Hotel Organisational Audit

Andreea Elena Codarcea
2109198


Management & Organizational Behaviour
BMIH5004

Julia Ault
j.ault@uwtsd.ac.uk











Table of contents :
Introduction to the topic
Theoretical part
Hilton Hotel Group’s background
Hilton’s organisational structure
Company’s culture and objectives
Change initiatives 
Hilton’s strategic direction
Company’s current performance
Conclusions

















[bookmark: _GoBack]   The main goal of the following assignment is to create an audit report which will focus it’s attention on the most important components of Hilton Hotel Group. The report will analyse important factors which will have a major impact on the hotel performance. Firstly, the report will present Hilton’s organizational structure as long with company’s culture and objectives. On the second part, the report will highlight the brand’s recent approaches regarding change initiatives which were implemented through the company as well as the management process. On the third part of the report will be discussed Hilton’s strategic directions followed by company’s current performance.
   Hilton brand was created by Conrad Nicholson Hilton who became so popular because of his success that other people often associate his name with the word “hotel”. This well-known brand was created over 90 years ago and is still maintaining to bring such an incredible economy contribution all over the world. ( The Conrad N. Hilton Foundation 2009 )
   The brand succeed in creating 18 brands which are based in 119 countries, owning over 6.500 hotels and resorts globally. ( Hilton 2021 )
   Hospitality costumers’ are becoming more and more sophisticated and they need services to be adapted to their needs. In today’s society, hotel guests are being more aware of the meaning of good service which they can get, no matter the place they travel. That is the main reason why companies try to adopt efficient strategies in order to leave a good impression and also to keep their costumers loyal. Every hotel’s organizational structure is meant to find and implement suitable strategies to make sure it will provide higher levels of service quality. (Chacko, Harsha 1998)
   Hilton is defining itself as having a divisional organizational structure. In this case, the company divide it’s employees taking into consideration it’s products or market unlike their job roles through the company. The brand will have to manage functional and as well geographical divisions into three main groups : 
· Ownership – being represented by all the hotels and accommodations which are owned directly by the brand . At present, Hilton brand is owned by Hilton Worldwide Holdings Inc which represent a trading company. This brand is operating over 6.200 properties based in 118 countries on the globe. (Hotel F&B Magazine)
· Management and franchising – for those accommodations or properties which are franchised to other people. All these accommodations should function following a licensing agreement with Hilton Worldwide Holdings Inc. These properties have to accede Hiltons’ company standards and guidelines for a good functioning. (Hotel F&B Magazine)
· Timeshare – it is represented by a program which will help the customers to enjoy all the benefits from owning a vacation home, but without having to concern about any other responsibility which can be usually found in a traditional home. This program has over 500.000 members around the globe. They get the chance to enjoy privacy in their chosen accommodation for limited periods of time. ( Hilton Grand Vacantions )
(Company Management)
(Gollan 2018)
   The culture of each hotel will determine sooner or later it’s success rate. All the companies would like to have motivated and engaged employees who will help them become more productive and effective as well. Creating a positive culture is a long process and is also associated with matching company’s culture with it’s goals. Culture in a company is determined by it’s leadership who will implement the best strategies in order to do so. Once the employees will have trust in the company, they will do their best to be engaged and get their costumers’ satisfaction. (Clarinval 2021)
   At Hilton can be met employees who have different backgrounds generations from boomers to generation Z. In this way the company should understand their employees along with their desires and cultural backgrounds. Hilton is aspiring to become “the most hospitable company in the world” and the way it treat it’s employees is vital in this process. It has been implemented the concept of “people serving people” which is Hilton’s motto regarding the culture within the organization. (Lambrano 2020)
   Hilton was called “100 Best Place to Work” and “100 Best Workplace for Millenials” along the years. The company has implemented four different aspects in order to be so successful. It developed it’s work culture by integrating work experience which is met every day through the company with company’s goals and visions. The company also do it’s recruitment based on values. Another aspect is to involve all five generations into company’s mission and vision which is transmitted from one to another. The last aspect was to implement leadership strategies that must be effective for the company. (Gay 2016)
   The company goal is to treat it’s employee the way it expect them to treat the costumers. Hilton demonstrates that hospitality will “make the world a better place”. Hilton has created suitable solutions in order to help it’s employees enjoy the same things as the costumers. (Bova 2020)
   For a good productivity in every institution, management team should show appreciation for the staff as well as ensuring they would feel safe and comfortable at their jobs. Managers have to find the best approaches to ensure that their diversified workplace will help their employees to create an authentic connection with the brand and as well to increase the company’s organizational performance. (El-Amin 2022)
