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[bookmark: _Toc180406201]Introduction
Hyatt Hotels Corporation is the world’s largest global hospitality company, with 1,150 properties in more than 70 countries across 6 continents. Hyatt’s reputation for high-quality experiences for both business and leisure travellers who look for luxury, all-inclusive resorts and lifestyle brands has made it well known (Hussein Al-Shami et al., 2022). The purpose of this report is to analyse the structure, culture, and strategic direction of the organisation and how these facilitate Hyatt’s continued success. The research of MM Hussein (2022) will analyse the company’s organisational structure and its impacts on operations, evaluate the company’s recent change initiatives, including digital transformation and sustainability efforts, and the strategic approach adopted to enable sustainable growth. This report will help us understand how Hyatt has been trying to stay competitive in the always-changing hospitality industry.
[bookmark: _Toc180406202]Organisation Structure, Culture, and Goals
[bookmark: _Toc180406203]Organisation Structure
Hyatt Hotels Corporation is hierarchical and support its worldwide operations in 70 countries. Santa et al. (2023) studies show that the organisation has a divisional structure in which each division is based on geographic regions (Americas, Europe, the Middle East and Asia Pacific). With over 1,150 properties, Hyatt’s portfolio is well managed under this structure. Hyatt allows local responsiveness and better decision-making according to the characteristics of each market by delegating to regional managers (Sadhale, 2023).
This structure is in line with the theoretical framework of understanding this structure based on the Contingency Theory that argues that an organisation's structure should match its environment (Walker, 2022). In Hyatt's case, the divisional structure allows the firm to be adaptable and customised to provide a high level of service for various customer needs across different regions (Mullins and Dosser, 2013). In the study of Velickovic et al. (2023), on the contrary, it has been argued that this approach enables autonomy at the local level while still maintaining a central corporate vision, thereby facilitating alignment with global strategic objectives.
[bookmark: _Toc180406204]Corporate Culture and its Influence on Operations
Hyatt’s corporate culture is founded on the principle of "care," which is central to its mission to "care for people so they can be their best" (Kim and Han, 2022). This people-centric culture extends to employees, guests, and communities, emphasising empathy, respect, and inclusivity. There are a number of initiatives to improve the employee experience as an organisation committed to diversity and inclusion. According to Fachada (2023), Hyatt provides many programmes that help employees grow well, such as learning and development opportunities from Hyatt University’s online platform.
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Figure 1 Hyatt Hotel Corporation: Industry Analysis, Company Profile and Profitability 
Source: AssignZEN. (2024)
Kairatkyzy and Kozhakova (2023) have also discussed in their research that corporate culture plays an important role in Hyatt’s operational decisions. For instance, the company’s efforts in employee wellbeing have correlated positively with service quality, with higher engagement scores. In terms of research, there is a strong argument that a supportive culture allows staff to stay more likely, and this is related to the consistent service delivery in every property. Under the Human Relations Theory, the way Hyatt approaches culture is a useful lens to understand (Kilson, 2022).
[bookmark: _Toc180406205]Goals at Corporate and Individual Unit Levels
Hyatt’s corporate goals are to expand its footprint globally, increase its brand equity and deliver strong financial returns. In 2023, the company targets 7% to 9% growth of its net rooms and continues to pursue acquisition opportunities to grow its brand portfolio (Eschenbrenner et al., 2023). The research of Stoimenov (2023) analyses that at the individual unit level, each hotel needs to make its operations conform to the broader corporate strategy and the local market conditions. For example, consider that we have a Park Hyatt in a metropolis centered on luxurious services and tailor-made experiences, versus Hyatt Place in a secondary city, where it’s all about convenience and affordability (Mullins, 2023). Individual hotel goals are guest satisfaction score, revenue per available room (RevPAR) and occupancy rate (Kozhukhіvska et al., 2022).
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Figure 2 HYATT HOTELS CORP (H) Revenue Growth 
Source: Netcials. (2024)
According to the Goal-Setting Theory, the specific and challenging goals increase work performance (Sadek, 2022). For Hyatt, corporate and hotel level goals are customised to reach tangible goals like reaching a set RevPAR or increasing loyalty programme membership by a certain amount. Furthermore, Gomes (2023) has also discussed in his study that this strategic alignment guarantees that there is working cohesiveness between corporate and local objectives that drives overall organisational success.
[bookmark: _Toc180406206]Recent Change Initiatives
[bookmark: _Toc180406207]Identification of Recent Change Initiatives
Recently, Hyatt has undertaken some big scale change management projects to improve its internal processes and guest satisfaction. According to Ruiz Molina et al. (2022), the 2021 ‘World of Care’ programme included sustainability and corporate responsibility. By 2030, the programme's goals are to save 25% of the water, 40% of the waste and 27% of the greenhouse gas emissions (Legrand et al., 2022). Additionally, after it bought Apple Leisure Group in 2021, Hyatt expanded its all-inclusive resort business with about 100 properties. Digitalisation has also been another effort undertaken by Hyatt whereby it has used technology in guests’ services (Salama et al., 2022).
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Figure 3 A Deep Dive Into Hyatt 2019: Making Waves in Wellness and Hospitality 
Source: Skift Research. (2019)
[bookmark: _Toc180406208]Analysis of the Impact of Change Initiatives
The new ownership of Apple Leisure Group has helped Hyatt to increase its presence in this segment as a provider of all-inclusive services and enlarge its presence in the segment of leisure travel. As posted by Demianenko (2022), by tapping into the fast-growing all-inclusive segment, Hyatt has enhanced its revenue streams and broadened its appeal to a wider demographic, including families and budget-conscious travellers. The digital transformation initiatives have streamlined operations and improved guest satisfaction by providing a seamless, technology-enhanced experience (Boddy, 2017). According to Hyatt’s 2022 financial report, hotels that adopted digital innovations saw a 15% increase in customer satisfaction scores compared to properties that did not fully integrate these technologies (Hussein Al-Shami et al., 2022).
Table 1 SWOT Analysis
	Strengths
	Weaknesses

