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Executive Summary
This comprehensive analysis examines global hospitality leader Accor Hotel Group, providing insights into its organizational structure, corporate culture, strategic planning, change management initiatives, and overall performance. The review found that Accor operates an effective matrix structure that balances regional and brand divisions, enabling localized market adaptability and efficient decision-making. Its corporate culture places importance on customer service excellence, employee development, and sustainability. Strategic goals focus on expanding Accor's brand portfolio and global footprint while optimizing operations, guided by the ALL-Heartiest Journey plan that closely aligns with the corporate culture. Major initiatives like the ALL-loyalty program and Planet 21 sustainability drive have positively enhanced profitability, customer loyalty, and brand reputation.
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Accor Hotel Group has cemented itself as a leading player in the global hospitality industry with over 5,400 hotels across more than 100 countries. As one of the foremost hospitality conglomerates worldwide, an audit of Accor offers valuable insights into the inner workings of this industry titan. The objective of this audit is two-fold: to closely analyze Accor's internal dynamics and external positioning and to employ academic frameworks to evaluate its current standing. Specifically, this report will apply the Resource-Based View (RBV) theory to assess how Accor leverages its unique resources and capabilities for competitive advantage. The RBV theory spotlights how a firm's resources, such as brand equity, global footprint, and human capital, can be strategic assets if applied effectively (Fuzinatto et al. 2020). In addition, utilizing this lens will uncover how Accor has maintained its strong positioning despite the hospitality industry's dynamism. The analysis will be structured into sections examining Accor's structure, culture, strategy, and performance through an RBV perspective.
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Accor Hotel Group has implemented an intricate yet nimble organizational structure to manage its extensive brand portfolio spanning from luxury to economy hotels worldwide. At its core, Accor utilizes a matrix structure to balance brand and geographic considerations. Regionally focused offices enable localization while brand divisions oversee strategic positioning (Costa et al. 2020). Overseeing this structure is a CEO working with executive committees for both regional and brand segments. Likewise, it allows for efficient resource allocation and quick adaptation to industry shifts based on evolving consumer preferences. Ultimately, the structure offers a competitive edge by allowing Accor to tweak offerings to diverse market conditions (Santoro, 2015).
The corporate culture is anchored in customer service, employee well-being, and sustainability. With the Heartist ethos, Accor champions heartfelt service and memorable guest experiences. Moreover, employees are encouraged to embrace inclusion, diversity, and continuous development (Marin-Pantelescu, 2021). Sustainability is also integral, with the Planet 21 program driving eco-friendly practices across the organization. The given culture permeates individual units, promoting local sustainability and community initiatives. Accor’s mission is to offer unforgettable stays while its vision is to be the world’s most innovative, value-driven, and responsible hotelier (Marin-Pantelescu, 2021). The strategic plan ALL Heartist Journey inter-links with this by strengthening brands, expanding globally, and optimizing operations. Additionally, Drive the Change aims to significantly limit environmental impact (Camelia et al. 2019).
The Resource-Based View (RBV) theory helps assess how Accor leverages its resources for competitive advantage. RBV posits that unique organizational resources when strategically exploited, drive a competitive edge. For Accor, key resources comprise its brand portfolio, global footprint, and talented workforce (Kruesi et al. 2023). Its diverse brand portfolio attracts varied customer segments, enabling adaptation to evolving preferences. The extensive global network provides scale and local insights while facilitating global best practices sharing. Moreover, employees at Accur exemplify the Heartist service ethos, delivering outstanding experiences that differentiate Accor. The RBV lens shows how harnessing these strategic resources sustains Accor’s advantage in the fiercely competitive hospitality space. It underscores the importance of effectively leveraging these resources for ongoing success in a dynamic market.
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Accor Hotel Group has undertaken major change initiatives in recent years to stay competitive in the evolving hospitality landscape. A key program is ALL – Accor Live Limitless, launched in 2019 to transform the guest experience. The proposed loyalty initiative offered relegated and individualized services and exclusive benefits, marking a strategic shift beyond traditional accommodation offerings (Marin-Pantelescu, 2021). Additionally, Drive the Change showcases Accor’s commitment to environmental sustainability through ambitious footprint-reduction goals. These changes have significantly impacted Accor. Similarly, ALL has improved customer engagement and loyalty by offering customized experiences that make guests feel valued. In addition, through incentivizing repeat bookings and recommendations, the program has boosted profitability (Marin-Pantelescu, 2021). Likewise, Drive the Change has also yielded positive impacts, with reduced energy and water usage contributing to cost savings. The sustainability focus has attracted environmentally conscious travelers and partners in an era where eco-friendly practices are paramount (Susilo et al. 2023).
