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EXECUTIVE SUMMARY
  	It can be crucial for every organisation within the hospitality industry to have an organisational structure and culture. Effective OS can help Hilton Hotel Group improve service quality, increase customer satisfactio1n, and increase employee productivity.  The chosen hotel has a positive culture that can aid in shaping the attitudes and behaviours of the workforce. For a global and diversified company like Hilton, a divisional organizational structure provides significant benefits in terms of control over resources, responsiveness to market needs, and the ability to foster innovation and leadership. To improve the organisational structure, Hilton can implement the social efficiency theory.  To improve efficiency the chosen organisation has introduced a few changes and initiatives. Currently, Hilton implementing a technology platform to reduce barriers for both foreign team members and hotel guests (Hilton, 2023). This establishment also has various strategic directions such as mission, values, vision, and principles. Hilton's goal is to become a globally recognised name in hospitality, the first choice for employees, visitors, and owners alike. (Tables, 2016)
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 	The hospitality business benefits from having a successful and well-designed organisational structure (OS) since it facilitates the achievement of comprehensive quality management objectives. A well-functioning operating system contributes to improved customer satisfaction, staff efficiency, and service quality. Well-connected OS in the hospitality sector enables information analysis, and employee satisfaction, and streamlines the process which ultimately positively influences the overall performance and management. In addition to this, the positive culture helps in impacting the nature of the long-term plan that moves hotels towards the vision. Besides from this, the primary objective of the present study will be the Hilton Hotel Group's organizational behaviour and management. Having over 1.1 million rooms across twenty-three brands and 7626 properties, this is one of the world's top multinational hospitality companies. (Hilton Hotel Group, 2024). The purposes, structure, and cultural environment of the chosen business will be emphasized in this study. It will also provide an understanding of the effects of the organisation's existing change programs and strategic targets.
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 	Organisational structure is the systematic arrangement of human resources within the company to accomplish common goals and objectives. The effective OS helps the organisation to outline the responsibilities and duties of every member which in turn facilitates the effectual flow of information and ensures smooth operations as well as functioning. In addition to this, departmentalization, work design, hierarchy, delegation, and management ratio are the key factors of the OS. Good OS facilitates better communication and coordination among workforces and quick decision-making which ultimately positively influences the quality of service & operations (Hanelt et al, 2021). The companies of the hospitality sector must have an effective OS because it aids in enhancing the quality of services and increases the satisfaction of the customers and the productivity of the employees.  Merging conventional hierarchy with a network architecture promotes a good culture that supports Total Quality Management (TQM) objectives and enables businesses to be swift, flexible, and original in the digital age. In the hospitality sector, having an effective OS is important because it helps in executing the TQM practices and accomplishing the quality goals. 
 Hilton Hotel Group also has a good OS that helps them in working with diverse levels of management which facilitates quick decision-making.  As per the view of Pratama, Suwarni and Handayani (2022) OS also facilitates the coordination between the diverse geographical divisions, improves efficiency, empowers workers, reduces conflicts and better communication among the workers.  As critically argued by Amis, Mair and Munir (2020) OS can limit creativity and autonomy at lower levels and slow down the decision-making process.  Apart from this, functional, matrix, divisional, network, flat, hierarchical, team etc are the common types of OS. Among all these, Hilton Hotel Group is following the divisional OS. Having this OS is beneficial for the chosen hotel because it effectively has control over resources. This divisional OS is categorized into market, product and geographical based (Azeem et al, 2021). Having this OS is beneficial for the Hilton Hotel Group because it aids to stay flexible in the competitive market and allows for quicker reaction to the needs of customers and industry changes. This OS aids in promoting autonomy, independence, and a customized approach.  The OS of the chosen hotel is described as divisional because its C-suite is accountable for managing the various geographical and functional divisions. The selected hotel is implementing this OS because it divides its properties into three areas such as ownership, management, and franchise as well as timeshare (Organimi, 2024).  Along with this, having this type of OS is beneficial for the hospitality sector because it creates more transparency and accountability.  The divisions have their group of management to lead them, and it is easier and simpler to hold the employees responsible for their actions. 
 	The divisional structure helps the chosen hotel in gaining a competitive advantage within the local markets. By providing managers with the autonomy to make informed decisions within their scope they can speedily change the directions in reaction to localised changes (Wessel et al, 2021).  Hilton implements divisional OS because it helps enhance the overall culture and operational aspects. Hospitality companies with divisional OS help enhance their culture by allowing for unique views at diverse levels (Ojra, Opute and Alsolmi, 2021).  In addition to this, to enhance the OS Hilton Hotel Group can implement the contingency theory. According to this theory, Jammalamadaka et al, (2021) stated that after the 20th century, the organisational structure of the organisations is based on several internal and external elements.  There are wide ranges of internal and external factors that have an immersive impact on the overall optimal OS.  These elements involve the size of the organisation, leadership style, and technology that is used by the companies to adapt and accept the changes (Nudurupati, Garengo and Bititci, 2021). Furthermore, the attitudes, values, behaviours, and beliefs that characterise and enhance the distinct emotional and social environment of the business are referred to as organisational culture. (University of Minnesota, 2015). Every company has its own culture whether globally cultivated or not. As critically said by Baiyere, Salmela and Tapanainen (2020) purpose, ownership, effective communication, community, and leadership are significant elements of the organisational culture. Hilton is one of the leading companies in the hospitality sector and it also has a positive culture which eventually positively influences the overall success and management. Positive organisational culture is significant for the hospitality sector because it links with the vision and values which directly influences employee engagement, retention rate, happiness as well as positive recruitment efforts (Shi et al, 2020).  Culture is essential to the Hilton Hotel Group which impacts several aspects of the sector including job satisfaction, communication, service recovery performance, and organisational citizenship behaviour. Employee actions and mindsets are greatly influenced by the corporate environment, which enhances overall performance and job satisfaction. (Canning et al, 2020). On a critical note, Lee, and Ding (2024) said that culture is important to the hospitality sector because it assists companies to offer high-quality and better services as well as create a more sustainable tourism experience. 
