



Executive summary
The focus of this assignment is to analyse the management and organisational behaviour using relevant theories to critically analyse the organisational structure, goals, and culture of Hilton Hotels. The factors that have allowed Hilton Hotels to deal with constant change in customer needs and requirements and how these change initiatives have been managed in the organisation, is the main point of critical evaluation in the report.
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Hilton hotels was first established by Conrad Hilton in 1919 in Texas. Over 100 years, Hilton hotel has become an international brand with its operations in 78 different countries around the world with approximately 600 luxury hotels in diverse global locations. The primary goal of the organisation is to advance in the Hotel sector and become a leading luxury service provider through effective collaboration and commitment towards customer service. In this research, a critical evaluation of Hilton Hotel’s organisational culture, structure and goals will be evaluated in an explained and elaborated manner.
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Culture as identified by Peters et al. (2022), is a term that is used to indicate the human and social behaviour of an individual which is derived from a common source of influence and core values playing a significant role in the life of the individual. Culture is an especially principal factor within the workforce and the organisation because it determines the ethics, values, and principles that is followed by a workforce within the organisation. Morais et al. (2021) has highlighted that Handy’s model of organisational culture, promotes four diverse types of organisational culture which can help in evaluating the type of culture that is vivid in the international hospitality industry across the world. These four types of culture include power culture or club culture, task culture, existentialist culture, and role culture. In a power culture, Matteucci (2020) highlighted that individuals have the power to make decisions and they instruct the employees to operate in the organisation. In the task culture, the team members are classified from one another in terms of the tasks that they are performing and the kind of resources that have been allocated for completion of the operations. In role culture, the power has been delegated to the employees and they perform the operations, according to their own understanding of roles and responsibilities and the positions that they are in. The rules and responsibilities in a role culture gives the employees a lot of power. Finally, in an existentialist culture, the organisation exists to help people achieve their highest goal. 
In Hilton hotels, the role culture is prevalent where the rules and responsibilities of everyone are divided among each other based on the position that they hold within the organisation (Daskalaki, 2020). Based on their position in the ladder of hierarchy, the amount of authority is delegated to the team members and the team leaders. The behaviour and performance of the employees ensures that they are feeling responsible for the completion of different tasks and operations that take place within the organisation and it also motivates them to delegate certain authorities based on the conduct of operations. 
Depending on the role-based culture, Hilton hotel, organisational structure is hierarchical in nature, and it is also described as divisional. This is because the C-suit of Hilton hotel is responsible for managing a range of geographic and functional divisions and the Hotel itself divides into different properties and operations in three different areas (Zientara et al. 2020). These are ownership, management, franchise, and timeshare. Ownership properties are directly owned by Hilton whereas management and franchise our properties that are managed by franchised agencies (Zientara et al. 2020). Hilton timeshare are grand vacation properties. The first two divisions come under the roles and responsibilities of the senior management team and the leadership of Hilton hotels and resorts. The timeshare Hilton grand vacations are a separate entity, and it is a publicly traded organisation under the Hilton hotels and resorts group. At the very top of the hierarchy, is the President and chief executive officer, Christopher J. Nassetta. The chief commercial officer, executive, vice president, executive vice president of human resource, general Counsel and chief ESG officer, chief financial officer, communications officer, president of Asia, Pacific division and president of Europe, Middle East, and Africa report directly to the chief executive officer. Based on these divisions, other management services fall in the middle level of the hierarchy.
Although the role culture has played an especially significant role in helping Hilton Hotels establish a strong position in the international hospitality industry because of its long history of offering successful luxury products. Madan (2022) highlighted that it is now time that Hilton Hotel establishes a task culture as opposed to the role culture. After the outbreak of the COVID-19 pandemic, the external market environment has changed significantly and hence, it is important that the organisation judges the performance of the people by the service that they are giving to the customers and the number of problems that they are solving. Their talent, expertise, problem solving, and creativity should be rewarded and valued. The task culture, according to Maclean et al. (2024), plays a particularly significant role in promoting enthusiasm and engagement and the organisation is typically staffed with professionals who are expert in Customer Service. As a result, Hilton hotels must use the task culture since the hospitality industry is in a brink of change and hence the most important focus must be on solving the problems of not only the customers, but also the employees.
The organisational culture of Hilton hotel has played an especially key role in determining the number of departments that are there within the organisation (Mullins, 2020). Since the role-based culture is established within the company, each role and responsibilities are compartmentalised into different departments and each of the departments are charged with various tasks according to their expertise and training. The impact of the organisational structure in Hiten Hotel has played an especially vital role in strategy development of the organisation. Handy (2020) highlighted that, regardless of the number of departments, each of the departments was focused on achieving the common goal of the organisation. The same strategy is established within Hilton hotels as well. According to the official website of Hilton hotels, its primary goal is to create value for its shareholders, customers, employees, strategic partners, and the communities of those countries in which the hotel is located (Burnes, 2020). The value proposition of Hilton is to provide exceptional experiences to all the guests, each time they stay in the hotel. However, to build customer and employee loyalty, the same hospitality services are entered out to the employees as well to meet the changing needs and requirements of the major stakeholders.
