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Introduction:
Marriott International is a global organisation that has left a huge footprint in the hospitality industry research from (Marriott International, 2024) informs us that Marriott has been providing excellent service for over 100 years and have been abiding by their motto, “Putting people first.” In 1927 putting people first referred to providing clean beds hiring attentive staff and providing hot food, throughout the years as society developed and as Marriott became international and exceeded America, reaching Europe, Africa, Asia, Australia and North America. Marriott establishing these franchises within these diverse nation shows off the organisation's strategic stakeholder engagement the journal from (Perkins-Chavis, 2017) exposes that Marriott has put in place an educational programme on cultural competence this alone demonstrates Marriott’s commitment to supporting internal and external stakeholders. 
After the strike of Covid-19 Marriott International was greatly impacted the article (Pinedo, 2020) revisits the financial crisis that Marriott faced having too permanently close one franchise. In addition, the article (Pinedo, 2020) recounts the CEO president of Marriott International Arne Sorensen uploading a video where he was visually unwell due to the cancer treatment he was undergoing. Arne expressed to the associates the financial hardships Marriott International has faced because of the pandemic. This financial crisis has caused Arsene to forfeit his salary for the year 2020, alongside executives whose salaries were cut by 50%.
Marriott has a variety of brands targeted at different customer segments, including premium (Marriott Hotels, Sheraton, Westin), luxury (The Ritz-Carlton and St. Regis), also (Courtyard, Fairfield, Moxy). Marriotts ability to adapt to shifting consumer tastes, travel trends, and market conditions in various geographical areas was due the technology strategies the organisation developed. Marriott has extended its operations beyond lodging to include food and beverage services, event management, digital guest engagement platforms, and loyalty programs. For instance, Marriott's Bonvoy loyalty program has grown to be one of the biggest membership programs in the hospitality sector, supporting the company's emphasis on long-term client relationships through tailored digital engagement and data-driven service customisation.
The significance of efficient change management in Marriott's organisational strategy is underscored by these environmental pressures. To stay competitive, Marriott, a sizable, multi-brand company with intricate worldwide operations, must constantly assess its organisational culture, leadership styles, and internal capabilities. Adopting innovative technologies, streamlining procedures, and reacting to new market developments should be compatible with the business's concentrate on hospitality customs, especially its emphasis on individualisation and relationships. The organisation faces both opportunities and challenges as a result of this constantly evolving necessitating organised, research-based change management techniques.
Therefore, history has repetitively shown how much environmental changes like, 9/11 and the 2009 financial crisis has had strategic significance in organisations adjusting to technological, economic, and social changes this is examined within this report. Before putting forth a thorough strategic change plan that is suited to Marriott's long-term goals and organisational requirements, it further assesses suitable change management models, leadership philosophies, and cultural factors.

An investigation of Marriott's recent history and modifications to the internal and external environment
Environmental circumstances like the pandemic have had a negative and positive impact on Marriott International’s internal and external factors which has transformed the organisations business objectives and its overall strategy. In order, for Marriott International maintain its legacy at the top the company must continuously adapt to consumer habits, international rivalry, team patterns, technology, alongside laws and regulations. Collectively, these developments have put demands on Marriott to modernise its IT infrastructure, expand its digital skills and restructure its employees.
 The following paragraphs assesses the significant changes affecting Marriott and pinpoints the critical conditions that call for a revised change management plan using strategic analysis tools like PESTEL and an internal environmental assessment.

Analysis of the External Environment (PESTEL & Industry Trends)
 Technological Aspects
  Research from (Dany Kitishian, 2025) reveals that Marriott's business model has been significantly impacted by the rapid advancement of technology. Customer expectations for immediate, round-the-clock communication have changed due to the emergence of AI-powered support services, such as chatbots with artificial intelligence and virtual assistants. Marriott faces pressure to accelerate its own technological advancement since its rivals, such as Hilton and IHG, have already integrated AI into smartphone applications, loyalty programs, and customer interactions.
Furthermore, blogs such as (Team, 2025) reveals that hospitality industry has introduced technologies such digital keys that enable customers to check in and lock rooms. The blog (Team, 2025) unravels statistics that 96% of hoteliers are investing in contactless systems the source further shares that 86% of hoteliers are organising themselves to increase technology investments. As other franchises are innovating locations with technology to improve and cater to internal and external stakeholders' other franchises are yet to implement these systems due to legacy structures, which lead to discordant experiences for customers.
The extensive use of remote staff technologies is another significant change. Marriott corporate staff members now anticipate hybrid work options backed by dependable digital tools. Despite its quick adaptation during the pandemic, Marriott's cross-departmental digital collaboration tools and remote communication systems still have flaws. All these technological advancements point to the necessity for Marriott to make investments in more sophisticated digital service models and updated IT infrastructure.

