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AI Declaration
For this assessment, you can use Generative AI to support you in research, including searching for bibliography, using tools to summarise, compare and interrogate materials.
Executive Summary

Marriott international is a global hotel brand with many brands under its name. In 1995 they bought 49% of shares in the Ritz Carlton, making them few percentages away from owning the entire Ritz collection. The ritz is known for being the 5-star host for luxury and the best at customer service experiences. They train all their staff to have excellence customer service skills. Their motto speak for itself, ‘we are ladies and gentlemen serving ladies and gentlemen’.  That line speaks for wonders for the Ritz Carlton. It shows how much pride and effort they take in customer experience. Ritz expanded their business in 2022 when they started the Yacht collection. The yacht is a place a pure luxury on water, and it caters for a small group of people at a high price. The Ritz also invested in technology as one of their recent changes in business. This was a digital signage that got the interest of some many customers, as it made life easier for staff and customers. During covid Ritz Carlton London took a huge loss and they still have not fully recovered, this is a concern for all investors. Overall Ritz remain the best hotel with the best guest experience and top notch for luxury.
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Introduction
Marriot international is one of the biggest hotel groups in the world. They own over 500 hotels and resorts across the globe, with over 47, 000 room that is available to customers. In 1995 Marriott purchase the Ritz Carlton with owning 49% making them in almost complete ownership of the brand. (Marriot International, 2023) The Ritz Carlton is a luxury hotel that puts their customers need first. Ritz is known as a global leader in luxurious hospitality. (See appendix one for image) In 2022 Ritz Carlton discovered their first ever Yacht collection. (See appendix two for images) It’s a true beauty with great experience. (Ritz Carlton, 2023) The video explains the true meaning of Luxury provided by the Ritz and how much their brand has expanded with their Yacht collection. (YouTube, 2023) Attention to details about their new collection, is perfect and speaks for itself on the type of hospitality is offered to their customers. The long-term goal and strategic measures the Ritz Carlton along with Marriot are planning is to continue expanding their brand and keep providing luxury to their customers. From the research, it will explain, the strategic measures they have, how they plan on maintaining their brand image.














Main Body
1.0 Organisation structure, culture and goals
The Ritz Carlton has a business plan to show evidence on how they intent to carry out the plan on how to continue expanding their brand. The structure of their business is based on powerful service model. Having front line staff attending to the customers needs, are the main aspect of the organisational structure. Ritz Carlton has a motto that is part of their culture, “We are Ladies and gentlemen serving ladies and gentlemen”. (Ritz Carlton, 2023) This motto represents the foreseeing service offered by members of staff. Ritz Carlton has a goal to provide guest experiences that are unforgettable and personalize to each individual. 
Hospitality is based on knowing the different roles between staff and customers, to know what services is on offer at a hotel. “A major characteristic of the hospitality industry is of course the role of people and the direct contact and interactions between staff and customers”. (Mullins and Dosser, 2013) having great service is important to a hotels image. The owner of the Ritz Carlton explains how it cost nothing to be caring and provide good customer service. In the video a short clip explains how he values good customer service. (YouTube, 2019) 
The strength of the Ritz Carlton is how they treat their customers. Ritz goes above and beyond to ensure all customers needs are met. The journal provides an example of a customer who came back to the Ritz because, they had left their daughters teddy bear at the hotel and it was found then lost again, the concierge did not wish to break her heart, so they went above and beyond to ensure the little girl maintained her smile. (Strategic Direction, 2004) The Ritz Carlton ensures they are doing everything to maintain customer satisfaction and paying attention to customer details. Customer relationship manager empowers an organization to be more accustomed to the customers. By embracing this, an organisation will provide consistency in their customer service skill both personal and professional, over a period of time. (Rutherford and Fallon, 2007) Ritz Carlton strengths are from their excellent customer service skills. 
The weaknesses of the Ritz Carlton are the high operational cost they have in being a luxury brand. Which cause them to have high prices, that leads to less customer opportunities. This may also lead to customers feeling as if they don’t belong at the Ritz due to the high-end operation and expenses.  During covid 19 and just after, Ritz Carlton had a loss in profit at their London branch. They record losses from 2020 up until 2022, they continuously make significant losses. (Robinson, 2025) Most of their losses are due to covid where the world stood still for a year and a half and hospitality suffered the most. The Ritz Carlton financial situation, has cause for concern, as their luxury rival ‘Claridge’s Hotel’ has made a huge comeback since covid 19. This situation has taken an interest from its investors as they might need to be looking at other Luxury hotel to invest in. (Hurley, 2025)
Strategic Management is the management of resources, goals and objectives in order to achieve their desired goals. The video goes into more details on strategic management and how organisations uses this theory. (YouTube, 2023) The theorist Mintzberg, came up a theory on ‘Strategy’ he speak about the 5ps of strategy and how organisations act according to their strategy. The 5ps are, plan, ploy, pattern of behaviour, perspective. In the video it explains the theory in more detail. (YouTube, 2018)
 In the Ritz Carlton case on management, as a consequence of the diversity of the service industry, a wealth of concepts has been formulated concerning the nature of the business in terms of their partnership with their clientele.  (Dimitrakaki, 2023) The case study explains how a business manages the service they provide to their customers. The Ritz Carlton entire brand is based on how they plan, for providing better service for customers. The Riz takes pride in looking after their customers and they ensure that all their staff are happy and willing to go the extra mile to deliver great service. The video explains the difference between the Riz Carlton employees and employees of other hotels. (YouTube, 2016)
Recent Change Initiatives 
Ritz Carlton aim is to create great customer experience by maintaining good customer service. Their recent change in involves “Building a world-class culture based on shared values, inclusion, compassion and lateral service must come before any customer- centric focus in order to drive success”. (Ritz Carlton, 2019) They wish to get a connection with their brand emotionally and ensuring that the employees and trained up to date with their customer service skills. The transformation is based on having enough cultural knowledge to empower customers worldwide. Retaining guest for life is also an interest for the Ritz, in the video is a case study on how they get know their employees so that they can maintain good customer service experience. (YouTube 2016) Another change that took place was the Yacht collection by the Ritz, which took place in 2022. The Yacht collection is nothing but luxury on another level, the effort and work they put into this new type of hospitality is nothing but amazing. The Yacht is a space for just over 200 people it’s a cruise ship with thousands, its small intimate and pricey. The prices may vary from 1000 to over 8000 per person per night, the video explains more in details. (YouTube, 2023)
Digital transformation is a recent change done by Ritz Carlton, they have websites for their guest to sign in and see their longstanding gold standards. The digital design is to ensure the customer receive the elegance and sophistication of their brand. (Marriott news, 2023)
A case study on Ritz Carlton using technology in their Denver branch as made a great impact on their customers, along with the digital company they partner up with the use these tools. The “Noventri digital signage” is the new form of recent change that was used by Ritz Carlton in one of their branches, the new addition to the hotel, helps staff to work smarter, so they may have more time for the customers on a personal basis. (Ritz Carlton Denver, 2024)


