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[bookmark: _Toc191407377]Executive Summary 
The report will critically analyse the structure, goals, and culture of the chosen hotel and then give details on recent initiatives undertaken by the hotel alongwith strategies. The hotel chosen for this report is Marriott International. Marriott's good image, innovations, and ability to meet diverse customer needs with diverse services are discussed in this report. The report will also provide some practical practical recommendations including expanding green initiatives, improving customer experience with digital personalisation, and setting measurable diversity goals for the chosen hotel. If properly implemented, those efforts will help Marriott International strengthen its competitive position, build customer loyalty, and become a long-term hospitality player.
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[bookmark: _Toc191407378]Introduction
The hotel chosen for this report is Marriott International. Marriott International Inc. operates over 9,100 hotels in 142 countries and territories. Marriott, the world's largest lodging company, has luxury, premium, and select-service hotels at over 30 brands (Marriott International, 2024).  Marriott promises unforgettable global experiences through premium services and excellence. Its established brand and large geographic coverage put it at the forefront of comfort, luxury, and ease-of-use travel options (Marriott International, 2025).
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Figure: Marriott International (Source: Marriott International, 2025)
The report aims to analyse and evaluate the chosen hotel using relevant management and organisational behaviour theories. The report will cover organisational structure, culture and goals alongside recent change initiatives taken by the hotel and strategic direction for the long-term goal of the hotel. 
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Organisation Structure
Marriott International has a hierarchical structure. President and CEO Anthony S. Capuano's organisational realignment program follows the company's effort to rationalise management positions and operational efficiency in the world's largest markets (Nandi, 2023).
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Figure: Organisational Structure (Source: Nandi, 2023)
The new organisational framework follows Marriott's global footprint and ensures mobility and market-driven decision-making. The company has promoted continent presidents who report directly to Capuano, reinforcing its decentralised and integrated management strategy. This ensures localisation while maintaining the company's global focus. The company's top hires emphasise revenue, customer experience, and technology (Flood, 2023). Marriott's Executive Vice President and Chief Revenue & Technology Officer, Drew Pinto, oversees sales, revenue management, digital business, and IT, reflecting its commitment to digital transformation and fact-based decision-making. Peggy Fang Roe's appointment as Chief Customer Officer highlights Marriott's brand strategy of brand transformation, loyalty initiatives, customer experience, and AI and innovation in service delivery. With Tina Edmundson's appointment as President of the Luxury Division, which oversees luxury brands like The Ritz-Carlton, St. Regis, and JW Marriott, the luxury business is also a focus. The company's appointment of Yibing Mao as Greater China President shows its commitment to growing in the world's fastest-growing major travel and tourism sector (Nandi, 2023). 
Corporate Culture
Marriott International's five company values—prioritising people, acting with integrity, striving for excellence, embracing change, and making a difference—create a great corporate culture (Marriott International, 2024). Using Hofstede's Cultural Dimensions Marriott International's culture affects its operations and success is understood.
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Figure: Hofstede's Cultural Dimensions (Source: Mullins, 2019)
Power Distance: Marriott International has a low power distance and a collaborative workplace. The company promotes creativity and open management-employee communication (Marriott, 2021). This is supported by company management that values employee participation and development. Marriott empowers its employees to improve operations and efficiency by breaking down the hierarchy.
Individualism vs. Collectivism: Marriott International values individualism and collectivism. The company has a collaborative culture and a customer-focused hospitality business. Individualism allows employees to take charge of their tasks, while the company's customer-focused culture ensures shared success (Mullins, 2019). Focussing on employee welfare, diversity, and inclusion creates a strong sense of belonging and shared purpose.
Masculinity vs. Femininity: Marriott International’s feminine corporate culture values customer and employee satisfaction and work-life balance over competitiveness. Ethics, corporate social responsibility, and people-focused policies are the company's core values (Marriott International, 2024).
Uncertainty Avoidance: Marriott International must be flexible and balance modest uncertainty avoidance with structured operational processes and innovation. The organisation constantly trains and develops employees to overcome challenges and provide excellent service. Marriott International adapts to global business uncertainty by embracing technology and changing business trends.
Long-Term vs. Short-Term Orientation: Marriott International’s strategic direction emphasises long-term development, staff maintenance, and business responsibility. Marriott's long-term investment in business and social welfare is shown by sustainability initiatives like energy efficiency and social engagement (Marriott International, 2024).
Indulgence vs. Restraint: Marriott International exhibits a hedonistic culture with a great experience granted to the employees and the guests alike. The company prioritises the fulfilment of the employees, career development, and rewards schemes that motivate and encourage employees .Marriott's customer service emphasises luxury, comfort, and memorable experiences that promote pleasure and wellness.
Organisational Goals
Corporate-Level Goals
Market Expansion: Marriott International aggressively enters emerging markets and expands its hotel offerings to serve more people worldwide (ET HospitalityWorld, 2024). This includes acquiring and developing travel demand destinations and strengthening the company in emerging markets.
