
[image: Text

Description automatically generated]

Assignment Title: Written Report on Hyatt Hotels Corporation

Module: Management & Organisational Behaviour
Module code: BMIH5004

Lecturer: Lola Villard-Coles

Prepared by:
Zakia Sultana Rahman
Student ID: 2211724

Word Count: 2088 words


Declaration
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.



[bookmark: _Toc181917613]Executive Summary
Organisation’s structure and culture are key factors that influence its performance as well as the workforce’s productivity. Hyatt Hotels Corporation has a matrix structure at corporate level. This structure helps the company to align its goals and objectives across various parts of the world. It also has a hierarchical structure at the business level. Its organisational culture keeps people at the core to enhance the satisfaction of the guests and the morale of the employees. The company has kept its competitive edge in the UK hospitality industry as well as other countries around the world by adapting changes and overcoming challenges continuously. Some of its change initiatives include technology adoption, sustainability practices, and property ownership models. To expand the business and achieve long-term success, the company may consider developing its leadership, integration of advanced technologies, and adopt sustainability practices in its all operations.
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[bookmark: _Toc181917614]Introduction 
Organisational management refers to a process by which managers plan, organise, lead, and control the organisational components and resources such as staff, funds, and investments to achieve organisational goals and objectives. Organisational behaviour is the science that studies people’s behaviour within the company under certain circumstances (Mullins, 2019). Hyatt Hotels Corporation is chosen for the report. Hyatt Hotels Corporation is an American hotel chain which has global operations. The company was founded in 1957 and it was headquartered in Chicago, the USA. Currently, the company operates in more than 76 countries around the world by its over 1,300 hotels. As of 2023, it is reported that nearly 206,000 employees are working in the hotel to support the hotel operations in different countries (Hyatt, 2024). The company has created a strong presence in the UK hospitality industry. The report aims to assess the company’s management and its organisational behavioural issues. At first, the company’s organisational structure, culture, and goals will be analysed. Secondly, the change management initiatives that Hyatt Hotels has undertaken recently will be evaluated. Thirdly, the strategic directions of the company will be analysed. Finally, some relevant recommendations for the company’s management will be provided. 

