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Executive Summary 
Organisational structure, culture, recent change initiatives and strategic direction of Hyatt Hotels Corporation are examined in this report to improve its competitive position in the global hospitality industry focus. Its customer-centric approach and operational flexibility depend on Hyatt’s multi-divisional structure and strong clan culture, yet there are challenges in attaining similar consistency across different regions. With the efforts of recent initiatives, such as sustainability and digital innovations, modern customer and environmental demands have been responded to and positively influenced by tourist satisfaction and operational efficiency. Strategic direction analysis shows that Hyatt’s approach mainly lies in developing sustainable growth, digital transformation and opening up new markets. To further solidify its position in the industry, Hyatt should look into enhancing its sustainability practices and using AI-powered personalisation in its app.
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[bookmark: _Toc181287634]Introduction 
Hyatt Hotels Corporation was founded in 1957 and is one of the most reputable hotel chains in the United States of America based in Chicago Illinois. Hyatt has a global reputation for providing quality and opulent services that emanate from a wide array of brands such as Park Hyatt, Grand Hyatt, Andaz and Hyatt Regency (Hyatt, 2024). It proves that Hyatt is able to occupy a significant area of the market by offering its guests diverse and many diverse brands, starting with the business and ending with the budget tourists. The corporation currently operates and franchises properties on six continents mainly in the luxury, business and extended-stay markets (Gomes, 2023).
Hyatt Hotels Corporation has a significant market share worldwide hospitality industry, and according to the financial record, the company earns a good amount of revenue by holding a network of over 1000 hotels (Blayney and Blotnicky, 2024). Hyatt continues to hold a decent market position compared with its rivals such as Marriott International, Hilton Worldwide and InterContinental Hotels Group (Gomes, 2023). 
This report aims to analyse Hyatt Hotels Corporation's organisational structure, culture, recent change initiatives, and strategic direction. By examining these aspects, the report will provide insights and recommendations to enhance Hyatt’s competitive position and long-term sustainability within the global hospitality industry.


[bookmark: _Toc181287635]Organisational Structure, Culture, and Goals of Hyatt Hotels Corporation
[bookmark: _Toc181287636]Organisational Structure of Hyatt Hotels Corporation 
[image: Multi-Divisional Structure PowerPoint Presentation Slides - PPT Template]Hyatt Hotels Corporation is an M-form structure, multi-divisional organisational structure that is usually seen in large, international organisations with service-oriented business. Hyatt's divisions are largely driven along geographic (i.e. Americas, Asia-Pacific, EMEA) and brands (e.g. Park Hyatt, Andaz), permitting both greater autonomy and flexibility across geographically and market-diverse regions (Gomes, 2023). This structure allows Hyatt to be responsive to regional customer needs and preferences while maintaining a consistent brand experience. Additionally, dividing responsibilities for management allows divisions within Hyatt to focus on particular operational problems and be able to respond more rapidly to local market dynamics and increase customer satisfaction. While decentralisation is itself an opportunity, there are potential hurdles in the form of inconsistent coding standards between regions that may need robust oversight to guarantee Hyatt’s luxury status in its global portfolio (Gupte and Aslam, 2022). Figure 1: M-Form Organisational Structure 
Source: (Arnold, 2020)

Hyatt’s multi-divisional structure supports operational flexibility and regional specialisation, aligning with Chandler’s Structure Follows Strategy theory that structure follows strategy. By dividing operations into regions and brands, Hyatt can adapt strategies to local markets while maintaining global standards, enhancing responsiveness and efficiency across diverse locations and customer segments (Gorzelany, 2020). 