 Trigger for Innovation: To stay relevant and uphold the standard of service, Marriott needs to modernise antiquated technology, incorporate AI solutions, and establish uniform electronic platforms across all its properties worldwide.

Economic Fundamentals
 The hospitality sector was severely impacted financially by the COVID-19 pandemic. Given limitations on travel and worldwide lockdowns, Marriott saw profitable decreases in 2020–2021 the (Pfalz, 2021) highlighted that in 2020 Marriott lost 234$ million. The company is currently facing increases in inflation that raise labour, energy, and supplies chain costs, even though its financial turnaround started in 2022 and persists with robust following the pandemic demand for transportation.
 Cost control is still a top concern despite indications of improvement. As a result, Marriott's business strategy now revolves around operational efficiency, which calls for improved scheduling of employees, digital procedure improvement, and simpler organisational frameworks.  
Trigger for Innovation: To cut expenses without sacrificing service standards, Marriott needs to implement more effective work procedures and technological automated procedures.

Social Aspects

 Transportation habits as well as desires have been impacted by the major change in the social landscape. Long-term lodging, shared offices, flexible entry procedures, and individualised digital services are in greater demand due to the growth of remote workers and mobile workers. Millennials and Gen Z in particular-expect more social interaction, mobile-based services, and brands that put sustainability and authenticity first.
 To better balance individualised human service with contemporary digital engagement, Marriott's traditional service model, which is focused on in-person interaction, needs to be updated.
The blog (San, 2025) shares about the Take Care program that Marriott have in place within the organisation, this program supports employees by helping them monitor their health introducing them to an app dedicated to their physical health as well as their mental health. In addition, the blog further encourages other organisation to join the program as it uplifts employees which inevitably makes them more efficient workers.

 Trigger for Innovation: Marriott needs to revamp visitor experiences to appeal to consumers who prioritise technology while preserving its hospitality culture, which is based on interpersonal relationships. 

Environmental Aspects
 For global hospitality organisations, preservation of the environment has become a top priority. Hotels are expected by governments, investors, and customers to cut waste, save energy, do away with single-use plastics, and run sustainably. Marriott acknowledges these pressures with its Serve360 initiative, which emphasises social responsibility and environmental stewardship.
 However, different properties have implemented it differently, especially franchised hotels with different operational standards. Maintaining consumer trust or fulfilling worldwide ethical standards require strengthening environmentally friendly procedures and monitoring frameworks.

 Trigger for Innovation: Marriott needs to invest in more environmentally friendly operations and establish consistent its environmental policies across the entirety of its properties worldwide.
Legal Aspects
 Moreover, with laws like the GDPR in Europe and increasing worldwide uncertainty over digital privacy, legal expectations have become more stringent, especially in data protection. Because Marriott has experienced data breaches in the past, it is more important than ever to improve cybersecurity systems and guest data management procedures. Discovered on the news (Tidy, 2020) exposes that from 2014-2018 Marriott hotel faced cyber-attacks leaking customers personal information such as; passport numbers, email address, names, arrival and departure. This led the ICO to discover that Marriott did not have a strong safeguarding system costing the company 18.4 million pounds that put 334 million individuals at risk.
 Marriott must guarantee that it adheres to different legislation throughout areas as the digital evolution picks up speed, underscoring the necessity of safe, unified, and updated data systems.
 Trigger for Innovation: To comply with international legal requirements and restore customer confidence, Marriott needs to modernise its cybersecurity capabilities and data governance policies.

Industry competitiveness and rivalry
 Both conventional and unconventional competitors have increased the level of competitiveness in the hospitality industry. By providing flexible, frequently less expensive options that are attractive to students and longer-stay consumers, Airbnb keeps disrupting the industry. Research from (Gidwani, 2025) reveals conventional rivals like Hilton have made quick progress in digital transformation, introducing contactless services, more advanced mobile apps, and loyalty integrations.
 Marriott is under more pressure to innovate because of its slower rate of digital adoption; Marriott is currently focusing on the digital innovation of the front desk of the company which has put it at a competitive disadvantage.
 Trigger for Innovation: To stay in touch with both lodging businesses and digital adversaries, Marriott needs to make investments in cutting-edge digital solutions and innovative guest experiences.

