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[bookmark: _Toc229505155]Executive Summary 
This report presents an organisational audit of Hilton Worldwide and evaluates the company’s organisational structure, culture, recent change initiatives, strategic direction, and current business performance. The purpose of the report is to analyse how Hilton operates within the global hospitality industry and to assess how effectively the organisation responds to internal and external business challenges.
The findings show that Hilton has a strong organisational structure that supports its global operations through a combination of centralised leadership and local flexibility. The company’s organisational culture focuses strongly on customer service, teamwork, diversity, and employee development, which positively supports both employee engagement and customer satisfaction. However, the report also identifies some challenges linked to communication and coordination within such a large international organisation.
The report also examines Hilton’s recent change initiatives, including digital transformation, sustainability strategies, and operational changes introduced after the COVID-19 pandemic. These initiatives improved operational efficiency, customer experience, and corporate reputation. The report analyses these changes using management theories such as Lewin’s Leadership Model and Kotter’s Eight-Step Model, which help explain how Hilton managed organisational change successfully. In addition, the report evaluates Hilton’s strategic direction and current business performance. The analysis shows that Hilton continues to focus on global expansion, innovation, sustainability, and customer loyalty. The company has demonstrated strong recovery and business growth following the pandemic and continues to compete effectively with major competitors such as Marriott International.
Finally, the report provides recommendations for future improvement. These include increasing investment in digital innovation, expanding sustainability initiatives, improving employee development programmes, and strengthening communication across the organisation. Overall, the report concludes that Hilton remains a strong and adaptable organisation with significant long-term potential within the global hospitality industry.
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[bookmark: _Toc229505156]1.Introduction
This report presents an organisational audit of Hilton Worldwide and evaluates the company at both the corporate and business unit levels. The purpose of this report is to analyse how Hilton operates as a global hospitality organisation and to explore how its organisational structure, culture, recent changes, and business strategies support its overall performance. (Mullins, 2019). The report also aims to identify strengths, weaknesses, and areas for future improvement by using relevant management and organisational behaviour theories. (Robbins and Judge, 2024)
Hilton Worldwide is one of the largest and most recognised hotel companies in the world.  (Hilton Worldwide, 2024). The company operates thousands of hotels across many countries and offers a wide range of brands, including luxury, full-service, and budget hotels. Hilton is known for its strong customer service, global presence, and innovation within the hospitality industry. In recent years, the company has focused on digital transformation, sustainability, and improving guest experiences in response to changes in customer expectations and market conditions. (Deloitte, 2023; Forbes, 2024). Hilton also competes closely with other major hotel groups such as Marriott International and continues to expand its global operations. 
This report is divided into three main sections. The first section analyses Hilton’s organisational structure, culture, and business goals, while also comparing the company with a major competitor. The second section examines recent change initiatives introduced by Hilton and evaluates how effectively these changes were managed using change management theories. The third section analyses Hilton’s strategic direction and current business performance, including financial and non-financial performance indicators, market position, and response to external business factors. Finally, the report provides conclusions and recommendations based on the overall findings of the organisational audit.
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[bookmark: _Toc229505158]a. Organisational Structure, Culture and Goals
Hilton Worldwide operates using a large and complex organisational structure that supports its global operations. As a multinational hospitality company, Hilton manages thousands of hotels across different countries and regions. The company uses a hierarchical structure with clear levels of management and responsibility. This structure helps Hilton maintain consistency in service quality, decision-making, and brand standards across all of  its hotel brands. According to Mullins (2019), organisational structure is important because it defines communication, authority, and coordination within a business. In Hilton’s case, the structure supports both operational control and global expansion.
Hilton’s organisational structure combines centralised and decentralised management. Corporate-level decisions, such as brand strategy, financial planning, and sustainability goals, are mainly controlled by senior leadership at headquarters. However, individual hotels and regional managers are given some flexibility to respond to local market conditions and customer needs. This approach allows Hilton to maintain global standards while also adapting to different cultures and customer expectations. Robbins and Judge (2024) explain that decentralisation can improve flexibility and faster decision-making, especially in large organisations operating internationally.
