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[bookmark: _Toc181213067]Executive Summary
Hyatt Hotels Corporation traces its roots back to 1957. It has been expanding its operations, had over 1,300 hotels by 2023, and operates in more than 76 countries on six continents. It has more than 130,000 colleagues in over 70 countries; hence, it serves customers from diverse backgrounds. With a hybrid organisational structure, Hyatt Hotels responds effectively to local changes, while a family-like culture builds teamwork, empathy, and care. However, the culture is ineffective in some contexts because of cultural differences. Additionally, the hotel introduced recent trends that impacted its operations. Advanced property management systems and guest service apps impact how the hotel serves its customers and plans by consolidating data and offering customised services. The organisation relies on global expansion and quality services to achieve long-term goals and objectives. However, the report recommends that Hyatt Hotels Corporation invest more in emerging rural markets and acquire more businesses with diverse income sources to navigate competitive challenges. 
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[bookmark: _Toc181213068]Introduction
Hyatt Hotels Corporation was founded in 1957 after Pritzker acquired the Hyatt House model (United States Securities and Exchange Commission, 2023). By September 30, 2023, the hotel had more than 1,300 active hotels operating in 76 countries on six continents (United States Securities and Exchange Commission, 2023). The hotel's mission is delivering exceptional personalised experience for the guests, while its mission is building a world of understanding and care, considering customers' diverse needs and expectations. Hyatt Hotels Corporation embraces everyone, considering the hotel has over 130,000 colleagues in over 70 countries (United States Securities and Exchange Commission, 2023). Its values include respect, integrity, empathy and humility. These values provide a roadmap to organisational behaviour by shaping employee behaviour. Its business strategy builds sustainable growth and development by delivering exceptional stakeholder value. The company's revenue was $6.667 million in 2023, slightly increasing from $2,620 in 2022 (United States Securities and Exchange Commission, 2023). The total revenue was $1,583 in 2021, as illustrated in Figure 1 (United States Securities and Exchange Commission, 2023). These findings demonstrate that Hyatt Hotels Corporation is recorded positive growth over the years because of its sustainable and growth-based strategy. 
Figure 1
Financial Performance
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Source: United States Securities and Exchange Commission (2023)
The report aims to critically analyse and evaluate Hyatt Hotels Corporation to understand its competitiveness at corporate and individual levels. Specific topics to cover include assessing organisational structure, culture and goals, recent change initiatives, how the organisation managed the transition and examining its strategic direction. The report concludes by recommending strategies and tactics the hotel can employ to improve its competitive advantage.
[bookmark: _Toc181213069]Organisational Structure, Culture and Goals
Hyatt Hotels Corporation operates in more than 70 countries in over six continents (Hyatt, 2024). It adopts a hybrid structure, combining functional and divisional components. For example, the corporation organises its functions, such as marketing, operations, finances and human resource management, into departments (United States Securities and Exchange Commission, 2023). On the other hand, the corporation organises each unit into specific divisions per business unit and associated brands. Each division operates semi-autonomously, making the structure hybrid. 
The structure is effective for the corporation because it enhances flexibility, improving response to external needs (Aguinis et al., 2022). For example, each division is responsible for functions to strengthen its competitiveness, but the strategies must uphold the corporation's mission and vision. It is cumbersome and complex for a corporation operating in more than 70 countries to centralise all decisions, leading to slow response (Hyatt, 2024). Also, the hybrid structure embraces cultural diversity, considering stakeholders come from different backgrounds. However, the structure complicates management since the executive team transfers workloads to divisional units; hence, it may lose control and authority. The corporation's hybrid structure aligns with the bureaucracy theory that determines the effectiveness of leadership on operational efficiency (Brethower et al., 2022). The theory argues that long bureaucracy delay decision-making hindering an organisation from timely response to local needs and changes (Sahban, 2019). As a result, multinational companies decentralise decision-making, empowering regional managers to make informed decisions about their divisions, fostering local responsiveness and embracing cultural diversity Sahban, M., 2019. 
