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[bookmark: _Toc150357836]Introduction
The following report aims to provide a brief overview of the relationship between the organisational structure, organisational culture and performance of the business organisation with the help of a case study of the Accor group of hotels. 
[bookmark: _Toc150357837]About the company
Accor Group of Hotels is a globally recognised hospitality company headquartered in Tour Sequena France. Accor Group of Hotels has acquired a wide range of hospitality services like franchise hotels, resorts and other vacation properties. Accor Group of Hotels is known as the largest hospitality service-providing company in Europe and the sixth biggest hospitality service-providing company across the globe. Accor Group of Hotels has successfully established its business operation in 5445 different locations in over 110 countries worldwide.














[bookmark: _Toc150357838]Organisational structure of Accor Group of Hotels
The organisational structure of the Accor Group of Hotels comprises business operations of the Accor Group of Hotels in 15 different countries across the western and central part of Europe concerning eight different brands acquired by the Accor Group of Hotels including MGallery, Pullman, Mercure, Novotel, IBIS, IBIS Styles, Suit Novotel and IBIS Budget which altogether signifies around 2000 hotels owned by the Accor Group with over 210,000 hotel rooms which are around half of the global network of hotels owned by the Accor Group of Hotels (Schaal, 2023).
The top management team of every brand owned by the Accor Group of Hotels in the European region is managed by a chief operating officer which is followed by a team of employees working under the chief operating officer as a support team. These support teams comprise employees who are dedicated to working in the business organisation and are specialised in key areas such as management control, marketing, human resource management and information and technology departments. The geographical scope of the organisational structure of the Accor Group of Hotels is divided into four main key regions including Northern Europe, Central Europe, France and Southern Europe (Schaal, 2023).
The following organisational structure of the Accor Group of Hotels aims towards providing employees with new career growth and development opportunities by allowing them to work in an international-level working environment. Through such an organisational structure followed by the Accor Group of Hotels, the management programs of the company will be improved with employees provided with a wide range of modernised training and development programs. 
[bookmark: _Toc150357839]Organisational Culture of Accor Group of Hotels 
The organisational culture of the Accor Group of Hotels is based on providing its customers with high-quality hospitality services. Accor Group of Hotels highly focuses on acknowledging and making efforts to meet the preferences and demands of its customers in the hospitality industry (Nga, 2020). The management team at the Accor group of Hotels highly believes in integrating technology into their business operations and is quick in adapting to changes in the dynamic business environment. 
The Accor Group of Hotels is continuously looking forward to implementing new trends and technologies to improve the quality of services the company provides to its customers in the hospitality industry. The Accor Group of Hotels highly focuses on promoting diversity and inclusion in its global workforce as the management team of the Accor Group of Hotels fosters creativity through a diverse and multicultural workforce employed across different hotels and brands across the globe (Nga, 2020). 
The fundamental aspect of the organisational culture of the Accor Group of Hotels is Sustainability in the business operations across different franchises and other acquisitions across the globe. The Accor Group of Hotels is significantly putting efforts into reducing the carbon footprint of its business operation by using sustainable business practices like conservation of energy, reduction of waste and sustainable sourcing of raw materials (Camelia et al., 2019).
Accor Group of Hotels through its organisational culture highly focuses on the development and well-being of employees working in the workforce of the company across the globe. The Accor Group of Hotels ensures providing its employees with the best training programs than the competitors in the industry for the career growth and development of its employees. The management team of Accor Group of Hotels highly believes in providing its customers with superior hospitality services by providing its employees with the best training programs for their development and well-being(Camelia et al., 2019).
[bookmark: _Toc150357840]Organisational Goals of Accor Group of Hotels
The main organisational goal of Accor Group of Hotels includes developing a business model where they integrate sustainability in their business operations with its core focus on the nature and employees working in the company (Accor Group of Hotels, 2023).     
[bookmark: _Toc150357841]Change initiatives in the Accor Group of Hotels 
The recent change initiative that the Accor Group of Hotels has initiated is the shift of its approach from a product-centric to a customer-centric approach, which can be understood as the Accor Group of Hotels prioritise more on providing its customers with superior hospitality services focused on the changing taste and preference of the customers. The Accor Group of Hotels serves its customers through its 38 hotel acquisitions in the portfolio of the company (Fornell et al., 2020). A customer in the hospitality industry might look for services from different acquisitions of the Accor Group of Hotels for a variety of different purposes when feeling health-conscious the customer will look for a brand that provides hospitality services in a healthy and sustainable way when the customers are travelling with the family the customer will look with a family-oriented accommodation service. Essentially by focusing on the customer-centric approach the Accor Group of Hotels aims towards helping its customers whenever they look for superior hospitality and accommodation services when travelling with family or when travelling for an official meeting. By focusing on the customer-centric approach the Accor Group of Hotels offers its customers a variety of accommodation services like hostels, private rentals and moving accommodation rentals like a flying nest to fulfil the demands of accommodation services in the major sports events or musical festivals worldwide (Fornell et al., 2020). Flying Nest accommodation service launched by the Accor Group of Hotels is a marine container converted into quarters or accommodation rooms to provide quick and easy transportation of the accommodation modules. Accor Group of Hotels is currently focused on re-analysing some of its core acquisitions to ensure the fulfilment of changing tastes and preferences of the customers in the global hospitality industry. Accor Group of Hotels as a brand is focusing more on lifestyle and luxury sectors providing luxury and sustainable services to the customers of the Accor Group of Hotels in the hospitality industry. Accor Group of Hotels since the acquisition of brands like Swissotel, Fairmont and Raffles has become the second leading business organisation in the hospitality industry to provide customers with luxury and sustainable services in the hospitality industry (Inversini et al., 2020).
