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Hilton Hotel is one of the multinational companies in the UK that has different franchises and subsidiaries around the whole world (Hilton History, 2016). Hilton is the world’s one of the largest hotel chain companies. According to 2021, around 1,50,000 employees working for this company. In this essay, the structure of the organisation will be discussed. The goal & and culture of the company will be elaborated briefly to understand the hotel's structure. With recent changes in COVID-19 issues and Brexit issues the company adopted some steps that change the hotel's generated revenue (Mekhruza, et al., 2022). The current performance of the company and the strategic decision of the organisation will be elaborated on in this essay. 
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[image: ]The global hospitality leader Hilton Hotels has a long and illustrious history, which is rooted in the pursuit of elegance and perfection. This hotel enterprise was founded by Conrad Hilton and started in 1919 (Hilton History, 2016). It is now one of the largest hotel chains in the world, operating in more than a hundred countries. Besides, Hilton's dedication to offering world-class service and facilities has become the gold standard in the hospitality business (Mekhruza, et al., 2022). Moreover, this hotel employs more than 150,000 employees all over the world to provide the best services to the customers. Additionally, the Hilton nameplate is only one of several in the company's extensive portfolio, which also includes the more budget-friendly Hampton by Hilton hotels, as well as the more expensive and luxurious hotel Waldorf Astoria (Reidhead, C., 2020). By consistently reimagining itself in light of customer feedback and environmental concerns, Hilton has become a household brand in the hotel business.
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As the largest hotel chain company this organisation follows a hierarchical structure to operate its business. It follows both the functional and matrix organisational structure. With the existence of different levels of authority, the company follows both the structure horizontally and vertically. It helps the organisation to accomplish the diversifications of locals and global uniformity of what the demand is according to the local market (Mekhruza, et al., 2022). The organisation adopts a booth structure for fulfilling the demands of the different types of markets worldwide. The organisation has different levels of competition in the market. Using various strategies, the company gained distinctive from the hospitality industry (Newton and Knight, 2022). Each department of the company is assigned to do a particular task and they are responsible for certain activities. Hierarchically it helps to make any kind of decision and communication.
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Figure: Organisational structure of Hilton Hotel
Source: (Lamo, E., 2019)
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The hotel company emphasises providing customer services through their skilled and trained employee. The cultures of this organisation:
Excellent Service: Hilton Hotel is well known for the commitment it provides to its customers as it has exceptional customer service (Mekhruza, et al, 2022). This culture focuses on meeting the desires & and expectations of the guest beyond their imagination to create a wonderful experience in leisure time to remember. 
Employee Empowerment: The company gives employees proper rights and power to give satisfaction to its guests by any means. This way the organisation empowers its employees. The success of the organisation depends on some key elements like empowerment (Reidhead, C., 2020).
Innovation: This organisational culture of Hilton encourages to embrace of eagerness and innovation in terms of creating new ideas for the betterment of the brand. Adopting new technology enhances the brand value and experiences of the guests (Norboutaevich, 2019). 
Global Perspective: The culture of Hilton resembles the appreciation of diversified cultures which helps to understand the demands and needs of the guests according to their own regional culture. 
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A successful company in the hospitality industry has different types of goals and objectives. Some of the goals are:
· Providing exceptional and diversified customer services for making memorable experiences ensures a higher level of satisfaction & and loyalty from customers (Reidhead, C., 2020). 
· To maximise the revenue of the organisation, manage the cost & and achieve the expected profit margin. 
· Fostering a positive and friendly workstation environment that prioritises the development of employees with the highest level of satisfaction and engagement (Lamo, 2019).  
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Hilton Hotel established an ESG program which is the commitment to creating a sustainable and positive impact where the organisation doing its business. There is a goal of Sustainability and Social Impact Goals (Lee, 2019). This initiative outs people & the world’s first, by making a positive and sustainable development in their company activity. Several interviews have been conducted with executives & workshop has been organised for associates with global impacts for brainstorming. The value of the company is making the company who they are (Lawson, et al., 2019). With time the company changes and streamlines growth so the most important thing for the company is to Put people first, embrace new changes, pursue excellence & serve the world with integrity 
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Figure: ESG of Hilton’s
Source: (Mekhruza, et al., 2022)

This Hotel company is determined among the hospitality industries helping them to reduce global warming. In the year, 2021 the company has made a promise to reach “Net Zero practice” by 2050 (Lawson, et al., 2019). The company is committed to:
· Set the science-based gas reduction process with 1.5°C emission. 
· A long-term target for the Net-Zero effect (Errington and Bubna-Litic, 2015). 
In the year 2019, the hotel company Hilton was appreciated for the 6th consecutive year as a Kincentric Global Best Employer. This was the only company that received this recognition every year since 2014, the inception of the certification program. 


