean, Virginia, USA (Yahoo Finance, 2024).
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Organisational structure influences how tasks are allocated, how authority is dispersed, and how information streams within the company (Eze, Bello, and Adekola, 2017). The efficacy, effectiveness, and overall performance of an organisation can be significantly influenced by its structure (Božinović, 2013). Eze, Bello, and Adekola (2017) explain that the structure of an organisation can be hierarchical or decentralised, depending on the level of autonomy and decision-making power given to individual teams or departments. Moreover, the structure is a framework that defines how tasks are divided, coordinated, and controlled to achieve the firm's goals. Hence, it includes elements such as the division of labour, reporting relationships, decision-making processes, and communication channels. The structure of an organisation can differ depending on factors such as size, industry, strategy, and culture.
The classical theory, developed by theorists like Henri Fayol and Max Weber, emphasises the importance of hierarchy, division of labour, and clear lines of authority in organisational structure (Őnday, 2016). It suggests that organisations should have a clear chain of command and a formal structure to ensure efficiency and effectiveness. ​
Contrastingly, organisational culture theory, developed by scholars like Edgar Schein, focuses on the role of culture in shaping organisational structure. It suggests that the values, beliefs, and norms of an organisation influence its structure (Schein, 1996). As a result, organisations with a strong culture may have a more centralised and hierarchical structure, while organisations with a more flexible and innovative culture may have a flatter and more decentralised structure.
Hilton Hotel Group has a divisional structure, as the organisation is divided into self-contained business units centred on offerings, or geographic regions (Galbraith, 2014). Therefore, each division functions independently with its own separate departments, including marketing, finance, and operations. Overall, this framework enables a heightened level of concentration and adaptability towards particular markets or goods (AIHR, 2024). In particular, its benefits encompass a greater level of innovation, flexibility, adaptability, targeted talent attraction and retention, and enhanced risk management (AIHR, 2024). Its drawbacks include reduced cross-functional cooperation, resources’ duplication, difficulties in creating a unified organisational culture, enhanced competition among divisions and employees, and diminished talent mobility (AIHR, 2024).
There are several types of organisational culture that can exist within an organisation. Common categories of organisational culture comprise clan culture, market culture, adhocracy culture, and hierarchical culture (Tharp, 2009). Hilton Hotel Group has a culture that mixes clan culture, market culture, and hierarchy culture. According to Hilton (2022), the company is leading with its culture, and it is strongly committed to building the best work environment worldwide by investing in their team members to increase the benefits for the company's customers and communities. The organisation invests in developing and nurturing talent, collaboration among team members, personal and career development, and employee commitment and engagement. Moreover, their culture is focused on achieving results and competitiveness, and the company has a formalised structure, clear roles and responsibilities, and a focus on following established processes. ​
Hilton (2015) describes their goals in their code of conduct. Their mission is to become the most hospitable multinational organisation by creating significant opportunities for employees, offering genuine experiences for guests, delivering substantial value to shareholders, and making a beneficial effect in communities. Their vision is to provide unparalleled experiences to each guest, every hotel, and every time, thereby illuminating the earth with the tenderness and light of hospitality. Organisational objectives include establishing a consistent affective impact across the organisation, being recognised as a single, cohesive global brand, imbuing the brand with significance, and guaranteeing that the brand is significant to all stakeholders (Hilton, 2015).
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Change management is the systematic approach of strategising, executing, and overseeing modifications inside an organisation. The process entails recognising the necessity for alteration, comprehending the consequences of the alteration, and proficiently overseeing the shift to guarantee its success (Errida and Lotfi, 2021). Change management aims to minimise resistance to change, engage employees, and guarantee that the desired outcomes of the change are attained (Taherdoost, 2023). Additionally, it entails establishing a feeling of immediacy, constructing a team that provides direction, effectively conveying the vision, enabling proactive measures, generating immediate successes, and ensuring the permanence of the change by fostering a new culture (Kotter, 2012).
One of the most important macro-environmental trends impacting the hospitality sector is the need for a digital transformation of the business model (Law and Chen, 2024). Hilton's analysis indicates that individuals are increasingly seeking a "frictionless" flow throughout their travel journey, which can be achieved through self-service alternatives that provide a greater degree of accessibility and control whereas preserving the human personalised support (Hilton, 2023).
Hilton was bolstering its digital innovation initiatives in 2023 to guarantee a perfect visit for customers, beginning with online booking alternatives and app-founded effectiveness well in advance of check-in. A newly modernised adaptation of their Central Reservation System (CRS) is the foundation of the firm's improved online reserving options and app-based efficiencies (Hilton, 2023). Hilton became the first hospitality group to manage its reservation system based on cloud computing while the updated system was introduced in May 2020. The new CRS was developed by an in-house team over the course of several years. This system has allowed Hilton to substantially decrease expenditures and increase revenue management capacities while also increasing the guest booking experience with the implementation of numerous new characteristics (Hilton, 2023).
