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It has been found that Hilton Hotels is an international hotel chain that operates under two forms of structure, the Executive Committee and the management at unit level. These enable the organisation to monitor its activity and deliver the services at both corporate and venue level. Also, due to high level of competitiveness in the industry, Hilton can focus on brand development in certain areas. 
Being a leader in the hospitality industry, the company established its own organisational culture which consists of set of values and norms that help the employees to deliver quality service, in different contexts. Also, the culture contributes to the company’s goals accomplishment.
Hilton recorded different levels of success in implementing change in their operations. They need to reconsider certain stages of change introduction to achieve the desired outcome.
The business designed an agenda with several goals that must be met by 2030. The agenda consists of a wide range of sustainability goals. However, it has been highlighted that they need to plan more strategies or vision regarding their adaptability towards new trends in the industry such as digitalization. They may give more to the emerging themes in hospitality such as virtual reality tour to win a competitive advantage.
Hilton outstands as a leader in the industry due to its fast growing and excellence in hospitality services.
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Hilton Hotels and Resorts is an American brand of hospitality venues located in more than 122 countries and territories around the world. The company was founded by Conrad Hilton in 1919 and its properties operate under various regimes such as lease, management, and franchise. Hilton has been recognised as the best company to work for in 2020 (Fortune, 2020) and earned the position of international leader in Dow Jones Sustainability Indices (Hilton, 2023c). The firm’s portfolio includes a wide range of properties which targets mid-scale to luxury segments, for both leisure and business travellers. 
The purpose of this report is to review Hilton’s organisational structure, culture, and goals. Due to their increasing development, the most recent changes initiatives will be evaluated as well as their success. Also, Hilton’s strategic direction and business performance will be analysed. 
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Hilton Hotels’ development continues to increase due to various demands of different marketing segments (Ma et al., 2017). Since the Hilton Hotels is an international hotel chain, the organisation covers two levels of structure: the Executive Committee staff and the unit level staff. Birkinshaw’s (2001) model of International division reflects the structure of Executive committee, formed by CEO, Presidents, Developers and Chiefs oversees the organisation’s corporative interests (Hilton, 2023a). Their assigned responsibilities include company’s quality management, policies on ethics, human resources and brand development. Considering the high level of competitiveness in the industry, this form of structure enables Hilton to improve and develop its services in a certain area of the world. For example, the company signed a collaboration with Saudi Tourism to attract new tourism segments in the Middle East and Africa regions (Hospitality Net, 2023). Therefore, it benefits the company to rely on centralised form of structure because it provides consistent strategies across the firm and contributes to an internationally recognised brand image. However, the Birkinshaw’s (2001) model does not include the unit level organisations which are represented by each Hilton Hotel worldwide. Every unit owns a centralised form of structure to deliver its services to the guests, formed by General Manager, Human resources, Department Heads and staff. This form of structure enables each site to be flowing in service delivery and manage the teams, set their goals and reach productivity. Also, since Hilton comprises various smaller brands, it ensures that the staff is trained according to the brand’s purpose and target while adhering to the company’s values and culture (Leijerholt, Chapleo, and O’Sullivan, 2019). 
An organisation’s culture is represented by the norms, standards and ethics that determine how people should act while performing their tasks (Kassem and Ajmal, 2019). ACAS (2001) highlighted the quality of working life culture which advocates for core values, shared objectives and mission statements. The model reflects the award-winning culture of Hilton which comprises several principles that guides the employees such as serving the guests and the community, protecting the environment, creating an inclusive workplace and providing innovative services (Hilton, 2023b). Since the organisation operates around the world, outlining guidance rather than strict rules can help the staff navigate through several situations and contexts while addressing people from different cultural backgrounds. Thus, the Hilton’s brand image is maintained uniform anywhere in the world while the staff is empowered to act more flexible. 
A company’s culture sets the environment and the vision for accomplishing its goals which are fundamental for achieving performance and developing a strong corporation (Mullins, 2016). Hilton Hotels have a wide spectrum of goals on their agenda. They proposed to achieve 50% Gender Diversity at leadership level by 2027, the current procent being 40% women at the corporate level. Khan et al. (2022) reported an increasing interest in female leadership promotion in the hotel industry to ensure equality of chances and diverse workforce. Moreover, there is a positive relationship between business performance and women in management positions (Sanan, 2016). However, according to Locke’s model of goal setting (1968), Hilton Hotels need to consider its complexity and make it more achievable at unit’s level. Firstly, the company needs to promote this goal and ensure that all sites have access to knowledge, tools and opportunities for promoting women leadership. Also, they need to ensure a friendly environment for female management since stereotypes and certain thinking patterns can prevent women to be promoted (Guillet et al., 2019). Certain measures such as training programmes, equality of rights advocating and supporting women would help to draw female leadership as a positive thing.
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The hotel industry is exposed to a state of ceaseless change due to the competitive environment, pandemics, and financial crises (Melián-Alzola, Fernández-Monroy and Hidalgo-Peñate, 2020). Therefore, adequate and efficient changes are required, so the organisations can thrive and progress in the business.  The introduction of change may be demonstrated through implementing new technologies or processes to help the hotel to improve or satisfy certain demands. For example, Sari, Sari, and Aryana (2022) reported that Hilton Hotels introduced green practices in the Food and Beverage Department at Hilton Bali Resort such as energy and water efficiency, recycling, and using local, organic products. These actions become more indispensable since hospitality venues consume high amounts of resources in their operations (Guruge, 2022). Thus, the initiative of green practices leads to an increased level of sustainability within the organisation.