Additionally, Hyatt Hotels Corporation has a family-like culture because it emphasises empathy and care. The founder built the organisation through a family-like business where co-workers show empathy for one another. The family-like corporate culture is fundamental for the brand because it helps create a positive experience, building customer loyalty (Tang et al., 2022). According to Edgar Schein's organisational culture model, an organisation can only succeed by building exceptional hospitality values, including care, transparency and accountability. The company's culture aligns with Edgar Schein's cultural framework that recommends care and empathy as the primary values for delivering exceptional products and services and building a solid brand reputation (Hill, 2021). However, family-like corporate culture may hinder Hyatt Hotels Corporation's local responsiveness, especially if the culture does not align with local needs.  
The Hyatt Hotels Corporation's corporate goals include fostering strategic expansion and growth to be the global leader in the hospitality industry (United States Securities and Exchange Commission, 2023). Also, the corporation intends to accelerate technological development and innovation, offering world-class and exceptional products and services. At a personal level, the corporation's goals include fostering operational efficiency and personalised services, exceeding customers. Also, the organisation intends to leverage technology to show empathy and care for each customer's needs and expectations.
[bookmark: _Toc181213070]Recent Change Initiatives
One of the recent developments is accelerating digital transformation by adopting an advanced property management system (Zacks Equity Research, 2024). Specifically, the organisation selected Oracle Opera Cloud, which helps the hotel standardise its operations for effective property management. Effective data management is critical for organisational growth since the management will plan effectively, ensuring effective resource allocation and providing customised services. The organisation introduced the initiative in 2024 as part of its strategies to streamline operations (Zacks Equity Research, 2024). 
Hyatt Hotels Corporation introduced a guest mobile app in 2019 containing vital features to streamline operations and foster customer experience (George, 2019). The app allows guests to customise their services, including their hotel stay. In this way, customers develop a seamless experience throughout their journey, minimising contact with the service team. The app is available on Android and iOS operating systems. The app is distinct and anchored in a single navigation, implying guests can access all services and features (George, 2019). Also, it allows members to control their information and data, including managing their data, such as benefits, accumulated points and award balances. The initiative is part of the hotel's changes to remain competitive by providing customised services.
Enhancing the property management system in the hotel reflects its commitment and effort to centralise processes and ensure cloud security. The system fosters personalised since employees can work from any location and assist the hotel's guests in navigating challenges, improving operational efficiency. Additionally, it helps access properties of over 1000 integrated services, fostering innovation and customisation (Zacks Equity Research, 2024). It is vital in the organisation since it allows employees respond to customer needs and adapt their unique needs in different locations. Hyatt Hotels Corporation's shares gained significantly by 13.8% because of the expectation that it will improve its performance with the development (Zacks Equity Research, 2024). It shows stakeholders have confidence in the management working towards achieving corporate goals. An advanced property management system will foster organisational growth, building investor confidence and increasing the demand for its shares. Figure 2 shows the hotel's share growth.
Figure 2
Hyatt Share Growth 
[image: ]
Source: Zacks Equity Research (2024)
The impact of redesigning the guest app is that it improves service provision and navigation since clients use it to manage their services, minimising contact with the customer care team. The new app is designed to integrate services since clients can access all features and they can manage their details (George, 2019). The hotel industry is increasingly going digital, and customers continuously demand personalised services. For this reason, they will enjoy personalised experiences that influence their buying behaviour (Gbadamosi, 2019). The initiative aligns with process management theory, which argues that organisational structure and the design of work tasks impact employee and customer behaviour (Braslauskas, 2020). With the new app, the organisation transfers authority to guests since they can control and manage their details through the app without engaging the customer care team (George, 2019). Customised services improve customer experience by addressing waiting time; hence, the hotel takes care of its guests. 
 The guest service app allows guests to access more than 900 hotels and book their needed services. Additionally, the initiative will enable guests to unlock public spaces and guestrooms through Hyatt mobile and request the customer care team to provide feedback. Also, they can access scheduled meetings and other events in the hotels (George, 2019). In this regard, the initiative is part of the customer service management strategy to improve the hotel's performance by customising services and leveraging digital transformation benefits.