[bookmark: _Toc181287637]Corporate Culture of Hyatt Hotels Corporation and its Influence on Operations 
[image: Handy's 4 classes of culture - A-Z of business terminology - YouTube] Hyatt's corporate culture helps it unite disparate operational teams and sustain its brand identity. According to Schein's degrees of culture, Hyatt's luxurious interior design, standardised service norms, and technologically enhanced amenities create a cohesive brand experience for customers. Hyatt's customer service concept emphasises empathy and “to care for people so that people can be their best” underneath these items (Yampolska, 2023). Hyatt's core cultural belief is that outstanding hospitality is necessary for customer pleasure and brand loyalty. This culture ensures that every level of business follows these norms to motivate employees and service centres to provide good service. Hyatt creates a nurturing working environment through a clan culture, which emphasises teamwork, collaboration, and relationships, which according to Handy’s model can lead to higher employee satisfaction and, therefore, customer loyalty (Alatsas, 2020). In its clan culture using Handy’s model, Hyatt primarily emphasises task orientation by fostering teamwork and flexibility to enhance service delivery. Role elements ensure adherence to brand standards, while person-centred approaches support individual employee development, enriching customer experiences (Holder, 2022). Figure 2: Handy's Model of Organisational Culture 
Source: (Armstrong, 2012)

However, promoting a robust clan culture within a huge, global organisation such as Hyatt comes with drawbacks. Interpersonal relationships as well as a supportive environment will motivate employees, but the maintenance of these values across geographically dispersed units will result in variations in cultures’ connotations and execution (Mullins, 2019). For example, the highly relational nature of a clan culture could be problematic in regions so different culturally or economically. Furthermore, there could be a desperate need to cultivate an environment of collaboration while limiting the independence of employees which can affect the performance of individuals, depending on how independent a role is (Tsen et al., 2021). 
[bookmark: _Toc181287638]Corporate and individual unit Organisational Goals at Hyatt Hotels Corporation 
Thus, Hyatt’s organisational goals are both corporate growth and yet individual unit performance goals. Hyatt has long-term expansion in mind at the corporate level, wanting to increase its global footprint and improve shareholder value. A strategy of asset-light expansion, through management contracts and franchises, not ownership of properties, has helped Hyatt to expand more effectively (Mullins and Dosser, 2013). Individual hotels and even regional divisions are typically given the task of achieving goals such as improving guest satisfaction scores, increasing operational efficiency and meeting revenue targets, at a unit level. With this dual focus, Hyatt’s overall goals of generating profits and growth are coordinated with operating units that are dedicated to meeting specific, measurable results within their particular settings (Giousmpasoglou and Marinakou, 2024).
By integrating corporate goals with unit objectives, Hyatt creates a synergistic approach to growth that guarantees a cohesive but adaptable approach to individual unit autonomy. Mintzberg’s strategic perspectives are supported by this alignment (Mullins, 2023). Hyatt’s strategy is not only a detailed plan but a strategic perspective that influences how the brand is perceived and positioned in the marketplace. While the corporation has transformed, the challenge is to keep its special culture and structure in pace with the competitive landscape of global hospitality (Boddy, 2017). 