Apart from this issue, the company implemented some strategies for recovering from the global pandemic COVID 19 as this pandemic created huge losses in the hospitality industry. The company increases its expenses by investing in digital transformation to enhance the experiences of the guests and streamline its operation. Smart Check-ins and features have been developed (Newton and Knight, 2022). Arranged fitness and wellness programs as a part of the hospitality services. For the growth of the company, it started to attain the attraction of potential customers by doing partnerships, providing rewards, and customising services according to the demand of the guests. 
All these initiatives help the multinational Hilton company to achieve success and stand with dignity and brand value in the hospitality industry. 
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The recent COVID-19 pandemic created a great mess over the world. It restricted people from travelling also several flights were cancelled for almost 6 months (Evans, and Yusof, 2021). People cannot go anywhere to spend their leisure time which decreases the profitability of the company. All the restaurants, gyms, and hotels are closed in terms of the lockdown. So there was a huge financial crisis during that time. But now it has overcome this industry offering customised and low-priced quality services to customers with great experiences. The government of the UK provides financial support to recover from this situation. This pandemic changes the sentiment of the customer. 
As ESG focuses on engagement with the community and social responsibility it is actively supporting the local and regional communities with several types of initiatives (Lawson, et al, 2019). These include partnerships with the regional community, arranging skilled development programs and education. This focuses on reducing the environmental footprint to be focused on reduction of waste and water and energy conservation etc. As a multinational company, it creates huge job opportunity which enhances the well-being of the local community. The company implements ethical labour practices for conducting their business ethically which supports and respects the rights of humans. 
For the increasing number of customer satisfaction, the company increases its employees to serve customers (Mekhruza, et al., 2022). To improve its financial performance, the company took some successful initiatives among them adopting digital technology to attract more customers. A training program has been arranged to train the employees and their performances which evaluates yearly & helps to increase the productivity of the organisation. Regular monitoring and feedback from customers provide good services as there are chances to improve the service than before. Potential risks need to be identified to mitigate them by adopting effective strategies. 
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Figure: Customer Loyalty
Source: (Batchelor and Marriott, 2015)
The success rate of this hotel business represents the brand value of the company, which is about 74% for Hilton. With proper strategic decisions, it gained success with profitability and created an identical brand image. 
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Expansion: Throughout the global expansion of Hilton Hotel, adopted the acquisition strategy. The hotel company adopted this approach for growth to integrate the business into the hospitality industry around the global market (Lawson, et al., 2019). Market control mechanisms affect positively the external environment of the company. It creates opportunities for the growth of the company. A competitive model can be established using this approach which enhances the brand image and value to the targeted market. Continuous improvement in technology helps to shape the hospitality industry. The most well-known online website Airbnb emergence the market competition in the hospitality industry.  
Global Growth: Hilton’s Hotel has a large market share where most of its profit comes from South America (Reidhead, C., 2020). With the help of the international market through expansion and regional penetration the company established the business in Africa, Europe, the Middle East and North America. A locally growth market helps the company to create a commanding share in the market that boosts the regional growth of the company. 
Going Green Initiatives: Hilton holds a sustainable business process with the goal of sustainable development. This includes initiatives for environmental protection.  The measure of the conservation involves the proper management of the natural resources (Lawson, et al., 2019). This adopts the measure of waste disposal and educates the clients and sustainable employees. Apart from achieving the environmental objectives, Hilton takes part in recuses deforestation & and organise the renewable resources of management. 
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In 2023, Hilton had a 23.33% rise in sales, with $10.07 billion earned during the semi-year of 2023 (Macrotrends, 2022). Strong demand for travel, portfolio development, and the popularity of Hilton's loyalty programme, Hilton Honours, were all cited as contributing factors to this rise. The average daily rate (ADR) of the firm climbed to over $150, while its occupancy rate improved to about 60% (Mekhruza, et al., 2022). Moreover, in the third quarter of 2023, Hilton's revenue per available room (RevPAR) climbed to more than $100. Overall, Hilton is the 3.6 times better performer hotel in the market.
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Figure: Performance of Hilton
Source: (Macrotrends, 2022)
Hence, Hilton's solid business results in 2023 have put the firm in a great position for future expansion. The company's strong brand, extensive worldwide reach, and loyalty programme are projected to fuel its further development.
[bookmark: _Toc150165450][bookmark: _Toc150165503]Conclusion
As a multinational hotel, Hilton Hotel accomplished all its objectives and goals in terms of doing its business in the hospitality industry (Armstrong, 2012). After writing this report it is found that the company has no issue with generating profit and making any decision or strategy for the betterment of the company. During the pandemic period, it has faced some challenges which they have already overcome over time. The company has a proper business and organisational structure to serve the customers as well as get feedback from them. The employee of that company is skilled and trained enough to make the experiences of the guest memorable and remarkable. They even offer a customisation facility too for old & regular customers. All these strategies will help this company sustain itself in the hospitality industry by creating an exclusive brand image and value all over the world.  
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