Hyatt Hotel Corporation implemented the changes through extensive consultation and stakeholder engagement to ensure they understood why the change was necessary. For example, the administration reviewed the loopholes and limitations and loopholes of the existing app and added new features. Managers met with departmental heads and other stakeholder representatives to participate in the change process. The change process aligns with Lewin's change management model, which recommends three steps toward change management (Harrison et al., 2021). Unfreezing is the first step, where the management collects evidence to understand the need to adopt the initiatives. Business process reengineering helped identify initiatives that would improve customer experiences and be more responsive to the changing needs. The other step was executing change by adding more features to the app and selects the most effective property management (Hussain et al., 2023). 
Refreezing is the last step that involves anchoring the change into the organisational culture. For example, Hyatt Hotels Corporation trains employees to improve their skills in using the system to support organisational performance and improve the guest experience. The steps were effective since they empowered employees with information on the need for change and how it aligns with the vision and mission (Fu et al., 2021). Also, the systematic process ensures that multifunctional teams do not deviate from the intended aim.
[bookmark: _Toc181213071]Strategic Direction
The company's strategic direction is sustainable growth by creating a world of care. The company understands that profit is not the only responsibility, but it should care for the environment and have sustainable governance (United States Securities and Exchange Commission, 2023). The hotel is connected to other sectors outside the hospitality industry; hence, it is an opportunity to develop solutions to the existing challenges. Therefore, the hotel balances the triple bottom line elements, which is why it has recorded positive annual growth. Its efforts for sustainable growth include investing in renewable energy, such as solar energy and designing its infrastructure to limit the emission of greenhouse gases (United States Securities and Exchange Commission, 2023). Also, it supports water conservation practices, such as recycling and minimising water waste. Also, the hotel is committed to diversity and inclusion by changing its current statistics when recruiting employees. Finally, it upholds business ethics, such as sustainable sourcing and supporting charity foundations to address societal issues. The actions align with corporate social responsibility theory in that organisational operations should enhance society and not degradation (Ibrahim et al., 2023). It shows that Hyatt is committed to social responsibility improving its reputation. 
One of the strategies employed to achieve long-term goals includes investing in growth strategies, including operating more brands and expanding operations to new markets. For example, it operates facilities in urban centres with high demand. The strategy effectively improves the market share, although it ignores potential opportunities and customers in remote areas (Hill et al., 2020). The other strategy is that Hyatt operates high-quality hotels and brands that help unlock growth opportunities because of more investments. The strategy is effective since it helps Hyatt to generate more financial resources to explore and exploit new opportunities (Lynch, 2021). For example, the hotel has been expanding to new markets because of the availability of resources, leveraging growth potential. However, the management has limited product and service development because it focuses on global expansion to achieve its goals and objectives (Wickham and Wilcock, 2020). Conversely, Marriott International, one of its primary competitors, adopts franchising and acquisition as the primary internationalisation strategy to achieve its goals and objectives. For example, Marriott International signed a record-high agreement with MGM Resorts International involving 91,000 rooms (Marriot International, 2024). Of the rooms, 37,000 rooms were a result of the agreement. Therefore, the two companies adopt different internationalisation strategies (Marriot International, 2024). 
[bookmark: _Toc181213072]Conclusion
Hyatt Hotel Corporation operates globally and continues to expand despite competition. The organisation operates in more than 70 countries in six continents. With its global presence, the hotel adopts a hybrid structure and family-like culture that defines employee behaviour. The hotel implemented a guest service app and an advanced property management system to enhance its service delivery. Hyatt performance indicates that it is on the right track to achieving its long-term goals and objectives. However, it should continue evaluating the industry's trends and make informed decisions to remain competitive.
[bookmark: _Toc181213073]Recommendations
First, Hyatt Hotel Corporation should invest in upcoming urban centres and remote areas because more clients, like tourists, are shifting to serene environments. Currently, it invests more in urban areas, targeting urban customers, ignoring emerging demand in rural areas with serene environments. The strategy will improve market coverage and ensure the accessibility of its services (Lee & Lieberman, 2023).
Secondly, the Hyatt Hotels Corporation should invest more resources to acquire new ventures within and outside the industry to diversify its income sources. For example, it should acquire emerging and reputable brands in developing countries, targeting local and international guests. The strategy is effective since it enhances market expansion by pushing the services to potential customers (Lee & Lieberman, 2023).  
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