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Executive Summary
Hyatt Hotel Group, a well-established organisation specialising in global hospitality services, demonstrates a structure that has the customer-centered culture aligned with strategic objectives. In this report the organisational system of the Hyatt Hotel Group is analysed with a special focus on its structure, culture and goals. Recent transformation initiatives focused on improving operational efficiency and guest experience that also reflect the high management practices. The main goal of this strategic direction is innovation and sustainability which results in better business performance. The report identifies the strategic vision of Hyatt and assesses the present business performance. The comprehensive view of Hyatt’s positioning outlined in the report provides a detailed understanding of the firm’s readiness for a successful future navigation of the constantly changing hospitality industry.
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[bookmark: _Toc159451686]Introduction 
Hospitality businesses are faced with major changes of the market and increased client demands that require hotel companies to respond strategically. This report offers a comprehensive appraisal of the Hyatt Hotel Group, one of the prominent hospitality companies globally which is well known for its class and impeccable service delivery. Established in 1957, Hyatt has grown into a major brand in hospitality with a varied collection of hotels and resorts all over the world. 
This report discusses the organisation’s structure, culture and goals over time showing the changes and recent change initiatives and its influence. It appraises these measures in the manner in which they have been accomplished, and this explains the company’s strategic direction and its current business performance. This report presents a valuable insight into the workings of the Hyatt Hotel Group as well as its position within the global competitive hospitality industry. This detailed analysis is intended to provide a deep comprehension of the operations of Hyatt Hotel Group which will serve as a guide for thoughtful insights and suggestions.
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Organisation Structure
Hyatt Hotel Group has a defined organisational structure that is dynamic and conforms with its commitment to supplying world-class hospitality services (Hyatt.com, 2024). At the top is the executive leadership team headed by the CEO who is primarily responsible for the overall direction of the company and its decision-making process. Hyatt Hotels Corporation operates its activities with a hybrid organisational structure which is a mix of both functional and divisional approaches. This structure offers the company an opportunity to effectively manage its diverse range of hotels and services while also clearly identifying lines of responsibility and accountability. On the corporate level, Hyatt is organised into functional structure. Corporations have multiple departments, including finance, marketing, human resources, legal, and operations (Organimi.com, 2024). 
Operations department comprises offices which specialise in specific properties that cover luxury, lifestyle, and select service hotels. Each division is led by a Vice President or Director, who are responsible for the operational needs of the division while ensuring that the brand standards are met. The regional structure is another important aspect with the distinct leadership roles for each region thus having a localised approach to the customer needs and the factors of the market (Adair, 2009).
At the property level, the traditional hotel hierarchy is adopted by the organisation in which general managers manage individually the hotels, with department heads in charge of areas such as front office, food and beverage, housekeeping and engineering. This hierarchical structure designates distinct lines of communication and chains of command in order to promote organisational efficiency, operations continuity and consistent guest experiences.
Organisational Culture
Hyatt Hotels thrive on the culture of diversity and innovation while showing compassion for both guests and workers. The company reinforces their mission and purpose, to take care of people and help them unleash their best quality and abilities. The ‘Hyatt Thrive’ initiative essentially showcases how Hyatt is imprinted with a mission to focus on social responsibility and sustainability (Mullins and Dosser, 2013). 
The program will focus on community engagement, environmental sustainability, and diversity and inclusion advocacy. 
Employees are devoted to participating in community service projects, and hotels are to implementing eco-friendly practices. Employee well-being in Hyatt is promoted through a supportive work environment that is people centred with a focus on professional development. The organisation supports diversity and therefore strives to ensure that the workplace is inclusive. The ‘World of Hyatt’ loyalty program extends this culture to guests, offering personalised experiences and recognition to enhance their stays (World.hyatt.com, 2024).
Goals
The main aim of Hyatt Hotels Group is to become the most preferred and respected hospitality company worldwide. This involves a multi-faceted approach:
· Exceptional Guest Experiences: Hyatt aims at bringing in memorable and personalised experiences to guests, ensuring that they feel cared for and important (Mullins, 2020). The mentioned objective is linked to the company’s mission to become a brand of choice for tourists in search of the highest level of hospitality on the market.
