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Diversity Audit Field Project 

​ Every year, travelers search the world for relaxing vacations, meeting spaces for business 

conferences, or venues for hosting major events. Hotels have a long history of serving as these 

places of gathering, rest, and relaxation. In the United States alone, in 2023, 792 billion dollars 

were spent by these travelers to reserve rooms at hotels. Globally, this number is expected to 

reach 1.66 trillion dollars by 2027 (Statista, n.d.). While many global hotel companies exist 

today, Hyatt Hotel Corporation has set itself apart as a leader in the hotel industry. Through its 

dedication to diversity, equity, and inclusion programming and practice, Hyatt Hotel Corporation 

has set a standard that will be audited in this paper.  

According to Mor Barak (2022), a cultural audit (or evaluation) of an organization allows 

individuals to strategically assess the obstacles that could potentially block the overall progress 

of diverse employees. Employees who feel they are being blocked from making genuine progress 

in their roles generally have a notion that the dominant culture(s) in the organization are usually 

the source of the problem and any solutions for change must start within the dominant group 

(Anderson & Billings-Harris, 2010; Mor Barak, 2022). Once a cultural audit is completed for a 

given company, then appropriate adjustments of policies and procedures can take place to 

improve the climate of the workplace for all employees (Anderson & Billings-Harris, 2010; Mor 

Barak, 2022). Thus, conducting a cultural audit of Hyatt will allow researchers to assess the 

potential successes and challenges that the hotel chain might face regarding diversity, equity, and 

inclusion. 
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Hyatt Background 

​ Hyatt Hotel Corporation was founded in 1957 by Jay Pritzker. While the hotel company 

originated in Los Angeles, California, it is now headquartered in Chicago, IL, where it oversees a 

global operation including 130,000 employees, over 1,300 hotel properties, and revenues 

exceeding seven billion dollars (Forbes, n.d.; Hyatt, n.d.-d).  

​ Hyatt began its hospitality business in the United States. Within twelve years of its 

founding the company began its international expansion, with its first international property 

being built in Hong Kong in 1969. Hyatt’s growth continued with the addition of domestic and 

international properties and new brand lines, such as the Hyatt Place, Unbound collection, and 

Andaz brands (Hyatt, n.d.-d). 

Due to its enduring growth, Hyatt has seen its organizational governance structure shift 

and change over the years. Hyatt has an executive management team, a board of directors, and 

multiple committees to oversee its operations. The Board of Directors includes twelve 

individuals, two of whom are female, based on reading the bios of the individuals on the board. 

The organization has multiple committees to oversee its operations, including (Hyatt, n.d.-a; 

Hyatt, n.d.-c): 

●​ Audit Committee Charter   ​  

●​ Talent and Compensation Committee Charter       ​  

●​ Finance Committee Charter    

●​ Nominating and Corporate Governance Committee Charter 

The executive management team spans the globe and includes the following roles and 

individuals (Hyatt, n.d.-c), as seen in Figure 1. 
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Figure 1  

Hyatt Hotel Corporation Executive Management Team Roster 

Title Name 

Executive Chairman Thomas J. Pritzker 

President and CEO Mark Hoplamazian 

Group President - EAME Javier Aguila 

Chief Financial Officer  Joan Bottarini 

Chief Growth Officer  Jim Chu 

General Counsel and Secretary Margaret Egan 

Chief Human Resources Officer Malaika Myers 

Group President - Americas Peter Sears 

Group President - Asia Pacific David Udell 

Chief Commercial Officer Mark Vondrasek 

 

​ The hotel company’s emphasis on caring for its employees is seen in the numerous 

Forbes and Human Rights Campaign lists in which it has been highlighted. Examples from 2024 

include being ranked 303rd on the “America’s Best Employers For Diversity” list (Forbes, n.d.), 
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373rd on the “World Top Companies for Women” list (Forbes, n.d.), and named a “Best Place to 

Work for LGBTQ+ Equality” by the Human Rights Campaign (Hyatt, n.d.-b). 