[bookmark: _Toc181917615]Organisational Structure, Culture, and Goals
Organisational structure, culture, and people are interrelated for so many aspects. These key components of the company significantly impact the performance. Organisational structure refers to a formal setting based on which the company’s management performs the organisational activities (Armstrong, 2012). Usually, companies in the hospitality industry have a structure such as flat, matrix, and hierarchial. Each Organisational structure has various pros and cons. Organisational culture is the practices within the workplace that influence and shape the behaviours of the employees (Mullins and Dossor, 2013). Organisational culture is a unique capability that is inimitable. Competitors may have the same level of resources capabilities but it is very difficult to adjust to the same level of organisational culture. People are the human resources who perform the key responsibilities within the company (Mullins, 2019). All these aspects are crucial to achieve organisational goals and enhance the performance. Hyatt Hotels Corporation’s structure, culture, and goals are analysed below: 
[bookmark: _Toc181917616]Hyatt’s Organisational Structure 
The organizational structure of the company can be assessed from both the corporate level and the hotel level. The corporate level structure of the company is a matrix structure. In a matrix structure, functional and divisional elements are combined and it is a hybrid approach that aims to establish flexibility and a speedy decision-making process in the organization (Boddy, 2017). Because Hyatt has a global reach, the organizational structure at the corporate level helps the company to meet the diversified needs and preferences of customers in different regions. The local and regional managers get the opportunity to make decisions for the company as the authority and power are decentralized in the matrix structure. CEO Mark Hoplamazian is responsible for key organizational functions such as finance, operations, marketing, and HR (Hyatt.com, 2023). He makes corporate strategies and then assigns regional managers to implement the strategies in different regions. The regional managers assign the responsibility of handling daily hotel operations to general managers (GMs) at various Hyatt properties. On the contrary, at the hotel level, Hyatt Hotel has a hierarchical structure that facilitates the company’s daily operations. In that hierarchy, GMs and hotel staff have clear responsibilities and authority to perform their duties (Black and Earnest, 2009). Accor Hotels and Marriott Hotels are key competitors of the company (Hotelier Magazine, 2023). These two companies aim to decentralize their organizational structure and allocate the authority to make decisions to the local managers. They have different organizational structures because they have less corporate control like Hyatt Hotel. Hyatt Hotel has a net income of $276 million in 2023 (Perkowsky, 2024). Its organizational structure has a significant influence on financial performance. Each hotel in different regions aims to achieve the same corporate goals by adopting different approaches. 
[bookmark: _Toc181917617]Organisational Culture 
Organisational culture influences employee’s performance. A positive workplace culture that promotes collaboration, support, and teamwork can increase the productivity of the employees and enhance the performance of the organisation (Boddy, 2017). Hyatt’s organisational culture is analysed by applying Schein’s Model as follows:
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Figure 1 Schein’s Model/ (Armenakis, Brown and Mehta, 2011)
The organisational culture can be explored from three levels. These three levels of culture are Artefacts, Espoused Values, and Basic Understanding assumptions (Armenakis, Brown and Mehta, 2011). Tangible elements of the company such as hotel facilities, layout, and behaviour of the staff are Artefacts. Hyatt’s properties have luxury designs. The company’s commitment for innovation and high level of guest experience is unique in the industry. Its sustainability initiatives are also visible to the guests such as banning single-use plastics and investing in energy efficient technologies. Espoused Values are written norms and standards that guide the company to operate in various parts of the world (Hogan and Coote, 2014). The mission statement shows that Hyatt cares for its people. Here the word people indicates both employees and guests. Such value for people creates a community-like environment which is crucial to increase the performance of the employees and drive revenues from the satisfied guests (Amazing Workplaces, 2024). The company is committed to ensure diversity and inclusion in all the properties. It has some basic underlying assumptions. It assumes that keeping people at the first priority can make highly satisfied and motivated employees. These employees can fulfil the expectations and need to make the guests satisfied. 
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[bookmark: _Toc181917619]Recent Change Initiatives 
The business environment is evolving continuously. External factors and challenges developed due to the recent COVID-19 pandemic, the Russia-Ukraine war, and economic downturns can significantly impact the hospitality industry in the UK (Pitigala, 2022). The COVID-19 pandemic, shaped the business regulations and safety standards. The Russian-Ukraine war and economic downturns affected overall economic conditions. To overcome the challenges, businesses must undertake change initiatives. Successful change management can make the business competitive and successful in the face of uncertainties. Hyatt Hotel has taken several change initiatives to remain competitive globally. The company has increased its investment in luxury, lifestyle, and leisure segments by acquiring companies such as Dream Hotels, Chatwal, and Unscripted Hotels (BUSINESS WIRE, 2024). The change initiative has a significant impact on the company’s market position. Hyatt Hotel has increased its market share by expanding its brand portfolio. Diversification of the business in other market segments can provide synergy to the business which is essential to achieve long-term success (Erdorf et al., 2013). Recently, the company has gone through corporate restructuring to ensure efficiency in the management process. It employed new senior leadership within some regions. Yvette Martinez Edwards became SVP in field operations, Shayla Gardners got the VP position in commercial services, and Juan Pablo Puerta became SVP in finance (Mateer, 2024). The change initiative to bring new leadership to the top level is crucial to drive innovation and efficiency in the company’s management (Armstrong, 2012). New leaders who are capable of adjusting to the changing market conditions can help the business lead the team in the right direction. During the COVID-19 pandemic, the company introduced work-from-Hyatt, strong safety protocols, and technology integration. It also undertook cost-saving initiatives such as salary reductions for the senior managers (TBS, 2020). The change initiatives helped the management to sustain during the challenging period. The cost-saving approach enabled the business to offer competitive prices (Hyatt Newsroom, 2021). Safety measures and technology adoption enhanced Hyatt’s reputation as the company showcased its concerns for the guests. Kotter’s 8-step change model is applied to explain how the company managed the change successfully:
[bookmark: _Toc181917620]Kotter’s Change Model 
The first stage of the change model is to create a sense of urgency. Leadership at Hyatt communicated with the stakeholders such as employees and guests to convince them that all such change initiatives were necessary to keep the business competitive (Haas et al., 2019). 
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Figure 2 Kotter’s Change Model/ (Bolton, Brunnermeier and Veldkamp, 2013)
In the second stage, it developed a guiding coalition. The stakeholders actively participated in the change process by showing their support to the management (Boddy, 2017). In the third and fourth stages, the leadership developed and communicated strategic vision. So, stakeholders can know what they are going to achieve. In the fifth stage, the management empowers employees by providing them with autonomy and decision-making capabilities to some extent (Mohelska and Sokolova, 2015). In the sixth stage, the company celebrated short-time wins, for instance, the successful initiative of work-from-Hyatt. Such short-term wins motivate people to achieve long-term goals. In the seventh stage, the company gained momentum from the smaller wins to introduce larger changes such as corporate restructuring. At the final stage, all the implemented changes are established as corporate culture (Bolton, Brunnermeier and Veldkamp, 2013). Hyatt’s people’s first approach is an example of corporate culture.
[bookmark: _Toc181917621]Strategic Directions Of the Company 
Hyatt Hotel’s strategic direction is focused on geographic expansion, technology adoption, sustainability, and an asset-light growth approach to achieve its goals and objectives. These directions are analyzed below:
· Geographic Expansion: The company wants to increase its market share by entering new market segments. Particularly, the growing markets are targeted such as Asia-Pacific, Europe, and the Middle East. Its acquisition of new hotels into new market segments suggests that the company has adopted a combination of market penetration and market development strategies of Ansoff’s Growth Matrix (Boddy, 2017). Hyatt has already successfully expanded into India and China by applying a similar approach. Competitors such as Marriott also follow the same growth strategy to create a position in emerging markets. However, Hyatt’s focus remains on the affluent customer base. 
· Technology Adoption: The company has invested a significant amount of resources in its technology transformation. It has upgraded its technologies to increase efficiency in the hotel operations. Mobile technology, artificial intelligence (AI), and automation are recent technological advancements. It also uses data analytics to offer personalized experiences. Guests can have a seamless experience in the hotels of the company. Porter’s differentiation strategy has been applied to technology aspects so that it can create a unique position among tech-savvy customers (Tong-On, Siripipatthanakul and Phayaphrom, 2021). 
· Sustainability: The company has adopted various sustainability initiatives. Among them, “World of Care” is notable. The company is committed to reducing environmental impacts from its operations significantly by 2030 (Ahla.com, 2024). However, its competitors such as Marriott and Hilton are committed to being carbon neutral by 2050. The management of Hyatt applies the Triple Bottom Line (TBL) theory to maintain a balance between corporate responsibility and profitability by caring for the planet, people, and profits (Hacking and Guthrie, 2008). 
· Asset-light Strategy: Hyatt emphasizes franchising and managerial agreements over property ownership. Because it is a scalable and flexible model to increase the market presence (Li and Singal, 2019). The approach is also aligned with Porter’s cost leadership strategy.