Analysis of the Internal Environment

 Marriott has a number of internal managerial and employee-related issues that affect its capacity to preserve efficiency and provide excellent customer service.

 Employee Framework and Organisational Structure
 Marriott has implemented a hybrid remote work model for corporate employees, which has increased flexibility but also revealed flaws in systems for remote collaboration and cross-departmental communication. Teams frequently lack integrated electronic resources, which results in poor choice-making and collaboration on projects.

 Lack of Workers
 There is still a lack of employees in the hospitality industry, particularly in the food and beverage, maintenance, and front desk services. Marriott has had difficulty hiring and keeping front-line employees, which has put more strain on customer service and staff morale. In addition to increasing training expenses, high resignation levels also interfere with productivity efficiency.

Needs in digital competence
 The staff digital skill deficiencies are a problem at many Marriott properties, especially in emerging markets. Employees frequently lack the training necessary to use new systems efficiently, which slows the acceptance of digital tools and lowers operational effectiveness. The article (Kitterman, 2025) states that 44% of Marriott employees need to improve their skills through training the source further suggests that only 20% of employees when offered training are likely to work with AI adopters.

 Antiquated Systems
 Marriott still uses antiquated HR and operational platforms in several areas, despite its size. The organization's capacity to provide consistent worldwide quality of service is compromised by outdated systems, which also restrict data integration and slow management processes.

Overall Change-Inducing Factors

 An organised change management strategy at Marriott is strongly justified by the combined effects of internal and external factors. Important triggers consist of:
 -Stronger digital transformation is required to keep up with competitors' innovations.
- Operational efficiency is being slowed by a lack of workers and gaps in digital skills.
 -Growing customer demands for effortless online and customised experiences.
- Legal requirements and sustainability necessitate better reporting and systems.
- The need for economical and efficient operations is growing due to economic challenges.
- internal disparities in the provision of services and technology among international properties.
 -These elements indicate that Marriott has to implement a more proactive, holistic approach to shift leadership in attempt to remain relevant in a constantly changing hotel sector.

Overview of Marriott's Strategic Change
 Due to changes in employee work habits, technological disruption, and consumer demands, Marriott International has experienced tremendous change in recent years. The organisation has depended on managerial direction, cultural encouragement, and organised change processes to handle these pressures. Three main change management frameworks-Kotter's 8-Step Model, ADKAR, and the Burke-Litwin Model-are used in this section to assess Marriott's response to change. These case studies shed light on Marriott's strategic reactions to new customer needs, shortages in employees, the growth of remote work, and technological advancements.
Marriott's Use of Kotter's Eight-Step Change Model
 Arguably among the most popular frameworks for significant organisational change is Kotter's model. The website (Ahmadi, 2023) explains that Kotter's framework aids in demonstrating the way Marriott managed the adoption of remote work and digital technological advancement.

 Step 1: Instil a sense of urgency
 There was obvious urgency due to the pandemic and the quick disruption caused by digital technology. Marriott had to support remote corporate teams while dealing with dwindling global occupancy, decreased revenue, and an unexpected need to digitise processes. Senior leadership used restructuring plans and worldwide updates to convey the gravity of the situation.

 Step 2: Form a guiding alliance
 The guiding coalition was made up of regional HR and digital business units as well as Marriott's executive leadership team. Teams from various departments redesigned remote work processes for executive teams and promoted digital use (e.g., checking in on mobile devices, AI chatbots).
Create a strategic vision in step three.

 Innovative supply chain management, improved customer experience, increased staff flexibility, and future operational durability were all highlighted in Marriott's change vision. This was consistent with one of Marriotts mission statements "People First."
 Step 4: Share the vision
 The company communicated new expectations regarding hybrid work, digital systems, and customer service enhancements through internal channels such as corporate briefings, email updates, and webinars.

