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Executive Summary
The aim of his was to investigate the influence of organisational structure and corporate culture on organisational performance using the case study of Hyatt Hotel Group Corporation. The evaluation established that this hotel group has a hybrid organisation structure that blends functional organisation structure with the divisional organisation structure. The organisation has managed to leverage this hybrid structure to ensure that its operations in different geographical or brand divisions function well at the hotel level and seamlessly integrate with the organisation at the corporate level. Hyatt has also used its business values and beliefs to create a high-performance culture that is supplement through effective people employment and recruitment practices created to attract, develop, and retain talent. They ensure its people are developed and skilled enough to deliver the business’ promises to its customers. The organisation also drives its performance through a sustainable strategic management approach that ensures a balance between people, the planet/environment, and profitability. The case study shows that the organisation’s success lies behind its people, culture, structure, and business strategy. 


[bookmark: _Toc178955299]Introduction
[bookmark: _Toc178955300]Organisation Background
Hyatt Hotels Corp. is an American multinational that engages in the development and management of hotel and resort chains in more than 76 countries across six continents (Hyatt, 2024a). It operates in the Travel and Leisure industry. The company was established by Thomas J. Pritzker in 1957, with its headquarters in Chicago, IL (Forbes, 2024). Hyatt Hotels operates in four segments, including ASPAC Management and Franchising, Americas Management and Franchising, Owned and Leased Hotels, EAME/SW Asia Management and Franchising (Forbes, 2024). Each segment operates one or several Hyatt brands, such as Hyatt, Alila, Park Hyann, Grand Hyatt, Hyatt Ziva, UrCove, and Thompson Hotels, to mention a few. The brands and franchises offer luxury, upscale, and select-service accommodations.
[bookmark: _Toc178955301]Report Aim
The aim of this report is to explore the link between organisational culture, structure, people and performance using a case study of Hyatt Hotels Corporation. The report will achieve this aim by pursuing the following objectives:
a. To critically evaluate the impact of Hyatt Hotels’ organisational structure, culture, and leadership/management on its processes and functions at corporate and hotel levels.
b. To evaluate factors affecting individual and organisational behaviour at Hyatt Hotels.
[bookmark: _Toc178955302]Organisation Structure, Culture, and Goals
[bookmark: _Toc178955303]Organisation Structure
Hyatt Hotels has a hybrid organisation structure, combining the elements of the divisional and functional business structures. This hybrid structure allows Hyatt to efficiently manage its diverse range of brands, hotels, and services that have a vast market footprint without compromising on responsibility and accountability. Hyatt Hotels applies the functional organisation structure at the corporate level. The functional organisational structure is a team structure that divides an organisation's employees into different departments and teams based on their expertise and role (Allan et al., 2021; Gow, 2023; Walls et al., 2020). This structure is common in larger companies with various segments, like Hyatt Hotels. Hyatt Hotels’ functional structure entails various corporate functions such as marketing, finance, human resources, operations, and legal (Wood et al., 2014). These functions are organised into departments, as illustrated in Figure 1 below.
[image: Hyatt Hotels' Organizational Structure Chart][image: Hyatt Hotels' Organizational Structure Chart]
Figure 1: Hyatt’s Functional Structure at the Corporate Level Structure (Organimi, 2024).
Each department is responsible for different functions, tasks, and areas of expertise. At the top of the structure is the corporate president, who works with a Board of Directors to oversee the organisation’s corporate governance to ensure legal and regulatory requirements, ethical standards, and best practices (figure 2 below). The board holds an advisory role, leaving the business functions, powers, and duties to the different department heads and chairpersons (some of its board members are also heads of departments in its functional organisational structure).
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Figure 2: Hyatt Hotels' Board (Hyatt Hotels, 2024b).
Hyatt Hotels applies the divisional structure at the hotel level, where hotels are organised into small divisions based on the geographical region or brand (Figure 3). The brand is further subdivided into luxury and all-inclusive luxury. Each of its brands operates as a semi-autonomous unit, with its own leadership to oversee its daily activities. Geographically, Hyatt Hotels structure is subdivided into three divisions, namely the Americas, Asia Pacific, and EMEA (Europe, Middle East, and Africa). Each geographical segment has its own leadership that focuses its efforts on ensuring its establishment and staff have what it takes to meet the unique needs of that region (Joseph et al., 2016)
.