In the hospitality sector, workforces interact and communicate with individuals who come from diverse nationalities and backgrounds having an effective organisational culture. This in turn aids in managing and understanding multicultural perspectives effectively (Liu, He and Wang, 2023). Furthermore, establishing a productive and encouraging work environment requires an awareness of and commitment to a culture that is consistent with the objectives and core values of the hospitality industry. Hilton additionally implements Kim Cameron and Robert Quinn's competing values concept into practice to foster an enjoyable work environment. According to this framework, there are four types of culture such as adhocracy, hierarchy, clan, and market that are followed by the companies (Baptista et al, 2020). The adhocracy culture is majorly focused on risk-taking and innovation. Clan culture mainly emphasises teamwork, and it helps the organisation to build relationships with employees and encourage them to participate in decision-making and other aspects. On the other hand, the market culture of the organisation is focusing on profitability and outcomes.  However, hierarchy culture follows the traditional structure, and it has a clear chain of command (Sabuhari et al, 2020). Among all these instances, the Hilton Hotel group has a clan culture since individuals are prioritized over work. The chosen hotel benefits from this culture since it gives it a competitive edge in the hospitality industry and aligns with its corporate goal and vision (Hilton, 2022). However, executive objectives are outlined as tactical goals that the management of the organization sets to define the expected outcomes and direct the workforce's efforts. Establishing goals is crucial for every business to succeed since it inspires employees and ensures that sure they are working toward the same vision, whether they are or not (Wang, Lin, and Sheng, 2022). Setting effective goals also aids in keeping every employee accountable, and quantifying success which eventually positively influences organisational performance and efficiency (Smuts et al, 2020). The goals of the Hilton Hotel Group are to provide high-quality and better services to tourists to enhance their experience. The chosen hotel is also committed to driving responsible or sustainable tourism and travel internationally.
[bookmark: _Toc167099567][bookmark: _Toc168079990]Recent change initiatives
Currently, Hilton introduces various changes which help improve efficiency and increase the experiences of the guests. Currently, Hilton is rolling out a technology platform to minimize the resistance for the hotel guests, and team members at the international level. The chosen hotel integrates industry-leading technology to enhance the experience of the guests encompassing automated complimentary room upgrades, digital key sharing and the capability to book the confirmed connecting rooms (Hilton, 2023). These change initiatives have positive impacts on the overall operation of the chosen organisation because they help automate the overall process, solve the queries of the guests quickly and provide better and innovative services to the guests in comparison to competitors.   In addition, the Hilton Hotel group has also launched an ‘It’s OK’ campaign that allows unparalleled flexibility to individuals in the context of working hours, off days, shifts etc. This campaign is advantageous for the chosen hotel because it aids in motivating and influencing the employee. From this, they put all the efforts and give their best to provide better services to the guests which ultimately positively impacts the overall management and efficiency (Lorincová, Miklošík and Hitka, 2022). Along with this, Hilton also launches inventiveness to open new pathways to hotel ownership. Hilton emphasizes creating opportunities for individuals who are looking to comprehend the dream of growing and owning resources. The chosen hotel has declared the program i.e. ‘unlocking doors’ that is framed to support aspiring and new hoteliers on their journey to the ownership of the hotel (Hilton, 2024).  
[bookmark: _Toc167099568][bookmark: _Toc168079991]Strategic directions
 An organisation needs to follow a set of decisions and procedures known as strategic guidance to accomplish its intended goals and objectives. Organisations benefit from having a strategic direction because it ensures that all their actions are focused on achieving their goals (Guerra et al., 2020). Hilton also has a strategic direction that helps it improve its decision-making process, increase operational efficiency, and enhance human resource management. The purpose, culture, vision, values, guiding principles, and other elements comprise the selected an organisation's strategic orientation. The aim of the selected hotel is to provide visitors with an outstanding experience to spread the warmth and light of hospitality throughout the world. Hilton aims to establish itself as a globally recognized hospitality enterprise, regarded as the top choice by employees, visitors, and owners in equal measure (Tables, 2016). In the context of values, the team members of the selected hotel are personally accountable for creating a culture that emphasises values such as leadership, integrity, ownership, and teamwork.   
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 	The conclusion of the investigation summarizes the importance of having a strong organisational culture and structure for the organisation's operation, performance, and the decision-making process. Hilton Hotel Group follow the divisional organisational structure because it has a wide range of departments. In addition, the chosen organisation has a clan culture because it is people-oriented, and it aids in building a strong relationship with the employees and gains a competitive edge over the competitors.  To increase efficiency, the chosen hotel is introducing various change initiatives. Hilton Hotel Group utilises modern equipment technologies for enhanced guest experiences, including digital keys. (Hilton, 2023).
[bookmark: _Toc168079993]RECOMMENDATIONS
 It has been recommended that to improve the organizational structure, Hilton Hotel Group need to clarify the roles and responsibilities. If the workforces of the organisation have clarity about their roles and responsibilities then they can putt their efforts into providing better services to the guests or tourists which helps increase their experience and positively impacts its organisational structure (Khan et al, 2020).  Further, to enhance the organisational culture, Hilton needs to offer recognition and rewards to the workforce from which they will be motivated and encouraged to give their best to accomplish the desired goals and increase efficiency.  
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