1
Page 





WRITTEN REPORT 


Module: Management and Organisational Behaviour 
Module code: BMIH5004
Student Name: Anca Mihaela Marian
Student ID: 2130340
Module Lead: Charlotte Joyner 





Executive Summary 
Hyatt Hotels began in 1957 when Jay Pritzker bought the Hyatt House motel near Los Angeles International Airport. What would become a global hospitality giant began with this acquisition. The Pritzker family, famed for their commercial savvy and vision, saw opportunity in the hotel industry and expanded the Hyatt brand across the United States. Hyatt Hotels are famous for its excellent services and lavish accommodations. 
The company has innovated and expanded abroad, offering a diverse portfolio of hotels and resorts for a variety needs. 
Today, Hyatt Hotels represents the Pritzker family’s commitment to excellence, client satisfaction, and hospitality innovation. 
Hyatt Hotel Group manages varied proprieties and services efficently with clear lines of accountability using functional and divisional features. Finance, Marketing, Human Resources, Legal, and Operations work separately at the corporate level. For different hotels and regions, the company organises by brand or region. 
The company’s culture of empathy for employees, guests and the community show Hyatt’s global objective of caring for people and promoting inclusivity and well-being to foster growth. 
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[bookmark: _Toc196464328]1 Organisation structure 
The organisational structure of Hyatt Hotel Group is a fascinating blend of functional and divisional elements. This structure allows the company to efficiently manage its diverse range of hotels and services while also maintaining clear lines of responsibility and accountability. At the corporate level, Hyatt employs a functional organisational structure. Various corporate functions operate in specialised departments each with its responsibility for specific tasks, functions, and areas of expertise. (Organimi website- Hyatt Hotels' Organizational Structure). 
Finance – manages financial operations, budgeting, and investments.
Marketing – develops strategies to promote Hyatt’s brands and services. 
Human Resources – handles recruitment, employee developments, and organisational culture. 
Legal- ensures compliance with laws and regulations. 
Operations – oversees day to day hotel management (Org chart Hyatt). 
Hyatt Hotel adapts its organisational structure to suit different hotels and locations. While the core functional departments (such as Finance, Marketing, Human Resources, and Legal) remain consistent at the corporate level, the divisional component varies based on factors like brand and geographic region. (Hyatt Hotel’s Strategy in a Resilient and Evolving Industry)
Within the divisional component, Hyatt organises its hotels and resorts based on brand or geographic region. This approach allows effective management while maintaining accountability. For example, Hyatt has distinct business units for each if its consistent brands including Alila Grand Hyatt, Hyatt Regency, Grand Hyatt and more. (Organimi website- Hyatt Hotels' Organizational Structure).
Leadership structure is formed by management team and board of directors. 
Management team – led by the President and CEO, this team handles daily operations. C-level executives oversee functional areas and geographic regions (America, Asia Pacific). (The Oxford Handbook of Leadership and Organizations, Day)
Board of Directors –responsible for governance, legal compliance and ethical standards. Some board members have specific powers as per corporate regulations. (Leadership team structure: 8 roles in top management). 
The hybrid organisational structure of Hyatt allows it to manage its diverse portfolio effectively, however, it might also lead to complexities due to the dual chain of command and potential for conflicts between functional managers and divisional managers. From an audit perspective, the diverse revenue streams, and expenditures in the hotel industry, including those at Hyatt, require scrutiny. The auditor must understand the specific accounting practices of the hotel industry and apply appropriate audit procedures. Hyatt’s organisational structure is well-suited to its operations, but like any large organisations, it must continually monitor and adjust its structure and practices to ensure efficiency and effectiveness. The audit process plays a crucial role in this by identifying potential risk areas and suggesting improvements. (Person,2024) 
[bookmark: _Toc154010578]2 Hyatt’s Corporate Culture 
