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[bookmark: _Toc191738669]Executive Summary
Hilton Hotels & Resorts is a global hospitality great known for innovation, service excellence and sustainability. Hilton operates over 600 hotels in 90+ countries, carving the path with digital key access and airport hotels. Organisational theory, Schein’s model of culture and Kotter’s change management structure have been used in examining Hilton’s organisational structure, culture, goals, changes in strategy and future outlook. Hilton’s structure varies from that of a typical corporate structure, as it deviates between corporate strategy balance in the hierarchy and local market adaptability. Not only does it have an employee training and engagement culture that values service excellence, innovation and sustainability, but customer centricity on the other hand is emphasized by its customer-focused culture. Global growth, technological developments and sustainability leadership are part of the vision for the company: 8,500 hotels by 2027 and carbon neutrality by 2050. Strategic changes of late have included programs under Travel with Purpose on sustainability, workforce development through Hilton University, and technological changes such as AI-based customer service chatbots and digital keys. To achieve this, these initiatives have helped to increase efficiency; customer satisfaction and brand reputation. Among how AI has been adopted is its 60 per cent reduction in the time needed to respond, as sustainability efforts have reduced food waste by 45 per cent and are more energy efficient. Hilton’s long-term strategy focuses on global market expansion, smart hoteling technology and environmental sustainability. The Connected Room initiative and operations with AI at the core seek to enhance guests’ experience and operational efficiencies. Hilton’s structured change management approach has high adoption rates and low resistance to transformation. Hilton has a strong strategic vision to sustain its competitive advantage, and innovation, and continue to lead in the global hospitality sector.
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[bookmark: _Toc191738670]Introduction
The hospitality industry is a competitive and customer-oriented sector comprising lodging, food and beverage services, travel and tourism, event planning, and entertainment (Mullins and Dossor, 2013). Hospitality management is an effective means to deliver high-quality customer service, operational efficiency, and profitability. In the service industry, the service-oriented aspect of the nature of the industry makes understanding organisational behaviour essential to being a leader or a manager (Robbins and Judge, 2017). Organisational behaviour dictates how individuals, teams, and organisations influence the workplace and, hence, increase the employees’ performance and customer benefit (Buchanan and Huczynski, 2019).
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Figure: Hilton Hotel and Resort (Hilton, 2024)
Conrad Hilton established Hilton Hotels & Resorts in 1919, and it eventually became one of the most famous hospitality brands around the world, with nearly 600 hotels in over 90 countries across the globe. It was the first with not only running water and air conditioning, which was The Roosevelt Hotel in 1927, but also the first airport hotel, which was San Francisco Airport Hilton in 1959, and the first to start a central reservations system, which was HILCRON in 1948. Hilton then introduced Digital Key technology that allows guests to use mobile devices to access the rooms (Hilton, 2024). In addition, the brand is the leader of sustainability with its Travel with Purpose project, hosted by the brand, which strives to become carbon-neutral before 2050. Its key to highly loyal customers is Hilton Honors, its broad customer loyalty program with over 173 million members (Hilton, 2023).
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Figure: Hilton organisational structure (Hilton, 2025)
Hilton follow the hierarchical organisational structure, which is characterised by a definite line of command, a large number of levels of management and general centralised decision-making of the top. The hierarchical structure in Max Weber’s Bureaucratic Theory is seen as a method to ensure efficient, accountable and standardized operation in global hospitality brands such as Hilton. Hilton has a hierarchical structure as strategic planning and corporate decisions are carried out by headquarters in McLean, Virginia, while regional offices and hotel managers have the flexibility to change according to different market conditions, similar to Mintzberg’s divisional structure (Organimi, 2017). Here, the brand consistency is balanced with local responsiveness, and this hybrid is the harmonious combination of brand consistency with local responsiveness.
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Figure: Hilton’s employees from 2013 to 2023 (Statista, 2024)
As of 2023, Hilton employs approximately 159,000 people worldwide (Statista, 2024). It manages through decentralisation, which gives regional leaders the ability to conduct operations as per customer expectations at the local level and corporate policies. Here, Hilton’s franchise model, which makes up close to 80% of its portfolio, allows independent owners to run under the Hilton brand and with prescribed standards (Stories from Hilton, 2025). This being a part of the structure, it makes the global brand recognition whilst maintaining the efficiency and service consistency among the multiple locations.