[bookmark: _Toc181287639]Recent Change Initiatives 
[bookmark: _Toc181287640][bookmark: _Hlk181234135]Hyatt Hotels Corporation’s recent change initiatives and their impacts on Hyatt Hotels Corporation 
Recently, Hyatt Hotels Corporation has embarked on a series of change initiatives to meet evolving industry needs and global changes, with a focus on sustainability, technology innovation and employee well-being. These efforts support Hyatt’s long-term aim of improving the customer experience, increasing operations efficiency and meeting stakeholders’ increasing demand for more responsible business practices (El-Said et al., 2024). 
Hyatt has been working doubly hard on its intensified focus on sustainability. In a global commitment, Hyatt announced that it planned to slash greenhouse gas emissions to 27.5% lower across operations globally by 2030 (Investor-News, 2023). Some of these ambitious goals include reducing food waste, conserving water, and relying on renewable energy. As reported by a 2022 McKinsey & Company report, 70% of travellers prefer eco-friendly accommodations, the initiative also follows a trend of answering to growing customer expectations for sustainable practices within the hospitality sector (Doshi et al., 2023). Hyatt has adapted its operational policies to fit these sustainable values, according to Dobson's model of cultural change, it perceives how waste reduction and energy saving within the hotel units may be better incentivised (Fletcher et al., 2023).
[bookmark: _Toc181287641]Multifaceted sustainability efforts have been made by Hyatt Hotels Corporation. In 2023, Hyatt reduced North American emissions by 15% (Business Wire, 2023). Financial effects vary. The immediate implementation costs, such as retrofitting homes with energy-efficient technology, may lead to long-term utility savings and brand loyalty. Cummings, Worley, and Donovan (2020) stressed that successful transformation must benefit employees and consumers, and Hyatt's sustainability efforts do so by providing long-term operational savings and environmental advantages.  
Hyatt has also adopted another change initiative, which is to use advanced digital tools to boost the guest experience. Guests can now check-in and access rooms with digital key entry, request services and contact hotel staff using the Hyatt Mobile App, available to them nationally on their Apple and Android mobile devices (Hyatt, 2024). It's no secret that the pandemic both accelerated the demand for contactless solutions in the hospitality industry and partly helped drive this technological change. The need for innovation in guest interactions is underscored by a 2021 Deloitte report which found that nearly 60% of travellers prefer contactless service options as a result of COVID-19 (Deloitte, 2021). Hyatt’s goal with this app is to reduce customer wait times and provide personalised guest services.
It has helped Hyatt's customer experience measurements adapt to digital solutions. App users scored 20% higher than traditional service channels in visitor satisfaction in 2022 (Kickham, 2022). The organisation struggled to overcome employee resistance to new systems throughout the digital transformation. According to Lewin's three-step model (unfreeze, change, refreeze), well-prepared and equipped personnel make change management activities successful (Walker, 2022). To address this, Hyatt provided substantial training to give staff the skills and confidence to learn new technologies and start a ‘refreezing’ phase to entrench the improvements.
How well these changes were managed at Hyatt Hotels Corporation 
However, in most cases, Hyatt’s change initiatives have been well managed. For example, achieving the high ambitions of the sustainability goal is based on continuous monitoring and stringent observance of energy-efficient actions and overall properties. Some locations, especially those distant from renewable energy infrastructure, will find it harder to meet these targets. Additionally, while digital innovations have made the service more efficient, some customers still prefer traditional interactions, indicating the need to use both the technology and personally (Min, 2024).
Moreover, Hyatt has implemented changes in sustainability and digital innovation, which has affected operations and customer service. Sustainable practices like renewable energy consumption have reduced costs and built brand loyalty. Digitisation like AI-driven customisation increased visitor experience and customer engagement. Schedules and support teams including regional sustainability officers and the digital innovation team helped manage these adjustments. This organised strategy helped Hyatt establishments move smoothly and positively (Priya et al., 2023). 

Finally, the company’s strategic adaptation to the challenges of market demands and the global scene is verified by recent changes initiated by Hyatt in sustainability and technology. While changes have had positive impacts on brand reputation, customer satisfaction and operational efficiency, continued commitment and effective change management are very important to achieve sustained success. These show Hyatt’s willingness to innovate and its ability to grow while keeping its core values (Demianenko, 2022). 
[bookmark: _Toc181287642]Strategic Direction 
[image: The 5 P's for strategy by Mintzberg, explained | Guide with examples —  BiteSize Learning]Hyatt Hotels Corporation is directing its strategic direction towards global expansion; sustainability; and enhancing customer experience through innovation. Expanding brand portfolio and achieving responsible growth have been stability for the Hyatt to position itself as a leader in premium hospitality. Simply increasing its footprint in emerging markets and expanding asset-light models (e.g. Management and franchise contracts), but also improving the customer experience by working towards personalised, technology-driven solutions are key strategic objectives (Demianenko, 2022). As Hyatt’s strategy operates as a position for its distinct one in the luxury segment and a pattern for its constant concentration on tourist-centric innovation, these strategies fit with Mintzberg’s 5 P’s strategy (Foss et al., 2022). Hyatt’s strategic direction employs Mintzberg's 5 P’s by establishing a plan for sustainable growth, utilizing ploys like unique loyalty programs to outpace competitors, following a pattern of customer-centred innovation, positioning itself as a premium brand, and fostering a perspective focused on luxury, sustainability, and service excellence (Luitren, 2020). Figure 3: Mintzberg’s 5 P’s Strategy 
Source: (Rollinson, 2008)

