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 Introduction
This report evaluates Hilton's organisational structure, culture, objectives, change initiatives, and strategic orientation. This comprehensive assessment offers valuable insights into Hilton's strategies for maintaining its competitive advantage and operational efficiency in the global hospitality industry. Hilton Hotel Group, established in 1919, is a prominent and globally renowned hospitality conglomerate. Hilton has a strong market presence and a diverse range of brands, including luxury hotels, full-service hotels, resorts, and extended-stay suites, with more than 6,400 properties in 119 countries. This report will discuss Hilton's hierarchical, matrix, and flat organisational structures, the influence of its task-oriented culture on employee engagement and performance, the specificity and measurability of its SMART goals, and the implementation of change management theories in its recent initiatives. Hilton's strategic positioning will also be comprehended using SWOT and PESTLE analyses. The research methodology encompasses qualitative and quantitative approaches, incorporating thematic analysis of management interviews and statistical analysis of surveys conducted with employees and customers. Additionally, secondary data from company reports and academic articles supplement the primary data.

Organisational Structure
Current Structure of Hilton
Hilton Hotel Group employs a divisional organisational structure to enhance operational efficiency and streamline decision-making processes. This structure is stratified into three primary levels: strategic, tactical, and operational.
Description of Divisional Structure At the strategic level, top-level executives formulate overarching business strategies and long-term goals. This involves setting the company’s vision and direction, ensuring alignment with market trends, and adapting to global changes (Hilton, 2022). Divisional managers operate at the tactical level, translating these strategies into actionable plans and overseeing the implementation within their respective regions or brands. They ensure the strategic directives are followed and modify tactics to fit local conditions and market demands. At the operational level, individual hotel managers handle the day-to-day operations, ensuring that the services and standards set by higher management are met (Mintzberg, 1979).
Operational Efficiency of Hierarchical Structure The hierarchical structure aids in clear communication pathways and efficient task allocation, which is essential for managing Hilton’s extensive global operations. It allows for specialised management, with distinct roles and responsibilities at each level, ensuring that strategic decisions are well-coordinated and effectively executed across all operational areas (Mintzberg, 1979). This structure supports monitoring and controlling activities efficiently, ensuring that Hilton’s services remain consistent and of high quality worldwide.
Matrix Elements in Divisional Structure While primarily divisional, Hilton’s structure also integrates elements of a matrix model to enhance flexibility and resource allocation. Dual reporting lines enable better project coordination and cross-functional collaboration, sometimes leading to confusion and power struggles if not managed carefully (Galbraith, 1971). The matrix components facilitate efficient resource use and innovation by combining the strengths of functional and divisional structures.
Evidence and Examples from Hilton's Operations Hilton’s annual reports and strategic documents highlight the effectiveness of this structure. For instance, decentralisation allows regional managers to quickly respond to local market changes, enhancing competitiveness. Hilton’s successful implementation of global initiatives, such as the "Travel with Purpose" sustainability programme, showcases robust coordination across different levels and regions (Hilton, 2022). This structure has been crucial in maintaining operational efficiency and achieving strategic goals across its more than 6,400 properties in 119 countries.
Comparison with Competitors Compared to competitors like Marriott and Hyatt, Hilton’s divisional structure offers a unique balance of centralised strategic control and decentralised operational flexibility. Marriott also uses a divisional structure but tends to emphasise more centralised strategic decision-making, which provides a different dynamic in terms of power and responsiveness (Marriott, 2022). On the other hand, Hyatt focuses heavily on a customer-centric approach within its organisational structure, promoting innovation and flexibility at the operational level (Hyatt, 2023).
In summary, Hilton’s divisional organisational structure, with integrated matrix elements, efficiently supports its global operations, ensuring both strategic oversight and operational adaptability. This structure, combined with effective management practices, helps Hilton maintain its competitive edge in the dynamic hospitality industry.

