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Executive Summary

This report provides a detailed analysis of Hyatt Hotels Corporation, examining its organisational structure, corporate culture, recent initiatives, and strategic decisions. Hyatt operates with a divisional structure that enables effective global management and helps maintain high standards of service. The company’s culture emphasises empathy and care, which enhances both employee and customer satisfaction and strengthens its brand image.

Recently, the company has responded to new customer demands and market trends by initiating digital transformation and sustainability efforts. These changes have improved the hotel’s operational efficiency and positioned it as a leader in sustainable hospitality. Additionally, Hyatt has focused on expanding its luxury portfolio and adopting new technology to remain a leader in the high-end segment.

Finally, the report provides recommendations for expanding digital innovation, increasing sustainability efforts, and enhancing brand image. By pursuing these initiatives, Hyatt can continue to grow and remain competitive.












Table of Contents
Introduction	1
Organisation Structure, Culture, and Goals	1
Organisation Structure	1
Corporate Culture	2
Goals of the Organisation	3
Recent Change Initiatives	3
Overview of Change Initiatives	3
Impact of the Initiatives	4
Change Management Evaluation	4
Strategic Direction	5
Long-Term Strategic Vision and Objectives	5
Corporate-Level and Hotel-Level Strategies	6
Competitive Analysis and Positioning	7
Conclusion	8
Recommendations	8
References	9




















[bookmark: _Toc181898998]Introduction
Hyatt Hotels Corporation is a global hospitality company recognised for its luxury hotels and services. Founded in 1975 in Chicago, United States, it has since expanded to over 60 countries and now includes a portfolio of 1,000 properties (Hyatt Hotels Corporation, 2024). The company encompasses both high-end properties, such as Park Hyatt, and more affordable options, such as Hyatt Place, thereby appealing to a broader range of customers. In recent years, Hyatt has focused on growth and innovation through strategic property acquisitions, sustainability initiatives, and a commitment to excellent customer service.

This report aims to provide a comprehensive analysis of Hyatt Hotels Corporation by evaluating its organisational structure, corporate culture, and achievements at both corporate and individual hotel levels. Additionally, it will examine initiatives within the organisation and assess their impact. Finally, the report will draw conclusions and provide recommendations, using relevant organisational and strategic theories to offer insights into Hyatt’s operations.
[bookmark: _Toc181898999]Organisation Structure, Culture, and Goals
[bookmark: _Toc181899000]Organisation Structure
Hyatt Hotels Corporation has a divisional organisational structure based on geographical regions and brand categories (Hyatt Hotels Corporation, 2024). This structure is typical of many large, global hospitality companies as it allows them to cater to different customers and regional demands. Each region has its own leadership to ensure alignment between the company's broader directives and local market dynamics. Similarly, within each hotel, each team is divided and reports to an assistant manager, who in turn reports directly to the general manager. This structure provides flexibility while allowing Hyatt to maintain its distinctive brand image (Yu, 2023).
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Figure 1. Divisional Organisational Structure in the Hotel Industry (Source:  Marinakou and Giousmpasoglou, 2024).

According to Mintzberg's Configuration framework, there are five types of organisational structures: simple structure, machine bureaucracy, professional bureaucracy, divisionalised form, and adhocracy (Chareanpunsirikul and Wood, 2022). Applying this framework to Hyatt, it is evident that the company falls under the "divisionalised form," where semi-autonomous divisions report back to a central corporate officer. This model can enhance operational efficiency, as central officers or managers are able to follow corporate guidelines while maintaining a degree of autonomy to address local needs. However, a potential drawback of this structure is a reduced sense of a unified culture (Chareanpunsirikul and Wood, 2022). To address this, Hyatt employs extensive training programmes and clear communication to reinforce the company’s values (Hyatt Hotels Corporation, 2024).
[bookmark: _Toc181899001]Corporate Culture
The culture at Hyatt emphasises principles such as empathy, inclusion, and service excellence. The company’s mission statement, “to care for people so that they can be their best,” reflects its commitment to employee well-being and satisfaction. Hyatt has implemented several initiatives, including diversity and inclusion programmes, to support the career development and progression of its employees. Overall, this positive culture encourages staff to go above and beyond in their daily tasks and fosters loyalty in an industry known for high turnover rates.