[bookmark: _Toc191738673]Corporate Culture
Organisational culture that is strong creates employee commitment, strengthens teamwork and aids in the success of business. It is critical in hospitality to operate in a customer-centric culture as it is good to deliver high-quality service while maintaining a competitive edge (Arnold et al., 2020). Integration of work psychology and organisational culture facilitates innovation in business through a productive and motivated labour force, which in turn will enhance performance and customer satisfaction (Reuvid, 2009).
Hilton fosters a customer-centric culture focused on service excellence, innovation, and sustainability. Employee engagement is reinforced through training and recognition programs, aligning with Schein’s cultural model. The Travel with Purpose initiative highlights Hilton’s commitment to CSR, aiming to reduce carbon emissions by 61% and water usage by 50% by 2030 (Lee and Legendre, 2023). The company has provided over 10 million hours of training via Hilton University, achieving a 91% employee satisfaction rate in 2022 (Zhang, 2023).
According to Schein’s model, Hilton’s artefacts include its brand identity, hotel design, and digital innovations like the Hilton Honors App. Espoused values reflect its mission to be "the most hospitable company," with core values emphasising diversity, integrity, and teamwork. Basic underlying assumptions suggest that service excellence, innovation, and sustainability drive long-term success. Hilton’s culture is deeply embedded and reinforced across its global network, fostering brand loyalty, employee satisfaction, and operational excellence.
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Figure: Hilton’s RevPAR (Statista, 2023)
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The corporate goals of Hilton are market expansion, technological advancement and leadership in sustainability (Hilton, 2023). The company plans to raise its global portfolio of 7,000 to 8,500 hotels by 2027 through the opening of 1,500 new properties (Bown, 2025). It also elevates digital transformation as it is working on AI customer service chatbots and smart room technology aiming at 20% operational efficiency (Barak, 2023). While goals at the individual hotel level are focused on enhancing the experience for the guests, generating the highest revenue and operational efficiency. From 2021 to 2023, Hilton’s RevPAR (Revenue Per Available Room) increased by 30% despite all and maintained high customer satisfaction scores of 87 across properties (Statista, 2023). Additionally, Hilton has made renewable energy and waste reduction programs and eliminated the sending of zero soap waste to landfills by 2030. The company also aims to be carbon neutral for its operations by 2050 (Chhabra, 2019). Hilton’s strong financial and operational performance combine with these goals to reiterate that Hilton is a global hospitality leader.
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Strategic Change: Hilton’s desire to be sustainable through their Travel with Purpose program is in line with strategic change because it means making policy changes to achieve ESG goals like cutting its carbon emissions by 61% and water use by 50% by 2030 (Otley, 2022).
People-Centric Change: Hilton is ethically transforming people and changing their focus and this is being influenced through training programs, such as diversity initiatives, and programs that recognize the contributions of employees like Team Member Appreciation Week (Wesley et al., 2024). This change encompasses workforce development and employee satisfaction, more than 10 million hours of training by Hilton University.
Structural Change: Hilton has adapted post-pandemic operational structures by redefining service roles, implementing hybrid meeting spaces, and integrating contactless services (Linxi, 2021). These changes involve shifts in management responsibilities and departmental functions.
Technological Change: The introduction of the Digital Key system and AI-driven customer service chatbots represent technological change, improving efficiency and guest experience. Over 80% of Hilton properties have adopted the Digital Key system, handling 400 million guestroom unlocks (Hilton, 2016).
Unplanned Change: The COVID-19 pandemic forced Hilton to adapt by implementing new health protocols, contactless check-ins, and flexible booking policies (Said et al., 2024). These were necessary responses to unexpected global disruptions.
Remedial Change: Hilton addressed operational inefficiencies by integrating digital solutions, reducing food waste by 45%, and cutting energy consumption per square meter by 30% (Rotimi, 2018). These solutions were implemented after identifying areas requiring improvement.
[bookmark: _Toc191738677]Impact Analysis
Hilton’s digital transformation has significantly improved operational efficiency and customer satisfaction, with 80% of guests reporting a preference for digital check-in and keyless room access. The AI-driven chatbots have reduced customer service response times by 60%, enhancing guest experience. These changes have also resulted in cost savings, with Hilton reporting a 15% reduction in front-desk labour costs due to self-check-in technology (Renascence, 2024).