 Step 5: Give workers the authority to act
 Marriott assisted staff members by:
 -launching fresh online training courses
-modernising platforms for interaction (Facebook Workplace and Microsoft Teams)
-aiding for remote workers' well-being
 -streamlining operational processes

Step 6: Produce immediate gains
 Early initiatives that were successful included enhanced corporate productivity from hybrid work flexibility and higher guest satisfaction from digital key check-ins.

 Step 7: Continue to accelerate
 Through enhanced staff management platforms, unified loyalty programs, and AI-driven guest engagement, Marriott has continued to implement digital transformation.

 Step 8: Integrate novel strategies into the culture
 Marriott integrated digital-first methodologies, flexible schedule norms, and service individualisation into leadership education and achievement standards, reinforcing such goals within its hospitality culture.
 When everything is considered, Kotter's model aids in demonstrating Marriott's methodical strategy for managing rapid developments in employees and technology.

Marriott's Application of the ADKAR Model
 Research from (Olmstead, 2019) unpacks the ADKAR approach-Awareness, Motivation, Understanding, Ability, and Reinforcement-focuses on change at the individual level. It is particularly pertinent to Marriott employees adjusting to new digital systems and hybrid work. 
 Consciousness
 As digital tools became indispensable during the pandemic, workers realised that change was necessary. Marriott explained the reasoning by tying digital adoption to efficiency, business survival, and guest expectations.

 Desire
 While operational staff embraced digital market applications due to the decreased stress, numerous corporate workers appreciated hybrid work for versatility. Although there was some opposition, mostly because of a lack of digital skills, leadership promoted adoption by highlighting its advantages.

Understanding
 In response to skill shortages, Marriott launched competency-development programs and offered instruction in technological platforms (Teams, OneDrive, Service apps, AI tools).

 Capacity
 Workers progressively incorporated new abilities into routine tasks:
-Corporate employees used digital platforms to collaborate.
- Automated systems were used by hotels for service requests and check-ins.
- Managers used data dashboards to track performance.

 Strengthening
 Marriott used regular instruction, incentives for technological advancement, and accountability for leadership to reinforce modifications. Within awards and methods of communication were used to recognise teams that were successful.
 ADKAR shows that Marriott gave staff training and behavioural consistency top priority, making sure that hybrid work and digital evolution were supported at the human level.

Applying the Burke-Litwin Model to Marriott
 Understanding how outside influences caused internal changes is made easier with the help of the Burke-Litwin Model. The source (Mindtools, 2024) defines Burke-Litwin model the change being the only constant the source also reports that in order for a change to be made, a plan must be executed. The Burke-Litwin Model is an appropriate for examining Marriott's reaction to industry-wide disruption because it links its external setting, leadership, culture, and structures.

 Outside Environment
 Marriott was forced to adjust due to significant changes, including COVID-19, digital disruption, unemployment, as well as environmental challenges. These turned into the main catalysts for change.

 Leadership
 In response, Marriott's leadership changed its long-term objectives, adding new business guidelines, a greater emphasis on digital, and investments in workforce technological innovation. Senior leaders participated as adaptation representatives, particularly in implementing out remote work models.

Cultural
 -Change was both encouraged and opposed by Marriott's long-standing hospitality culture, which is based on individualised service, teamwork, and emotional connection.
- It benefited by promoting staff dedication and fortitude.
 -Marriott's traditional culture placed a strong emphasis on in-person interactions, which made digital change more difficult and caused tension.

 Procedures & Techniques
 The company revised:
 -HR programs
 -channels for internet communication
 -Workflows in operation
 -systems for hospitality services
 -Administration of data guidelines
 -Workplace Environment

 While hotel teams evolved to digital visitor touchpoints and shifting customer expectations, companies adjusted to hybrid work.

Climate of the Work Unit
Although hotel teams adjusted to digital consumer touchpoints and evolving customer expectations, corporate teams adapted to hybrid work.

Motivation
 Marriott connected digital advancements to increased productivity, staff empowerment, and visitor satisfaction all of which are important drivers of employee engagement.
 Burke-Litwin demonstrates the internal chain of external circumstances that affected operational systems, motivation among staff members, leadership style, and culture.
One the other hand, sources such as (Opportunities Workshop, 2024) explain that digital skills is a brilliant way to motivate staff to be more efficient, possessing the knowledge on how to use Microsoft excel or Google workplace tools allows employees to start and finish multiple tasks.