Strategic Direction
 Their market position is very strong as the leaders of luxury in the hospitality industry for many years. Ritz Carlton uses customer data base, customer survey and information from the travel industries to understand the needs of the customer, so that they may use this as a type of strategic method to meets customer needs and keep their brand going. A quality of management case study on Ritz Carlton explains how the hotel strives to maintain a high standard throughout the stay of each guest. 
Staff are trained to understand how customers’ needs are to be met. (Umar, 2020) Ritz Carlton understands that luxury is about personal experiences they provide the customer, so they are capitalizing on technology and data to gain an understanding of every customer’s desire. They provide quality training for each member of staff so that they may perform the highest level of service. According to (Arnold et al, 2020, pg 204) “training has the potential to deliver many benefits, but it is important to note that training per se may not necessarily be beneficial”.  The authors explains that too much training may lead to poor customer service skills. In an article it explains how a customer complained about how the lines of the Ritz Carton staff was rehearsed and come off robotic. (Sheridan, 2024) 
Conclusion
Looking into the future of the Ritz Carlton, they are call for concerns regarding various branches and how they are doing. Riz is a luxurious brand that focuses all their energy and effort in keeping their customers happy. Is that the only thing a hotel of this standard need to be focusing on? It’s under stable where they take pride in ensuring that all customers have the best experience, and from research, its clear that Ritz Carlton has the best customer service experience in the hospitality industry. They are also very overpriced and not everyone has the change to enjoy this experience and that is ok. With these prices it also creates limitation for the Ritz to have customer during a financial surge. Hotels such as the Ritz is not for everyone and that’s ok, but the question is, with all that great customer service experience, why are they financially struggling at some branches? The yacht collection is the newest investment for the Ritz, was this a wise move, is it affordable for the less rich and famous. What are gains on this collection, how is this experience different to the other yachts out there. Without a doubt it is beautiful, the Ritz Knows how to maintain a luxurious standard. The yacht collection is new, so from research its too early to discuss all the pros and con of the collection.

Recommendation
For the Ritz Carlton, its recommended form research that they focus more on advertising and less time training staff for customer service skills. They have gained the name as top luxury hotel in guest experience. Ritz Carlton can do promotion to gain other customer who normally will not be able to afford to stay at the Ritz. This will ensure those customers gets the experience and will ensure they return for another one of those guests experience the Ritz is known for. Having all their annual reports done on time also works in their favour and allow customers to see how open they are about their business and how it works.  The Yacht collection should be affordable for most people so that the amazing guest experience may spread throughout nations.
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