Schein’s Organisational Culture Model analyses companies through three layers: artefacts, espoused values, and underlying assumptions (Chapman et al., 2013). Applying this model to Hyatt provides further insights into its culture. Artefacts refer to the physical design of Hyatt’s properties and the level of service provided, which is visible through luxurious settings and high-quality service. The espoused values encompass the company’s principles, such as inclusion, diversity, and empathy, which are clearly conveyed in reports and other brand communications. Finally, underlying assumptions reflect Hyatt’s core belief that the satisfaction of both customers and employees is crucial for success.
[bookmark: _Toc181899002]Goals of the Organisation
Hyatt’s goals can be categorised into corporate and individual levels (Milenkovska, 2016). At the corporate level, the organisation focuses on sustainable growth, technological innovation, and expansion. For instance, Hyatt actively introduces sustainable measures to reduce its carbon footprint, aligning with its sustainability commitments. Additionally, the company continues to expand its portfolio through strategic acquisitions and partnerships. In 2024, Hyatt acquired Standard Hotels in New York, along with other smaller acquisitions, for over 150 million dollars (Qubein, 2024).

At the individual hotel level, the goals centre more on increasing operational efficiency and enhancing customer satisfaction. Each hotel sets goals to respond to the unique demands of its customers. For instance, higher-end hotels may prioritise efficiency and technology integration to better serve corporate clients. This is why the company's divisional structure, as previously discussed, is essential. It enables Hyatt to set suitable goals at both the individual hotel and corporate levels, ensuring that all demands are met while the company continues to grow.
[bookmark: _Toc181899003]Recent Change Initiatives
[bookmark: _Toc181899004]Overview of Change Initiatives
During the past few years, Hyatt Hotels Corporation has taken several initiatives to modernise operations and enhance the guest experience. Additionally, the company has focused on sustainable growth. Some key initiatives include digital transformation, sustainability enhancements, and expansion into the luxury market. One of the most notable initiatives has been adopting digital technologies to create a more personalised experience for guests. This has included mobile check-ins, contactless services, and cloud-based property management systems implemented across 1,000 hotels (Dawes, 2024). These changes have been essential to meet the increased demand for hygiene post-pandemic.

Additionally, the company has invested heavily in eco-friendly technologies and practices, such as renewable energy sources and waste reduction programmes, to align with the growing demand for sustainable travel options. The company has adopted 100% renewable electricity in all properties, aiming to reduce its carbon footprint by at least 50% by 2030 (Hyatt Hotels, 2023).
[bookmark: _Toc181899005]Impact of the Initiatives
As expected, these initiatives have had a significant and positive impact on the company’s brand image, operational efficiency, and competitive advantage. At a corporate level, digital transformation has helped Hyatt streamline operations and reduce costs associated with traditional check-in processes. Moreover, by adopting personalised technologies, Hyatt has also been able to create a better customer experience, thereby increasing customer loyalty. The company benefits from customer loyalty, as returning customers contribute to increased revenue. This is evident in recent results, which show revenue has increased by 471 million dollars from 2023 to 2024 (Davis, 2024).

At an individual level, the adoption of digital technologies has transformed operational workflows. Hotel staff are now better equipped to anticipate guests’ needs and provide a more personalised experience. However, the adoption of new technology has also required additional training to develop a knowledgeable workforce. For example, employees have been encouraged to utilise data analytics to better understand guest preferences (McCracken, 2022).
[bookmark: _Toc181899006]Change Management Evaluation
Hyatt has applied structured change management principles to ensure the successful implementation of these initiatives. Kotter’s 8-Step Change Model can be used to assess Hyatt’s approach (Sittrop and Crosthwaite, 2021). Due to the new demands during the COVID-19 pandemic and changing consumer behaviours, the company began with a sense of urgency. However, this urgency eventually led to innovation and sustainability. These core values have been incorporated into Hyatt’s growth strategy.
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Figure 2. Kotter’s 8-step model. (Source: Ozero, 2023).