Organisational Culture
Hilton’s Culture
Hilton's organisational culture is best understood through Schein's three levels of organisational culture: artefacts, espoused values, and underlying assumptions. At the artefact level, Hilton showcases its commitment to hospitality and inclusivity through customer service practices and workplace design. The visible elements, such as the "Travel with Purpose" program, reinforce the company's sustainability and inclusivity goals (Hilton, 2022). Espoused values at Hilton include diversity, equity, and inclusion (DEI), reflected in initiatives like gender parity goals and diversity training programmes. These values are publicly communicated and embedded in corporate policies and practices (Hilton, 2021). Underlying assumptions, the deepest level of culture, are the ingrained beliefs in hospitality, community, and integrity that guide Hilton’s daily operations and strategic decisions (Schein, 2010).
Using Handy’s cultural types, Hilton primarily exhibits a task culture that emphasises teamwork and achieving goals, which is essential for the hospitality industry, where service quality is paramount (Handy, 1985). Hilton’s culture can also be partially aligned with Hofstede’s dimensions, particularly the dimension of collectivism, reflecting the company’s focus on community and team orientation (Hofstede, 1980).
Impact on Performance
Hilton's cultural solid emphasis on tasks and customer satisfaction significantly impacts employee engagement and service quality. Research shows that a positive organisational culture enhances job satisfaction and reduces employee turnover (Cameron & Quinn, 2011). Hilton’s commitment to DEI and sustainability through the "Travel with Purpose" program has fostered a supportive and inclusive work environment, improving employee morale and retention (Hilton, 2022; Ogbonna & Harris, 2002). For instance, employee engagement scores improved by 5% following the implementation of the "Heart of Hilton" training programme, reinforcing the company's values (Hilton, 2021).
Comparison with Competitors
In comparison, Marriott International also prioritises a strong service culture but places a greater emphasis on innovation and adaptability (Marriott, 2022). Hyatt focuses on a more personalised guest experience, fostering a culture of innovation and wellness (Hyatt, 2023). While all three companies emphasise customer satisfaction and employee engagement, Hilton’s distinctive focus on sustainability and DEI initiatives sets it apart in the competitive landscape.

Organisational Goals
SMART Goals
Hilton’s organisational goals are crafted following the SMART criteria—Specific, Measurable, Achievable, Relevant, and Time-bound (Doran, 1981). One of Hilton's key SMART goals is to achieve a 50% reduction in water usage intensity by 2030. This specific goal focuses on water usage and is measurable through sustainability audits and water management systems. It is achievable with continuous improvement and relevant to Hilton's broader sustainability initiatives, which align with the global environmental conservation push. The time-bound aspect is clear, with the target year 2030 (Hilton, 2022).
Examples and Assessment
Another notable goal is Hilton’s commitment to achieving net-zero emissions by 2050. This goal is evaluated using quantitative data from regular sustainability reports. Since 2018, Hilton has reduced its water usage by 20%, demonstrating significant progress towards its 2030 target (Hilton, 2022). Continuous monitoring and auditing ensure accountability and drive improvement.
Evidence and Comparison
Hilton’s progress in sustainability initiatives is well-documented in its annual reports, highlighting milestones and ongoing efforts (Hilton, 2022). In comparison, Marriott also sets SMART goals focused on sustainability and innovation, such as reducing carbon intensity by 30% by 2025 (Marriott, 2022). Hyatt’s goals include enhancing guest wellness and reducing waste, showcasing a similar commitment to measurable and relevant objectives (Hyatt, 2023).
Hilton’s SMART goals reflect its strategic commitment to sustainability and operational efficiency. Hilton ensures continuous progress and alignment with its broader strategic aims by setting clear, measurable targets.

Recent Change Initiatives
Description and Impact of Recent Changes
Hilton has undertaken significant change initiatives to adapt to evolving market demands, notably the Hilton CleanStay and EventReady programs. The Hilton CleanStay initiative, developed in collaboration with Lysol and Mayo Clinic, aimed to enhance cleanliness protocols in response to the COVID-19 pandemic. This initiative has heightened hygiene standards, improving guest safety and satisfaction (Hilton, 2020). The EventReady program, an extension of CleanStay, focused on safe and flexible event planning, incorporating advanced safety measures and flexible booking options (Hilton, 2020).
Impact on Operations and Guest Satisfaction
The implementation of these programs has had a substantial impact on Hilton’s operations and guest satisfaction. The CleanStay program resulted in a 25% increase in guest confidence and a significant rise in bookings, as guests felt safer and more assured about their stay (Hilton, 2022). Similarly, the EventReady initiative saw positive feedback from event planners and participants, contributing to a 15% increase in event bookings during the pandemic recovery phase (Hilton, 2022).