One of the main strengths of Hilton’s organisational structure is its strong focus on customer service and operational efficiency. Employees have clear job roles and reporting lines, which helps reduce confusion and improve performance. Hilton also invests heavily in employee training and leadership development programmes. This supports communication and teamwork across different departments and business units. Armstrong (2016) states that effective leadership and management structures are essential for employee motivation and organisational success. However, Hilton’s large structure can also create some weaknesses. Decision-making processes may sometimes be slower because approval often passes through multiple management levels. In addition, communication challenges may occur between corporate leadership and local hotel operations, especially across international markets. Large organisations may also face difficulties maintaining the same organisational culture in every location. Organisational culture plays an important role in Hilton’s success. The company promotes a culture based on teamwork, diversity, customer satisfaction, and employee development. Hilton’s culture is strongly connected to the business values and service standards. One important example is Hilton’s focus on creating a positive workplace environment. The company has regularly appeared in “Best Places to Work” rankings, showing commitment to employee wellbeing and engagement. According to Huczynski and Buchanan (2023), organisational culture influences employee behaviour, motivation, and performance. A strong culture can improve both employee satisfaction and customer experience. Hilton’s culture can also be explained using Schein’s organisational culture model. Schein explains that culture exists at different levels, including visible practices, company values, and deeper beliefs. (Organization Studies, 2022). At Hilton, visible practices include employee recognition programmes, customer service standards, and diversity initiatives. The company’s values focus on hospitality, respect, and teamwork. These values help create a consistent experience for both employees and guests. (Gabbitas, 2023) .Hilton’s strategic goals are closely linked to innovation, sustainability, and global growth. In recent years, the company has invested in digital technology, loyalty programmes, and environmental initiatives to strengthen market position. Hilton also aims to improve customer experiences while increasing long-term profitability. These goals support the company’s mission of remaining competitive in the global hospitality industry. (Hilton Worldwide, 2024)
Compared with Marriott International, Hilton has a similar focus on customer service and international expansion. However, Marriott operates a slightly larger global portfolio and uses a more diversified brand structure. (Marriott International, 2024).  Hilton is often recognised for the stronger digital innovation and customer loyalty systems, such as the Hilton Honors programme. Both companies place strong importance on organisational culture and employee engagement, but Hilton’s culture is often viewed as more employee focused.
Overall, Hilton’s organisational structure, culture, and strategic goals work together effectively to support the company’s global operations and long-term objectives. Although the company faces some challenges linked to size and complexity, strong leadership, employee-focused culture, and clear strategic direction continue to support the success within the hospitality industry.

[bookmark: _Toc229505159]b. Recent Change Initiatives: Impact and Management
In recent years, Hilton Worldwide has introduced several important change initiatives to improve operations, customer experience, and long-term business performance. These changes were mainly influenced by technological development, changing customer expectations, sustainability concerns, and the impact of the COVID-19 pandemic. (McKinsey & Company, 2023) Hilton has focused strongly on digital transformation, sustainability programmes, and operational improvements to remain competitive in the global hospitality industry.
One of Hilton’s most significant change initiatives has been investment in digital technology. The company introduced digital check-in, digital room keys, and mobile applications through the Hilton Honors programme. These technologies allow guests to check in using their smartphones, choose rooms, and unlock hotel doors without visiting reception. (Hilton Worldwide, 2024). The main reason for this change was to improve customer convenience, increase efficiency, and reduce waiting times. Following the COVID-19 pandemic, contactless technology also became important for health and safety reasons. The digital transformation had several positive outcomes for Hilton. Firstly, it improved the guest experience by making hotel services faster and more convenient. Secondly, it reduced pressure on front desk staff and improved operational efficiency. Hilton’s mobile technology also helped strengthen customer loyalty through the Hilton Honors programme, which increased customer engagement and repeat bookings. According to Robbins and Judge (2024), organisations that successfully adopt innovation and technology are more likely to improve performance and maintain competitive advantage. However, digital transformation also created some challenges. Employees needed additional training to use new systems effectively, and some guests still preferred traditional face-to-face service. In addition, implementing advanced technology required large financial investment. Despite these challenges, Hilton managed the transition effectively by gradually introducing new systems and providing support to employees and customers.
