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[bookmark: _Toc137162544]1.0 Introduction 
[bookmark: _Hlk137158289]This report is based on the Hilton Hotel Group, a leading player in the global hospitality industry. The company was established by Conrad Hilton in 1919 and it aims to provide exceptional service and value to its customers. Currently, the company operates under a number of famous brands including Hilton, Waldorf Astoria, Conrad, DoubleTree, Hampton and so on. With over 7,200 properties spanning 122 countries and territories, Hilton Group has solidified its position as one of the largest and most recognizable hotel chains worldwide (Hilton, 2023).
However, this report aims to present an audit study and thorough analysis of the Hilton Hotel Group at both the aggregate and individual unit scales. The study will cover the company’s structure, culture and goals along with recent change initiatives it has undertaken. Additionally, it will discuss the company’s current strategic direction and the business performance indicators that reflect the company’s overall success and financial health. By examining these factors, this study will provide valuable insights into Hilton Hotel Group's strengths and weaknesses and recommend how the company can sustain and thrive in the future.
[bookmark: _Toc137162545][bookmark: _Hlk136970266]2.0 Organisational Structure, Culture and Goals
[bookmark: _Toc137162546]2.1 Structure
The Hilton Hotel Group is structured in divisions that cover both operational and geographical areas (Organimi, 2023). These divisions can be broken down into three broad categories, each of which is managed by different members of Hilton's C-suite executives:
1. Ownership Division: This division includes hotels and resorts which are entirely owned by Hilton. The fact that Hilton directly oversees and manages these properties enables the company to assume complete operational and financial liability.
2. Management and Franchise Division: This division's properties are either managed by Hilton directly or are franchised to third parties. According to Balmer & Thomson (2019), The company provide management support to the franchised parties and helps in areas like operation, marketing, branding, etc. While maintained and operated by individual owners, franchised hotels can use the Hilton name.
3. [bookmark: _Hlk137065873]Timeshare Division: Since 2008, this division has been managed by a different company named Hilton Grand Vacations (Organimi, 2023). Customers who are interested in holiday ownership can choose from Hilton's timeshare properties. These timeshare properties are managed and advertised independently by Hilton Grand Vacations.
Moreover, Hilton's corporate hierarchy is set up to ensure that strategic direction, global standards and policies, and brand management and marketing initiatives are all well-supervised. Individual hotels and resorts, for example, function independently from one another, which allows them to better meet the needs and preferences of their local clientele (Balmer & Thomson, 2019).
[bookmark: _Toc137162547]2.2 Culture
[bookmark: _Hlk137157559]The Hilton Hotel Group offers an exceptionally positive culture and work environment, which has been widely acknowledged. Fortune and Great Place to Work have both recognised it as one of the top workplaces in the world (Hilton Stories, 2022). According to Lambrano (2020), the core values of the organisation include hospitality, teamwork, leadership, ownership, integrity, and acceptance of all people. The organisation values its employees and does everything it can to help them succeed in their personal and professional lives. Hilton provides its employees with financial and non-financial incentives like tuition-free higher education using the “Guild Education” program, travel discounts through the “Go Hilton” team member travel programme, increased time off for parents and adoption aid for parents with no children (Hilton Stories, 2022). Additionally, Hilton has launched several initiatives to promote mental wellness and caregiving support, including a dedicated mental wellness hub and the industry-leading “Care for All” platform. According to the company's Chief Human Resources Officer, Laura Fuentes, “Hilton is committed to providing endless opportunities for career advancement and inspiring the world through a flexible ecosystem that nurtures employee well-being and personal development” (Lambrano, 2020). These efforts reflect Hilton's belief in fostering a culture of inclusion, wellness, growth, and purpose, enabling team members to unlock their full potential.