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Accor has applied Lewin three three-step change to ensure their change is effective and helps them to be competitive, specifically when it comes to competing with their competitors like Hilton and Ritz London. 
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(Fig 1 Lewin Model of Change; Source Admin 2023)
The Lewin three-step model consists of three points; unfreezing, change, and freezing.
Unfreezing 
Accor Hotel Group initiated change by recognizing the need to adapt to evolving customer expectations and global sustainability trends that were transforming the hospitality industry landscape (Susilo et al. 2023). The launch of the innovative loyalty program ALL and the ambitious sustainability initiative Drive the Change marked the unfreezing stage. Accor identified these major changes were imperative for the organization to stay competitive and respond to external shifts. This realization was communicated throughout the organization to gain stakeholder buy-in.
Changing 
During this stage, Accor rolled out the implementation of ALL and Drove the Change across the organization. Adjustments were made to processes, structures, and practices to correlate with the new initiatives (Bagnaresi et al. 2021). Employees at various levels were actively involved to facilitate the smooth adoption of the changes. Moreover, personalized loyalty rewards were integrated into the guest experience while sustainability practices were entrenched into operations through training and guidelines—this hands-on approach to executing the change increased employee engagement (Bagnaresi et al. 2021).
Refreezing 
To sustain the change over the long term, Accor focused on reinforcing the new initiatives, behaviors, and processes until they became ingrained. Regular communication, training, and leadership involvement ensured employees embraced ALL and Drive the Change as the new norm rather than short-term programs. This refreezing cemented the changes in Accor’s culture (Grèzes et al. 2023).

Therefore, with the effective implementation of Lewin’s three-step change, it can be articulated that Accor Hotel Group strategically managed major change initiatives by following the unfreezing, changing, and refreezing stages. The given effective approach to change management drove positive impacts from improved guest experiences and sustainability gains. Likewise, through adapting to external shifts proactively and engaging employees, Accor has positioned itself for continued success in the evolving and highly competitive hospitality sector.
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Accor Hotel Group, a global hospitality giant, has strategically positioned itself on a trajectory aimed at achieving the pinnacle of innovation, value-driven service, and responsible practices within the hotel industry. Accor’s strategic direction is summarised by the determined vision of becoming the world's foremost innovator, a provider of value-driven experiences, and a leader in corporate responsibility, similar arguments discussed in (Denysenko et al. 2021). The given overarching objective is steered by the detailed roadmap known as the ALL Heartist Journey plan. At the core of Accor's strategic vision is a set of long-term goals accurately built to strengthen the group's brands, broaden its global footprint, and optimize operational efficiency by working on its culture, a statement also referred to in (Nicoules, 2020). These objectives serve as pillars, securing Accor's commitment to innovation, value, and sustainability. The strategic roadmap offers a clear trajectory for Accor, articulating a proactive stance towards industry evolution and interlinking its course with emerging trends and consumer preferences.
In addition, the cornerstone of Accor's strategic approach is the ALL Heartist Journey plan, a framework that transcends conventional hospitality paradigms. The proposed plan goes beyond the traditional focus on service provision, extending to a holistic commitment to guest experiences, employee development, and sustainable practices, also articulated in (Dumoulin et al. 2020). Accor understands that in a dynamic and competitive industry, success depends not only on offering top-notch accommodations but also on developing a culture that values its customers, nurtures its employees, and limits or controls its environmental footprint (Krupskyi et al. 2019). Similarly, the ALL Heartist Journey's emphasis on improving guest experiences underscores Accor's dedication to building memorable stays for its patrons. It leverages cutting-edge technologies, personalized services, and innovative amenities to cater to the diverse needs and preferences of its clientele. Likewise, through listing guest satisfaction as its core responsibility, Accor aims not only to meet but also to exceed expectations, thereby solidifying its position as a hospitality trailblazer.