Hilton has also introduced important sustainability initiatives as part of long-term strategy. The company launched environmental programmes focused on reducing carbon emissions, energy use, water consumption, and waste production. Hilton’s “Travel with Purpose” strategy aims to create positive environmental and social impact across global operations. For example, many Hilton hotels now use energy-efficient systems, reduce food waste, and support responsible sourcing practices. Sustainability has become increasingly important because customers, investors, and governments expect businesses to operate more responsibly. These sustainability initiatives have improved Hilton’s corporate reputation and helped the company align with global sustainability trends. Customers are becoming more interested in environmentally responsible travel, and Hilton’s sustainability efforts support changing market expectations. According to Mullins (2019), organisations that adapt to social and environmental changes are more likely to achieve long-term success. Hilton’s sustainability strategy has also helped reduce operational costs through energy and waste reduction. Another major change initiative was Hilton’s response to the COVID-19 pandemic. The hospitality industry faced serious disruption during this period, including travel restrictions, reduced occupancy, and financial pressure. Hilton responded by introducing enhanced cleaning programmes, flexible booking policies, and operational restructuring. The company also increased the use of digital services and remote communication tools to support both guests and employees during the crisis.
Hilton’s response to COVID-19 demonstrated flexibility and strong crisis management. Although the company experienced financial losses during the pandemic, it recovered more quickly than many competitors due to strong brand reputation and global presence. The company’s ability to adapt quickly showed the importance of effective leadership and strategic planning during periods of uncertainty.
The management of these change initiatives can be analysed using Lewin’s Leadership Model. Lewin’s theory explains change through three stages: unfreezing, changing, and refreezing. Hilton first recognised the need for change due to market pressures, technology development, and the pandemic. This represents the “unfreezing” stage. The company then implemented new systems, sustainability practices, and operational changes during the “changing” stage. Finally, Hilton integrated these changes into daily operations and long-term strategy, which reflects the “refreezing” stage. (Boddy, 2017). Kotter’s Eight-Step Change Model can also be applied to Hilton’s change management approach. Hilton created urgency during the pandemic, communicated a clear vision for innovation and sustainability, and invested in employee training and technology. These actions helped reduce resistance to change and supported successful implementation. According to Huczynski and Buchanan (2023), effective communication and employee involvement are essential for successful organisational change.
Compared with Marriott International, Hilton adapted more quickly in areas such as digital technology and contactless guest services. While both companies invested heavily in recovery and sustainability, Hilton’s Hilton Honors digital platform became one of the strongest competitive advantages during and after the pandemic.
Overall, Hilton has managed recent change initiatives effectively by combining innovation, sustainability, and operational flexibility. Although challenges such as training costs, financial investment, and organisational complexity remain, the company’s ability to adapt to changing market conditions has strengthened competitive position within the hospitality industry.
[bookmark: _Toc229505160]c. Strategic Direction and Current Business Performance
 	Hilton Worldwide continues to focus on long-term growth, innovation, and customer experience as part of strategic direction. The company’s strategy is designed to strengthen global market position while responding to changes in customer expectations, technology, and sustainability trends. Hilton aims to increase profitability, expand internationally, improve digital services, and maintain strong relationships with customers through brand loyalty and high-quality service.
One of Hilton’s main strategic objectives is global expansion. The company continues to open new hotels in different regions, particularly in Europe, Asia, and the Middle East. Hilton operates through multiple hotel brands that target different market segments, including luxury, full-service, lifestyle, and budget accommodation. This diversified brand strategy allows Hilton to reach a wider customer base and compete in different areas of the hospitality market. According to Boddy (2017), diversification can help organisations reduce risk and improve market competitiveness.
