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Business changes are natural. Due to technological advancement and innovations, it is often difficult for business organisations to face disruption in the market. The Covid pandemic is, however, a disruption that brought negative consequences in many industries. According to Rawal et al. (2020), the hotel and tourism sectors were the worst sufferers of the pandemic. According to the authors, as the pandemic progressed, it brought many changes in the industry, such as digitalisation, automation, and intelligent management (Kim and Han, 2022). All these things have changed consumers buying behaviour, and a significant change also observes in consumer confidence. However, a change has also been seen in management practices. It is significant for businesses to know the organisation's culture, structure, goals, new strategy and impact and the organisation's performance. According to Mehta et al. (2023), the Hilton Hotel Group is a global brand that has undergone such changes recently. Through this report, findings and recommendations will present, which are resulting from the comprehensive audit conducted at Hilton Hotel Group. The audit aimed to evaluate the hotel's organizational structure, goals, culture, recent change initiatives and their impact, the organization's strategic direction and present business performance.
Company Background
According to Reidhead and Navajo Technical University (2020), Hilton Hotel Group is a globally recognized hospitality company renowned for its luxury accommodations and exceptional service. In 1919 Conrad Hilton founded this Hilton Hotel Group. Across more than 100 countries, with its headquarters in McLean, Virginia, Hilton operates a vast portfolio of hotels and resorts (Chang et al., 2019). This company has earned a distinguished reputation in the industry because of its commitment to sustainability, innovation, and guest satisfaction.
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The organisational structure is significant for the growth of an organisation. According to Oriade et al. (2021), the organisational structure is how an organisation organises hierarchically and distributes authority and responsibilities. The authors also found that a well-designed structure ensures transparency in coordination, reporting lines, and effective decision-making. For effective communication and streamlined processes, a robust structure is essential. It leads to improve performance. Zhang (2023) stated that Hilton Hotel groups follow a hierarchical organisational structure. According to the author, it comprises management levels, from top-level executives to departmental managers and employees. Across the organisation, this structure ensures clear lines of authority, effective communication and efficient decision-making. Johnson (2020) found that the reporting lines are well-defined, ensuring information flows through the appropriate channels.
According to the author, across the various departments, this structure ensures coordination and collaboration because managers within each hotel are responsible for their respective areas of operation. However, according to Giffen et al. (2023), the Hilton Hotel Group needs to improve in some areas of organisational structure. According to the authors, communication gaps or delays between the corporate office, individual hotel locations, and regional managers are potential concerns. For effective decision-making and alignment with the hotel's goals, ensuring that timely and accurate information is shared at all levels is crucial. It is found by Soliman and Hassnein (2020) that the company lacks collaboration between different departments. Fostering greater cross-functional collaboration is another area of improvement. To better align the structure with the hotel's goals, the Hilton Hotel group could consider implementing a more flexible and agile approach.
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Abardeh (2022) stated that Hilton Hotel Group's organisational culture is built upon shared values, norms, beliefs and practices. According to the author, the company always emphasises a strong customer focus to exceed guest expectations and deliver exceptional experiences. Hilton Hotel Group constantly seeks new ways to enhance guest satisfaction and stay ahead of industry trends. For these reasons, it encourages innovation. Maclean et al. (2022) stated that employee engagement is a priority; a positive and inclusive work culture enhances teamwork, motivates employees, and contributes to higher performance. The authors found that the strength of Hilton Hotel Group's culture is its customer-centric approach; it fosters a robust service-oriented mindset throughout the organisation.
Moreover, it emphasises innovation that helps to adapt to the changing guest demands and preferences. This audit found that this company needs to enhance collaboration and knowledge-sharing across departments and locations. By encouraging a continuous learning and development culture, this company can ensure that employees have the skills and knowledge necessary to deliver exceptional guest experiences.
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Vision and mission statements are a clear direction for any organisation. Hilton Hotel Group's goals align with its vision and mission statements (Soliman and Hassnein, 2020). This company's vision focuses on being the most hospitable company in the hotel industry, and its mission is to become the leading global hospitality company. As Hilton Hotel Group formulates goals with specific objectives, the clarity of goals is evident (Zhang, 2023). They encompass various aspects; for example, goals may focus on increasing market share, improving guest experience, and expanding the global footprint. Many of these goals are measurable and allow objectively evaluating progress and performance. The relevance of this company's goals is transparent because this company address vital strategic priorities of the organization, such as customer satisfaction, financial sustainability and market share growth (Oriade et al., 2021). However, it is found that this company need to improve the communication and cascading of goals throughout the organization. For growth, employees at every level must be aligned with the goals. Moreover, Hilton Hotel Group should check for gaps or discrepancies between the stated goals and actual practices.
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Recently to enhance operations, guest experiences, and sustainability efforts, the Hilton Hotel Group has implemented several change initiatives. Below an overview of some critical initiatives are given:
Digitalisation: Current time is the time of technology; in almost every step of daily human activity, people use technology. So, considering this fact, the Hilton Hotel Group has been investing in technology to enhance guest experience and streamline operations (Mehta et al., 2023). The initiatives include digital check-in and check-out, personalised guest preferences and mobile keyless entry (Halmi and Poldrugovac, 2022). The aim is to increase operational efficiency and provide guests with a seamless and convenient digital experience. However, many of these initiatives have been implemented over the past few years.
Introducing CleanStay program: Hilton Hotel Group has introduced the cleanStay program in response to the COVID-19 pandemic (Abardeh, 2022). Under these initiatives, this company has ensured enhanced cleaning and disinfection protocols throughout the hotels, contactless services and increased hygiene measures. 