Figure 3: Hyatt Hotels’ Division Structure (Hyatt, 2024c)

[bookmark: _Toc178955304]Culture
Hyatt Hotels has invested its efforts in creating an organisational culture that will set the organisation apart from its peers by creating a world of care (Hyatt, 2024d). The organisation reports that it believes in cultivating a workplace where its employees can be their best selves and feel happy, healthy, and fulfilled (Hyatt, 2024d). The culture is cultivated by six core values: empathy, integrity, respect, inclusion, experimentation, and well-being (Hyatt, 2022a). The culture fosters diversity, equity and inclusion (DEI) – the company has embedded DEI in business functions and manifestations, ensuring that they are reflected across its behaviours, actions, policies, and procedures to create a healthy workplace culture and environment (Hyatt, 2024e). Hyatt Hotels’ culture is designed to foster an environment that encourages growth and development among its employees. The company has ensured that its employees, including those at franchised hotels, have access to its professional skills development resources and programs, the support needed for personal and professional growth, and cross-training and job mobility. These efforts indicate a high-performance culture that can help the organisation deliver on its promises to customers and franchises.
[bookmark: _Toc178955305]Goals
Hyatt Hotels’ primary goal is to care for people so they can be their best (Hyatt, 2022a). This goal is guided by the company’s vision to build a world of understanding and care and a mission to deliver distinctive experiences to its guests. Hyatt Hotels also has a goal of creating a world of care through its environmental, social and governance approaches. This goal seeks to connect the company with world travel in order to create meaningful solutions to the challenges facing the hospitality industry. The third goal is to create inclusion in the workplace (Hyatt, 2024a). The company means to make a difference in the lives of those around it, including employees, local communities, and guests – this goal is to ensure the company embraces individuals from all cultures, races, ethnicities, genders, sexual orientations, ages, abilities, perspectives, and ways of thinking. The organisation's goals have a positive impact on its performance in two major ways. First, the organisation will be able to attract and maintain top talents because of its efforts in promoting skill, personal, and professional growth development among its employees (Rodríguez-Sánchez et al., 2020; Kumar, 2022). Studies show that employees in the modern business environment are attracted to organisations that offer them such opportunities. Creating a culture that fosters growth and development will make Hyatt attractive in the job market, allowing the business to remain competitive in hiring. The culture also helps the business organisation retain and retain top talent, ensuring that it builds a capable talent pool that can be leveraged to provide outstanding services to its customers (Kumar, 2022). The quality services will translate to excellent customer experiences, giving Hyatt Hotels a competitive edge over other brands in the hotel industry. Second, the culture fosters sustainability, responsibility, and support for local communities. This holistic sustainability approach can make the business attractive to modern consumers, who are keen on how business organisation and their activities affect the environment or affect the well-being of the larger community.
[bookmark: _Toc178955306]Recent Change Initiatives
In the past year, the company has made a number of changes to introduce new products, mergers, acquisitions and expansions. According to GlobalData (2024), Hyatt Hotels acquired Standard International (a boutique hotel operator) in October 2024, adding more to its properties and services. The company has also relaunched its Impression Makers Club in order to drive up sales and cement the brand's position in the luxury segment (GlobalData, 2024). The company also expanded its services from hotel and accommodation to include health and fitness by acquiring Exhale Spa and introducing the Stayfit@Hyatt program in all of its hotels (Hyatt, 2024f; Hotel Business, 2020). Offering a broad product selection creates new revenue for the business, improving its financial performance. 
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Figure 4: Hyatt Hotels Acquisitions in the past 7 Years (Tracxn, 2024).