Another important part of Hilton’s strategic direction is digital innovation. The company invests heavily in technology to improve operational efficiency and customer satisfaction. Hilton Honors, the company’s loyalty programme, plays a major role in Hilton’s business strategy. Through the mobile application, guests can book rooms, use digital room keys, and personalise their hotel experience. These services help Hilton improve customer loyalty and collect important customer data to better understand consumer behaviour. Robbins and Judge (2024) explain that innovation and technology are increasingly important for maintaining competitive advantage in modern organisations. Sustainability is also becoming a central part of Hilton’s long-term strategy. Through “Travel with Purpose” programme, Hilton aims to reduce environmental impact and improve social responsibility across global operations. The company has introduced energy-saving systems, waste reduction programmes, and responsible sourcing practices in many of hotels. These initiatives support both customer expectations and international sustainability goals. Mullins (2019) states that organisations that integrate sustainability into their strategy are more likely to improve reputation and long-term performance.
Hilton’s recent business performance shows strong recovery following the COVID-19 pandemic. During the pandemic, the hospitality industry experienced significant financial losses due to travel restrictions and reduced tourism activity. However, Hilton recovered steadily because of increased travel demand, strong brand recognition, and effective business strategies. (Statista, 2025). According to Hilton’s annual reports, the company experienced growth in revenue, occupancy rates, and global hotel openings after travel markets reopened. Financial performance remains an important indicator of Hilton’s success. The company continues to generate strong revenue through room bookings, management fees, and franchise agreements. Hilton’s asset-light business model is also an important strategic advantage. Instead of owning most of it hotels directly, Hilton focuses on managing and franchising properties. This reduces financial risk and allows faster global expansion. According to Armstrong (2016), organisations that use flexible business models are often better positioned to respond to changing market conditions.
In addition to financial performance, Hilton also focuses on non-financial performance indicators such as customer satisfaction, employee engagement, and sustainability performance. Customer reviews, loyalty membership growth, and workplace recognition all contribute to Hilton’s brand reputation. The company regularly appears in global rankings for customer service and employee satisfaction, which supports competitive position within the hospitality industry. (Human Resource Management Journal, 2023) Hilton’s market positioning remains strong compared with competitors such as Marriott International. Marriott operates a larger number of hotel brands and properties globally, but Hilton is often recognised for strong customer loyalty programme and digital innovation. Hilton’s focus on personalised customer experience and technology has helped differentiate the company from competitors. However, competition within the hospitality industry remains intense, particularly as customer expectations continue to evolve.
External factors also influence Hilton’s strategic direction and performance. Economic conditions, inflation, labour shortages, and changing travel trends all affect the hospitality industry. For example, increasing operational costs and staffing challenges have placed pressure on many hotel companies in recent years. At the same time, customers are increasingly demanding sustainable and technology-driven experiences. Hilton has responded by investing in automation, sustainability, and flexible business practices. (World Economic Forum, 2024). The company’s strategic response to external pressures can also be analysed using Porter’s Generic Strategies. Hilton mainly follows a differentiation strategy by offering high-quality service, strong branding, and innovative guest experiences. Instead of competing only on price, the company focuses on delivering value through customer experience, loyalty programmes, and brand reputation. (Boddy, 2017). This strategy helps Hilton maintain a strong position within the global hospitality market. Despite the strengths, Hilton still faces several challenges. Economic uncertainty, geopolitical issues, and environmental pressures may affect future performance. In addition, maintaining consistent service quality across global operations can be difficult due to the company’s large size and international presence. However, Hilton’s strong leadership, clear strategic direction, and investment in innovation continue to support long-term growth and competitiveness.
