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Executive summary
This report will outline the primary types of organizational strategies in the hospitality industry and the key theories that underpin the development of these strategies. The case study focuses on the IHG hotel chain, examining its organizational strategy, culture, and goals. Additionally, the report will critically evaluate recent change initiatives at IHG, assessing their impact and management. The report concludes with insights into the current situation and future strategic directions.
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1. Purpose of the report:
This report will analyze organisation structure, culture and goals, as well as the recent change initiatives, their impact and how well these were managed and the organisation's strategic direction for the hotel chain Hilton Hotel Group.

1. Organisational culture:
0. Organisation, types of organizational structures:
An organization is a structured group of individuals working together to achieve common goals and objectives. It involves a coordinated effort to use resources, manage tasks, and implement strategies effectively. Several factors influence the type and structure of an organization like: purpose and goals, size and scale, environment and market conditions, technology, culture and leadership style industry and sector. ( Mullins, L., 2023)
Main relevant types of organizational structures from hospitality industry are:
· Functional Structure A functional organizational structure groups employees based on their roles or functions, such as marketing, housekeeping, front office, and food and beverage departments. This structure is common in hotels because it allows specialization and efficiency within each department. An example can be Marriott International operates with a functional structure where different departments (e.g., sales and marketing, finance, human resources) are headed by managers specialized in those areas, allowing for expertise-driven management and clear hierarchical pathways (Jones, 2007).
· Divisional Structure A divisional structure segments the organization based on geographic locations, products, or services. This structure allows each division to operate semi-autonomously, catering to local market needs or specific product lines. A good example can be Hilton Worldwide employs a divisional structure with different divisions for various regions (Americas, Europe, Middle East, and Africa) and hotel brands (e.g., Hilton Hotels & Resorts, DoubleTree by Hilton), each with its management team tailored to regional and brand-specific strategies (Gannon et al., 2010).
· Matrix Structure The matrix organizational structure combines elements of both functional and divisional structures. Employees report to both a functional manager and a project or product manager. This structure is designed to improve flexibility and communication across departments. For example, AccorHotels utilizes a matrix structure to manage its diverse portfolio of brands and regions. Employees might report to a functional manager (e.g., for marketing) and a regional manager, facilitating cross-functional collaboration and resource sharing (Daft, 2016).
Organizational culture can be broadly understood and encompasses various interpretations. A commonly used and straightforward definition is: it is the customary way of doing things within an organization. The most common classifications of types of organizational culture are those by Handy that classifies them in power culture, role culture, task culture and person culture ( Harrison. R, 1972) and by Deal and Kennedy that classifies them in tough-guy, macho culture, work-hard/play-hard culture, bet-your-company culture and process culture. ( Deal, T. E. and Kennedy, A. A. (1982)

0. Introduction to Hilton Hotel Group:
Hilton Hotel Group is a globally renowned hospitality company known for its diverse portfolio of brands, each offering unique experiences tailored to different guest preferences and travel occasions. With a legacy spanning nearly a century, Hilton has established itself as a leader in the hospitality industry, operating over 6,500 properties across 119 countries and territories. At the heart of Hilton's brand portfolio lies a commitment to providing exceptional hospitality and personalized service, ensuring that every guest feels welcomed and valued. From luxury resorts to economy hotels, Hilton offers a range of accommodations to suit diverse budgets and travel needs. Whether travelers are seeking luxury, convenience, or value, Hilton Hotel Group offers a brand to suit every preference and occasion, ensuring memorable stays and unforgettable experiences for guests worldwide. (Hilton, 2024)
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                         Fig. 1 Hilton Hotel Group Brands (Hilton, 2024)



0. Hilton’s organizational structure:
	Hilton's organizational structure is hierarchical, facilitating efficient management and decision-making. At the apex is the Board of Directors, succeeded by the CEO and Executive Team, the Corporate Support Team, and finally, the Hotel Operations Team. This setup fosters transparent communication and accountability, enabling the company to operate with precision and effectiveness. Hilton Hotel Group's organizational structure typically follows a hierarchical model with various layers of management overseeing different aspects of the business. While the exact structure may vary based on factors like region and brand, Hilton generally has a corporate headquarters overseeing regional divisions, which in turn manage individual properties. (Hilton, 2024) This hierarchical structure allows Hilton to streamline decision-making processes and maintain control over its expansive global operations. It facilitates clear lines of communication and accountability, which are crucial for managing a company with over 7,600 properties worldwide. However, such a structure can also lead to potential challenges, including slower decision-making at lower levels due to the multiple layers of approval required. This can be mitigated by empowering regional managers and fostering a more decentralized approach where appropriate.
At the top of Hilton's organizational structure is its corporate headquarters, responsible for setting overall strategy, policies, and standards for the entire organization. An example of Hilton’s corporate headquarters in McLean, Virginia which serves as the central hub for executive leadership, strategic planning, and global operations management.
Hilton's regional divisions, such as Americas, Europe, Middle East, Africa (EMEA), and Asia-Pacific, oversee operations within their respective geographic areas. These divisions are responsible for implementing corporate strategies, managing regional budgets, and supporting individual properties.
At the unit level, individual properties, such as hotels and resorts, operate under the supervision of general managers and their respective management teams. These properties adhere to Hilton's brand standards and guidelines while catering to the specific needs and preferences of their local markets. A good example can be the Hilton Hawaiian Village Waikiki Beach Resort in Honolulu that operates as a standalone property within Hilton's portfolio, with its own management team overseeing day-to-day operations and guest services. (Hilton, 2024)