Workforce development and diversity: This Company has invested in programs to promote employee development and diversity. These initiatives aim to retain, attract and engage talented employees (Rawal et al., 2020). The initiatives include employee training and career advancement, the effort to increase diversity and inclusion efforts 
Sustainability Initiatives: Hilton Hotel Group is committed to sustainability and has launched various initiatives to reduce its environmental footprint. The "Travel with Purpose" program is one of the special programs that include goals such as water consumption, reducing carbon emissions, and waste generation (Halmi and Poldrugovac, 2022). Within 2030 this company aim to achieve sustainability goals.
Innovation and Product Development: Hilton Hotel Group has introduced new concepts and offerings to enhance the guests' experience. This includes various culinary initiatives and the launching of new hotel brands. The goals of these initiatives are to expand the company's portfolio and capture new market segments.
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Due to the implementation of a recent change initiative, significant changes have had on various aspects of the Hilton Hotel group. Here an assessment is presented of their impact on operations, customer experience, employee morale, and financial performance:
Operation: The change initiatives such as digitalisation have increased efficiency and streamlined operations. Digital check-in and check-out processes have played a significant role in reducing wait times and improving guest satisfaction (Kim and Han, 2022). Sustainability initiatives have also led to cost savings through energy and waste reduction.
 Experience of customer: The initiatives taken to enhance the customer experience have brought positive results, such as personalized guest experiences, mobile key access, and improved cleanliness and hygiene protocols (Johnson, 2020). These initiatives have helped retain its reputation and meet guests' changing expectations.
The morale of employees: A positive impact has been had on employee morale due to those initiatives that have been taken for employees, such as investment in employee development, well-being programs, and diversity and inclusion efforts (Maclean et al., 2022). All these initiatives show the company's commitment to its employees and increase engagement and job satisfaction. However, for effective communication and employee involvement, it is essential to ensure that employees feel empowered and supported during this change process.
Financial performance: The change initiatives, such as streamlined operations, improved guest experiences, and expanded market segments, have contributed to increased revenue and profitability of the Hilton Hotel group. Moreover, these initiatives can increase further financial performance.
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Kopuz and Bal (2023) stated that Hilton Hotel Group's strategic direction is guided by its long-term vision, mission, and goals. According to the author, the company aims to be the most hospitable in the hotel industry, creating exceptional experiences for guests, team members, and communities, and its mission is to become the leading global hospitality company. Hilton Hotel Group has a strong position in the global market. Mekhruza et al. (2022) found that the company has a diverse portfolio of services such as luxury, full-service, budget deals, and extended-stay. According to the authors, it enabled the company to gather all types of customer segments though the majority of them are luxury customers. Sufi (2022) found that Hilton Hotel Group's strategic planning is focused on consistent growth and global expansion. The business strategies of Hilton Hotel align with the evolving market dynamics, such as the increasing demand for personalisation and sustainability. For strategic advantages and to inform its strategic decisions, this company actively monitors market trends, customer preferences, and competitive landscapes. However, there should be a change in its competitive strategy given the current changes (Atef and Eissa, 2021). Hilton must understand that the hotel industry is highly dynamic, influenced by technological advancements, economic volatility, and changing consumer behaviours. So, Hilton Hotel Group should ensure its strategic planning processes are agile and responsive and able to adjust to any change and mitigate potential threats. For sustained success, alignment between the company's strategy and current market dynamics is crucial. To stay competitive and relevant, assessing the effectiveness of its strategies and making necessary adjustments are necessary for regular evaluation of the market landscape, competitive analysis, and customer feedback.
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Revenue: By analyzing revenue trends financial health of a hotel can identify. Factors like changes in demand, pricing strategies, and market competition could influence revenue. Kopuz and Bal (2023) stated that there are three crucial factors advanced technologies, key partnerships, and global scale plays a vital role in increasing demand, strong customer relationship, and maximising the revenue of Hilton Hotel. According to the authors, in 2022, Hilton Hotel generated approximately 8.77 billion U.S. dollars in revenue which is a total of 5.79 billion, up from 2021.
Average Daily Rate (ADR): A rising ADR indicates successful revenue management. Analyzing ADR is the right choice to get insights into pricing strategies and revenue per available room. Whether a hotel is achieving optimal pricing can determine by comparing ADR to industry benchmarks and historical data. During 2022 average daily rate of Hilton Hotel Group was 151.01 U.S. dollars which was higher than the previous year (Giffen et al., 2023).
Occupancy rate: One of the biggest concerns for hoteliers is hotel occupancy because it is equal to revenue. Higher occupancy rates imply strong demand or practical marketing efforts, while lower rates indicate challenges in attracting guests (Mekhruza et al., 2022). Due to the global pandemic hotel industry has faced enormous challenges. In 2022 Hilton Hotels groups’ occupancy rate was 67.5 per cent, which shows its good performance.
Guest Satisfaction Scores: Consistently high satisfaction scores reflect a positive guest experience. The hotel's performance in delivering exceptional experiences can be gauged by evaluating guest satisfaction scores. Sufi (2022) found that, in 2018 and 2020, this company received the highest American Customer Satisfaction Index (ACSI) of 82. According to the authors, the 2022 ACSI score was 76. So, the overall scores show that the company is performing well.
Conclusion
So, after considering the issues in this report, it is found that the company has brought some substantial amount of changes in its business practice and organisational culture. The company has gone through digitalisation and innovation in its business practices which are later part of the organisational culture. The KPI in the industry shows that the company is performing well despite the setbacks in the pandemic.
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