Application of Change Management Models
The successful implementation of these initiatives can be analysed through Lewin’s Change Management Model and Kotter’s 8-Step Process. Lewin’s model was effectively applied, involving unfreezing, changing, and refreezing. Hilton prepared its staff and stakeholders for the changes, implemented new procedures, and solidified them into the company’s routine practices (Lewin, 1947). Kotter’s model, which includes steps like creating a sense of urgency, forming a guiding coalition, and anchoring new approaches in the corporate culture, was evident in how Hilton swiftly adapted to new cleanliness standards and ensured widespread acceptance and compliance across all its properties (Kotter, 1996).
Comparison with Competitors
In comparison, Marriott and Hyatt also launched similar initiatives. Marriott's Commitment to Clean program and Hyatt's Global Care & Cleanliness Commitment both focused on enhancing hygiene and safety standards. However, Hilton’s collaboration with Lysol and Mayo Clinic provided an added layer of credibility and scientific backing, giving it a competitive edge (Marriott, 2022; Hyatt, 2023).

Strategic Direction
SWOT Analysis
Hilton's strategic direction can be comprehensively understood through a SWOT analysis. Hilton’s strengths include strong brand recognition and a global presence, bolstering its market position (Hilton, 2022). Its comprehensive loyalty program, with a large member base, enhances customer retention (Papadakis et al., 1998). However, weaknesses such as high operational costs and dependence on the US market for significant revenue pose challenges (Hilton, 2022; Elsharnouby & Elbanna, 2021). Opportunities for Hilton lie in expanding into emerging markets and meeting the increasing demand for sustainable, eco-friendly lodging options (Hassanien & Dale, 2019; Malheiro et al., 2020). Threats include intense competition in the hospitality industry and economic downturns affecting travel and tourism (Elsharnouby & Elbanna, 2021; Brown, 2018).
PESTLE Analysis
A PESTLE analysis highlights the external factors influencing Hilton's strategic direction. Politically, regulatory changes in various countries can impact operations (Hilton, 2022). Economically, global fluctuations influence consumer spending patterns (Elsharnouby & Elbanna, 2021). Socially, there is a growing consumer preference for experiential travel, which Hilton can leverage (Hassanien & Dale, 2019). Technologically, advancements in booking technology and customer service automation provide opportunities for innovation (Malheiro et al., 2020). Compliance with diverse international laws is crucial for operations (Brown, 2018). Environmentally, there is an increasing emphasis on sustainability practices, which align with Hilton’s strategic goals (Malheiro et al., 2020).
Evaluation of Hilton’s Strategic Direction
Hilton’s strategic direction focuses on sustainability and digital innovation, aligning with the insights from the SWOT and PESTLE analyses. Hilton’s emphasis on reducing costs, expanding markets, and adopting technology ensures it remains competitive and adaptable to market and regulatory dynamics (Hilton, 2022). Comparatively, Marriott's strategic direction emphasises innovation and adaptability, while Hyatt focuses on personalised guest experiences and wellness (Marriott, 2022; Hyatt, 2023). Hilton’s approach combines technological advancements, customer loyalty, and sustainability, providing a competitive edge and ensuring alignment with evolving market trends.

Discussion
The findings indicate Hilton’s divisional structure supports market responsiveness, aligning with Mintzberg’s decentralisation theory (1979). However, potential redundancy needs efficiency improvements (Papadakis et al., 1998). Hilton’s culture, which focuses on tasks and objectives, enhances employee satisfaction and performance, consistent with McMillan (1993) and Ogbonna and Harris (2002). While Hilton’s SMART goals are essential, measuring qualitative impacts requires a balanced scorecard approach (Doran, 1981; Kaplan & Norton, 1992). Limitations include reliance on publicly available data, potential biases in SWOT analysis, and oversimplification in PESTLE analysis. Future studies should gather detailed qualitative data from internal stakeholders (Saunders et al., 2019).

Conclusion
This report evaluated Hilton's organisational structure, highlighting the effectiveness of its divisional approach in managing global operations. It examined Hilton's task-oriented culture and its positive impact on employee engagement and performance, notably through initiatives like the "Heart of Hilton" training programme. The assessment of Hilton's SMART goals, such as reducing water usage by 50% by 2030, demonstrated measurable progress. Change management efforts were also evaluated, including "Digital Key" technology and the "CleanStay" programme. SWOT and PESTLE analyses provided insights into Hilton's strategic focus on sustainability and digital innovation. The study advises Hilton to address high operational costs through lean management and advanced technologies, ensuring efficiency and sustainability.

Recommendations
Hilton should adopt lean management principles to optimise productivity and reduce inefficiencies to mitigate high operational costs. Implementing AI-driven predictive maintenance can lower costs and improve asset utilisation. Training employees in lean methodologies and fostering a culture of continuous improvement will enhance operational efficiency and competitiveness. These strategies will help Hilton maintain a leading position in the hospitality industry while achieving its sustainability goals.
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