	- Strong brand recognition
	- High operating costs

	- Global presence
	- Dependence on the luxury segment

	- Comprehensive loyalty program
	- Impact of economic downturns



	Opportunities
	Threats

	- Expansion in emerging markets
	- Competitive hospitality market

	- Growth in sustainable tourism
	- Fluctuating economic conditions

	- Technological advancements
	- Regulatory challenges



The SWOT analysis shows that Hyatt's strong brand, global reach, and loyalty program provide a competitive edge. However, high operating costs and economic sensitivity pose challenges (Sadhale, 2023). Opportunities for expansion in emerging markets and sustainable tourism are balanced by threats such as market competition and economic uncertainty (Mullins, 2023). The "World of Care" sustainability initiative has helped Hyatt align its operations with the increasing consumer demand for environmentally conscious travel options. However, Hadi ATMOKO et al. (2024) have asserted in this research that the impact on short-term financial performance has been mixed, as the costs associated with sustainable practices and technology investments are significant.
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Figure 4 Decoding Hyatt Hotels Corp (H): A Strategic SWOT Insight
Source: Yahoo Finance. (2023)
[bookmark: _Toc180406209]Evaluation of Change Management
The change management approach at Hyatt has been largely proactive, with strategic planning to ensure smooth transitions. As posted by MM Hussein (2022), the acquisition of Apple Leisure Group was well-integrated, thanks to a phased approach to onboarding new properties into Hyatt’s operational framework. This demonstrates the application of Lewin's Change Management Model, particularly the "refreeze" stage, where changes are solidified in the organisation’s operations (Walker, 2022). However, some areas encountered challenges, such as initial resistance to adopting new technologies by staff accustomed to traditional processes (Kim and Han, 2022). Santa et al. (2023) have also claimed that Hyatt mitigated this through extensive training programs, aligning with Kotter’s 8-Step Change Model, particularly emphasising the "empower action" and "build on the change" steps to sustain momentum and encourage staff buy-in.
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Figure 5 Hyatt Hotels Corporation: Shareholders Board Members Managers and Company Profile 
Source: MarketScreener. (2024)
[bookmark: _Toc180406210]Strategic Direction
[bookmark: _Toc180406211]Examination of the Strategic Direction
Hyatt’s strategic direction centres around growth, diversification, and enhancing the guest experience. Velickovic et al.'s research (2023) has determined that the company's strategy includes expanding its global footprint through acquisitions and organic growth, with a particular focus on emerging markets in Asia and the Middle East. Additionally, Hyatt has made sustainability a core component of its strategy, integrating environmental, social, and governance (ESG) principles into its operations (Kilson, 2022).
The emphasis on growth is supported by robust financial targets, such as achieving a 7% to 9% increase in net rooms annually and expanding the luxury and lifestyle segments (Eschenbrenner et al., 2023). By focusing on these areas, Hyatt aims to capitalise on high-demand sectors and regions while reinforcing its position as a leader in the luxury hotel market.
Table 2 Hayatt's Revenue Distribution By Segment
	Segementation
	Percentage (%)