Hyatt’s corporate culture is deeply rooted in empathy and care, which are indeed valuable qualities in any organisation (Simon, 2020). By fostering a sense of belonging and valuing relationships, they create a positive environment that not only benefits their employees but also extends to their guests and the wider community. (Hyatt, World of Care – Caring for people). 
To bring purpose to life on a global scale, Hyatt embraced a unifying mission centred around caring for people so they can thrive at their best. This purpose deeply resonated within the organisation as it aligned with Hyatt's core values of empathy and compassion. Recognising that genuine care involves actionable steps starting with active listening and understanding, Hyatt embarked on a journey to empower its colleagues to excel. This led to a re-evaluation of managerial frameworks and the establishment of clearer guidelines for roles and responsibilities to ensure consistent and confident decision-making in people-related matters. By prioritising inclusivity and fostering a conducive work environment for employee well-being, Hyatt aimed to create a culture where individuals could flourish professionally and personally each day. Conducting extensive research globally, involving over 120,000 colleagues across numerous countries and continents, Hyatt sought to identify leadership behaviours that drive business success. This process also involved optimising HR processes and systems to enhance operational efficiency and elevate the overall employee experience. Collaborating with PwC, Hyatt embarked on a transformative HR journey that integrated design-thinking, analytics, and change management to propel the organisation forward. (PricewaterhouseCoopers). 
[bookmark: _Int_hvKmKk1v]Their commitment to attracting and retaining top talent, coupled with their focus on fulfilment in work and life, speaks to a holistic approach to employee well-being. This kind of culture can lead to increased employee satisfaction, improved performance, and a stronger brand reputation. (Chuling & Qin, 2022)
Based on various employee reviews, the culture at Hyatt appears to be positive, but experiences can vary. Numerous employees find value in the nurturing atmosphere and diverse workplace culture prevalent within the organisation. Hyatt garners recognition for its consistent emphasis on training initiatives and avenues for career advancement. Certain staff members have praised the company's ethical standards and rewards, notably complimentary accommodations at Hyatt Hotels globally (Hyatt Company Culture, Comparably). 
 Nonetheless, critiques have surfaced regarding the demanding workload and perceived substandard compensation. Additionally, discontentment with managerial practices has been voiced by some employees (Hyatt Reviews, Glassdoor). 
Hyatt can improve its culture by keeping and sharing it, giving awards, and choosing new employees carefully. This way, the new employees can fit into the culture and show the right qualities daily (Phelps, 2020). This helps Hyatt have the same culture at all its hotels and operations and welcomes different people and their unique qualities.
[bookmark: _Toc547701597]3 Theories associated with Hyatt’s Corporate Culture and recent change initiatives, their impact and how well Hyatt managed them 
[bookmark: _Toc532016546][bookmark: _Toc1708256310]3.1 Competing Values Framework – This framework identifies four main cultural dimensions: adhocracy, bureaucratic, clan and market. Hyatt’s culture seems to align with the clan culture, which emphasises collaboration, employee involvement and a strong emphasis on a common mission or objective.
[bookmark: _Toc1258425573][bookmark: _Toc644413276]3.2 Handy’s Model –Charles Handy’s model identifies four types of culture: power, task, person, and role. Hyatt’s culture seems to align with this role which is characterised by strong procedures and hierarchies and individuals know their roles and responsibilities according to their skills, qualifications, interests, and specialism. 
[bookmark: _Toc1107707622][bookmark: _Toc1817908714]3.3 Harrison and Stokes Four Core Dimensions – this model identifies four core dimensions of organisational culture. Hyatt's culture seems to align with the support dimension which is characterised by warm, interpersonal relationships and a people-centred approach. (Personnel Today, 2023)
[bookmark: _Toc601993362]4 Hyatt’s Corporate Goals 
Hyatt’s corporate goals are primarily centred on the Environmental, Social and Governance (ESG) platform, known as “World of Care.” This platform is driven by actionable commitments to address areas of critical importance to their colleagues, guests, customers, owners, and the communities in which they operate. (ENVIRONMENTAL, SOCIAL AND GOVERNANCE HIGHLIGHTS,2021)