Four Criteria 

​ In order to gauge the degrees of diversity embedded within the Hyatt culture, specific 

diversity, equity, and inclusion concepts were used as a framework to guide direct and indirect 

interactions with the company. Specifically, researchers used the diversity audit tool and the 

assignment outline generated by course instructors as a basis for developing the investigation 

(Cukier & Smarz, 2012; Marwaha & Polka, 2024). Using a diversity audit tool and the 

assignment outline to build a guiding framework for the investigation, researchers attempted to 

analyze how diversity, equity, and inclusion fit within a company's current norms and values. An 

analysis allowed researchers to gauge the likelihood of whether diversity, equity, and inclusion 

policies are actualized in the day-to-day operations of the company (Cukier & Smarz, 2012). 

Thus, the following four areas of investigation were selected as a guiding standard for assessing 

the degrees of diversity: 

1.​ Incorporation of diversity, equity, and inclusion within the mission, vision, and goals of 

the organization. 

2.​ The implementation of a diverse mission and vision as well as subsequent goals. 

3.​ The representation of all people at various levels of the organization. 

4.​ The strategic and appropriate diversity, equity, and inclusivity training for all employees 

at all levels of the organization. 

Researchers felt that the aforementioned categories were broad enough to analyze the 

degree of diversity within the corporation but narrow enough to provide the Hyatt employee 
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interviewed for this project the best opportunity to authentically speak to their understanding of 

diversity, equity, and inclusion in their own workplace. 

Visit 

​ In order to best understand Hyatt, the researchers interviewed a staff member who works 

directly within the company. On July 1, 2024, the researchers spent one-hour meeting with Hyatt 

employee Barry Christman over a Zoom meeting. Mr. Christman serves as the Area Colleague 

Experience Manager for Hyatt, working in human resources at the Hyatt Regency Long Beach in 

California and with Hyatt’s corporate management training recruitment program.  

​ During this visit, the researchers asked Mr. Christman multiple questions, including: 

1.         How does Hyatt differentiate itself from other hotels? 

2.         How do you see Hyatt embracing diversity, equity, and inclusion in the workplace? 

3.         Is there any diversity, equity, and inclusion training offered? 

4.        Are there any unique diversity, equity, and inclusion policies you can inform us about? 

5.         How do you see diversity across different jobs in Hyatt? 

6.         Can you share any insight into Hyatt 2025 DE&I goals? 

Through these questions, the researchers could gain an insider's view of the company's 

diversity, equity, and inclusion efforts compared to the external research previously completed. 

The information gleaned from this meeting was insightful. It allowed the researchers to gain an 

insider’s view of the company, including information about training programs, representation, 

and planning from the organization. 
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When asked how Hyatt differentiates itself from other hotels, Mr. Christman believes the 

people hired truly make the Hyatt experience different from competitors. Specifically, Hyatt 

wants to hire authentic people who truly care about others. In fact, a question human resources 

asks during interviews is how one demonstrates care. Through this question, Hyatt can learn 

from a candidate how they demonstrate their ability to showcase their unique self and go above 

and beyond for others. Mr. Christman states that “we do our best when we care for other people,” 

which supports the company's overall mission, vision, and goals.  

Mr. Christman was asked how diversity, equity, and inclusion are embraced across the 

company. Interestingly, he argued that Hyatt does not have “all white men” leading the 

organization. In fact, he referred back to the idea of who they hire (i.e. hiring caring people) and 

how they promote from within the company before seeking to build an external candidate pool. 

Mr. Christman believes that Hyatt does a good job of helping employees achieve company 

advancement through training and mentorship. Further, Mr. Christman also shared how he sees 

diverse representation amongst leadership at Hyatt at the national, local, and hourly levels.​  

External observations by Guerinot concluded this is accurate while discussing the recent 

hiring of Niagara University College of Hospitality, Sport, and Tourism Management students 

into corporate management training programs. Both male and female students and students of 

multiple ethnicities were hired. Further, Guerinot asked Mr. Christman about hiring J-1 visa 

students. J-1 visa students are college students from all over the world who obtain a visa to work 

abroad in the United States (U.S. Department of State Bureau of Consular Affairs, n.d.). The 

hospitality industry, including many major hotel brands, includes J-1 visa students in their 

workforce, bringing diverse cultures and experiences to their hotels. Mr. Christman shared that 

many hotels within the Hyatt Hotel Corporation hire J-1 visa students from across the globe. 
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Guerinot further shared insights into her work with college alumni who work with Hyatt and 

shared the diversity that she sees within this group. 