[bookmark: _Toc137162548]2.3 Goals 
The Hilton Hotel Group is operating under well-defined and well-articulated organisational goals. The company primarily aims to create great visitor experiences through personalised service (Hilton, 2023). To satisfy its guests' changing needs and preferences, Hilton is consistently adopting new technologies to improve its services and operations. An additional emphasis is placed on sustainability, with cuts to carbon emissions, water use, and trash production all being targeted. The corporation has set a goal of reducing its intensity of carbon emissions by 75% by 2030, and its intensity of water usage by 50% by the same year (Hilton Annual Report, 2022). Furthermore, Hilton values creating a workplace where all employees feel safe to share their ideas and opinions while being treated with dignity and respect. The organisation is dedicated to helping its employees develop professionally by providing them with relevant training and support programs (Hilton Stories, 2022). These organisational goals serve as the foundation for Hilton's strategic efforts and their pursuit of long-term success.
[bookmark: _Toc137162549]3.0 Recent Change Initiatives and Their Impact
[bookmark: _Hlk137158924]According to Okolie & Memeh (2022), any business that wants to survive and prosper in today's business environment must embrace changes. Hilton is aware of this, and therefore, the company is always making and responding to changes. As stated by Mekhruza et al. (2022), the worldwide hotel business was shaken by the COVID-19 epidemic, which led to travel restrictions, lockdowns, and a drop in bookings. To keep its guests and workers safe and the business sustainable during this unprecedented situation, Hilton rapidly initiated a number of changes. One major change initiative was the introduction of architectural screens, movable dividers, and creative seating designs to provide adaptable and customizable spaces (Hilton Stories, 2021). This initiative has instilled a sense of confidence among guests, reassuring them that their well-being is a top priority. By blurring the lines between indoors and outdoors, Hilton has also created unique and welcoming spaces that enhance the overall guest experience (Mekhruza et al., 2022). 
Simultaneously, Hilton has introduced the CleanStay program, which prioritizes openness concerning cleaning standards in order to provide peace of mind to guests. To improve its cleaning procedures, the company collaborated with Reckitt, the manufacturer of Lysol and Dettol (Hilton Stories, 2021). In line with their expectations for a secure and enjoyable stay, customers appreciate the hotel's attention to detail and the use of recognizable cleaning products. Since implementing the CleanStay program, both guest satisfaction and Hilton's brand image have risen (Hilton Annual Report, 2022).
Hilton has also expanded its contactless check-in and digital key technology through the Hilton Honors app (Hilton Stories, 2021). In this system, guests can check in online, choose their rooms, and use their smartphones as room keys, reducing the need for physical contact and enhancing convenience. This contactless approach has gained wide popularity in the current climate, where guests value minimal physical interactions. Using this approach, Hilton has not only enhanced the guest experience but also reduced potential health risks.
Last but not least, Hilton reimagined its dining experiences during the Covid tenure. The company has introduced high-end to-go cocktails, grab-and-go markets, and personalized plating, which have provided guests with a wide range of options that meet their preferences and safety concerns (Mekhruza et al., 2022). Overall, the COVID-19 epidemic prompted Hilton to make considerable adjustments in order to deal with the new normal and retain its place as a leader in the hospitality industry.
[bookmark: _Toc137162550]3.1 Management of the Change Initiatives 
Okolie & Memeh (2022) suggest that effective change management involves understanding the reasons for change, aligning the change with organizational objectives, and ensuring that the change is implemented successfully. In this context, Hilton has managed the aforementioned changes effectively by aligning with relevant change management theories, as discussed below:
The implementation of change initiatives at Hilton reflects the effective application of Kotter's 8-Step Change Model. According to Kotter (1996), effective change requires creating a sense of urgency, assembling a strong coalition, developing goals and strategies, spreading the word about the goals, removing barriers to action, achieving quick wins, reinforcing gains, and embedding new ideas in the culture. Hilton's change initiatives demonstrate the application of these steps. The company swiftly recognized the urgency of responding to the COVID-19 pandemic and formed a strong coalition to drive the change initiatives. As stated by Mekhruza et al., (2022), the company developed a clear vision and strategy by prioritizing guest and employee safety while sustaining financial stability. Effective communication of the vision was evident through the Hilton CleanStay program and marketing campaigns like "To New Memories" (Hilton Stories, 2021). Moreover, Hilton empowered action by providing resources and support for event planners and by implementing contactless guest experiences. The introduction of high-end to-go cocktails and personalized plating showcased the generation of short-term wins (Mekhruza et al., 2022). Lastly, by consolidating gains, Hilton continues to adapt to the changing needs and expectations of guests.
