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Hotel Organisational Audit- Hilton Hotel Group
Organisation Structure, Culture, and Goals  
Organisation Structure
Hilton Hotels & Resorts, formerly referred to as Hilton Hotels, is a multinational group operating in the hospitality industry with several properties and rooms worldwide. Hilton’s organisation structure may be defined as divisional (Joseph & Gaba 2020, p. 269). Hilton’s C-Suite is responsible for directing geographical and functional divisions. The group also categorises its properties and operations into three divisions; ownership, timeshare, and management and franchise. The ownership division comprises 146 hotels and 59,463 rooms worldwide, owned or leased by the group.
On the other hand, the timeshare division consists of 45 properties and 7,152 units. The management and franchise division consists of 4,419 hotels and 691 887 rooms. The two divisions, ownership, management, and franchise, fall under Hilton Hotels and Resorts' leadership, while Hilton Grand Vacations, a separate entity, manages the timeshare division (Balmer &Thomson 2009, p.20). Each of these units has divisional managers who oversee the operation and performance of the division.
Culture 
 Every organisation has a corporate culture, either through design or by default. Corporate culture may play a role in the success of the organisation. Hilton's corporate culture focuses on various factors, one of them being diversity. It is intentional about incorporating its vision, mission, and goals into the workplace’s daily life (Reidhead 2020). The organisation is committed to creating an inclusive and diverse workplace and culture driven by a diverse labour force. The hotel group has been ranked #1 Company for diversity and inclusion by DiversityInc in 2021 and inducted into its Hall of Fame for the top 50 organisations that promote inclusivity and diversity (Zhang 2023, p.206). It has inclusion and diversity programs that ensure diversity across its global branches. It ensures that diversity is incorporated into the recruitment and development of talent. It also promotes diversity in the marketplace by ensuring that its suppliers, customers, and communities are diverse in terms of race, religion, and gender (Manoharan et al. 2021). Moreover, Hilton’s workplace culture is driven by integrity, hospitality, leadership, ownership, and teamwork. Hilton recruits for their values, and employees are constantly reminded of these values. Hilton's organisation culture can be considered internally driven as it ensures that ethics are incorporated into its business operations. This internally driven culture has enabled Hilton to have a competitive edge over its competitors in the industry.
Goals
 	The goal of the Hilton Hotel Group, as highlighted on its website, is to create value for its constituents, which include its customers, shareholders, employees, partners, and the local communities in which the hotels are located. It highlights its vision as hoping “to fill the earth with the light and warmth of hospitality –by delivering exceptional experiences – every hotel, every guest, every time” (Hilton 2023). This vision implies that the organisation will continue innovating and improving its services to offer the customers the best. On the other hand, the mission of the hotel group is to be the most hospitable company in the world through the creation of heartfelt experiences for clients, value for the company owners and significant opportunities for its employees ( Lamo 2019). Its overall goal is to have a high positive impact and offer the best services for its clients. Both the vision and mission show that the goal is to impact the entire world with its hospitality, which can be seen from its strategy, Travel with Purpose. It seeks to be all-rounded and have a minimal negative impact on the planet and the people living in it, and at the same time, offering the best hospitality services.
Recent Change Initiatives, their Impacts and how they were Managed
Due to the changing business world, Hilton has had several strategic changes in the recent past. With the onset of the COVID-19 pandemic, the hospitality industry and Hilton Group were largely affected (Davahli et al. 2022, p.7366). Thus, the group had to come up with change initiatives to enable the hotel group to survive in the business world. One of the changes it implemented during this period was by changing the guest experience. As the pandemic led to a change in guest behaviour, concerns, and priorities, Hilton took advantage of their app Hilton Honors app, which enabled a contactless experience in their hotels (Linxi 2021, p.318). The app allowed guests to pick their rooms, check in and out online as well as use their mobile phones as their digital keys. The app has been beneficial to the company as it has simplified the check-in process (Nozdreva & Churakova 2021, p. 214). The guest data collected from the app is also used to identify the preferences of the guest and create a better hotel experience.
Another change that was necessitated by COVID-19 was the downsizing in terms of the employees and operations. The workforce was cut down by around 22% across the world. Due to the decrease in number of guests and the social distancing regulations, it was necessary to reduce the number of employees working at their hotels (Mekhruza et al. 2022). According to CEO Nasetta, the main challenge was the professional stress related to laying off employees. The staff who had been laid off were affected as they could not provide for their families and cope with the pandemic. Thus, Hilton managed the situation by supporting the staff in various ways. It set up the Hilton Workforce Resource Centre in the USA, where its former team members could get temporary jobs in other companies such as Walgreens, Amazon, and CVS (Kuhn et al. 2021, p.  e0255246). Moreover, it set up the Team Member Assistance Fund, which aimed to help team members directly affected by the pandemic in the form of cash donations.