To meet these goals, Hyatt has added recent acquisitions like Apple Leisure Group in 2021 to its brand portfolio and into a high-demand resort and all-inclusive market. The acquisition fits with the company’s quest to cash in on expanding verticals and increase its footprint in markets with prominent leisure appeal (Vinod, 2022). Furthermore, Hyatt’s asset-light model, means that it has been able to improve revenue while minimising operational complexity and cost of ownership, giving them an opportunity for continued revenue growth (Ji et al., 2024).
Hyatt’s technology spending, everything from the Hyatt Mobile App down to Hyatt hotels’ apps, is on the front end of Hyatt’s strategic focus, given the emphasis that travellers (of every generation) put on convenience and customisation. Digital tools have helped improve guest satisfaction by 20%, according to 2023 internal data, and are helping the company realise its goal of providing a seamless customer experience (Walters, 2023). When considered together, these strategies provide the flexibility for Hyatt to pursue its long-term goals of growth, customer satisfaction and operational efficiency within an ever-changing hospitality landscape. 


[bookmark: _Toc181287643]Conclusion 
Hyatt Hotels Corporation’s strategic initiatives in sustainability, digitisation and global expansion capital its growth and customer satisfaction. Hyatt will further capitalise on these areas to further position itself more competitively in the hospitality industry. Improvements that are recommended will aid Hyatt in achieving its goals by improving operational efficiency, sustainability and personalisation to meet changing market demands. 


[bookmark: _Toc181287644]Recommendations 
Align Sustainability and Digital Innovation: Hyatt Hotels Corporation should improve its efforts to align its sustainability and digital innovation offerings to strengthen its industry position (Demianenko, 2022). 
Expand Renewable Energy Use: Hyatt Hotels Corporation could expand the use of renewable energy in properties, particularly in locations where sustainable tourism is a competitive advantage like Europe and Asia. Implementing this over five years, with the oversight of regional sustainability officers, would lead to savings in operational costs and, similar to best practices seen in Marriott’s and Hilton’s sustainability efforts (Legrand et al., 2022). 
AI-Driven Personalisation in Mobile App: Hyatt Hotels Corporation might use AI to personalise its mobile app with real-time recommendations and bespoke guest experiences like Accor. This might be deployed in flagship sites within two years by the digital innovation team, cementing Hyatt Hotels Corporation's luxury and personification brand in a digital world (Snäll, 2023).  



