Management & Organisational Behaviour

[image: ]


Management & Organisational Behaviour
Assignment title: Hilton Hotel Group Report
Student Name: Emanuela Diana Simon
Student ID: 2108561
Module Code: BMIH (5004)
Lecturer name: Julia Ault



Executive Summary
This report has explored an intricate organisational framework in a hospitality establishment providing exceptional services. Hilton believes in hospitality, integrity, leadership, teamwork, ownership and inclusion. Bureaucracy and Quinn-Rohrbaugh's theories for the vision and culture of this hotel group have been highlighted in this report. The hotel has taken some initiatives to reinforce dedication to sustainability objectives including waste reduction, recycling and water conservation and a few more also has been a part here. The report has described how they increased market share through physical presence, product innovation and digital capabilities. Lastly, the report analysed Hilton Hotel Group's strategic direction and business performance using the Resource-Based View theory.
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[bookmark: _Toc136616294]Introduction
Hilton manages 6000 and more properties in 100 and more countries and the company has 14 brands for diverse customer needs (hilton, 2023). Hilton prioritises guest service and diversity among employees and has made changes in recent years. The following report will describe the organisation's complex structure that delivers world-class service to guests while balancing the needs of stakeholders. Hilton's core values include hospitality, integrity, leadership, teamwork, ownership and inclusion, guiding its vision and culture also will be included here. The hotel chain has made changes to improve efficiency and customer experience and took the initiative to include digitising operations, restructuring for alignment and strengthening sustainability commitments. These initiatives had a positive impact but the organisation faces challenges requiring more investment to meet market needs, competition and guest expectations also discussed here. Hilton Hotel Group aims to grow by expanding its presence, innovating offerings and improving digital capabilities and is committed to customer loyalty and sustainable value to stakeholders. Finally, as the leading player in the hospitality industry with strong financial results due to its diverse portfolio, brand strength and strategic positioning will be a part of this report. 


[bookmark: _Toc136616295]Critical analysis of Hilton Hotel Group based on organisation structure, culture
[bookmark: _Toc136616296]Concept of organisational structure 
An organisation structure plays a vital role in outlining the relationships, functions, and duties of its participants, and it also influences how information is shared and decisions are made. A business may take on various forms, such as functional, divisional, matrix, or network, in order to organise itself (Mullins & Dosser, 2013). The implementation of this approach facilitates the establishment of lucidity, synchronization, and operational efficiency within the organisational framework, thereby facilitating proficient communication, strategic resource allocation, and the attainment of objectives (Mullins, 2020). 
[bookmark: _Toc136616297]Theory of organisational structure 
There are various theories that are associated with these perspectives and among all of this theory of bureaucracy is the most prevalent one. The following theory was established by Max Weber that emphasises a hierarchical structure as well as well-designed roles and responsibilities. This is mainly associated with various characteristics such as hierarchy, division of labour, rule and procedure, impersonality, formalisation, meritocracy and others (Meier, 2019). While the following structure can offer efficiency and stability in the organisation but can also be criticised for being flexible and slow adaptation procedure. Sometimes, it also shows the issue in showing creativity and innovation can be a serious issue in achieving organisational goals. The following organisation Hilton Hotel Group mainly follow this theory and all of the impacts can be critically analysed by these perspectives (Boddy, 2014). 


[bookmark: _Toc136616298]Impact of Bureaucracy Theory on Hilton Hotel Group
Positive impact
Structure and order
Bureaucracy offers a coherent organisational framework featuring unambiguous designations of duties and accountabilities. The management of the following organisation's use of this strategy to facilitates the synchronization and organisation of its multiple departments and staff (LaMarco, 2019).
Negative impact
Slow decision making
Bureaucratic formations frequently encompass numerous levels of authorisation along with formalised procedures, resulting in protracted decision-making. The capacity of the business firm can face difficulties in swiftly adapting to evolving market conditions or customer requirements may be impeded by this (Bigelow, 2023). For instance, the Mc Donald’s has been considered as a particular organisation that has been relived on the bureaucratic theory. A clear division of labor and uniform system can be seen in this organisation that makes it unpredictable and highly efficient. However, despite of this advantages relying on this theory also has affected McDonalds to possess slow decesion0making process. 
[bookmark: _Toc136616299]Concept of organisational culture
The following perspective is mainly defined as the various values, beliefs, norms and behaviour that can shape the overall business environment. A framework regarding these facts also can help a business firm to achieve future goals and increase work productivity (Mullins, 2016). 
[bookmark: _Toc136616300]Theory of organisational culture
The Competing Values Framework, which was conceptualised by Quinn and Rohrbaugh, delineates four distinct organisational culture typologies, namely, the clan, adhocracy, the market and finally, the hierarchy culture Each classification highlights distinct principles and preferences. The clan culture is associated with cooperation and familiar bonds whereas adhocracy is marked by an entrepreneurial spirit and advanced innovation (Rubio-Andrés and Abril, 2023). Market culture is characterised by achievement orientation and competitiveness and lastly, hierarchy can be distinguished by a rigid structure and control. The Hilton Hotel Group mainly follow a hierarchical structure in order to achieve organisational goal.
[bookmark: _Toc136616301]Impact of hierarchical structure on Hilton Hotel Group
Positive impact
Clear chain of command
An organisational structure that operates under a hierarchical system guarantees a lucid line of authority and reporting protocols, thereby promoting transparency and responsibility in the exercise of decision-making and role assignments. The implementation of this measure fosters streamlined communication and improved coordination among the members of the organisation (Johnson, 2019). Hilton applies the clear chain management in their organizational operation. Being a multinational organisation proper communication within the management is maintained through applying clear chain of command. Hilton maintains a divisional organizational structure through which the proper management of the function is performed. 
Negative impact
Communication barriers
The implementation of hierarchical structures within an organisation may lead to the emergence of communicative impediments between various tiers of the hierarchy. The transmission of information among various levels of management may experience delays or distortions (Bianca, 2019). The aforementioned issue has the potential to impede the effectiveness of communication, collaboration, and the promptness of decision-making processes within the Hilton Hotel Group. The communication often flows from the top management of the Hilton Hotel Group management. This led to absence of adequate connection with the ground level employees. Thereby, a gap of communication can affect the productivity of the employee. 