Brand Differentiation: Marriott International maintains excellence standards to provide superior and consistent customer experiences with a diverse brand roster that appeals to multiple customer classes (Mittal, 2024). Every Marriott-owned franchise has its personality and adheres to the company's founding principles, whether it offers premium or budget fares.
Sustainability Initiatives: Marriott International uses green practices throughout the company to reduce its carbon footprint. Energy-efficient buildings, waste management, and world-standard supply purchases are included (Collins, 2024).
Diversity and Inclusion: Marriott International promotes diversity and equal opportunity by recruiting from diverse backgrounds. In guest experiences, all customers feel welcome and valued regardless of culture or social background.
Individual Unit-Level Goals
Local Market Adaptation: The company tailors services and facilities to their operational area, culture, and guests' needs. This includes food, drink, decor, and service.
Strategic Partnerships: Marriott International hotels partner with local tour operators and suppliers to improve guest experiences, by sourcing fresh ingredients.
Talent Development: Each Marriott hotel recruits and trains staff locally with the promise of future development and the highest service standards from Marriott worldwide.
[bookmark: _Toc191407380]Recent Change Initiatives
Change Initiatives
Business Travel Transformation
Marriott launched 'Business Access by Marriott Bonvoy' for SMBs. Corporate travel is simplified by booking cars, trains, and flights in one system. Marriott's real-time travel insight management, travel policy management, and expense management against conventional rewards programs make it popular with small and medium businesses (Lamba, 2024).
Sustainability and Climate Action
With the Climate Action Program (CAP) and net-zero carbon emissions goal by 2050, Marriott has advanced its 2025 sustainability goals. Main initiatives include reducing carbon intensity by 30% and energy use by 15% by 2025. At least 30% of Marriott's power will come from renewable sources. The company created the Sustainable Building Certification Toolkit and Solar Readiness Design Guide to help hotels build green (Collins, 2024). Marriott will reduce food waste by 50% by 2025 using technology (Mittal, 2024).
Human Rights and Social Responsibility
Marriott International is reinforcing its ethical business and human rights practices with initiatives as the company works with the Hospitality Alliance for Responsible Procurement (HARP) to promote ethical and sustainable sourcing. The company will hire at least 3,000 refugees by 2026 in partnership with other organisations (As, 2023).
Workforce Development and Inclusion
Marriott International’s diversity and inclusion framework aims to achieve gender balance at the top and increase minority representation in the executive tier. Marriott has diversified its Voyage program and Leadership Model to develop future leaders (ET HospitalityWorld, 2024). 
Impacts of the Initiatives
Business Growth and Competitive Advantage: Marriott reduces third-party travel agency use and increases direct bookings and customer loyalty by integrating flights, trains, and cars. This saves operational costs and generates a profitable and sustainable income, especially in emerging economies like India where SMB companies are driving business travel (Lamba, 2024).
Sustainability and Cost Efficiencies: Marriott's Climate Action Programme and carbon-reduction efforts save money over time by managing waste and conserving energy. The company's goal of 30% renewable power use reduces operational costs and meets global business standards (Marriott, 2024). Waste disposal costs are reduced and Marriott's CSR image is improved using technology. 
Employee Engagement and Talent Attraction: Marriott's Diversity and Inclusion, refugee employment, and executive development programs boost morale and turnover. Marriott attracts top talent and improves its reputation by creating an inclusive culture and eliminating wage gaps. Refugee employment boosts the company's social responsibility and reduces hospitality staff shortages (As, 2023).
Brand Reputation and Consumer Loyalty: Marriott's ethical construction and human rights training boost its brand image among socially and environmentally conscious buyers.
Management of Change
Marriott International's sustainability, workforce diversity, and business travel innovations can be evaluated using Kotter's 8-Step Change Model.
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Figure: Kotter's 8-Step Change Model (Source: Armstrong, 2021)
Establishing a Sense of Urgency: Marriott saw a growing need for business travel optimisation, digital transformation, and sustainability. The Climate Action Program (CAP) and Marriott Bonvoy Business Access indicate urgency with customer and market demand and trends.
Creating a Guiding Coalition: Marriott's functional leaders and area executives led transformation. Marriott added customer engagement, digital innovation, and sustainability executives to its leadership team.
Developing a Vision and Strategy: Marriott outlined its vision for diversity, digital transformation, and sustainability. Its promise of 30% renewable power and 2050 net-zero emissions shows the long-term direction (Marriott, 2024).
[bookmark: _GoBack]Communicating the Change Vision: Training, and cross-country marketing campaigns helped Marriott communicate its inclusion and sustainability goals internally. Customers, investors, and employees were regularly updated on the company's progress (Boddy, 2017).
Empowering Employees for Broad-Based Action: Marriott taught employees about sustainability, human rights, and leadership so they could change things. The refugee program and pay equity strengthened the workforce.