The main goals include: 
[bookmark: _Toc1360508126][bookmark: _Toc1609147789]4.1 – Caring for the Planet – Hyatt is committed to advancing environmental action so that destinations around the world are vibrant now and for future generation. (Caring for the planet |Hyatt World of Care) 
[bookmark: _Toc291498059][bookmark: _Toc2116087034]4.2 Caring for People – Hyatt cares for the wellbeing of their colleagues, guests, customers, owners, and communities and is dedicated to advancing a culture of opportunity for all. (Holistic Wellbeing – Hyatt World of Care). 
[bookmark: _Toc2037419647][bookmark: _Toc1723300347]4.3 Caring for Responsible Business – Hyatt embraces its responsibility to do business fairly and ethically, both within and beyond Hyatt and Hyatt’s proprieties. (Caring for Responsible Business | Hyatt World of Care)
Hyatt’s corporate Goals align well with their ESG platform demonstrating a commitment to environmental action, people’s wellbeing, and responsible business practices. However, it is important to note that the effectiveness of these goals can only be evaluated through rigorous auditing and analysis. This involves assessing whether Hyatt’s financial information is reliable and whether their current operations align with their stated goals. Hyatt’s corporate goals reflect a strong commitment to environmental, social and governance issues. However, continuous auditing and analysis are crucial to ensure these goals are being effectively pursued and achieved. These initiatives are managed with a focus on transparency and accountability. Hyatt holds itself accountable by sharing progress, challenges and solutions that are advancing them toward their commitment and ambitious. (2021 Global Reporting Initiative (GRI). 
They have also linked executive stock compensation to progress on Diversity, Equity and Inclusion (DE&I), demonstrating their commitment to these goals. (Hyatt launches 'World of care' with new commitments to advance diversity, equity, and inclusion and responsible business practices, 2021). 
[bookmark: _Toc889001493]5 Relevant Theories for auditing and analysing Hyatt’s Corporate Level Goals: 
[bookmark: _Toc571378129][bookmark: _Toc1428385974]5.1 Corporate Governance Theory – this theory emphasises the role of audit as a control mechanism to monitor, conduct and performance and to secure or enforce accountability. It suggests that the auditor’s primary role is to check whether the financial information given to investors is reliable. 
[bookmark: _Toc1051927126][bookmark: _Toc198607569]5.2 Goal Setting Theory – this theory s  uggests that auditors assess an organisation’s auditing goals and objectives whenever they conduct an audit because audit results often uncover problems with the way the organisations operate in the present and prepare for the future. (Wilkinson, S. and Nanayakkara, K. 2021).
[bookmark: _Toc1541565785]6 Strategic Analysis  
Porter’s Five Forces analysis (Kotler, 2021) allows for an in-depth evaluation of Hyatt’s strategic position within the competitive hospitality industry.  This framework considers the industry’s competitive landscape, including the threat of new entrants, the threat of substitute products or services, the bargaining power of suppliers, the intensity of competitive rivalry and the existence of barriers to entry. (Mullins, 2021)
[bookmark: _Toc255462856]6.1 Threat of New Entrants 
The threat of new entrants is quite low due to high investment required to set up a business in the hotel industry and the strong brand recognition of established players like Hyatt. (Hyatt Porter five forces analysis-Team 2022)
[bookmark: _Toc745255171]6.2 Threat of Substitutes 
The threat of substitutes is very high. There are a wide range of hotel at different price points in most of the prime locations where Hyatt Hotels has their properties. There are no switching costs and there is service differentiation. (Hyatt Porter five forces analysis-Team 2022)
[bookmark: _Toc463949636]6.3 Bargaining Power of Customers 
The bargaining power of customers can be inferred that the power is high due to the lack of switching costs and the presence of many alternatives. A wide range of hotels is available at different price ranges in most major cities where Hyatt Hotels has proprieties. Consequently, there is an extremely elevated level of threat. There are options for service differentiation and no switching costs. These hotels are only the most profitable during peak season when they are fille. (Rai et al., 2022) Conversely, low-cost hotels will fare the best in these circumstances as the few customers who want to rent a place will do so at a reduced cost, resulting in a loss for Hyatt Hotels. Thus, this force is quite strong, and the threat of replacements is very severe.  