To achieve this goal, the role culture in Hilton hotel has been based on putting the rules and responsibilities along with procedures in place. The senior management team has played a particularly significant role in making the team members understand as to why roles and responsibilities exist, and the importance of ensuring that each of the team members stay within the rules. These rules and procedures are to be followed within the department consistently.
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Since the outbreak of the pandemic, ESG and sustainability has been ranking high up in the agenda of the future hospitality summit, which took place in Dubai in September 2022. As an industry, it has become important to take responsibility to preserve the beautiful destinations and operate in a sustainable manner so that the next generations can enjoy the beauty and environmental diversity of these locations (Zientara et al. 2020). Sustainability means that the environmental resources of the planet are not only protected, but resilient communities are developed that are transparent and organisations are able to develop fruitful action plans that can help truly create meaning through their contributions for the future. 
The Hilton Hotel has taken up a leadership position in the industry to fight the problems associated with climate change and become the first major contributor to achieve science-based targets so that there is action in greenhouse gas emissions like the Paris agreement. In 2023, Hilton Hotel has announced that they are focused on raising the bar with carbon reduction goals to cut emissions intensity by 75% in the managed portfolio by the end of 2030 (Hilton.com, 2024). By 2050, organisation targets to achieve net zero carbon emissions.
The identification and implementation of strategies to achieve these goals have not been easy and they have been met with a number of resistances, specially from the employees and the senior managers who wanted to maintain the status quo. However, Memon (2021) highlighted that Hilton Hotel was successful in identifying initiatives that can help the company overcome this resistance. To meet this end, Lewin’s change management model was implemented in achieving organisational success and common business objectives.
Unfreeze: The first step of the change management model is to unfreeze where the process of change gets initiated and the reasons for bringing about strategic changes within the organisation is identified. The executive responsible for leading the respective department is also notified. The chief executive officer of Hilton hotels had a clear idea that people were the most important agents for change and without their support, he would never be able to achieve the sustainability goals (Burnes, 2020). As a result, the employees within the organisation were not only informed about the need for change, but also, they were given a sense of purpose which was connected to the wider community and greater well-being of the society. Nassetta, the CEO of the company removed layers of management which were causing inefficiency and ensured that every individual was free to give their own opinion regarding the sustainability goals achievement strategies. Such a breakdown brought people together since they realised that the senior managers were focused on breaking the status quo rather than maintaining it.
Change: this is the stage where the change is initiated and technically, an authoritative leadership style is adopted to bring the strategic changes. However, in the case of Hilton hotel, democratic leadership style was implemented so that equal participation of the workforce in the decision-making process is achieved (Spiridonova, 2021). By breaking the hierarchical structure of Hilton, Nassetta was able to bring the people together and shed their fear of interacting with the leaders and senior managers without any fear. This is one of the most important roles of a leader in the process of change management. Nassetta has brought together people under a common vision and without fearing change, the employees were able to look for alternatives that can help them perform their operations while at the same time reduce the carbon emissions (Zhang, 2022). For instance, a new measurement and key performance indicator system was implemented to assess and track progress and encourage participation of the stakeholders specially the employees. The LIGHTSTAY and award meaning ESG management system in various parts of Asia and Africa was finally implemented in the US and UK branch of the Hilton hotels (Zientara et al. 2020). They were able to articulate progress made towards 2030 goals. The implementation of key performance indicators happened seamlessly when employees completely participated into the process and decision-making (Reidhead, 2020). This measure led to the adoption of similar other measurement systems and changed the underlying processes to achieve sustainability.
Refreeze: this is the third stage in the model where Nassetta was focused on engaging the people towards new change. Hence, along with the direct involvement of the employees, direct channels of communication at Hilton hotel were implemented. The problems that people started to face in embracing the new ways of working, were to be directly communicated to the senior managers. Leaders were to act through examples. Hence, the use of plastic bottles by each of the employees were measured in the beginning of 2022, and Nassetta himself identified the number of bottles that he had used in the past year, not only within office, but also outside office and even during holidays (Linxi, 2021). As a result, Nassetta identified the changes he had made in his daily lifestyle, which motivated other team members to make the changes as well. All the team members were further encouraged to share their experiences and innovative ways that they implemented to make minor changes on a daily basis to help the organisation achieve its net zero emissions target by the end of 2050.
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The strategic direction of Hilton Hotel is to become the top premium service provider for hotels and hospitality services in the world and provide an unforgettable experience to the guest. However, Hilton also has developed a service strategy to every stakeholder involved within the organisation (Hilton.com, 2024). This means that they not only focus on adding value to the lives of the customers, but also are effective in the working environment of the organisation and ensure that its practices give back to the society. The growth strategy of Hilton has shifted from vertically integrated hospitality towards integrity, leadership, teamwork, and ownership (Hilton.com, 2024). As a result, it has developed a travel with purpose strategy that has advanced the organisation towards sustainable travel globally. Hilton’s growth strategy has given strong results since a large chunk of the business has become franchisee based that has helped Hilton to reduce cost but ensure constant and sustainable growth. 
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The organisational behaviour in a highly customer and people-oriented sector has a particularly key role to play in the success of Hilton as an international brand. As one of the major players in the industry, not only the customers, but also the employees play an especially significant role in the sustainable competitive advantage of the organisation in the market. Its strong business purpose has helped the organisation achieve its long-term goals in the face of volatile market changes. 
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