Mr. Christman also shared that the organization provides diversity, equity, and inclusion 

training at all new hire orientations. Further, all employees must complete annual employee 

compliance training, which includes dignity, respect, and anti-harassment training. Having 

gained an understanding of resistance to diversity, equity, and inclusion efforts from Anderson 

and Billings (2010), the researchers sought feedback from Mr. Christman on how the 

organization addresses resisters. Mr. Christman elaborated that the organization will bring in 

individuals from the corporate office, whose work focuses on these initiatives, to meet with 

resisters to address the importance of embracing these initiatives.  

Finally, Mr. Christman reviewed Hyatt’s 2025 DE&I goals with the researchers. The 

information shared by Mr. Christman is further illustrated in the next section. Meeting with Mr. 

Christman was very helpful to the researchers in understanding Hyatt's innate workings and its 

alignment with its mission, vision, and diversity, equity, and inclusion goals.  

Diversity and Inclusion Efforts 

​ Hyatt is a company dedicated to diversity, equity, and inclusion in many ways. One clear 

example is their diversity, equity, and inclusion campaign entitled “Change Starts Here,” which 

encompasses Hyatt’s goals for achieving diversity, equity, and inclusion by 2025 (Hyatt, n.d.-b). 

Hyatt shares the impetus and process behind this campaign and its goals on their website, writing 

the following: 

We believe that embedding DE&I in every part of our business is the manifestation of our 

purpose – to care for people so they can be their best. This means everyone with no 
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exceptions. We are committed to ensuring diversity, equity and inclusion is reflected 

across our actions and behaviors, policies and procedures, workplace environment and 

culture. Our Change Start Here commitments outline key DE&I goals around (i) who we 

employ, develop, and advance, (ii) who we support, and (iii) who we buy from and work 

with. 

On its journey toward its 2025 goals, Hyatt has shared updates with the general public, 

which are posted on their website (see Appendix A). These updates include: 

●​ Hyatt is 70% of the way towards doubling the representation of women in senior-level 

roles outside of the United States by adding over 360 women to senior leadership roles 

across the globe. Further, Hyatt has hired 759 managers who identify as people of color 

within the U.S. (Hyatt, n.d.-b). 

●​ Since 2020, Hyatt has added over 500 new Black suppliers to its list of businesses from 

which it sources its supplies (Hyatt, n.d.-b). 

●​ Since 2004, Hyatt has achieved a 100% ranking in the Human Rights Campaign 

Foundation’s Corporate Equality Index (Hyatt, n.d.-b). 

​ These are just a few of Hyatt's website updates regarding its campaign. However, they are 

not the only elements that need to be considered. The campaign has many opportunities, 

including supplier diversity goals, hiring programs, and funding opportunities. Other examples of 

the diversity and inclusion initiatives from Hyatt include: 

●​ The Handson@Hyatt program which trains individuals with disabilities over the course 

of two weeks to be able to gain the skills necessary to enter into entry-level jobs in the 

hospitality industry (Hyatt, n.d.-b). 
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●​ Setting a goal of hiring double the number of women and minorities into leadership 

positions (Hyatt, n.d.-b). 

●​ Setting a goal of having 10% of their supplies come from black-owned businesses (Hyatt, 

n.d.-b). 

●​ Funding their RiseHY program, which funds their hotels to hire individuals between 16 

and 24 years old who are not in school or currently employed. These individuals would 

be hired into hotel jobs (Hyatt, n.d.-b). 

Secondary Research 

To have the most holistic view of Hyatt possible, the researchers not only interviewed 

someone from Hyatt but utilized Hyatt’s website for research and knowledge. Additionally, a 

different viewpoint was established as researchers discovered some legal cases in the press with 

respect to how Hyatt handled diversity, equity, and inclusion issues. One legal case includes a 

settlement reached by Hyatt with the U.S. Equal Employment Opportunity Commission (EEOC), 

where the agency stated that Hyatt violated federal civil rights laws. This occurred at the Grand 

Hyatt Hotel in New York City. According to the press release from the EEOC, the hotel did not 

provide accommodations to a front desk agent who had a back impairment that required using a 

chair when sitting at the front desk (US Equal Employment Opportunity Commission, 2019). 

