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[bookmark: _Toc192259395]Summary

This report analyses Hilton Hotels & Resort’s organizational structure, corporate culture, goals, recent change initiatives, and strategic direction. Applying frameworks like Mintzberg’s configurations, Schein’s culture model, SMART criteria, Kotter’s 8-Step Change Model, Porter’s Generic Strategies, and Ansoff’s Matrix, it evaluates Hilton’s operational and strategic strengths. Key findings include a divisional structure enabling global growth, an inclusive culture boosting service quality, sustainability-focused goals under "Travel with Purpose," proactive initiatives like EV charging expansion, and a differentiation strategy enhanced by digital innovation. Recommendations suggest improving training, targeting emerging markets, increasing sustainability efforts, and advancing digital personalization to sustain competitiveness. Supported by over 20 credible sources, this report uses Harvard referencing and adheres to academic formatting guidelines (Hilton, 2023; Mintzberg, 1979).
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1. [bookmark: _Toc192259396]Introduction 
Hilton Hotels & Resort, established in 1919 by Conrad Hilton, is a global hospitality leader with over 600 hotels across six continents under Hilton Worldwide Holdings Inc. (Hilton, 2023). From its first property in Texas to a network serving millions annually, Hilton spans luxury brands like Waldorf Astoria to budget-friendly options like Hampton by Hilton. The hospitality industry, valued at over $4 trillion globally, is transforming due to digitalization, sustainability demands, and shifting consumer preferences for personalized experiences (Statista, 2023). Hilton’s adaptability and service legacy position it as a key player amid these changes.
This report examines Hilton’s organizational dynamics and strategic direction to assess its operational efficiency and market standing. It employs theoretical models: Mintzberg’s (1979) organizational configurations for structure, Schein’s (1985) culture model for cultural insights, SMART criteria and stakeholder theory for goals, Kotter’s (1996) 8-Step Change Model for change initiatives, and Porter’s (1980) Generic Strategies and Ansoff’s (1957) Matrix for strategy. These frameworks provide a structured lens to evaluate how Hilton balances global scale with localized service delivery—a critical challenge given its reliance on franchising, which drives expansion but risks inconsistency.
Hilton’s market significance stems from its ability to cater to diverse segments while advancing sustainability, a priority reflected in its "Travel with Purpose" initiative (Hilton ESG, 2023). For example, its digital tools, like the Hilton Honors app, enhance guest experiences, while its franchise model fuels growth in regions like Asia Pacific. It addresses module objectives in organizational behaviour and strategic management, offering insights into how Hilton navigates a competitive, evolving industry.
[bookmark: _Toc192259397]2. Organizational Structure
Hilton Hotels & Resort employs a divisional organizational structure, overseen by CEO Christopher J. Nassetta, with three core divisions: ownership (146 hotels, 59,463 rooms), management and franchise (4,419 hotels, 691,887 rooms), and timeshare (45 properties, 7,152 units) (Research Methodology, 2023). A hierarchical framework supports this, coordinating 13 brands across regions like the Americas and Asia Pacific (Organimi, 2023). Per Mintzberg’s (1979) theory, Hilton fits the multi-divisional form, with semi-autonomous units under centralized strategic oversight, enabling tailored operations per market.
This structure drives scalability. The franchise division, comprising 70% of rooms, leverages local expertise for rapid growth, such as expanding Hampton by Hilton in suburban Europe (Marketing91, 2023). Region-specific strategies—like targeted marketing for millennials in Asia—enhance flexibility (Hilton, 2023). However, hierarchical layers can slow decisions; regional managers often await corporate approval, delaying responses to competitors like Marriott in dynamic markets (Mintzberg, 1979). For instance, adapting to China’s post-pandemic travel boom required swift pricing adjustments, but delays hampered competitiveness.
Franchising, while cost-effective, risks quality variability. In 2022, guest complaints about inconsistent standards in franchised properties in India highlighted oversight gaps (Hilton, 2023). Hilton counters this with audits and training, yet enforcement varies, especially in remote areas. Conversely, the ownership division maintains tighter control, ensuring luxury properties like Conrad Hotels align with brand standards. Coordinating global initiatives, such as sustainability mandates, also tests this structure. Digital platforms help standardize processes, but franchisee adoption lags in less-digitized regions (Hilton ESG, 2023).
Hilton’s structure thus balances global reach with local adaptation, but refining hierarchical efficiency and franchise oversight is vital for agility and brand consistency.
[bookmark: _Toc192259398]3. Corporate Culture 
Hilton’s corporate culture prioritizes employee engagement and inclusivity, pivotal in hospitality where staff shape guest experiences. Programs like "Heart of House" offer modern workspaces with Wi-Fi and wellness perks, boosting morale across 6,000 properties in 114 countries (Hilton Jobs, 2023). CEO Nassetta champions teamwork, fostering a multigenerational workforce (Lambrano, 2023). Schein’s (1985) model reveals artifacts (visible initiatives), espoused values (inclusivity), and assumptions (engaged employees enhance service).
This culture drives success. "Thrive at Hilton" supports development, reducing turnover below industry norms and ensuring service consistency (Hilton ESG, 2023). Recognized as a top employer, Hilton’s low staff churn contrasts with competitors like Hyatt (Hilton Jobs, 2023). However, its franchise-heavy model—70% of properties—complicates cultural uniformity. Franchisees in cost-sensitive markets like Southeast Asia may underfund cultural programs, weakening guest experiences (Marketing91, 2023). Hilton’s global training and diversity efforts, such as partnerships with minority suppliers, aim to bridge this gap, but enforcement is inconsistent.
Adapting to workforce trends adds complexity. Younger employees value purpose; "Hilton University" offers online learning, yet operational demands in peak seasons strain participation (Hilton, 2023). In regions like Africa, limited digital access hinders program reach. Guest feedback underscores culture’s impact: 2022 surveys linked staff satisfaction to higher ratings in owned properties versus franchises (Hilton ESG, 2023). Strengthening franchise incentives, like tying bonuses to cultural adherence, could align standards.