The implementation of sustainable operations at Hilton Bali Resort has been reported as successful (Sari, Sari and Aryana, 2022). Since the attention to environmental concern continues to grow, this change implementation was required to as a response to green practices need in the industry. However, it did not radically alter the department’s operations, but rather help them to be adapted to the current pressure.  The Hiatt’s (2006) ADKAR model revealed that focus on people represents the key to successful change implementation. The model explains the success of green practices implementation in Hilton Bali Resort since the employees were informed, motivated, and empowered with knowledge and skills to adapt their operations to the new standards. However, there were few goals that targeted the change implementation through green practices in the community which were not met. The failure may be explained through addressing the second stage of the model (desire and motivation to support the change), assuming that people were not motivated enough to extend their efforts outside of their workplace. Belias and Trihas (2023) reported that hotel employees may show resistance to change since they can perceive it as a threat due to the changing nature of the industry. Therefore, the Hilton Bali Resort should pay more attention to the first stage of awareness to offer more information or coaching to the staff, so they can cover any gaps and eliminate the stressing factors. The Kotter’s (2012) model considers the initial stages of change implementation as creating a sense of urgency, building a strong partnership, and elaborating a vision. Thus, it can complement the ADKAR’s phase of awareness through more engaging strategies to help Hilton Bali Resort to achieve its unfulfilled goals. Ahmed et al. (2021) found a correlation between HR practices and employees’ green motivation. Hilton Bali Resort can increase the urgency of sustainability through the constant promotion of sustainable values and practices at work, but also through educating employees in the context of environmental protection. Also, the enterprise may ask for the staff’s feedback regarding their green objectives to identify any issues or motivations that possibly restrain them from involvement in green practices.
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Hristov, Appolloni and Chirico (2022) agreed that the role of organisations transited from a focus on value creation, underpinned by data and expenditure analysis to a sustainable, innovative approach. Hilton Hotels reflected this movement through creating a list of goals focused on three dimensions: Environmental, Social and Governance that need to be achieved by 2030 (Hilton ESG, 2023). Therefore, the organisation does not measure its performance solely on its profit or number of venues, but it does include its impact upon society and nature. 
Currently, some of the highlighted accomplishments of Hilton at global level include training on Diversity and Inclusion at the Workplace at 98% of venues, responsibly sourcing standards for 50% of the brands, and donation of several rooms for war refugees in Europe (Hilton Goal Tracker, 2023). At local sites, for example, several Hilton hotels in Africa supported community and diversity through art exposition and sales (Hilton EMEA, 2023). The organisation’s involvement in various social and environmental projects has been correlated with brand strengthening and image building in the market (Sharma and Mishra, 2019). Moreover, it has been observed that these types of projects tend to increase employee satisfaction and boost productivity which are key to sustainable business performance. Consequently, Hilton manifests a high level of performance since they successfully reach several goals from their 2030 agenda. 
As a strategic direction, Hilton is committed to following their multiple objectives by 2030, primarily centred on social and environmental sustainability. Among their plans are included 5 million learning opportunities for underrepresented groups and contribution of 10 million hours of volunteer, encouraging customers in supporting responsible tourism and diminishing resources waste (Hilton ESG, 2023). Since some issues may predominate at different degrees at Hilton’s venues worldwide, the Executive Committee must cooperate with regional representatives to design proper strategies, adjusted to the units’ needs. For example, Marriott (2022) highlighted specific measures that some venues adopted to adhere to sustainability. Following their model, Hilton may promote certain lodging as being sustainable and stand out, especially for customers that are highly interested in environment protection. By implementing a consistent plan of sustainability goals, Hilton can contribute to current and future generations’ quality of life and achieve business performance. 
However, its organisational success does not limit to its social and environmental impact. Hilton needs to consider how to improve its services and guests experience. Although their strategic direction towards 2030 involves a spectrum of objectives, there is a lack of prospective regarding how the organisation will embrace emerging trends such as digitalization. Due to growing development of technology, the organisations that adopt certain digital strategies seem to win competitive advantage (Casado Salguero et al., 2019) since these empower them with innovative abilities. Relying on technology does not necessarily imply to reduce human resources, but rather use it to support hotels operations and increase marketing success. For example, the virtual reality (VR) tour represents an emerging experience for guests that enables them to perceive the venue through 3-D visualisation (Lo and Cheng, 2020). Currently, most of hotels depend on the traditional view of photographs and descriptions. However, Hilton may boost its success by allowing possible customers to visualise the lodgings prior to booking since the experience itself may contribute to their decision-making (Yoon et al., 2021). Also, by adopting it before it becomes too common, the organisation can step out as a major innovator in the industry.
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Hilton Hotels is an organisation that continues to develop and extend its portfolio. Its organisational structure enables international expansion and effective management at the hotel unit level. The venues own their specific needs, goals, and opportunities that must be administered with full focus under the guidance of business’ culture and vision. Hilton invests considerable attention and tremendous effort in promoting sustainability around all lodgings. Since the hotel industry have certain negative impacts upon the environment, it is the company’s responsibility to oversee the effects of the business. It has been highlighted that staff’s participation is vital to help the company in this field. Although people can display certain levels of resistance to change, there are proper tools and strategies to address them.
Hilton’s agenda for 2030 comprises a variety of measures designed to address different sustainability issues. Some of them have been successfully accomplished or their progress is on-going. Their participation is valuable for both current and future generations of people. However, it is important for the company to remain connected to the current trends in the industry such as digitalization and plan proper tactics to stay among the greatest hospitality organisations.
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