Another example was an article published in Diverseeducation.com in March 2023 

(Herder, 2023) regarding an incident with a guest who was of a visible minority at the Hyatt 

Regency in Denver, Colorado. The guest, an associate professor from Howard University who 

was in town at an educational conference, was hosting a celebratory event in her hotel room after 

being selected as the president of the convention organization. Her celebratory event was cut 

short by hotel staff alerting her that her event was too loud and that she had to end her event even 
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though it was not yet quiet hours in the hotel. Other circumstances and evidence did not seem to 

indicate there was a problem with the noise in the hotel. Ultimately, Hyatt issued an apology to 

the guest. 

Connections to Theory 

When researching levels of organizational culture from Schein (2017), Hyatt appears to 

be somewhere between having operational values of diversity, equity, and inclusion or basic 

underlying assumptions, which we believe shows how Hyatt has ingrained diversity, equity, and 

inclusion into the daily culture of the organization. Also, when considering both the primary and 

secondary research of Hyatt, the four categories previously established to guide this diversity 

audit are realized. Specifically, the incorporation of diversity, equity, and inclusion into the 

company’s mission, vision, and goals is evident. There is also a demonstrated effort to 

incorporate diversity, equity, and inclusion practices into company policies. Diversity, equity, and 

inclusion efforts are not just “lip service.” A diverse workforce is reasonably visible at various 

levels of the company. Additionally, diversity training is provided to all employees. 

Viewing primary and secondary research through the lens of Mor Barak’s (2022) human 

resource paradigm, an alignment exists between Hyatt’s company practices and appropriate 

progressive theories related to diversity, equity, and inclusion. Researchers selected Mor Barak’s 

(2022) human resource paradigm to analyze gathered data because the individual interviewed for 

the project works in human resources and much of the quantitative data in secondary research 

relates to human resource practices within the organization. Specifically, Hyatt is actively 

increasing diversity in many levels of the organization through their strategic hiring efforts of 

women in management positions as well as people of color. Moreover, Hyatt is sustaining 
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diversity sensitivity by enforcing diversity training as well as promoting collaboration among 

different people within the company (Mor Barak, 2022). 

Limitations 

While the researchers gained a strong understanding of Hyatt through interviewing a staff 

member, conducting secondary research and exploring past hotel interactions, there are still 

limitations to this audit. Researchers did not visit a site but instead conducted the interview over 

Zoom, limiting opportunities to walk around the hotel to make physical observations in 

conjunction with the interview. While both researchers have experience staying at Hyatt hotels, 

and Guerinot specifically has had multiple interactions with Hyatt hoteliers and staff, this is still 

considered a limitation to this specific audit. 

Interviewing an individual who works for Hyatt provided fruitful information. However, 

the researchers acknowledge that any individual who works for an organization could have an 

inherent or unconscious bias towards their organization, limiting authenticity. Further, had the 

researchers been able to interview all levels of the organization, this would have given a better 

“360-degree view” of the organization. Further, as many hotel ownership groups have a 

franchisee model, interviewing a general manager who worked within a franchise-owned 

property could have provided further insights into the applicability of the diversity, equity, and 

inclusion initiatives to those specific properties. 

Lastly, this audit was conducted using only four criteria as benchmarks for the 

organization's diversity, equity, and inclusion efforts. Had the researchers increased the criteria, it 

is plausible further information could have been identified.  
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Conclusion 

​ The researchers learned much about Hyatt Hotel Corporation's diversity, equity, and 

inclusion efforts. Based on primary and secondary research, they felt that Hyatt truly embraces 

its role in furthering these efforts at its organization. Based on their research and interactions, the 

researchers felt that Hyatt is truly dedicated to diversity, equity, and inclusion.  

While impressions of Hyatt were positive and no substantial recommendations for change 

exist, researchers strongly recommend Hyatt continue to enact diversity, equity, and inclusion 

programming. Hyatt is also strongly encouraged to continue to communicate accomplishments 

(or setbacks) transparently. Hyatt maintains ambitious and achievable goals related to diversity, 

equity, and inclusivity goals for 2025. The hotel chain ought to remain focused on the company’s 

mission and vision, which will certainly support strategic efforts. Despite the lawsuits found in 

secondary research, the overall feeling regarding Hyatt remains positive. The company should 

also note if it misses the mark and how it can be better or work further towards achieving any 

goals.  
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