[bookmark: _Toc137162551]4.0 Strategic Direction and Current Business Performance
According to O’Regan & Ghobadian (2014), the strategic direction of an organisation refers to the long-term goals and objectives set by the company to guide its activities and decision-making processes. In contrast, business performance describes how well a company is putting its plans into action to produce the desired outcomes. According to Hilton’s CEO, Christopher J. Nassetta, the future strategic direction of the company revolves around becoming the world's number one premium hotel chain and providing the best possible services to improve guests' travelling experience (Bryant, 2012). The company's strategies have evolved in conjunction with its commitment to change and the realization of its stated goals. Nassetta said the company is working to simplify its value statements in response to customer feedback that they are too complex (Bryant, 2012). The company is working to create intense alignment around its mission, vision, value and key strategic priorities by cultivating the appropriate corporate culture. In addition, the management at Hilton is utilising a highly skilled workforce, ensuring exceptional services, establishing convenient locations near popular tourist destinations, and optimising an effective value chain as part of its corporate strategy (Hilton Annual Report, 2022).
[bookmark: _Hlk137161612]To ensure continued success, Hilton's future strategy should encompass three vital aspects: targeting BRIC markets, introducing mid-level budget options, and embracing digitalization within its operations. Firstly, BRIC (Brazil, Russia, India and China) market offers huge potential for the company as these countries are emerging rapidly in the global economy. Governments in the BRIC countries have also launched a number of initiatives to encourage multinational firms to increase their presence (Ulrich et al., 2014). Hilton may easily qualify for tax credits and other awards to help it grow its business in these regions. Additionally, the company should increase its offerings of mid-range guest rooms in order to attract a wider range of guests. According to O’Regan & Ghobadian (2014), People's priorities have shifted, and they are now looking for reasonably priced, high-quality services. The majority of BRIC markets' consumers fall into the middle-income range, thus Hilton should target them with its midrange pricing strategy (Ulrich et al., 2014). Increasing the number of mid-range guest rooms will also help Hilton compete with its competitor Airbnb. Consequently, Hilton can increase customer satisfaction by investing in cutting-edge technology (Mekhruza et al., 2022). The business should update its mobile app with new functions aimed at enhancing the visitors' stay. Overall, Hilton should include these ideas in their future plan so that it can increase its market share and sustain future growth.
The strategic direction and business performance of an organization are closely interconnected (O’Regan & Ghobadian 2014). A well-defined and effectively executed strategic direction can drive positive business performance as seen in Hilton’s case. According to Hilton's latest financial reports, the company's current revenue is $9.34 billion. In 2022, the company made a revenue of $8.77 billion, an increase over the previous year's revenue of $5.78 billion. With a net income of $1,257 million and diluted EPS of $4.53 in 2022, the company performed above even the most optimistic projections (Hilton Stories, 2023). The company's revenue growth can be further enhanced by implementing the recommended strategies, including expansion into emerging markets and targeting different customer segments through mid-level budget offerings. Hilton's commitment to leveraging technology and digitalization to enhance operations and improve the guest experience is also evident in its financial performance. Therefore, the recommended strategies can contribute to the company's ability to generate substantial revenue and maintain profitability.
[bookmark: _Toc137162552]5.0 Conclusion 
Based on the above discussion, it can be said that Hilton has been successful in identifying and implementing timely changes. Meeting leadership challenges, expanding market share, and enhancing guests' experiences have all been driving forces in the company's growth and achievement of its objectives. The company’s current performance showcases its ability to successfully execute strategic direction and communicate a potential for future dominance in the global hospitality industry. However, to sustain and thrive in the hospitality industry, the company should expand into emerging markets like BRIC, adjust its pricing strategy and comply with technological advancements. 
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