Additionally, Hyatt has communicated its change in strategy through internal channels and training programmes. This has ensured that employees are knowledgeable about the new strategies and can reinforce a consistent message. This aligns with the fifth step of the model, “Enable,” as shown in the graph above. Moreover, the company has encouraged quick wins by implementing smaller but highly noticeable changes, such as digital check-ins. This has helped the company swiftly demonstrate the benefits of the new strategy to stakeholders.

However, these changes did not come without challenges. Some employees find it difficult to adapt to the new operational methods, especially if they have worked for several years in the traditional way (Gidumal et al., 2023). The company has addressed this by implementing comprehensive training. However, it should continue to offer support and remain adaptable to realise the full potential of these strategies.
[bookmark: _Toc181899007]Strategic Direction
[bookmark: _Toc181899008]Long-Term Strategic Vision and Objectives
Hyatt Hotels’ goal is to become a leader in all segments it serves – luxury, sustainability, and innovation. The mission statement centres on supporting people to become their best, which has guided the strategy to increase customer loyalty through memorable experiences.

Additionally, the company has focused on sustainability, aiming to reduce its carbon footprint by 2030 and conserve resources. These efforts align with the broader trend toward environmental responsibility in the hotel industry (Liang, Watters, and Lemański, 2022). Finally, as mentioned earlier, the company has also heavily focused on digitalisation to improve operations and customer service. This long-term strategic vision, which emphasises both technology and sustainability—two of the biggest trends at present—ensures the hotel is well positioned to take advantage of these opportunities and remain competitive.
[bookmark: _Toc181899009]Corporate-Level and Hotel-Level Strategies
The corporate strategy of Hyatt emphasises growth and market differentiation. The company is focused on acquiring new developments, such as Apple Leisure Group in 2021 for 2.7 billion dollars (Lapan, 2022) and Standard Hotel in 2024 for 150 million dollars (Qubein, 2024).

Moreover, the company has been following an “asset-light” strategy. This means the company is focusing on management and franchise agreements rather than ownership, as this approach helps reduce capital risks while supporting expansion. However, this model also comes with challenges. Although it decreases risk, it also means the company does not have direct control over service quality, which may be damaging in the long term, especially as the company aims to build a strong brand image. To mitigate these risks, Hyatt Hotels should carefully negotiate the terms of franchise agreements (Poretti and Blal, 2020).

At the individual level, the focus of Hyatt Hotels has been on operational efficiency and customer satisfaction by tailoring experiences to different budgets and regional demands. According to Ansoff’s Matrix, a tool used to identify and evaluate a company's growth opportunities, these strategies are a combination of market penetration and product development. However, as highlighted by Oh, Lee, and Lee (2020), it is important that the company balances these two well, as relying too much on local adaptation may dilute the brand image.

[image: Breakdown of Ansoff Matrix, including Products on the X-axis and Markets on the Y-axis]
Figure 3. Ansoff’s Matrix (Source: Peterdy, 2024). 
[bookmark: _Toc181899010]Competitive Analysis and Positioning
The high-end hotel industry is dominated by established companies like Marriott and Hilton. As such, Hyatt Hotels differentiates itself through sustainability and digitalisation. Additionally, the company emphasises a personalised guest experience, which larger chains like Hilton may not be able to provide. Hyatt Hotels also differentiates itself from other luxury hospitality providers by offering some budget-friendly options. This may help the company reduce risks during economic fluctuations, as seen over the last four years.