[bookmark: _Toc136616302]Recent change initiatives by the Hilton Hotel Group
Travel with purpose 
Hilton Hotel Group’s “Travel with Purpose" program serves as the primary framework for the organisation's comprehensive sustainability initiative. The focal point of this entity centres on three fundamental domains, namely, the facilitation of prospects, the enhancement of communities, and the conservation of the environment.
Environmental performance
The following business organisation has established ambitious objectives aimed at mitigating its ecological impact. The primary objective of the initiative is to curtail its carbon footprint by fifty per cent, lower its water usage, and redirect waste from landfills through the implementation of energy-efficient methodologies, water conservation techniques, and waste management policies (esg.hilton, 2023).
Waste reduction and recycling
Hilton Hotel Group has incorporated waste management initiatives that aim to minimise waste by reducing, reusing, and recycling materials. The aforementioned initiative advances the implementation of recycling programs, emphasises responsible waste disposal, and examines novel approaches to reducing waste production.
Water conservation
The following organisation aims to address water conservation measures that encompass the implementation of effective water management systems. Furthermore, utilisation of water-saving technologies, as well as providing education to guests regarding prudent practices related to water conservation is also associated with all of their recent change initiatives.
[bookmark: _Toc136616303]Impact of change initiatives on the overall business performance of the organisation
Increase customer engagement 
Environmental sustainability initiatives have substantially augmented the reputation of the Hilton Hotel Group by exhibiting a dedication to socially responsible corporate conduct. Incorporating inventive sustainable practices like cutting down on carbon emissions, preserving resources and selecting eco-friendly technologies can showcase a brand's superior environmental stewardship in displays (emeritus, 2023). Environmentally conscious consumers who prioritise sustainability are drawn to the proposition. This has attracted new customers, enhance the loyalty of current ones, and set the brand apart from competitors. An enduring brand image built upon the principles of environmental sustainability engenders trust, authenticity, and social responsibility, consequently enhancing long-term viability and propelling favorable brand recognition.
Improved brand image
The implementation of environmental sustainability programs provides a distinct competitive advantage for Hilton Hotel Group over its peers. The aforementioned assertion indicates that the brand is wholly devoted to fostering a beneficial influence on the natural world. This initiative can effectively distinguish the brand in the market, thereby attracting individuals who possess an environmentally sensitive mindset and who share common values (Lein, 2019). A rigorous environmental sustainability program can further augment the brand's integrity and reputation and promote trust amongst its patrons. Contemporary consumers exhibit a proclivity towards endorsing and demonstrating amicable attitudes towards brands that acknowledge and bear accountability for their environmental impact. This can result in augmented loyalty and favorable recommendations facilitated through verbal means.
[bookmark: _Toc136616304]Management techniques of the initiatives 
Set clear goals and objectives 
The following business organisation set up various goals and objectives before the development of their sustainability programme. All of these goals were associated with time bound and proper alignment of the brand value. Therefore, the business firm has successfully reduced carbon emissions, conserving water and energy consumption.   
Conduct a baseline assessment 
 The organisation has clearly assessed all the current environmental impact before conducting the initiatives. They have critically reviewed all the operations, processes and supply chain management where improvements were needed. All of these have set a benchmark for measuring progress. The supply chain exerts almost 90% pollutant through business activities that can be controlled through implementation of sustainable strategy. Approximately 44% of the business firms has achieved benefit through green practice in their operational performance. Thereby the assessment has made Hilton scrutiny the problem in their organisation production process and develop the condition to achieve sustainability.  
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[bookmark: _Toc136616306]Strategic direction of the Hilton Hotel Group
The Resource-Based View (RBV) theory is a valuable theory to consider when assessing the strategic decisions and present business success of the Hilton Hotel Group (Gibson et al., 2021). The RBV theory suggests that a company's success is heavily impacted by its exceptional and valuable assets and abilities. RBV proposes that a company's competitive advantage stems mainly from its internal resources and abilities rather than external factors like market conditions and industry trends. According to this theory, the primary factors that contribute to the continued success and competitive edge of the Hilton Hotel Group are its valuable resources and capabilities (Armstrong, 2012). Adopting this theory can greatly help the Hilton Hotel Group to gain a notable competitive edge in the market and experience a steady growth in their business. For instance, the premier Inn has strong internal human resource management system that greatly help the organisation to tackle the complex business challenges with a collaborative effort. The strong internal human resource management system further helps the organisation to effectively manage its employees and drive the organisation to the path of success that has provide a competitive edge to the market. 