Hilton’s culture bolsters service quality, but global consistency requires enhanced franchise oversight and adaptive workforce strategies.
[bookmark: _Toc192259399]4. Corporate Goals
Hilton’s "Travel with Purpose" (2012) targets halving its environmental footprint and doubling social impact by 2030 (Center for Responsible Travel, 2023). Key objectives include cutting Scope 1 and 2 emissions intensity by 75% and Scope 3 by 56% from 2008 levels, alongside a 50% reduction in water usage intensity (Hilton ESG, 2023). By 2023, it achieved 45.1% and 25.1% reductions, respectively, and trained staff to combat human trafficking (Hilton ESG, 2023).
The SMART framework confirms these goals are Specific (quantified targets), Measurable (ESG metrics), Achievable (progress shown), Relevant (sustainability trend), and Time-bound (2030) (Doran, 1981). Stakeholder theory aligns them with guests, communities, and investors (Freeman, 1984). Eco-conscious travellers favour Hilton’s efforts, while local investments, like Africa’s "Big Five" youth program, enhance community ties (Center for Responsible Travel, 2023). Yet, Scope 3 progress lags due to franchise and supplier autonomy—25.1% versus a 56% goal—requiring stricter mandates (Hilton ESG, 2023).
Partnerships, such as with the World Wildlife Fund for water projects, advance goals, but social impact measurement lacks depth. Job creation from investments is reported anecdotally, not quantitatively (Hilton ESG, 2023). Competitors like Accor mimic Hilton’s zero-waste pledges, spurred by its 10 million soap bars recycled via Clean the World (Hilton Newsroom, 2018). To lead, Hilton must accelerate Scope 3 efforts and refine impact metrics, ensuring stakeholder value and industry influence.
Hilton’s goals are ambitious, but intensified supply chain focus and clearer social metrics are essential for success.
5. Recent Change Initiatives
Hilton’s 2023 initiatives include expanding EV charging to 1,800+ hotels and launching Sustainable Design Checklists for new builds, alongside opening 200 hotels in markets like Ecuador (Hilton ESG, 2023; Hilton News, 2023). Its 2018 pledge targets zero soap waste and increased local supplier investments (Hilton Newsroom, 2018). Kotter’s (1996) 8-Step Model frames these: EV expansion builds urgency (climate action) and short-term wins (stations installed), but franchisee adoption varies—30% in rural areas versus 80% in cities (Hilton ESG, 2023).
New hotels, like Ecuador’s Hampton by Hilton, reflect growth vision, yet regulatory hurdles and cultural gaps challenge execution. Local staffing mitigates this, though franchisees need more support (Hilton News, 2023). The soap initiative, recycling 10 million bars, anchors sustainability, but scaling in regions like India with weak recycling systems lags (Hilton ESG, 2023). Financial incentives boost EV uptake, yet rural franchisees cite low demand, highlighting communication gaps (Kotter, 1996).
Outcomes vary: urban EV stations enhance guest appeal, while new market entries grow revenue 5% annually (Hilton News, 2023). Challenges include franchise resistance and infrastructure limits. Phased rollouts and tailored training could improve consistency.
Hilton’s initiatives advance sustainability and growth, but stronger change management is needed for uniform success.
[bookmark: _Toc192259400]6. Strategic Direction
Hilton pursues differentiation through premium services, digital innovation, and global expansion. Its 13-brand portfolio and Hilton Honors program, with mobile check-in and personalization, target diverse guests (Research Methodology, 2023; Latterly, 2023). Adding 100,000 rooms in 2015 and focusing on Asia Pacific fuel growth (Marketing91, 2023). Porter’s (1980) framework labels this differentiation, with luxury offerings like Conrad’s concierge apps distinguishing Hilton. Ansoff’s (1957) Matrix highlights market development (new regions) and product development (digital tools).
Franchising (70% of rooms) cuts costs but risks quality, as seen in mixed reviews from franchised properties in 2022 (Marketing91, 2023). Digital tools align with trends—40% of guests use the app—but adoption falters in low-tech regions like rural Africa (Hilton, 2023). Sustainability via "Travel with Purpose" meets eco-demand, yet scaling tech investments raises cybersecurity risks (Latterly, 2023). Competitors like Marriott challenge Hilton’s edge with similar innovations.
Opportunities lie in emerging markets; risks include franchise variability and tech disparities. Localized app versions could boost uptake. Hilton’s strategy positions it strongly, but franchise control and digital scalability are critical for sustained leadership.
[bookmark: _Toc192259401]
7. Conclusion
Hilton Hotels & Resort stands as a global leader in the hospitality industry, distinguished by its robust divisional organizational structure, inclusive corporate culture, and strategic commitment to sustainability and innovation. This report has analysed these elements through established frameworks, revealing Hilton’s strengths in fostering scalability and high-quality guest experiences. The company’s "Travel with Purpose" initiative exemplifies its dedication to environmental stewardship and social responsibility, targeting significant reductions in carbon emissions and water usage by 2030. Furthermore, its focus on differentiation—through premium branding and digital advancements like the Hilton Honors app—reinforces its competitive position in a dynamic market.
Despite these strengths, challenges persist that could undermine Hilton’s long-term success. The hierarchical nature of its structure occasionally hampers agile decision-making, particularly in response to rapid market shifts. Additionally, its extensive franchise model, while enabling rapid global expansion, introduces risks of inconsistent service quality and brand dilution across properties. Sustainability efforts, though progressive, reveal gaps, particularly in managing Scope 3 emissions within the supply chain, where implementation lags behind direct operational achievements. Recent initiatives, such as expanding electric vehicle charging infrastructure and entering emerging markets, demonstrate ambition but require stronger oversight to ensure uniform execution.
In summary, Hilton’s strategic alignment with industry trends positions it well for continued leadership. However, addressing franchise consistency, structural inefficiencies, and sustainability shortfalls is critical. By refining these areas, Hilton can solidify its reputation, meet its ambitious 2030 goals, and maintain a competitive edge in the evolving hospitality landscape.
[bookmark: _Toc192259402]
8. Recommendations
To address the challenges identified in the analysis and enhance Hilton Hotels & Resort’s performance, the following actionable recommendations are proposed:

[bookmark: _Toc192259403]Strengthen Employee Training Programs
Hilton should implement a global leadership development program to ensure consistent service delivery across its franchise network. This includes mandatory training modules on brand standards, guest interaction, and sustainability practices, supplemented by a mentorship system linking corporate executives with franchise managers. Regular performance audits should measure adherence and identify areas for improvement. This will enhance cultural cohesion and service quality, addressing franchise variability.

[bookmark: _Toc192259404]Pursue Strategic Market Expansion
A phased entry strategy into emerging markets (e.g., Africa, Southeast Asia) is recommended. Begin with market research to assess demand, followed by pilot projects in key cities like Lagos or Jakarta. Establish local partnerships for staffing and supply chain integration, aligning with Hilton’s community engagement goals. This approach minimizes risks while capitalizing on growth opportunities.

[bookmark: _Toc192259405]Boost Sustainability Investments
Allocate 5% of annual profits to targeted sustainability projects, such as renewable energy installations or anti-human trafficking initiatives, with clear metrics (e.g., tons of CO2 reduced). Collaborate with suppliers to secure sustainability certifications, aiming for a 15% reduction in Scope 3 emissions by 2028. These steps will accelerate Hilton’s 2030 targets and enhance its ethical reputation.

[bookmark: _Toc192259406]Enhance Digital Innovation
Partner with technology firms to integrate AI-driven personalization into digital platforms, offering tailored guest experiences (e.g., room customization). Simultaneously, invest in cybersecurity upgrades to safeguard data. Pilot these innovations in major markets like Tokyo or Paris, refining based on feedback. This will elevate guest satisfaction and loyalty.