A SWOT analysis is a simple model that aims to identify a company's strengths, weaknesses, opportunities, and threats to help it understand its position in the market (Kenton, 2024). The strengths of Hyatt include its brand reputation, portfolio diversity, and customer care. In terms of weaknesses, the focus on premium services may make the company more susceptible to financial losses, particularly during economic downturns. Hyatt can take advantage of opportunities in emerging markets, especially as its portfolio is mostly concentrated in Western, developed countries. However, it needs to approach this carefully, as customers in these regions may not be willing to pay for premium services. Other threats include intense competition from established hotels and economic fluctuations. Nonetheless, by remaining adaptable and ensuring strong brand consistency across all hotels, the company can sustain its competitive edge.
[bookmark: _Toc181899011]Conclusion
In summary, Hyatt Hotels Corporation has a well-defined organisational structure that supports its goals and ambitions. Additionally, the positive work culture, which emphasises empathy, innovation, and care for others, motivates employees to bring their best selves to work and maintain high customer satisfaction. The company’s recent initiatives, such as technology adoption and sustainability practices, demonstrate its commitment not only to improving customer service but also to creating positive change in society. These initiatives have had a beneficial impact on operational efficiency and brand perception, providing Hyatt with a competitive advantage over other established hotel chains. Although Hyatt still faces strong competition from other global brands, its focus on service excellence, sustainable practices, and innovation positions it as a leader within the high-end hospitality industry.

[bookmark: _Toc181899012]Recommendations
Hyatt Hotels Corporation can further strengthen its position by continuing to enhance its digital transformation. The company should invest in artificial intelligence (AI), an emerging technology that can provide data analytics insights into guests’ preferences and demand (Zahidi, Mulla, and Kaluvilla, 2024). At the same time, it is equally important to continue training staff members to be knowledgeable about these technologies and ready to use them to their full potential.

Another recommendation Hyatt Hotels could follow is to expand its loyalty programmes. It could include more rewards, such as exclusive local experiences or personalised wellness packages. This would help differentiate the company and increase customer loyalty, which is essential for maintaining and growing revenue (Koo, Yu, and Han, 2020).