0. Hilton’s culture:
Hilton Hotel Group's culture is characterized by its strong emphasis on hospitality, customer service excellence, and employee empowerment. Some of the key elements of Hilton's culture are:
· Hospitality: is at the core of Hilton's culture. The company is committed to providing warm, welcoming, and personalized experiences to every guest, ensuring their comfort and satisfaction throughout their stay. (Hilton.com , 2022)
· Customer Service Excellence: Hilton places a high value on delivering exceptional customer service. Employees are trained to anticipate guests' needs, exceed their expectations, and resolve any issues promptly and courteously.
· Employee Empowerment: Hilton empowers its employees to take ownership of their roles and make decisions that prioritize guest satisfaction. Employees are encouraged to be proactive, innovative, and resourceful in finding solutions to challenges. (Stories.hilton.com, 2024)
· Diversity and Inclusion: Hilton promotes a culture of diversity and inclusion, recognizing the value of different perspectives and experiences. The company is committed to fostering a workplace where all employees feel respected, valued, and included. (Stories.hilton.com, 2024)
· Continuous Improvement: Hilton is dedicated to continuous improvement and innovation. The company encourages feedback from guests and employees to identify areas for enhancement and implement new initiatives to enhance guest experiences and operational efficiency.
· Community Engagement: Hilton is actively involved in supporting the communities where it operates. Through initiatives such as volunteer programs, charitable partnerships, and sustainability efforts, Hilton strives to make a positive impact on society and the environment.

0. Main goals of Hilton Hotel Group:
Laura Fuentes, EVP and Chief Human Resources Officer  declared the following: “Our goal at Hilton is to build a fully human experience at work, so our Team Members can be their best, most authentic selves, accelerate the impact of our business, and inspire the world with our hospitality.” (HILTON 2022 ESG REPORT, 2022)
Hilton Hotel Group's goals typically encompass a combination of strategic objectives aimed at driving growth, enhancing guest experiences, promoting sustainability, and fostering a positive corporate culture. While specific goals may evolve over time in response to changing market conditions and business priorities, some common goals for Hilton Hotel Group remains consistent.
In terms of inclusivity, Hilton’s goals of achieving gender parity and increasing ethnic diversity are ambitious and align with broader societal movements towards equality. These targets are not only ethical imperatives but also strategic ones, as diverse leadership can drive innovation and better decision-making.
· Delivering Exceptional Guest Experiences: Hilton aims to provide memorable and personalized experiences to guests across its diverse portfolio of brands and properties. This includes exceeding guest expectations, enhancing customer satisfaction, and fostering loyalty. 
· Driving Revenue Growth: Hilton seeks to maximize revenue and profitability through various channels, including room bookings, food and beverage sales, and ancillary services. The company focuses on optimizing pricing strategies, expanding market share, and capitalizing on emerging trends and opportunities. 
· Promoting Sustainability: Hilton is committed to operating responsibly and minimizing its environmental footprint. The company sets goals related to reducing carbon emissions, conserving water and energy, and promoting sustainable sourcing and waste management practices. 
· Fostering Employee Engagement: Hilton prioritizes creating a positive work environment where employees feel valued, empowered, and motivated to succeed. The company aims to attract and retain top talent, promote diversity and inclusion, and provide opportunities for professional development and career advancement. 
· Expanding Global Footprint: Hilton aims to grow its presence in key markets around the world, including both established and emerging destinations. This may involve expanding its portfolio of brands and properties through organic growth, strategic partnerships, and acquisitions. ( Stories.hilton.com, 2024)
· Enhancing Brand Differentiation: Hilton focuses on differentiating its brands through distinctive offerings, unique experiences, and targeted marketing strategies. The company aims to strengthen brand identity, increase brand loyalty, and maintain competitive advantage in the marketplace. 
Hilton’s strategic goals are centered on sustainability, inclusivity, and growth. The "Travel with Purpose" initiative exemplifies their commitment to environmental and social governance (ESG) goals. By 2030, Hilton aims to cut its environmental footprint in half and double its social impact investments. (HILTON 2022 ESG REPORT, 2022)
Overall, Hilton Hotel Group's goals are aligned with its mission and vision, reflecting its commitment to delivering value for guests, employees, shareholders, and society as a whole. These goals guide the company's strategic decision-making and resource allocation, driving sustainable growth and success in the hospitality industry.
[image: A circular diagram of different people