[bookmark: _Toc1823231690]6.4 Bargaining Power of Supplier
In the competitive landscape of the hotel industry, the bargaining power of suppliers plays a crucial role in influencing the operations of hospitality chains like Hyatt. Suppliers encompass a wide range of entities such as food, beverage, and other service providers that are instrumental in ensuring the smooth functioning of a hotel's daily activities. The negotiating power wielded by suppliers is contingent upon their significance in fulfilling Hyatt's operational requirements. For instance, suppliers offering unique, high-quality products or services that are integral to Hyatt's brand and customer experience may possess a stronger bargaining position compared to those with more commoditised offerings. In order to mitigate risks associated with overreliance on a single supplier and to foster diversity in its sourcing practices, Hyatt actively engages with a diverse pool of suppliers. By collaborating with a multitude of suppliers, Hyatt not only safeguards its supply chain against potential disruptions but also leverages the strengths and capabilities of different suppliers to meet its varied needs effectively. This strategic approach to supplier diversity underscores Hyatt's commitment to fostering mutually beneficial partnerships while enhancing its operational resilience in a dynamic market environment.
[bookmark: _Toc1055262071]6.5 Competitive Rivalry 
Hospitality is a very competitive market, with several firms fighting for Hyatt’s business at all price points and no difference in the services offered by the different businesses. Additionally, there is no switching cost, which makes it unlikely that customers would stick with the company. (Bekele, 2020) This is particularly crucial in the luxury market, where exceptional customer service is expected, and even little customer complaints can significantly negatively impact repeat business. As a result, this is a potent force and a violent rivalry.
[bookmark: _Toc1141061292]7 The Boston Matrix
The Boston Matrix, also known as the BCG Matrix, is a strategic management tool created by the Boston Consulting Group. It helps in analysing the position of a strategic business unit and its potential. The matrix consists of four classifications based on two dimensions: industry or market growth and the relative market share of the strategic business unit. (BCG matrix and Vrio Framework for Hyatt Hotels Corporation).
When applied to Hyatt Hotel, the BCG Matrix can help decide on the strategies that can be implemented for its strategic business units. (Hyatt Hotels Corporation) 
8 Conclusion and recommendations 
The organisational structure of Hyatt Hotel Group is a captivating amalgamation of functional and divisional elements, allowing for efficient management of its diverse range of hotels and services while upholding clear lines of responsibility and accountability. At the corporate level, Hyatt employs a functional organisational structure with specialised departments for key functions such as Finance, Marketing, Human Resources, Legal, and Operations. While these core functional departments remain consistent at the corporate level, the divisional component varies based on factors like brand and geographic region. Hyatt organises its hotels and resorts based on brand or region, enabling effective management with clear accountability. The leadership structure comprises a management team led by the President and CEO, overseeing daily operations, while the Board of Directors ensures governance, legal compliance, and ethical standards. The hybrid organisational structure, though effective in managing a diverse portfolio, may lead to complexities due to dual chain of command and potential conflicts between functional and divisional managers. From an audit perspective, the diverse revenue streams and expenditures in the hotel industry necessitate scrutiny and understanding of industry-specific accounting practices. Hyatt's corporate culture is deeply rooted in empathy and care, fostering a positive environment for employees, guests, and the community. By embracing a mission centred around caring for people to thrive at their best, Hyatt aligns with core values of empathy and compassion, empowering colleagues for professional and personal growth. Conducting extensive research globally and collaborating with PwC, Hyatt continues its transformative HR journey to enhance operational efficiency and elevate the overall employee experience, prioritising inclusivity, and well-being for a flourishing work environment.
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Appendix 