· Global Expansion: Hyatt aims at a structured global expansion, penetrating new markets and diversifying its range of brands. This expansion aligns with the company’s vision of being a leading player in the hospitality industry worldwide.
· Sustainability and Responsibility: Sustainability and corporate social responsibility are the main priorities for the Hyatt. The organisation still ensures that it works towards reducing its environmental impact, empowering the local communities, and prioritising diversity and inclusion all through its operations.
· Employee Engagement and Development: Hyatt recognises the crucial role of its employees in providing outstanding services (Mullins, 2016). The organisation’s objective is to create a learning environment, promote a positive workplace culture, and offer career development opportunities.
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Change Initiatives
Hyatt Hotel Group has been deliberately pursuing various strategic change projects with a view to adapting to the ever-changing market environment, enhancing guest experience, as well as fostering sustainable growth. A noticeable step took the form of digital transformation of guest services which was empowered by the advanced technology to facilitate the process and personalise the guest’s experience (Marques, 2023). This included mobile check-in, room controls on smartphones, and personalised recommendations through the Hyatt mobile app.
Sustainability is another major change initiative. Hyatt became aware of the escalating significance of ensuring environmental responsibility, and they took on the responsibility of decreasing the carbon footprint (Hyatt.com, 2024). The company implemented eco-conscious measures across all of its properties including the use of energy-saving technologies, waste reduction campaigns, and sourcing sustainable materials.
Impact
According to Hoyer et al. (2020), the digital transformation has brought significant change in the guest experience, making it more convenient. Mobile check-in simplified the check-in process, allowing guests to go around check-in booths and straight to their rooms. Smart room controls added to the comfort and the personalised recommendations of the app enhanced the experience. This not only upgraded the guest experience but also made Hyatt a leader in utilising technology to support hospitality.
On the sustainability perspective, the impact was two-fold. The ultimate benefit to the environment was one of the first structural changes as the hotel took steps to reduce its carbon footprint and to be part of the broader industry efforts towards climate change resolution (Ben Youssef and Zeqiri, 2022). The second outcome was a positive brand influence where environmentally conscious tourists tend to increasingly choose accommodation options which are sustainable. This transition aligned the brand with the values of a larger part of its customer base.
Management using Lewin’s Change Management Model
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Figure 1: Lewin’s Change Management Model
(Source: Burnes, 2020)
Lewin’s Change Management Model encompasses three phases, namely Unfreezing, Change, and Refreezing. This model is helpful in analysing as well as implementing change (Burnes, 2020).
Unfreeze
· Awareness and Motivation: Hyatt’s leadership was effective in the communication of need for change that emphasised the issue of staying ahead of the digital world and facing up to the environmental concerns (Weber et al., 2022). This consequently developed consciousness among employees concerning the importance of embracing new technological adaptation and sustainability practices.
· Establishing a Sense of Urgency: Leadership communicated urgency by showing the guest expectations and the changing competitive landscape (Armstrong, 2012). This urgency aroused employees’ instinct desire to implement the following changes at the earliest possibility.
Change
· Implementation of Technology: The digital transformation was implemented in a systematic way using a phased deployment of technologies. Employee training programs were developed to orient the staff with the new systems, which led to a smooth transition.
· Sustainability Practices: Hyatt implemented their sustainability program comprising employee training, structural changes, and partnerships with environmentally-friendly product providers (BODDY, 2014). This program aimed to imbed sustainable practices in the hotel’s everyday operations.
Refreeze
· Institutionalising Change: The changes were incorporated into the organisational culture and operating procedures. Continuous evaluation and monitoring were performed to verify that new technologies and sustainability practices were incorporated as part of the company’s activities.
· Recognising and Rewarding: Employees who embraced the changes and contributed to the success of the initiatives were recognised and rewarded (World.hyatt.com, 2024). This served to reinforce the positive features of the change and thereby stressing the need for continued implementation of the introduced activities.