Overall, Hilton’s strategic direction aligns closely with current business performance. The company has successfully combined global expansion, digital innovation, sustainability, and customer-focused strategies to strengthen the market position. Although external challenges remain, Hilton continues to demonstrate strong adaptability and long-term potential within the global hospitality industry.










[bookmark: _Toc229505161]3. Conclusion
This organisational audit has analysed Hilton Worldwide by examining organisational structure, culture, recent change initiatives, and current strategic direction. The report has shown that Hilton remains one of the strongest and most successful organisations within the global hospitality industry due to strong brand reputation, global presence, customer-focused culture, and ability to adapt to changing market conditions.
The analysis demonstrated that Hilton’s organisational structure supports international operations through a combination of centralised leadership and local flexibility. The company’s strong organisational culture, which focuses on teamwork, customer service, diversity, and employee development, continues to support both employee engagement and customer satisfaction. Although the company’s large global structure can create communication and operational challenges, Hilton has managed to maintain strong performance and consistency across brands.
The report also examined several important change initiatives introduced by Hilton, including digital transformation, sustainability programmes, and operational changes following the COVID-19 pandemic. Hilton’s investment in technology, such as digital check-in and mobile services, has improved customer experience and operational efficiency. At the same time, sustainability initiatives have strengthened the company’s reputation and aligned operations with modern hospitality trends. Change management theories such as Lewin’s Model and Kotter’s Eight-Step Model helped explain how Hilton successfully implemented these changes.
Finally, the report analysed Hilton’s strategic direction and business performance. The findings showed that Hilton’s strategies focus strongly on global expansion, innovation, sustainability, and customer loyalty. Financial and non-financial performance indicators suggest that the company has recovered well after the pandemic and continues to compete effectively with major competitors such as Marriott International. Despite challenges such as economic uncertainty and increasing competition, Hilton’s strong strategic direction and adaptability continue to support long-term success within the hospitality industry.
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Based on the findings of this organisational audit, several recommendations can be made to help Hilton Worldwide improve the future performance and maintain competitive position within the hospitality industry.
Firstly, Hilton should continue investing in digital innovation and personalised customer experiences. Technology has become an essential part of the hospitality industry, and customer expectations continue to increase. Hilton should further improve the mobile applications, artificial intelligence systems, and digital guest services to provide faster and more personalised experiences. This could strengthen customer loyalty and improve operational efficiency across hotels. According to Robbins and Judge (2024), organisations that successfully adapt to technological change are more likely to maintain long-term competitive advantage.
Secondly, Hilton should continue expanding sustainability initiatives and communicate these efforts more clearly to customers and stakeholders. Although the company has already introduced strong environmental programmes through“Travel with Purpose” strategy, sustainability is becoming increasingly important within the global hospitality market. Hilton could increase investment in renewable energy, waste reduction, and sustainable sourcing practices across more hotel locations. In addition, the company should improve transparency by regularly sharing sustainability performance data and progress reports. This would strengthen Hilton’s reputation and attract environmentally conscious travellers.
Another recommendation is for Hilton to continue investing in employee development and wellbeing programmes. Employees play a critical role in delivering high-quality customer service, especially within the hospitality industry. Hilton should provide additional leadership training, mental health support, and career development opportunities to improve employee satisfaction and retention. Armstrong (2016) explains that motivated and well-supported employees contribute positively to organisational performance and customer satisfaction. Hilton should also improve communication and collaboration between corporate leadership and local hotel operations. Due to the company’s large global structure, communication challenges may occur across regions and departments. Increasing employee involvement in decision-making processes and improving internal communication systems could help reduce operational problems and improve organisational flexibility.
Finally, Hilton should continue monitoring external business factors such as economic uncertainty, labour shortages, and changing tourism trends. The hospitality industry is highly competitive and strongly influenced by global events. Hilton must remain flexible and continue adapting the strategies to respond effectively to future challenges and opportunities. By focusing on innovation, sustainability, employee engagement, and operational flexibility, Hilton can continue strengthening long-term position within the global hospitality industry.
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