	Luxury
	40%

	All-Inclusive
	30%

	Business Travel
	20%

	Budget/Other
	10%



[bookmark: _Toc180406212]Analysis of Strategies for Achieving Long-Term Objectives
Hyatt has utilised several key strategies that are consistent with growth and differentiation targets to achieve its long-term objectives. In his study (Fachada (2023)), he has discussed that one of the most important ways is acquisition and expansion, as an example of the purchase of Apple Leisure Group. With this acquisition, beneath our All Inclusive banner, Hyatt continues to support the strategy to grow this segment and gain additional share in leisure travel while expanding our footprint in the high-demand segment. Hyatt also made a large investment in digital transformation to stay a few paces ahead of changing consumer preferences (Kozhukhіvska et al., 2022). The Hyatt Mobile App has been a big part of initiatives, increasing active users by 20% in 2022, improving operational efficiency and delivering a better guest satisfaction experience through a seamless digital experience.
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Figure 6 Hyatt’s Corporation’s Revenue and Earnings growth Trend 
Source: Simply Wall St. (2024) 
The second pillar of Hyatt's strategic strategy is its commitment to sustainability, with the 'World of Care' initiative setting far-reaching environmental aims that conform to global sustainability trends (Sadek, 2022). Reducing your environmental impact makes the company appeal to the growing number of environmentally conscious travellers. Through the use of Porter’s Generic Strategies framework, namely differentiation, these strategies are analysed, and it is found that Hyatt is attempting to differentiate itself from competitors through its unique luxury experiences, technological innovation, and integration of sustainable practises into its operations. As Kairatkyzy and Kozhakova (2023) state, this differentiation strategy allows Hyatt to gain competitive advantages since there are many other markets that need to be served, and the company is positioned as a leader in providing distinct and value-driven services.
[bookmark: _Toc180406213]Conclusion
It is concluded that Hyatt Hotels Corporation has put together a strategy to be the leader in the global hospitality industry through growth, innovation, and sustainability. Effective operation across diverse markets has been made possible by the company’s divisional structure and people-centric culture. It has made recent market presence initiatives such as the acquisition of Apple Leisure Group and the improvement of digital technology. In addition, Hyatt's 'World of Care' sustainability promise is also consistent with the growing consumer desire for eco-friendly practices. Management theories of how Hyatt manages to differentiate itself and maintain its competitive advantage are analysed. While the company has made significant strides, continued focus on cost management and adapting to economic fluctuations will be crucial.
[bookmark: _Toc180406214]Recommendations
It is suggested that in order to further strengthen its hotel and hospitality industry position, Hyatt Hotels Corporation should focus on enhancing digital personalisation, expanding sustainability efforts, and strengthening employee development programs. One recommendation is implementing AI-driven data analytics to create more tailored guest experiences, such as personalised offers, room preferences, and loyalty rewards (Legrand et al., 2022). This initiative should be a collaborative effort between the marketing and IT departments, with a global rollout aimed for mid-2025. Therefore, Stoimenov (2023) recommended in his research that Hyatt draw on best practices from Marriott's "Bonvoy" program, which successfully uses data to deliver personalised services and incentives.
In addition to this, while the "World of Care" initiative has set ambitious sustainability goals, Hyatt should accelerate its adoption of renewable energy across more properties (Salama et al., 2022). The operations team should focus on regions where government incentives support green energy, with an implementation target 2026. Gomes (2023) has identified in his research that Hyatt can look to Hilton’s "LightStay" program, which tracks and manages energy use, as a model for further improving environmental performance. Finally, investing in employee development is essential for enhancing workforce retention and engagement. As per the research of Ruiz Molina et al. (2022), Hyatt should implement by 2025 a wide leadership training and mentorship programme for high potential employees, which would be led by regional managers.
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