Sustainability efforts have strengthened Hilton’s brand reputation, attracting environmentally conscious travellers. The company’s ESG-focused initiatives have contributed to a 20% increase in bookings from corporate clients prioritizing sustainability (Bench, 2024). Hilton’s focus on waste reduction and energy efficiency has also led to operational savings, with a reported $100 million in annual cost reductions linked to energy conservation measures.
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Hilton employs Kotter’s Change Model to manage transformations effectively. The leadership-driven approach starts by creating urgency around technological and environmental shifts, followed by a clear strategic vision. Hilton ensures employee adaptability through extensive training programs, with over 500,000 hours of digital skills training completed in 2023 alone (Enachi, Suleri and Tarus, 2023). Communication strategies, including internal engagement platforms, ensure a smooth transition and widespread adoption of new initiatives. Hilton’s structured change management process has resulted in high adoption rates, minimal resistance, and sustained business growth, demonstrating a strong commitment to innovation and sustainability.
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Hilton’s long-term strategy centres on three key pillars: 
· Global expansion
· Technological innovation
· Sustainability 
There is also a goal of the company to significantly expand its recognized presence in growing markets such as China, India and Latin America. Hilton aims to increase its portfolio of hotels by more than 1,000 globally by 2025, especially in developing markets with fast-rising tourism (Bhutia, 2024). Looking at the Star mentioned above, Hilton uses Porter’s Competitive Strategies through differentiation service innovation, and also the development of strong brand loyalty. With the rollout of the ‘Connected Room’ concept, the rollout of this initiative is a major milestone of support for Hilton’s differentiation strategy. However, this initiative is based on smart technology and personalized guest experience that helps the guests control their room settings for temperature, lighting, and entertainment from their mobile phones (NerdWallet, 2023). Nearly 6,000 rooms across Hilton properties globally will be stocked with this technology by 2023. By 2025, Hilton expects half of its global property portfolio to bag, with the support of Connected Rooms, becoming one of the largest smart hotel networks worldwide (Chadha, 2025).
Another aspect of Hilton’s strategy involves its investment in AI-based solutions. The company has implemented AI-based chatbots within customer service processes which helps to improve response time and reduce the handling of routine questions. This innovation leads to an increase in 60% decrease in customer service time response time, and positive guest satisfaction towards the business. Hilton is also going to double its AI-driven activities by 30% by 2026, thus improving operational efficiency, as well as guest engagement (Štilić, Nicić and Puška, 2023).
Hilton’s strategy continues to be underpinned by the sustainability principle. To achieve the goals of cutting carbon emissions by 61 per cent and water use by 50 per cent by 2030, the company has launched a Travel with Purpose program. For Hilton, already by 2022, the Room's efficiency had cut the energy consumed by 30% per square meter and food waste by 45%(Jones, Hillier and Comfort, 2024). Hilton also expanding its partnerships with local communities and is becoming eco-friendlier through construction practices.
By venturing into these strategic initiatives, Hilton aspires to fuse its creativity into sustainability as well as customer-centric provision, making its lead in the global hospitality landscape.
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The strategic recommendations based on this should be considered by Hilton to sustain its competitive advantage and lead in the global hospitality industry.
· It should open up opportunities to create healthier and smarter homes with enhanced digital services to improve customer service and operational efficiency.
· It should speed up Travel with Purpose by speeding up the renewable energy utilization and waste reduction programs.
· It should broaden its brand image globally.
· It should create leadership and service excellence programs to conquer workforce skills & satisfaction.
· It should use big data and AI to give a greater level of personalization to increase guest encounters and enhance loyalty.
· It should automate and opt for energy-efficient processes to cut down operational costs.
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Hilton Hotels & Resorts, in conclusion, has shown excellent leadership within the global hospitality industry by operating on innovation, sustainability, and customer satisfaction. Global expansion, technological advancement, and sustainability initiatives are all important strategic initiatives that effectively define the future of the company’s growth. Hilton’s decentralized organisation and customer-friendly culture allow them to maintain the same high service standards and adapt to regional market needs. In the last year, there have been some recent change initiatives, including digital solutions and sustainability programs, that increased operational efficiency and guest experience; and it has had a very huge impact on cost saving and brand reputation. This proves that Hilton follows Kotter’s change management model and has capabilities regarding continuous employee development, which provides Hilton with the opportunity to successfully change. Hilton, having a clear strategic direction, will be able to stay competitive and secure a leading position in the global hospitality industry in the coming years.
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