According to a report published by PWC (2024), the company's change initiatives are focused on creating an ideal future state of experience for its customers and ensuring the company performs exemplarily in changing itself to better accommodate demographic shifts, business climate, and evolving consumer expectations. PWC (2024) adds that the organisation's approach to organisational culture is geared towards scaling talent worldwide to ensure the employees are the best and have performance outputs that will help Hyatt achieve its business outcomes as it continues on its growth trajectory. The company has built a global leadership performance model that will drive behaviours that drive results in the organisation. This has created a high-performance culture at Hyatt Hotels that has enabled the business to adapt to and dominate the dynamic business climate in the hospitality sector easily. Hyatt has also initiated change in its hiring and talent search practices to streamline and improve candidate experiences – the goal of this initiative is to increase retention and reduce source-to-hire time. The new hiring initiative includes new onboarding tools, resources, and a redesigned applicant process in order to bring the right people into the organisation at the right time (PWC, 2024). The company is also ramping up its diversity, inclusion, and inclusion efforts in order to build a diverse team and develop a robust pipeline of diverse leaders for the future to execute its current and future business strategies. This pipeline will be critical to the company due to its global presence, which exposes it to a diverse customer base and workforce. It will ensure that Hyatt has empowered leaders who will make the right decisions for their teams and provide support systems and processes that will set the stage for high performance. Evidently, Hyatt’s change initiatives are centred on increasing its footprint, products, and revenue streams and building a capable team with the right culture to serve customers from diverse backgrounds.
[bookmark: _Toc178955307]Strategic Direction
Strategic business management is anchored on advancing care for the planet, people, and responsible business. Its focus areas in its corporate strategy are employees, communities, guests, and owners, and working with them towards a broader and long-term impact. Hyatt’s strategic goals are divided into three risk and opportunity categories: Short-term (1–3 years), medium-term (4–6 years), and long-term (7+ years) (Hyatt, 2022b). The organisation reports that it has used scenario analysis to determine how its activities influence the environment and the opportunities that it can leverage to reduce these risks without compromising on performance. This information has been used in developing a business strategy that will enhance performance while building the company’s sustainability. The strategy’s direction is guided by four main areas of focus: products and services, supply chain and/or value chain, adaptation and mitigation activities, and operations. Hyatt's product and services sustainability strategy is to reduce its carbon footprint in their provision. The company reports that it needs to understand and meet customer expectations in terms of sustainability. On the supply chain and/or value chain, Hyatt’s strategy is to build strong relationships with suppliers and collaborate to overcome the challenges facing the organisation in its operations. The company has diversified its supply chain to allow proactive sourcing shifts when need be and reduce the risks associated with the sourcing inputs. Hyatt’s Sustainability Department participates in the World of Care Committee and the Risk Council to make active contributions in order to deliver seamless operation solutions for the hotel and hospitality industry. Hyatt reports that this participation is also vital in developing business strategies needed to deliver seamless operations to its guests, operators, communities, owners, and operators.
[bookmark: _Toc178955308]Conclusion
Evidence from the Hyatt Hotels Corporation shows that there is a close link between organisational structure and culture, as well as its effectiveness and performance. A clear organisational structure ensures that everyone in the organisation understands their roles and responsibilities and what they are expected to contribute towards the overall goals and performance. The business should also choose a structure that suits various aspects such as size, nature of activities, and market food print. The structure can be supplemented with a strong organisational culture. The case study has shown that a carefully curated culture can create a high-performance team by instilling certain behaviours, values, and beliefs in their people. This culture influences the business operations by ensuring everyone's behaviours and activities reflect its visions and mission while increasing their contribution towards the overall organisation goal. Organisation cultures that support high-performance teams also set the stage for efficiency by promoting communication, collaboration, and teamwork, as well as an environment that fosters skills growth/professional development.
[bookmark: _Toc178955309]Recommendations
While Hyatt Hotels has excelled in leveraging organisational culture, structure, and people to drive performance and create a competitive organisation in the hotel and hospitality industry, there is still room for improvement. The following recommendations can be leveraged to edge the organisation forward.
a. Invest in digital technologies that can help people enhance their performance further.
b. Reconstruct its human resources management from the corporate level to the regional level in order to ensure human resource localisation to its regional markets.
c. Leverage third-party training programs and resources to reduce overdependence on learning material that only comes from within the organisation to help ensure its professional development programs are well-rounded.
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Here's the year on year acquisition history of Hyatt:
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