Strategic Analysis - SWOT AND PESTEL ANALYSIS

SWOT HYATT 


	STRENGTHS
	WEAKNESSES
	OPPORTUNITIES 
	THREATS 

	Strategic Locations – Most of Hyatt’s properties are in high-density urban, airport, suburban, convention and resort destination.

Strong Brand Portfolio – Hyatt manages, franchises, owns and develops a wide array of hotels, resorts, and residential properties under multiple brands. 

Loyal Customer Base –Hyatt has a strong customer base that is loyal to its brand. 
	Limited Market Share –Despite its strong presence, Hyatt has a limited market share. 

Low Brand Differentiation-There is an exceptionally low brand differentiation among the various brands of Hyatt 

Dependence on US Markets- Hyatt is majorly dependent on US markets 

	Expansion in Emerging Markets – There is potential for Hyatt to expand in emerging markets. 

Diversification of Brand Portfolio - 
There is room for diversification into mid-scale and budget segments. 

Investment in Technology and Digital Innovation – Embracing digital transformation can improve customer satisfaction and operational efficiency. 

Sustainability and Eco-Friendly Initiatives – Hyatt can lead in sustainability within the hospitality industry. 
	Operational and Financial Risks from Expansion – expansion brings with it operational and financial risks.

Regulatory and Compliance Risks – Hyatt faces risks related to regulatory compliance 

Vulnerability to External Shocks – events like recessions and pandemics can have an adverse effect on the global economy.

Cybersecurity and Data Privacy Concerns – Hyatt, like any other global corporation faces cybersecurity and data privacy concerns. 




Hyatt Hotels SWOT analysis - The Strategy Story (2024) 




Appendix 

PESTEL HYATT 

	POLITICAL FACTORS 
	ECONOMIC FACTORS 
	SOCIAL FACTORS 
	TECHONOLOGIC FACTORS 
	LEGAL
FACTORS 
	ENVIRONMENT FACTORS 

	Hyatt operates in 70 countries, each with different policies, foreign trade policies, tax policies, labour laws which have an impact on Hyatt’s profitability and operations
	A country with good economic growth implies a constant growth in demand which in turn makes it a good country to invest in. 
The exchange rate policy of a country is also important to look at because investment in a country with a high forex risk may turn out to look at because investment in a country with a high forex risk may turn out to be a bad investment overall. 
	Countries that experience high tourism and where the tourism sector contributes to a generous portion of the GDP might be good for demand and profitability.  
	The demand for services in an economy should also be looked at because Hyatt Hotels is a business in providing hospitality. 
	The laws related to ownership of property- as Hyatt Hotels must invest in land and infrastructure as part of their business in hospitality. 
	With increasing consumer awareness of environmental issues, Hyatt can lead in sustainability within the hospitality industry. 



Hyatt Hotels Corporation SWOT, PESTLE, Porters  Five Force and Financial Analysis Quaintel Research
Hyatt Hotels Corp - Strategy, SWOT and Corporate Finance Report

Appendix 
The Boston Matrix –Hyatt   When applied to Hyatt Hotel, the BCG Matrix can help decide on the strategies that can be implemented for its strategic business units. (Hyatt Hotels Corporation)


	STARS
	QUESTION MARKS
	CASH COWS
	DOGS

	For Hyatt the financial services strategic business unit and the number 1 brand strategic business unit are considered stars.
They operate in markets that show potential in the future and generate a significant amount of income for Hyatt.
	Strategic business units with high market growth rate and low relative market share. 
These units require close considerations whether the business should continue with them or divest.
	Strategic business units with low market growth rate but with high relative market share. 
For Hyatt, Hyatt Regency and Hyatt Place are considered cash cows –these brands generate massive amounts of cash flow for the corporation.
	Strategic business units with low market growth rate and low relative market struggle with profitability and have a low market share. 
For Hyatt – Hyatt House and Hyatt Place are considered dogs –these units struggle with profitability and have a low market share.
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