Pandemic played a major role in order for Hilton to implement new change initiatives through the company. During this time when most of the holidays have been cancelled, hospitality sector suffered the biggest economic decline from all the other sectors. Public health restrictions made travelling almost impossible by that time. However, Hilton proved it can reinvent itself in twelve months, being able to deliver the best services for it’s customers. The company has adopted social distancing and contactless guest journeys in order to make their guests feel safe. Regarding cleanliness, Hilton’s costumers get the chance to chose the cleaning services they can get and also the room materials which will be used during their stay. Hilton also offered to it’s loyal costumers “flexible benefits, special offers and elevated experiences”. (Corporate News 2021)
   Hilton is following current trends which are met on the hospitality sector and aspire to become Net Zero in the near future. The brand has implemented several systems through the company in order to fight against climate change and also to reduce it’s environmental footprint based on their programs like Watts Water and Waist. (Environmental Impact)
   Covid19 has changed the way costumers think about travelling nowadays. Hilton took into consideration that their customers needs and interest have changed as well during this difficult time, and has adopted new methods to fulfil their desires. Because of that, the brand made changes for categories such as : “fitness, spa, food and beverage, sustainability, design, amenities and loyalty”. (News releases 2021)
   Sustainability plays a major role in company’s development. Hilton aims to maintain and preserve all the destinations where the brand operates all around the globe. It developed suitable plans in order to build a sustainable environment and also to contribute to a better future. Hilton’s costumers showed their concern regarding sustainability and the brand adopted several methods in order to fight against climate change. Hilton is also working in partnership with World Wildlife Fund and Clean the World in order to ensure a better place for it’s employees and as well for the costumers. (Sleiffer 2022)
   Hilton has implemented a new concept for it’s costumers called “Spark by Hilton”. This concept aim to offer “premium economy space” for it’s costumers and in this way the brand is providing a more affordable option. A recent study has found that over 77% of Hilton’s costumers will chose economy-standard accommodations for their holiday. This new concept will be implemented later this year, starting with locations from United States, operating on different geographical places. (Qubein 2023)
   In today’s society, organizations need to implement clear strategies which allows them to compete on the market and as well to increase their chances to win. Managers have to adopt clear strategies in order to have an advantage against their competitors. Implementing the best strategies will help the organization to achieve it’s goals. (Chi 2023)
   Hilton achieved a great success after Covid19. The brand has opened over 355 hotels in 2022 with a total of 58.200 rooms added in it’s portfolio. This allow Hilton to serve more guests and to be more involved in the hospitality sector across the globe. (Nicholls 2023)
   Hilton has also revealed the locations where the brand will extend it’s portfolio in 2023. Most of them are located closely to “the world most beautiful beaches, UNESCO World Heritage and Wonders of the World”. (Rokou 2022)
   Hilton’s development is one of the main pylon which indicates how successful the brand has become over the years. Because the brand is creating long-term relationships in hospitality sectors, many hotel owners would like to associate their name with Hilton brand. (Birch 2022)
   It is easy for the brand to expect an expansion on it’s revenue due to the fact that it is developing by adding new hotels in it’s portfolio or just by improving the sales on current hotels through higher occupancy rates. The brand is focusing on creating good advertising and marketing campaigns at the moment.  Because Hilton is franchising so many hotels, it doesn’t has to worry about investing in new properties because they will access the revenue coming from franchises. (Sanchez 2019)
   Hilton has launched their vision about how the brand is going to look in 2119. Managers have combined artificial intelligence and sustainability fabrics which are meant to suit costumer’s needs and to improve their experience through the hotel. The brand has opened “Hilton Innovation Gallery” which present products and services which will soon be implemented through all the hotels. Five Feet to Fitness is also a program which aim to fulfil costumer’s needs regarding their fitness routine. The brand main areas of development for the next 100 years are consisted of “sustainability, innovation, design, human relations, and nutrition”. The brand expect it’s hotels to fulfil it’s costumers desires by implementing personalized packages based on their needs. (Digital Travel 2023)
In conclusion, Hilton Hotel Group can be classified as a tough opponent on the market. The brand is willing to redefine sustainable tourism in 2023. It is planning to open 100 new locations in the next five years on Europe. Hilton is focusing on expanding it’s properties, customising it’s brands and maintaining the well-known reputation for hospitality and quality service. Company’s main goal is to deliver the best experiences for the costumers and as well for it’s employees. 
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