These recommendations align with Hilton’s strategic priorities, providing a clear roadmap for sustained growth and industry leadership.



[bookmark: _Toc192259407]Reference List
· 
Ansoff, H. I. (1957). Strategies for diversification. Harvard Business Review, 35(5), pp.113-124. Available at: https://www.casrilanka.com/casl/images/stories/2017/2017_pdfs/sab_portal/course_material/strategies_for_diversification.pdf  (Accessed 7 March 2025).
· Center for Responsible Travel. (2023). Hilton. Available at: https://www.responsibletravel.org/impact-tourism-handbook/hilton/ (Accessed 7 March 2025).
· Doran, G. T. (1981). There’s a S.M.A.R.T. way to write management’s goals and objectives. Management Review, 70(11), pp.35-36. Available at: https://community.mis.temple.edu/mis0855002fall2015/files/2015/10/S.M.A.R.T-Way-Management-Review.pdf (Accessed 7 March 2025).
· Freeman, R. E. (1984). Strategic management: A stakeholder approach. Boston: Pitman. Available at: https://www.researchgate.net/publication/228320877_A_Stakeholder_Approach_to_Strategic_Management (Accessed 7 March 2025).
· Hilton. (2023). Hilton brands. Available at: https://www.hilton.com/en/corporate/ (Accessed 7 March 2025).
· Hilton ESG. (2023). Our progress. Available at: https://esg.hilton.com/our-progress/ (Accessed 7 March 2025).
· Hilton Jobs. (2023). Learn more about Hilton culture. Available at: https://jobs.hilton.com/us/en/culture (Accessed 7 March 2025).
· Hilton News. (2023). Hilton 2023 year in review. Available at: https://stories.hilton.com/2023-annual-report (Accessed 7 March 2025).
· Hilton Newsroom. (2018). Hilton commits to cutting environmental footprint. Available at: https://cr.hilton.com/wp-content/uploads/2019/05/Hilton-Corporate-Responsibility-2018.pdf (Accessed 7 March 2025).
· Kotter, J. P. (1996). Leading change. Boston: Harvard Business School Press. Available at: https://irp-cdn.multiscreensite.com/6e5efd05/files/uploaded/Leading%20Change.pdf (Accessed 7 March 2025).
· Lambrano, M. (2020). A brief history of the corporate culture transformation at Hilton. Available at: https://www.linkedin.com/pulse/brief-history-corporate-culture-transformation-hilton-lambrano-ms-1e/ (Accessed 7 March 2025).
· Latterly. (2025). Hilton hotel marketing strategy 2025: A case study. Available at: https://www.latterly.org/hilton-hotel-marketing-strategy/ (Accessed 7 March 2025).
· Marketing91. (2024). Marketing strategy of Hilton hotels. Available at: https://www.marketing91.com/marketing-strategy-of-hilton-hotels/ (Accessed 7 March 2025).
· Mintzberg, H. (1979). The structuring of organizations. Englewood Cliffs, NJ: Prentice Hall. Available at: https://www.nrc.gov/docs/ML0907/ML090710600.pdf (Accessed 7 March 2025).
· Organimi. (2025). Hilton’s organizational structure. Available at: https://www.organimi.com/organizational-structures/hilton/ (Accessed 7 March 2025).
· Porter, M. E. (1980). Competitive strategy. New York: Free Press. Available at: https://s3.us-east-1.amazonaws.com/storage.thanksforthehelp.com/qfile/porter-michael-e-1980-extract-competitive-strategy-vyr2a2bw.pdf (Accessed 7 March 2025).
· Research Methodology. (2016). Hilton organizational structure. Available at: https://research-methodology.net/hilton-organizational-structure/ (Accessed 7 March 2025).
· Schein, E. H. (1985). Organizational culture and leadership. San Francisco: Jossey-Bass.
· Statista. (2024). Global hospitality industry statistics. Available at: https://www.statista.com/topics/1216/hospitality-industry/ (Accessed 7 March 2025).
· University of Exeter. (n.d.). Generic assessment criteria. Available at: http://as.exeter.ac.uk/academic-policy-standards/tqa-manual/lts/genericassessment/ (Accessed 7 March 2025).


AI acknowledgement 

I acknowledge the use of ChatGPT (https://chatgpt.com/) on 07 March 2025 to write my notes into submission format using the prompt(s):

1. Re-phrase the below essay making sure you keep the same length of roughly 2000 words, using a more academic language and as well correcting any writing mistakes that have already been done.
2. Analyse the following essay and give me feedback on what else I could include to make it better.

I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.

2

image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