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Organisation’s Strategic Direction
Hyatt Hotel Group has strategically positioned itself as the leading global brand in the hospitality industry that focuses on creating personalised and considerable experiences for its customers.

Figure 2: Organisation’s Strategic Direction
(Source: Self-made)
· Guest-Centric Approach
Hyatt focuses on overcoming and surpassing guest expectations and meeting the needs of guests. The organisation seeks to create customised and remarkable activities that appeal to the different preferences of the clientele (Arnold, 2005). This is manifested in its concentration on digital innovation, sustainability, and superior service.
· Portfolio Diversification
Hyatt has adopted a portfolio diversification strategy to target a range of market segments and travel needs. It also comprises a variety of brands including luxury and select service hotels that are tailored to cater to the unique requirements of different customer categories.
· Global Expansion
The company focuses on the strategic development of its global presence. This involves entering new markets, forging partnerships, and always searching for opportunities for growth (Bloisi, 2007). Hyatt aims to tap into emerging travel trends and ensure a presence in key destinations worldwide.
· Digital Transformation
According to Stringam and Gerdes (2021), Hyatt has utilised digital transformation in order to provide a better guest experience. This also involves deployment of tech-based solutions such as mobile check-in, smart room controls, and personalised recommendations via the mobile app. This eliminates the manual process flow and makes Hyatt a tech-oriented and customer-centric brand.
· Sustainability and Social Responsibility
Hyatt has internalised sustainability principles in its overall strategic framework. The organisation is dedicated to mitigating its ecological footprint by adopting eco-friendly methods, fair sourcing of products, and community involvement. This is consistent with the increasing awareness of eco-friendly travel and the brand’s efforts to achieve its corporate social responsibility.
Current Business Performance
Hyatt Hotel Group has demonstrated resilient business performance despite the challenges posed by the dynamic global landscape, including the impact of the COVID-19 pandemic on the travel and hospitality industry.

Figure 3: Current Business Performance
(Source: Self-made)
· Financial Resilience
Hyatt has demonstrated financial resilience by adopting cost-effective solutions during decreased travel demand. The organisation has gained success by implementation of a unique management strategy adapting to market fluctuations and keeping a focus on long-term sustainability (Buchanan and Huczynski, 2007).
· Innovation and Adaptability
The corporate moves of Hyatt to digital innovation have prompted its adaptability to the challenges faced in the industry. According to Huczynski et al. (2013), the implementation of technology-driven solutions positions makes the company appear forward-thinking and dedicated to adapting to customer expectations.
· Sustainability Impact
The application of sustainability practices has shown Hyatt’s commitment to both environmental responsibility and the emerging segment of environmentally aware travellers (Robbins, 2008). This has the potential to contribute to the brand’s long-term market positioning and customer loyalty.
· Strategic Partnerships and Expansion
The strategic approach of Hyatt towards global expansion and forming of partnerships creates a scope for future growth (Rollinson, 2008).. Hyatt intends to utilise the emerging travel trends and to remain the leading player in the global hospitality industry by entering the new markets and exploring the collaboration opportunities.
[bookmark: _Toc159451690]Conclusion
The extensive analysis of Hyatt Hotel Group shows a strategic and adaptive organisation that copes with challenges of the dynamic hospitality industry. Adopting a Customer-centric strategy, portfolio diversification and sustainability commitment, Hyatt has become a leading global player in the hospitality industry. The use of the Lewin’s Change Management Model in modern change management initiatives by the organisation brings out the adaptability and innovativeness of the organisation. 
[bookmark: _Toc159451691]The strategic direction of Hyatt with global growth and digital transformation hangs on the emerging industry trends. Sustainable practices incorporated into the enterprise not only provide for environmental responsibility but also present a brand fit for eco-concerned travellers. They must focus on technology integration, strategic partnerships, and sustainable practices. Continuous monitoring of market information, guests’ preferences, and flexibility to external factors will guarantee the superiority of Hyatt in the competition. As the industry evolves, maintaining a balance between tradition and innovation will be crucial for sustained success in the global hospitality landscape.
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