Moreover, sustainability is another area in which the Hilton Hotel group has recently initiated changes. With the increasing global concern for the climate, Hilton needed to adjust and implement environmentally friendly and sustainable practices. In line with the Paris Agreement, the Hilton Hotel Group established Science Based Targets Initiative (SBTi) to minimise greenhouse gas emissions. The group aims to cut the emission of greenhouse gases by 75% in 2030 (Ertuna et al. 2022, p.104520). Through its tracking system, Lightstay, it tracks its utility consumption across all its hotels globally to reduce carbon emissions . It is committed to fighting climate change and is one of the industry leaders in championing the sustainability of the environment. According to Otley (2022), Hilton was recently recognised as the Global Industry Leader in Sustainability by Dow Jones Sustainability Indices, and this has been valuable to the organisation as guests are now leaning towards hotels which aim to have minimal impact on the environment.
Nonetheless, these sustainability strategies have been costly to the organisation. While they are costly to fund and may negatively affect its financial performance, the company has managed this challenge by partnering with other companies, governments, and organisations to reduce the cost of this goal. Through its Lightstay tracking system, other expenses have been cut, enabling the company to focus on this initiative. To date, the Lightstay program has saved more than £600 million by reducing in-house utility expenses (Foster et al. 2019). Since its inception in 2009, Lightstay has reduced Hilton's energy and water use by 17% and 29% on the waste output. Thus, it has enabled Hilton to achieve its strategic goals and offset the challenges related to funding sustainability programs.
The Organisation’s Strategic Direction and Current Business Performance 
Hilton’s main strategy, Travel with Purpose, redefines and enhances sustainability in global travel. To achieve this strategy, Hilton is committed to increasing its social impact and reducing its environmental footprint by 2030. The strategy has four primary focus areas: climate action, career development, destination stewardship, and community resilience. The organisation's 2030 goals are aligned with the United Nations Sustainable Development Goals (SDGs) (Jones & Comfort 2019, p.12). Hilton uses Lightstay to achieve these goals and also leverages its multiple partners to develop programs that will enable the group to meet its 2030 goals (Lee & Legendre 2023, p.198). Moreover, its main philanthropic arm, the Hilton Global Foundation, ensures that the group achieves these goals. Through this foundation, it also seeks to impact communities, and to date, it has granted more than $ 2 million to different organisations which support its Travel with Purpose Strategy. Its team across the globe is also dedicated to impacting communities and making the world a better place. The group strives to be diverse and inclusive in its team to meet these goals. It has integrated this strategy into its daily operations, policies, and the organisation's governance. 
Additionally, to ensure that this strategic plan succeeds, Hilton has engaged all its internal and external stakeholders. Hilton's stakeholders include leadership, owners, team members, investors, suppliers, policymakers, guests, and industry peers. By engaging these groups of stakeholders, Hilton ensures that responsible travel can be achieved (Matteucci 2020, p. 5130. Lightstay, which is the backbone behind the Travel with Purpose Strategy, tracks progress in various areas such as social impact, environmental impact, best practices sharing, actionable data, and risk mitigation.
Current Performance 
Several performance indicators may be used when measuring the performance of an organisation. They may include revenue, gross profit margin, employee satisfaction, and customer satisfaction. Hilton Hotel Group has been performing well when compared to its industry peers. Its annual revenue for the annual year 2022 was £ 7.049 billion, a 51.57% increase from 2021, in which the revenue was £ 4.652 billion. In 2020, the annual revenue declined due to the Covid-19 pandemic. For the first quarter of 2023, Hilton has reported an increase in revenue by 33.24% (The Wall Street Journal 2023). Its growth in sales, when compared to its competitors, is high. As a result of this revenue growth, Hilton's market share improved to about 9.09%.
The performance of Hilton may also be measured based on its profit margins. The gross profit margin for the first quarter of 2023 is 28.22%. When compared to its competitors, Hilton's performance is good. Hyatt's gross profit margin for the quarter was 19.94%, while that of Marriot International Inc was 21.34% (The Wall Street Journal 2023). Nonetheless, its profit margin was slightly lower than that of Choice Hotels International Inc., whose gross profit margin for the quarter was 44.22%.
Regarding customer satisfaction, Hilton Hotel Group also scores high, though lower than its peers in the industry. It is ranked # 84 among the top global brands. However, it is ranked # 10 in the Travel and Hospitality Industry. Hilton is ranked second after Ritz-Carlton and ahead of Hyatt among its main competitors (Alaa-Eldeen et al. 2023, p. 45). Customer loyalty is at 77%, and customer reviews are favourable.
Employee satisfaction may also indicate the performance of an organisation. In 2022, the Hilton Hotel ranked the second-best workplace globally. It was the only hospitality company ranked among the other 25 companies (Ding et al. 2022, p.60). Most employees at Hilton have a positive experience working at the organisation, and this contributes to the overall performance of the organisation. They attribute this experience to the culture, travel programs, and benefits that employees are awarded at the organisation.
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