[bookmark: _Toc181287645]References 
Alatsas, P. (2020) Symbiosis in Hospitality Management: The Five Keys. Austin Macauley Publishers. 
Armstrong, M. (2012) Armstrong’s Handbook of Management and Leadership (3rd Ed), London: Kogan Page. 
Arnold, J. (2020) Work Psychology (7th edition) Harlow: Pearson Education Limited. 
Blayney, C. and Blotnicky, K. (2024) ‘Women’s representation in the hotel industry: An update five and ten years later’, Journal of Human Resources in Hospitality & Tourism, pp.1-21. 
Boddy, D. (2017) Management: An Introduction (7th Ed), Harlow, Pearson 
Business Wire (2023) Hyatt shares environmental and Social Impact Reporting, eclipses critical DE&I goals and sustains momentum with key 2023 initiatives, Business Wire. Available at: https://www.businesswire.com/news/home/20230802223969/en/Hyatt-Shares-Environmental-and-Social-Impact-Reporting-Eclipses-Critical-DEI-Goals-and-Sustains-Momentum-with-Key-2023-Initiatives (Accessed: 31 October 2024). 
Cummings, T.G., Worley, C.G. and Donovan, P. (2020) Organization development and change. Andover: Cengage Learning. 
Deloitte (2021) Cautious holiday shoppers prefer contactless options - WSJ. Available at: https://deloitte.wsj.com:443/articles/cautious-holiday-shoppers-prefer-contactless-options-01605124935 (Accessed: 30 October 2024). 
Demianenko, A. (2022) Improvement of Corporative Sustainability Development Strategy (on the basis of Internship Report at Hyatt Regency Kyiv) (Doctoral dissertation). 
Doshi, V., Noble, S. and Malik, A. (2023) Consumers care about sustainability-and back it up with their wallets, McKinsey & Company. Available at: https://www.mckinsey.com/industries/consumer-packaged-goods/our-insights/consumers-care-about-sustainability-and-back-it-up-with-their-wallets (Accessed: 31 October 2024). 
El-Said, O.A., Elhoushy, S., Smith, M. and Youssif, M. (2024) ‘Crisis-driven innovation in hospitality: How do international hotel chains innovate to recover from a global crisis?’, International Journal of Hospitality Management, 120, p.103758. 
Fletcher, R.A., Long, R.E. and Schumann, W. eds. (2023) Engaging Appalachia: A Guidebook for Building Capacity and Sustainability. University Press of Kentucky. 
Foss, N.J., McCaffrey, M.C. and Dorobat, C.E. (2022) ‘“When Henry Met Fritz”: Rules As Organizational Frameworks For Emergent Strategy Process’, Journal of Management Inquiry, 31(2), pp.135-149. 
Giousmpasoglou, C. and Marinakou, E. (2024) The Contemporary Hotel Industry: A People Management Perspective. Springer Nature. 
Gomes, M.V.M. (2023) Hyatt Hotels Corporation Equity Research-Implications of the New Industry Outlook (Master's thesis, Universidade NOVA de Lisboa (Portugal)). 
Gorzelany, J. (2020) ‘Integration of structure, culture and strategy in designing a management system’, Zeszyty Naukowe. Organizacja i Zarządzanie/Politechnika Śląska, (144), pp.115-124.
Gupte, J. and Aslam, S. (2022) ‘Decentralised Cooperation and Local Government: Addressing Contemporary Global Challenges.’ 
Holder, T. (2022) Exploring staff perspectives of teacher-student relationships in an Alternative Provision, using focus groups guided by Appreciative Inquiry principles (Doctoral dissertation, University of Sheffield). 
Hyatt (2024a) Hotel reservations | book hotel rooms online - hyatt hotels and Resorts. Available at: https://www.hyatt.com/ (Accessed: 30 October 2024). 
Hyatt (2024b) World of Hyatt mobile app. Available at: https://world.hyatt.com/content/gp/en/rewards/mobile.html (Accessed: 30 October 2024). 
Investor-News (2023) Hyatt Hotels Corporation - Hyatt shares environmental and Social Impact Reporting, eclipses critical DE&I goals and sustains momentum with key 2023 initiatives. Available at: https://investors.hyatt.com/news/investor-news/news-details/2023/Hyatt-Shares-Environmental-and-Social-Impact-Reporting-Eclipses-Critical-DEI-Goals-and-Sustains-Momentum-with-Key-2023-Initiatives-08-02-2023/default.aspx (Accessed: 30 October 2024). 