[bookmark: _Toc181917622]Conclusion 
Organizational structure, culture, and people are interrelated and they have a significant impact on organizational performance and success. Hyatt Hotel Corporation has a matrix structure and its organizational culture is people-centric giving more attention to the employees. As a result, the company has high-performing employees who contribute to the guests’ satisfaction. The company has implemented several changes to remain competitive in the hospitality industry such as acquisition, corporate restructuring, and cost-cutting approaches. Moreover, its technology adoption and sustainability efforts have helped the company achieve a competitive advantage in the industry. 


[bookmark: _Toc181917623]Recommendations 
The following recommendations are provided for Hyatt’s long-term success in organisational management and success:
· Technology Integration: The company should continue increasing investments in technology integration. It may consider bringing AI chatbots to offer 24/7 customer services. Utilizing big data analytics can help the management to make the services more relevant to the customers’ needs and expectations (Tong-On, Siripipatthanakul and Phayaphrom, 2021). It has to ensure that it has the latest technologies in place to stand out from the market competition in the hospitality industry. 
· Sustainability Practices: Sustainability initiatives can be both expensive and challenging for the organization. Although eco-friendly materials are expensive, they can provide a competitive edge in the industry. The company may encounter resistance from its stakeholders while implementing the initiatives (Warrick, 2022). Therefore, it must communicate with them properly by explaining the negative impacts of single-use plastic usage and other justifications for eco-friendly practices.
· Leadership Development: Hyatt needs to introduce a leadership development program by which it can develop a strong leadership pipeline. Its corporate restructuring has been effective in bringing efficiency to the organization (Moldoveanu and Narayandas, 2019). However, cross-functional leadership development programs can promote innovation and agility at another managerial level such as supply-chain, and marketing areas. 
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Hyatt’s goals are three types. It want s   to achieve geographic expansion ,  become  sustainable in the long run, and  ensure profitability . It pursue s   these goals by the  organisational structure and culture   (Mullins and Dossor, 2013) . Its matrix structure  helps expanding in new regions successfully by providing flexibility to the regional  managers.  Its organisational culture promotes sustainable businesses and   a  high - performing workforce to make the business highly profitable.   
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