Summary:
 It is clear from each of the three approaches that Marriott used well-organised procedures, effective leadership communication, cultural encouragement, and capability-building programs to manage significant organisational change. Burke-Litwin shows how internal reactions were influenced by external conditions, Kotter describes Marriott's strategic transformation, and ADKAR shows staff-level adjustment. When combined, these models offer a thorough understanding of Marriott's transformation process and point out areas that still require improvement.

Change management plan for Marriott International
This change strategy suggests an organised organisational evolution project with the goal of enhancing productivity in operations, digital capability, staff versatility, and customer experience. It focusses on numerous obstacles recognised by Marriott's current state, including disruptive digital technologies, hybrid work requests, labour shortages, ineffective systems within the organisation, and expanding consumer demands. The plan converts the conclusions of the Kotter, ADKAR, and Burke-Litwin examinations into practical strategic recommendations. Specific targets, a business summary, a discussion plan, an accomplishment schedule, and an assessment framework are all included in the recommended plan.

Schedule for Collaboration

 Month 1: Describe the project and its goals.

 Month 2: Start training plans and provide feedback regarding the pilot project.

 Months 3–12: A daily email with regular updates on developments.

 Every four months achievements evaluations and feedback from staff start in every month twelve.
 Employee engagement is strengthened, resistance is decreased, and clarity is increased through effective communication.

Marriott International Financial Timeline Change Management
	Time
	Financial activities/cost
	Expected financial outcome

	Approval-1month
	Plan for employee tech training £24,000
	Investing in change

	Selecting vendor 2-3months
	Investing in AI tools
£150,000
	Departments become more organised

	Training Investment 4-5 months
	Employee tech training
£40,000
	Productive efficient employees 

	Testing phase 6-7 months
	Trial digital equipment
Like digital check ins £35,000
	Ensure digital discrepancies are corrected before implemented






Suggested Strategic Modification
The Digital Employee Training Program (DWEP) will be implemented by Marriott International. This project focusses on:

- modernising electronic processes and systems (HR, planning, communication between staff members, hospitality apps).
 -enhancing business teams' hybrid work arrangements.
- utilising training and development of skills to close the digital skill gap.
 -enhancing departmental communication through uniform platforms.
- increasing employee satisfaction alongside psychological health to boost output.
- This shift is both practical (daily processes and provision of services) and strategic (long-term to remain competitive).

Operational Goals
- In every aspect company region should use the same messaging systems.
 -A minimum of 80% of employees should receive education regarding computer skills.
 -Minimise operational delays as well as system outages brought on by antiquated scheduling and HR software.
 -Increase the number of properties worldwide by 30% by implementing AI-supported service processes (such as chatbots and mobile check-ins).

 The Method of Change Management
 Kotter, ADKAR, along with Burke-Litwin principles are incorporated into the implementing plan, which concentrates on:
 -cooperation of leadership,
-promotion of culture,
-Encouragement of employees,
- Platform modification, and
-Regular reinforcement

Method of Communication
Adoption of change requires a well-organised communication plan.

 Fundamental Ideas
 -Transparency: Describe the change's justification.
- Maintain consistency by using the same channels everywhere.
- Involve staff members at all levels to promote inclusivity.
 -Encourage two-way interaction and input through dialogue.

 Collectives of Stakeholders
-Executive Leadership: investors and key stakeholders.
-The main adopters of transformation are the business sector's hybrid staff members.
- Innovative technologies have an influence on staff members at a hotel level.
- Transition managers include the HR, finance, and IT departments.
- Software vendors and educational providers are examples of outside collaborators.

In conclusion:
The change management strategy provides Marriott International with a holistic framework that could help reconstruct departments whilst restoring Marriott employee's self-esteem by giving them digital training enabling them to give amazing service to online clients. In order, for Marriott International to be the best they need to focus investments on digital advancements. Also, Marriotts vision stands with the Digital Workforce Enhancement programme, that will aid the organisation to remain in rivarly with other companies keeping Marriott International evolving, inspired this ensures that customers will grow with the organisation. Research from (Delighted, 2022) discusses that customer lifetime values which is an apparatus that measures how long customers remain loyal to companies this is a vital reason as to why Marriott needs to be constantly evolving and grow with its internal and external stakeholders. Marriott International has proven to be a timeless establishment throughout the years to remain as such Marriott needs to concentrate on technological strategies as it is where the future of business is headed including hospitality.
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