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As a leading global hospitality group operating over 5,400 hotels, Accor Hotel Group's business performance offers insights into its position within the highly competitive industry. Evaluating key performance indicators is crucial to assessing Accor's financial health, market presence, and strategic success. Vital indicators include revenue, profitability, market share, and customer satisfaction (Panteleiev, 2023). Likewise, revenue reflects income from accommodation, food and beverage, and other services across the brand portfolio. Profitability metrics like operating margins and return on investment indicate cost management abilities and profit generation (Panteleiev, 2023). Market share demonstrates Accor's competitive presence across geographies and customer segments. Likewise, customer satisfaction through metrics like Net Promoter Score gauges the guest experience quality driving retention and growth.
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The Balanced Scorecard provides a robust framework to evaluate Accor's business performance holistically:
Financial Perspective
The financial perspective focuses on assessing Accor Hotel Group's revenue growth, profitability, and cost management. Tracking key financial metrics helps determine the organization's overall fiscal health and its ability to sustain ongoing operations and future expansion goals (Guix et al. 2020). Moreover, revenue growth metrics evaluate total sales increases across Accor's brand portfolio and geographic segments. Profitability measures like gross/net profit margins and return on investment gauge the profit-generating capacity of the business (Guix et al. 2020). Likewise, cost management KPIs assess how well Accor controls operational costs through initiatives like sustainability programs or process streamlining. Maintaining financial vitality from these perspectives is crucial for Accor to have the monetary resources to invest in initiatives, penetrate new markets, and weather industry volatility (Bharwani et al. 2021).
Customer Perspective
The perspective centers on monitoring customer satisfaction levels, loyalty rates, and Accor's overall market share competitive standing. Unlike Marriot, high customer retention and growth in market share signal that Accor is satisfying guest needs, driving repeat visits, and outperforming hospitality competitors (Manachynska et al. 2020). Key metrics include Net Promoter Score which measures customer loyalty and willingness to recommend Accor hotels. Social media sentiment analysis and online review scores also provide customer satisfaction insights (Manachynska et al. 2020). Sustaining strong customer health is vital for success in the hospitality sector, where client experiences shape brand perceptions and generate continued revenue.
Internal Process Perspective
The internal process view evaluates the effectiveness and efficiency of Accor's business processes and operations. Optimizing processes is key to delivering high-quality guest experiences while managing costs (Aujirapongpan et al. 2020). Likewise, relevant metrics comprise service quality audits, cycle time reductions in operations like check-in/check-out, and adoption rates of new technologies to enhance processes. This perspective ultimately aims to identify process improvement areas to excel at customer service delivery and operational excellence (Altin et al. 2018).
Learning and Growth Perspective
The given lens focuses on gauging employee engagement, skills development, and organizational agility to respond to industry evolution (Guix et al. 2020). Key metrics cover employee retention/turnover, training hours, and measures of adaptability. Investing in human capital and change readiness is essential for Accor to maintain its competitive edge within the fast-moving hospitality landscape (Bagnaresi et al. 2021).
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The proposed audit offered valuable insights into Accor Hotel Group's structure, culture, strategy, change initiatives, and business performance. The analysis showed strong alignment between Accor's corporate culture and strategic goals, with initiatives like ALL and Drive the Change positively impacting the business. Accor's diverse brand portfolio and global footprint were identified as key competitive strengths. However, intense competition and potential economic and sustainability vulnerabilities pose risks requiring strategic agility. To leverage its strengths while mitigating weaknesses, Accor has been recommended to focus on driving innovation, strengthening sustainability, investing in employees, and exploring emerging markets (Aujirapongpan et al. 2020).
In summary, Accor Hotel Group possesses strengths like its brand diversity and global presence that have positioned it as a hospitality leader. However, the report also revealed challenges necessitating adaptable strategies to seize opportunities and minimize threats in a dynamic industry landscape (Bagnaresi et al. 2021). Therefore, by doubling down on innovation, sustainability, human capital, and market expansion, Accor will be able to improve its competitive edge and continue thriving in the global hospitality sector (Bagnaresi et al. 2021). 
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