Generating Short-Term Wins: Successful carbon intensity reduction and technology-based food waste management showed tangible improvements and boosted stakeholders' confidence.
Consolidating Gains and Producing More Change: Marriott ensures change implementation by expanding its sustainability efforts, introducing smart hotel management technology, and adapting its corporate travel solutions to different markets (Mullins and Dosser, 2013).
Anchoring New Approaches in the Culture: Marriott integrates inclusion, diversity, and sustainability into its long-term strategy.
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Porter's Five Forces Analysis of Marriott International
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Figure: Porter's Five Forces (Source: Mullins, 2023)
Threat of New Entrants (Low to Moderate): The Marriott International entrant threat is low to moderate. To start a competitive hotel business, the capital needed to acquire and build hotels is prohibitive (Mullins, 2023). Newcomers struggle to attract customers but Marriott International because of its brand recognition and customer loyalty is less likely to feel threatened by the competition. 
Threat of Substitutes (High):  Marriott International faces strong competition from Airbnb, which offers exclusive, budget-friendly, and luxury stays for guests seeking alternatives to conventional hotels (Marriott International, 2024). 
Bargaining Power of Buyers (Moderate to High): Online Travel Agencies make price and service comparison easy, making customers powerful negotiators. Business visitors and package holiday firms can negotiate bulk orders better than individual visitors with high switching barriers (Armstrong, 2021). 
Bargaining Power of Suppliers (Low): Marriott suppliers have little bargaining power. Marriott carefully manages its suppliers, including facilities, food, and construction, and has great purchasing power due to its size (Huczynski and Buchanan, 2019). Marriott can negotiate good deals with suppliers due to its brand power. 
Competitive Rivalry (High): The global hospitality industry is competitive. Marriott competes with Hilton, Hyatt, and Intercontinental Hotel Group (IHG) with similar products and customer segments. Price competition and company business competition Armstrong followed (Marriott, 2024). 
SWOT Analysis of Marriott International
Strengths	Weaknesses
Marriott has 6,500 properties in 127 countries with diverse revenue streams.	World's largest hotel chain with 1.2 million rooms and 30+ brands.	Successful Ritz-Carlton and Starwood acquisitions strengthen the company's portfolio.	Family-focused brands will turn off millennials and Gen-Z.	A strict code of conduct can hurt morale and productivity.
Opportunities	Threats
Targeting millennials and Gen-Z with updated products could increase market share.	Rising demand for luxury hotels in emerging economies offers growth potential.	Recession will reduce luxury travel and lodging demand. 	Marriott faces competition from Intercontinental and Hilton. 	

Strategic Directions
Growth through Acquisitions: Marriott bought Starwood Hotels & Resorts in 2016. Marriott acquired Hoteles City Express in 2022 to expand its business.
Customer Experience: Marriott invests in technology, customised services, and a strong rewards program to keep guests coming back (Marriott International, 2024).
Sustainability Initiatives: Marriott's "Serve 360" program promotes energy conservation, waste management, and ethical purchasing (Marriott, 2024).
Diversity and inclusion: Marriott prioritises a diverse and inclusive workforce and an inclusive company culture globally.
Implementation of Strategies to Achieve Long-term Objectives
Market Expansion through Strategic Acquisitions: Marriott makes strategic mergers and acquisitions, such as buying Starwood Hotels in 2016 and adding the respected Sheraton and Westin brands. 
Brand Differentiation and Customer-Centric Innovation: Marriott has diversified its brand line to appeal to different customers with consistent brand character and individuality. SMBs welcome initiatives like "Business Access by Marriott Bonvoy" that simplify business travel, flight booking, train booking, and car rentals (Lamba, 2024).
Sustainability Commitments and Climate Action: Marriott's 2025 Climate Action Plan reduces carbon intensity and energy use by 15% and 30%, respectively, to promote a green future. Marriott's green ambitions include expanding clean energy use by 30% and eliminating 50% of food waste by 2025 (Mittal, 2024).
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In conclusion, Marriott International's brand base, operational excellence, and strong company culture have made it a global hospitality leader. The company stays ahead in a complex business world by focusing on innovation, sustainability, and customer satisfaction. Its business strategy of business development, technology transformation, and human rights initiatives ensures constant growth and stability in the face of business uncertainties. Marriott's adaptability, sustainability, and diversity strategy positions it for long-term success. Marriott raises company, brand, and social responsibility standards through organisational transformation. 
[bookmark: _Toc191407383]Recommendations
· Marriott can boost its sustainability efforts by adopting greener practices. Increased renewable energy use and recycling could reduce waste. 
· Marriott should also invest in technology to better use customer and customer-facing technology and customise experiences. AI recommendations based on guests' past experiences are powerful. 
· Marriott can boost diversity by setting hiring goals and increasing minority management representation.
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