Description automatically generated]
                                      Fig 2. Travel with Purpose ( Esg.hilton, 2024)
0. Recent initiatives and their impact:
Further on, some of the most important recent change initiatives for Hilton Hotel Group and their impact are going to be analyzed.
· Digital Transformation: Initiative: Hilton has invested heavily in digital transformation initiatives, including mobile check-in/check-out, keyless entry, and personalized guest experiences through its Hilton Honors app. - Impact: These digital innovations have streamlined the guest experience, improved operational efficiency, and enhanced guest satisfaction by providing greater convenience and customization options. 
· Sustainability Efforts: Initiative: Hilton has implemented various sustainability initiatives to reduce its environmental footprint, including energy and water conservation, waste reduction, and sustainable sourcing practices. - Impact: These efforts have not only reduced costs and enhanced operational efficiency but also strengthened Hilton's brand reputation as a responsible corporate citizen committed to environmental stewardship. 
· Employee Well-being Programs: Initiative: Hilton has introduced comprehensive employee well-being programs aimed at promoting physical health, mental wellness, work-life balance, and career development opportunities. - Impact: These initiatives have boosted employee morale, engagement, and retention, leading to higher levels of productivity, customer service excellence, and overall organizational performance. 
· Expansion into New Markets and Segments: Initiative: Hilton has pursued strategic expansion initiatives to enter new markets and segments, including luxury, lifestyle, and extended-stay accommodations. - Impact: These expansion efforts have diversified Hilton's revenue streams, increased market share, and strengthened its competitive position by catering to a broader range of guest preferences and travel needs. 
· Enhanced Health and Safety Protocols: Initiative: In response to the COVID-19 pandemic, Hilton implemented enhanced health and safety protocols across its properties, including enhanced cleaning procedures, contactless services, and social distancing measures. - Impact: These measures have helped reassure guests and employees of their safety and well-being, restoring confidence in travel and driving demand for Hilton's properties as travel restrictions ease. Overall, these recent change initiatives have had a significant impact on Hilton Hotel Group, driving innovation, sustainability, employee engagement, market expansion, and guest satisfaction. By embracing change and adapting to evolving consumer preferences and market dynamics, Hilton continues to position itself for long-term success in the global hospitality industry.




0. Future strategic direction:
Hilton's ambitious goals for 2030 serve as a benchmark for tracking progress across their operations, supply chain, and communities. Through their "Travel with Purpose" initiative, Hilton's leaders are harnessing innovation and influence to create significant positive impacts in the destinations and communities they serve.

[image: A screenshot of a cell phone

Description automatically generated] [image: A blue and purple text on a white background

Description automatically generated]
                            Fig.3 Hilton’s 2030 Goals (2030 Goal Tracking, 2024)

1. Conclusions:
In conclusion, Hilton Hotel Group's structured approach to management, commitment to a positive corporate culture, and strategic focus on sustainability and inclusivity position it well for future growth and success. However, continuous adaptation and commitment will be necessary to address the inherent challenges of maintaining such a broad and ambitious set of goals.
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WATTS

Science-based targets:
Reduce Scope 1and 2 carbon emissions intensity
from managed hotels by (75% MT CO,e/n’,
2008 baseline)

Reduce Scope 3 carbon emissions intensity from
franchised hotels by 56% by working collaboratively
with franchisees (MT CO,e/m, 2008 baseline)

Align with global environmental certifications that
require third-party verification (e.g., certification
0150 14001,50001,9001; US EPA ENERGY STAR)

WATER

Reduce water use intensity in our managed
operations by 50%(Liters/m", 2008 baseline)

Activate 20 community water projects to increase
access andresilience.

WASTE

Reduce landfilled waste intensity in our managed
operations by 50% (MT/m 2008 baseline)

Reduce food waste across our global operations
by implementing a food waste reduction program
in every kitchen

Send zero soap to landfill by recycling all used
guest soap bars, where available
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CAREERS

Create 5 million learning and career growth
opportunities for Team Members and communities
with a focus on underrepresented groups

Achieve 50% Gender Diversity at our leadership
levels globally by 2027

Achieve 25% Ethnic Diversity at our leadership
levels inthe U.S. by 2027

COMMUNITIES

Meaningfully impact 20 million community
members

Contribute 10 million volunteer hours.

Participate infood donation programs, where
allowed by law (managed hotels)

Award 300+ Action Grants for hotel-led social
and environmental impact projects that provide
local support for our communities,

Design, standup and activate a disaster relief
program to support our community members
and Team Members

Leverage our large global footprint and deep.
integration within our communities to expand
local sourcing and business with diverse and
small suppliers.

conpucT

Promote responsible, inclusive conduct across.
100% of our operations.

Promote responsible sourcing of beef, poultry,
pork,eggs, seafood and produce from third-party
recognized and/or certified suppliers across our
managed hotels

Embed ESG due diligence across our
supply chain and partner with suppliers to
advance positive impact

Engage guests in supporting responsible travel
and destination stewardship