[bookmark: _Toc150357842]Impact of customer-centric approach on the Accor Group of Hotels 
Several impact of the customer-centric approach of the Accor Group of Hotels on the business operations of the company is as follows:
Strong purpose to the brand: a customer-centric approach to the brand sets out a strategic direction for business organisations like the Accor Group of Hotels defining how the operations of the business organisation will be performed developing a customer-focused organisational culture in the business organisation. customer-centric approach ensures the employees working in the company play a major role in the decision-making of the company.
A clear understanding of the customers: for business organisations like the Accor Group of Hotels a customer-centric approach provides the business organisation with a clear understanding of their potential customers in the hospitality industry (Inversini et al., 2020). The customer-centric approach helps business organisations like the Accor Group of Hotels to understand the needs of their customers and provide the business organisation with strategies to effectively engage with the customers by fulfilling their needs.
Provides business organisations with a strong competitive advantage: with the help of a customer-centric approach business organisations like the Accor Group of Hotels can cater for their customers with the best hospitality services in the industry. The customer-centric approach helps business organisations like Accor Group of Hotels gain a strong competitive advantage in the hospitality industry by fulfilling the changing needs and demands of the customers in the hospitality industry (Sheth et al., 2023).
The customer-centric approach increases productivity: Customer-centric approach followed by the Accor Group of Hotels has helped the business organisation increase the productivity of its employees by providing them with all the training and development opportunities they need to cater to the services to fulfil the demands of the customers in the hospitality industry.
The customer-centric approach reduce the operational cost of the business organisation: by following the customer-centric approach business organisations like the Accor Group of hotels can reduce the overall cost of their business operations by providing customers with personalised services according to their taste and preferences which reduces unnecessary wastage of time and other essential resources reducing the overall cost of business operations for the Accor Group of Hotels (Sheth et al., 2023).
A customer-centric approach helps the Accor Group of Hotels to engage and retain customers: in the hospitality industry customers spend most of their time and money in the hotels that provide them with meaningful services, the Accor Group of Hotels focus on collecting feedback from the customers using a customer-centric approach to make them feel heard and valued spending money on the hospitality service-providers like the Accor Group of Hotels. 
[bookmark: _Toc150357843]How does the Accor Group of Hotels manage the customer-centric approach
The Accor Group of Hotels maintains their customer-centric approach by centralising all its initiatives into one single direction, by focusing on a customer-centric approach the Accor Group of Hotels has transformed the old augmented hospitality into a luxury tangible experience for its customers all over its business operations worldwide (Addis, 2020). The Accor Group of Hotels has maintained their customer-centric approach using their mobile app and a new online website where the customers have full accessibility to complete information about the worldwide acquisitions of the Accor Group of Hotels in the palm of their hands.
Through a customer-centric approach, the Accor Group of Hotels has enabled its customers to access all offers available at their brands on one single platform (Addis, 2020). Customer-centric approach also helps the Accor Group of Hotels to simplify acquisition and retention which allows the brand to establish an emotional relationship with its customers better than the old transactional relationship.
With the help of a customer-centric approach, the Accor Group of Hotels has provided its most loyal customers with a new premium status as a reward (Rahimian et al., 2021).
[bookmark: _Toc150357844]Current business performance of the Accor Group of Hotels
The Accor Group of Hotels in the year 2022 earned an annual revenue of €4,224 million which is an 80% increase in the revenue of the company as compared to the year 2021. The Accor Group of Hotels has also improved 89% of its overall hospitality services and 63% of its overall assets and other resources used in the hospitality business. The consolidated revenue of the company has shown a global rise of 15% during the fourth quarter of the year 2022 as compared to the year 2019 (Accor Group of Hotels, 2022).
[bookmark: _Toc150357845]The strategic direction of the Accor Group of Hotels
The Accor Group of Hotels has directed its strategic initiatives with a strong dedication to re-design the lifestyle and travel experiences of its future customers. To represent the strong dedication of the Accor Group of Hotels to be part of the lifestyle of future customers and to enhance the premium features of the portfolio of company, the Accor Group of Hotels has launched a new corporate identity. However, the name of the company remains unchanged but it is improved and more streamlined aimed towards representing the dedication of the company to serve its customers (Accor Group of Hotels, 2023). 


[bookmark: _Toc150357846]Conclusion
In conclusion, the Accor Group of Hotels is a well-known company established in the hospitality industry and headquartered in Tour Sequena France. The Accor Group of Hotels since its establishment has provided its customers with a wide range of hospitality services like resorts, other vocational properties and franchise hotels. The primary aim of the following reports is to provide a detailed analysis of the relationship between the organisational culture, structure and performance of the business organisation with the analysis of a case study of the Accor Group of Hotels.
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