According to Global Data (2022), Hilton has prioritised AI-driven innovation as an element of its digital transformation initiatives. In 2021, Hilton's total annual ICT expenditures were $238.2 million (Global Data, 2022). A significant portion of this expenditure is allotted to the procurement of hardware, consulting services, and ICT services from suppliers (Global Data, 2022). Hilton employs artificial intelligence, machine learning, and data analytics for providing customer service, chatbot messaging, and personalised traveller experience (Global Data, 2022). The group is employing predictive analytics to draw in and locate customers, as well as to analyse vast quantities of customer data to obtain enhanced business intelligence. The company is utilising AI-powered chatbots to offer customers details about nearby tourist sites, hotel facilities and amenities, and dining suggestions. For example, in collaboration with IBM, Hilton implemented the hotel concierge robot Connie, which is enabled by Watson AI, to enhance guest engagement (Global Data, 2022).
The implementation of digital transformation at Hilton has enabled the company to adapt to changing customer trends, meet customer expectations, and also maintain its competitive advantage.

[bookmark: _Toc168063746][bookmark: _Hlk168048342]Hilton Hotel Group’s strategic direction
Strategic direction encompasses a company's overarching aims and objectives, as well as the deliberate measures implemented to attain them over an extended period of time (Alkhafaji and Nelson, 2013). It involves setting a clear vision for the future and determining the path that the organisation will take to reach its desired outcomes (Tipurić, 2022). Strategic direction encompasses the overall direction and focus of the organisation, including its mission, values, and strategic goals (Tipurić, 2022).
Hilton’s growth strategy is based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations (Hilton, 2024). Hence, their industry-leading RevPAR premium is the result of their emphasis on product, service, and reliability. Consequently, hotel proprietors who allocate additional resources to the expansion of their organisations' brands generate substantial financial gains. Hilton has organically expanded its brand portfolio and number of rooms worldwide by more than doubling over the past 15 years, thereby diversifying the chain of hotels and expanding its customer pool (Hilton, 2024).
As a global leader in the hospitality industry, Hilton has a duty to safeguard the environment and provide assistance to the communities it serves in order to maintain the vitality and durability of its hotel destinations for future generations of travellers. Hilton is committed to advancing ethical travel and tourism worldwide. This is achieved by prioritising good environmental and social effects as well as ensuring strong governance in both operations and communities. This commitment is reflected in their ESG strategy, known as 'Travel with Purpose' (Hilton, 2024). Hilton's strategic goals encompass a wide range of areas, including sustainability, responsible sourcing, social impact, diversity and inclusion, community support, and advocacy. These goals demonstrate Hilton's commitment to making a positive impact on the environment, society, and governance. Hilton's approach is seamlessly incorporated into all facets of its business, encompassing operations, supply chain, and community participation. Overall, Hilton's ESG strategy demonstrates a holistic approach to sustainability and responsible business practices. Hilton's integration of ESG principles into its operations and engagement with stakeholders further strengthens its perception as a leader in the hospitality sector.
The recommendation is to further implement Hilton’s growth strategy, based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations. Moreover, it is recommended to enhance the integration of ESG principles into its operations and engagement with stakeholders to further strengthen Hilton’s perception as a leader in the hotel sector.
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The research has conducted a comprehensive analysis and rigorous evaluation of Hilton Hotel Group, considering both its overall corporate performance and the performance of its individual units. The report has concentrated on crucial subjects such organisational structure, culture, and objectives; current transformation programs and their consequences; and the strategic course of the company.
The findings indicate that Hilton Hotel Group employs a divisional structure, where the company is segmented into distinct divisions or business units according to products, services, or geographic regions. Moreover, Hilton Hotel Group has a culture that mixes clan culture, market culture, and hierarchy culture. Organisational objectives include establishing a consistent affective impact across the organisation, being recognised as a single, cohesive global brand, imbuing the brand with significance, and guaranteeing that the brand is significant to all stakeholders.
Hilton’s growth strategy is based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations. The recommendation is to further implement Hilton’s growth strategy, based on geographical expansion, tailored brand expansion, and diversification of the hotel chain to address any type of customer needs and expectations. Moreover, it is recommended to enhance the integration of ESG principles into its operations and engagement with stakeholders to further strengthen Hilton’s position as a leader in the hospitality industry.
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