Market Position
Hilton places great emphasis on preserving its dominant position in the hospitality industry, making it one of its primary areas of attention. Therefore, to attain this goal, the organisation is placing significant emphasis on enhancing the value of its primary labels, including Hilton, DoubleTree, Conrad and Waldorf Astoria. The company is additionally intending to launch fresh product lines tailored to various customer groups and demographics. An innovative and catchy advertising campaign has been launched by Hilton and TBWA at London to enhance their brand value in the global market. Hilton has highlighted the quality of stay that one prefers during their travelling through the statement “It Matters Where You Stay”.
Technological Advancement
Hilton's strategic direction prioritises improving the customer experience by utilising personalised technology (Bonte, 2023). The corporation intends to make a substantial investment in constructing an uninterrupted digital encounter for visitors, including features such as mobile check-in and entry without keys. The primary goal is to utilise AI and machine learning to offer customised suggestions and assistance to visitors throughout their visit.
Business Expansion
Hilton is strategically focusing on market growth by aiming to penetrate untapped regions with a high potential for expansion, specifically in Asia and the Middle East. The company intends to expand its influence in the mentioned regions through investments in fresh properties and collaborative ventures. 
Sustainability and Social Responsibility
Finally, The Hilton Hotel Group is dedicated to upholding top-notch levels of sustainability and social responsibility (Mariani, 2022). The company has established ambitious objectives to decrease its carbon footprint, encourage ethical sourcing and provide assistance to neighboring communities through diverse endeavors.
[bookmark: _Toc136616307]Business performance of Hilton Hotel Group
During the year 2021, the Hilton Hotel Group stands out as one of the most extensive and prosperous hotel franchises globally. With a huge inventory of over 1 million rooms, this company boasts a massive presence in the hospitality industry, managing a whopping 6,600 properties. Hilton, a business with a global presence spanning 119 countries and territories, revealed a first-quarter revenue of $4.3 billion, thanks to the operations of 500 hotels and a workforce exceeding 173,000 individuals. Despite the adversities caused by the COVID-19 pandemic, the company managed to generate a net income of $225 million in 2020, indicating a commendable financial performance (Schwarz, 2021). However, in response to the pandemic-induced alterations in the business environment, the Hilton Hotel Group undertook various measures. This includes the introduction of adaptable cancellation policies and digital check-in alternatives, aimed at instilling confidence in clients and ensuring their protection. The corporation implemented measures to cut expenses that included reducing the number of hours worked by employees, putting some employees on furlough and pausing particular capital investments. Although facing numerous obstacles, Hilton Hotel Group has demonstrated its ability to persist and adjust its operational approach by prioritising sustainability, novelty and enhancing guest satisfaction (Arnold, 2005). For instance, the organisation is firmly dedicated to decreasing its ecological impact and developing into a more enduring enterprise. That involves the adoption of energy-efficient technologies, decreasing water usage and incorporating sustainable strategies for food and waste management on a worldwide level (Buchanan and Huczynski, 2007). Hilton is poised for sustainable success in the hospitality industry due to its robust brand reputation, varied range of properties and brands, worldwide presence and unwavering dedication to sustainability. 
Overall, the Resource-Based View theory offers a valuable perspective to examine the strategic path and present commercial achievement of the Hilton Hotel Group. Additionally, monitoring performance indicators like RevPAR (Revenue Per Available Room) can aid in gauging its continued triumph and competitiveness within the worldwide hospitality industry. Apart from the hospitality industry the competition between the Samsung and Apple can be a good example of resource-based theory. Similar kind of external forces has been experienced by these organisations though the different of their resources has make them to achieve different types of organisational performance. 

[bookmark: _Toc136616308]Conclusion
The present report has expounded upon the intricate organisational framework of the establishment which provides exceptional hospitality services to its clientele. Hilton espouses a set of fundamental principles, encompassing hospitality, integrity, leadership, teamwork, ownership and inclusion. The above report has used the theories of Bureaucracy and Quinn and Rohrbaugh to discuss its overarching vision and guide its cultural ethos. The hotel chain has also implemented a series of measures to enhance operational productivity and augment customer satisfaction. Therefore, in this report, the organisation has taken decisive steps such as west reduction and recycling and water conservation and a few more to reinforce its dedication to sustainability objectives. The aforementioned report has expanded its market share through the enhancement of its physical presence, innovation of its product offerings and augmentation of its digital capabilities. Last, but not least, this report has included an analysis with the help of the Resource-Based View theory, which helped to discuss Hilton Hotel Group's strategic direction and current business performance.
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