[bookmark: _Toc181899013]References
1. Chapman, G.R., Hayes, K.J., Sloan, T. and Fitzgerald, J.A. (2013). Organisational change: communicating to Schein’s operator, engineer and executive occupational subcultures. International Journal of Learning and Change, 5(3/4), p.242. doi:https://doi.org/10.1504/ijlc.2011.045071.
2. Chareanpunsirikul, S. and Wood, R.C. (2022). Mintzberg, managers and methodology: some observations from a study of hotel general managers. Tourism Management, 23(5), pp.551–556. doi:https://doi.org/10.1016/s0261-5177(02)00016-x.
3. Davis, C. (2024). Hyatt Q3 Corp Travel Revenue Jumps. Businesstravelnews.com. Available at: https://www.businesstravelnews.com/Procurement/Hyatt-Q3-Corp-Travel-Revenue-Jumps.
4. Dawes, J. (2024). Hyatt Continues Shift to Cloud for 1,000+ Hotels. [online] Skift. Available at: https://skift.com/2024/09/17/hyatt-continues-shift-to-cloud-for-1000-hotels/.
5. Gidumal, J.B., Secin, E.W., O’Connor, P. and Buhalis, D. (2023). Artificial Intelligence’s Impact on Hospitality and Tourism marketing: Exploring Key Themes and Addressing Challenges. Current Issues in Tourism, 27(14), pp.1–18. doi:https://doi.org/10.1080/13683500.2023.2229480.
6. Hyatt Hotels (2023). Hyatt Shares Environmental and Social Impact Reporting, Eclipses Critical DE&I Goals and Sustains Momentum with Key 2023 Initiatives. Hyatt.com. Available at: https://investors.hyatt.com/news/investor-news/news-details/2023/Hyatt-Shares-Environmental-and-Social-Impact-Reporting-Eclipses-Critical-DEI-Goals-and-Sustains-Momentum-with-Key-2023-Initiatives-08-02-2023/default.aspx.
7. Hyatt Hotels Corporation (2024). Annual Report 2023. Available at: https://s203.q4cdn.com/249399152/files/doc_financials/2023/ar/311c84ef-5bee-4d6d-8008-eb562790019e.pdf.
8. Kenton, W. (2024). How to perform a SWOT analysis. Investopedia. Available at: https://www.investopedia.com/terms/s/swot.asp.
9. Koo, B., Yu, J. and Han, H. (2020). The role of loyalty programs in boosting hotel guest loyalty: Impact of switching barriers. International Journal of Hospitality Management, 84, p.102328. doi:https://doi.org/10.1016/j.ijhm.2019.102328.
10. Lapan, T. (2022). 2021 a transformative year for Hyatt. [online] Travelweekly.com. Available at: https://www.travelweekly.com/Travel-News/Hotel-News/2021-a-transformative-year-for-Hyatt.
11. Liang, Y., Watters, C. and Lemański, M.K. (2022). Responsible Management in the Hotel Industry: An Integrative Review and Future Research Directions. Sustainability, [online] 14(24), p.17050. doi:https://doi.org/10.3390/su142417050.
12. Marinakou, E. and Giousmpasoglou, C. (2024). An Overview of the Hotel Industry. Springer eBooks, pp.9–37. doi:https://doi.org/10.1007/978-3-031-52803-3_2.
13. McCracken, S. (2022). How Hyatt Takes a Holistic Approach to Data.CoStar. Available at: https://www.costar.com/article/1448343036/how-hyatt-takes-a-holistic-approach-to-data.
14. Milenkovska, V. (2016). The impact of corporate sustainability in achieving business goals in hotel industry. Tourism and Hospitality Industry. Available at: https://ideas.repec.org/p/tho/iscthi/29.html.
15. Oh, H., Lee, M. and Lee, S.A. (2020). Global or local brand? Hotel selection in global travel context. Journal of Product & Brand Management, ahead-of-print(ahead-of-print). doi:https://doi.org/10.1108/jpbm-08-2019-2509.
16. Ozero, T. (2023). The Kotter model: an 8-step Model to Manage Change. Ink Strategy. Available at: https://www.inkstrategy.com/post/the-kotter-model-8-steps-for-managing-change/.
17. Peterdy, K. (2024). Ansoff Matrix. Corporate Finance Institute. Available at: https://corporatefinanceinstitute.com/resources/management/ansoff-matrix/.
18. Poretti, C. and Blal, I. (2020). The asset-light strategies and the dividend puzzle: International evidence from the hospitality industry. International Journal of Hospitality Management, 91, p.102639. doi:https://doi.org/10.1016/j.ijhm.2020.102639.
19. Qubein, R. (2024). Hyatt Acquires Standard Hotels And Nears Launch Of Hyatt Studios. Forbes. 22 Aug. Available at: https://www.forbes.com/sites/ramseyqubein/2024/08/21/hyatt-keeps-growing-acquires-standard-hotels-nears-launch-of-hyatt-studios/.
20. Sittrop, D. and Crosthwaite, C. (2021). Minimising Risk—The Application of Kotter’s Change Management Model on Customer Relationship Management Systems: A Case Study. Journal of Risk and Financial Management, 14(10), p.496. Available at: https://www.mdpi.com/1911-8074/14/10/496.
21. Yu, S.-C. (2023). Organizational identification in hotel: The regulating influence of cohort difference on the relationship between empowering leadership and self-spirituality. Cogent Social Sciences, 9(2). doi:https://doi.org/10.1080/23311886.2023.2249236.
22. Zahidi, F., Mulla, T. and Kaluvilla, B.B. (2024). Embracing the New Era: Artificial Intelligence and Its Multifaceted Impact on the Hospitality Industry. Journal of Open Innovation Technology Market and Complexity, pp.100390–100390. doi:https://doi.org/10.1016/j.joitmc.2024.100390.

1

image1.png
nager (GM)

Human
Resour
Department

Recruitment

Training

Development





image2.png
III Create IH Build

Establish a feeling of urgency of Formulate a guiding coalition
hurriedness towards change.

IH Form m Enlist

Develop a strategy to bring about Communicate or put forth the vision

KOTTER's change. or strategy for change
8-STEP

MODEL IH Enable Il’ Generate

Empower employees for taking Formulate and generate short-term
action to incorporate changes goals

Sustain m Institute

Capitalize of wins or gainsinorderto  Incorporate new and better changes

produce bigger results in workplace cuture





image3.png
MARKETS

EXISTING

NEW

PRODUCTS

EXISTING NEW
MARKET PRODUCT
PENETRATION DEVELOPMENT
1 3

MARKET
DEVELOPMENT DIVERSIFICATION
2 4

INCREASING RISK »

ASIY ONISYRIONI

* = Relative risk
1= Low
4 = High