Ji, K.M., Wang, J., Boccardo, L., Brown, H., Wong, I.A. and Wu, J. (2024) ‘Interactive effects of financial leverage with asset-light strategies: The agency theory perspective’, International Journal of Hospitality Management, 116, p.103619. 
Kickham, D. (2022) How hyatt embraces 2023’s trend of guest health and well-being, Forbes. Available at: https://www.forbes.com/sites/debbikickham/2022/12/28/how-hyatt-embraces-2023s-trend-of-guest-health-and-well-being/ (Accessed: 31 October 2024). 
Legrand, W., Chen, J.S. and Laeis, G.C. (2022) Sustainability in the hospitality industry: Principles of sustainable operations. Routledge. 
Luiten, S.C. (2020) ‘Corporate social responsibility and consumerism: case examples from Hyatt, Scandic and Walt Disney’, Worldwide Hospitality and Tourism Themes, 12(5), pp.547-562. 
Min, Y. (2024) ‘Sustianable Practices in Luxury Hotels: Case Study of Four Seasons Hotels and Resorts.’ 
Mullins, L (2019) Organisational Behaviour in the Workplace (12th edition) Harlow:Pearson 
Mullins, L and Dosser, P. (2013) Hospitality Management and Organisational Behaviour (5th Ed) Harlow, Pearson. 
Mullins, L. (2023) Management and Organisational Behaviour (13th edition) Harlow: Pearson 
Priya, N., Satpathy, I., Patnaik, B.C.M. and Thaichon, P. (2023) ‘Transforming Workplace Wellness in the Next-Generation Hospitality Industry by Leveraging Transformational Digital Technologies and Tools’, Technology and Luxury Hospitality (pp. 295-313). Routledge.
Rollinson, D. (2008) Organisational behaviour and analysis: An integrated approach. Pearson Education. 
Snäll, A. (2023) ‘How Artificial Intelligence (AI) Can be Utilized for the Competitive Advantage of an International Luxury Hotel?’ 
Tsen, M.K., Gu, M., Tan, C.M. and Goh, S.K. (2021) ‘Effect of flexible work arrangements on turnover intention: does job independence matter?’, International Journal of Sociology, 51(6), pp.451-472. 
Vinod, B. (2022) ‘Introduction to Hotel Revenue Management’, Revenue Management in the Lodging Industry: Origins to the Last Frontier (pp. 1-50). Cham: Springer International Publishing. 
Walker, C.C. (2022) Teacher Readiness and Principal Support During Implementation Phase of Pedagogical Change. Charleston Southern University. 
Walters, J. (2023) Hyatt Leads Hotel Apps for guest satisfaction: J.D. Power, Hotel Dive. Available at: https://www.hoteldive.com/news/hotel-apps-guest-satisfaction-jd-power/697157/ (Accessed: 31 October 2024). 
Yampolska, O. (2023) Specifics of organizational culture in multinational corporation (based on Radisson Hotel Group case) (Doctoral dissertation, Private Higher Educational Establishment-Institute “Ukrainian-American Concordia University"). 



2

image4.png
Mintzberg’s 5 P’s for Strategy

A powerful strategy may include one or more of these elements.

Patterns

Strategies that
emerge from
existing methods
and replicate
success in new
areas.

[mdn}

BiteSize Learning

Positions

Strategies that
are about being
in the right place,
with the right
people, at the
right time.

Perspective
Strategies that
represent a
unique viewpoint
on the market, or
prediction of
future trends.




image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image2.png
MULTI-DIVISIONAL STRUCTURE

Corporate Headquarter Staff

Senior Vice Senior Vice

Senior Vice Senior Vice

Corporate e e President President
Managers pesicen: T ee Materials Research &
Marketing Finance
Management Development
Divisional
Managers

peel TTT LTI TTT]TTT

————— e ————— — —
Support Functions Support Functions Support Functions Support Functions




image3.jpeg
Handy’s 4 Classes of Culture

Power Role
Power radiates from a few People clearly delegated
Individuals authorities

Found in entrepreneurial
organisations
Few rules/ litle bureaucracy
Decision making swift

Highly defined structure role
Typically tall detailed
organisafional structure
Decision making slow

Person

People belief themselves
Superior to the Organisation
Common in firms of
professionals
Success depends on
retaining key personnel





