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1.0 Introduction
This report has been requested by Mr. Brynach Heffernan to be submitted by 18th March 2022. This report aims to illustrate how business change can have a profound impact on working life, how it can be developed correctly to be communicated to an establishment, and how leaders and managers can demonstrate their skill in approaching this change, as culture, workers, and consumers adjust. Information will be gathered from multiple sources including newspapers, websites, books, and journals, to support the findings and claims. 
Marriott International hotel chain is the organization that will be the subject of this report; they continually change, innovate, and is required to remain competitive to stay current. 

















2.0 Main Findings 

2.1 Background 
Organisational change is the transformation of an organization's state from one to another. It is a must-have in business to introduce good intentions for the foreseeable. This shall cover improving culture, letting creativity flow, and overseeing how people can work together. Ideally, this will show an understanding of change. (CIPD 2022).  In simplistic terms, an organizational change quote like this may help. (Results Map 2022). 

“If you want to truly understand something, try to change it.” 
· Kurt Lewin

In what started as a small root beer franchise in 1927 both J. Willard and Alice S. Marriott started married life, slowly progressing their small restaurant business named ‘Hot Shoppes’ selling thirst-quenching drinks and hot food. Forward several years, the first Marriot hotel was born in Mexico in 1969, here the franchise has grown from strength to strength. In 1988 Marriott opened their 500th Hotel in Warsaw Poland the first western-managed hotel in Eastern Europe. 1995 was a year of accomplishment for them. They acquired a 49 percent share in The Ritz-Carlton Hotel Company. The years to follow have further bolstered the brand's presence overseas, with a focus on shaping the future of the Marriott brand through technology and innovation. (Marriott International, 2022).  
Marriott Bonvoy Rewards Program, is the biggest shake-up for this hotel phenomenon, being introduced in March 2022 it will give its customers a way of earning points in exchange for various surprises such as free night stays, major events, and mobile check-in service. (Marriott International, Inc. 2022)
According to Gibbons (2020) Marriott's employee-care model can teach three main areas:
· Help employees as you would guests
· Align employees around your purpose
· Prioritize employee well-being 
The Marriott leadership team remains committed to serving its employees, despite the coronavirus crisis forcing Marriott to furlough thousands of staff. Throughout the past year, CEO Arne Sorenson forfeited his salary, and the rest of the company's executives have pledged to cut their pay by half to alleviate the financial burden the company faces. Business longevity is solely dependent on a dedicated, flexible staff that can handle change. 
Revenue represents the total amount of income generated by the sale of goods or services that are directly related to a company's main activities. Income or net income signifies the company's total profits or earnings. A chart of total revenue and net income from 2018 to 2021 can be found below. 
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2.2 state the reason for the change
(Whitmore 2019) says the new loyalty brand is much needed, no longer will Marriott Rewards be used, but now Marriot Bonvoy will indeed make a new vibrant addition to the innovative organisation. Mobiles will give customers up-to-date changes as and when it happens, customers will also gain elite status faster (e.g number of nights slept at the hotel per annum) and more hotels will now be available under this program.  Burnes (2017, p. 272),  express how organizations are sometimes forced to make changes by management while other times they make the changes themselves, and sometimes they simply happen without anyone really knowing why.







2.3 SWOT and PESTLE
Using a swot and pestle analysis will help businesses understand both internal and external factors that will help or potentially hinder the organisation. This will demonstrate where Marriott hotel management needs to change and what the current outlook is. 
Taking a closer look at the strength of the SWOT, it is apparent that the brand portfolio speaks for itself. The changes made throughout the years have enabled the company to be more successful and retain its important clientele base. (MarketLine 2022) also expresses that since the end of 2021 it now operates under 30 luxury brand names worldwide. With being such a big franchise and well-established brand 
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(MBA Skool Team 2019) explains how the pestle analysis will show external factors worth considering and how change is just as important in an outside world. At this point in time, unexpected terror attacks are present covering most of the pestle model. According to (PestleAnalysis Contributor 2015) terrorism play a huge part in hospitality overseas as this can scare away potential customers from travelling and can occur a huge loss in revenue with the added cost of security measures. Marriot also keeps a close eye on the ever-changing technological environment, it is imperative to always protect customer data and safeguard privacy.  However, (Partridge, 2020) clarifies this was not the case in 2018. A breach of personal data had affected over 300 million people, which led to the Information Commissioner's Office (ICO) fining almost 100 million pounds. This could have been an avoidable situation if a change was made. To prevent such devastating occurrences, hotels should ensure that the technology vendors they hire meet the right standards and are using software that matches those requirements. (Hotel Tech Support 2022).
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Both models have played a role in influencing the Marriott franchise, because they demonstrate both strength and resilience through times of technological and social challenges. It is hard to measure unexpected fears such as politics covering terrorism or threats which conceal competitors next actions. The fact remains that Marriott has proven it by keeping its key value, which is to provide the best experience to the customers. (Ivy Panda 2019)  explains, employee training and retention can enhance a winning attitude, the company has developed a good cooperation culture, this in turn helps Marriott retain an outstanding performance. 


2.4 Change Models
There is often resistance to change, as well as fear and undecided thoughts and feelings when situations in the workplace take over. The video (Dunford, 2022) reveals there can be several reasons as to why this happens:
· Not of interest to oneself
· Seeing change as inconsistent with the organisation’s culture
· Lack of conviction
· Change fatigue
· Past Changes
· How the change is being managed
To combat these feelings, a change model can be introduced, help pave the way to think more clearly and illustrate a better outcome for oneself, team, and overall state of mind. Change does not have to be negative however, it can be impactful and cause a fear of the unknown. (Conelly 2020) teaches us to take a moment to immerse into Kurt Lewin’s change model, Unfreezing – Change – Freezing. This 3 part stage looks at how can people prepare themselves for that all-important shift and ideally create a situation so the change can happen productively. Before any action can be taken, a force field analysis was the basis of allowing the leader or indeed any management to weigh up the advantages or limitations before action can begin. Motivation plays an important part at this stage. Moving along to the second part of this process, which is change. This is certainly the toughest to deal with, as every individual is different. The unknown can be scary, so management really needs to home in on communication and listen intently, if coaching, reassurance and guidance can be provided then this indeed could be a turning point for employees to get on board. Lastly, stage 3 is freezing where people should now be comfortable with the new changes, it can establish relationships, creative minds, and a happy work ethic. Time may be needed for this stage to become complete. 

Another change model which focuses on a people approach is the ADKAR model created by Jeffery Hiatt. The acronym below shows a broader view and a process that is in the order that it needs to be used to understand and recognize why companies need to change to become more successful.  (Lucid Content Team 2022).  
· Awareness: The need to change
· Desire: Participate and support the change
· Knowledge: How to change
· Ability: Implement the change
· Reinforcement: Sustain the change
When management creates a vision of change, communicates effectively and removes individual fears, then these two models should be able to work together harmoniously.
A leadership advisor Margie Warrell chats with Mr Bill Marriot on embracing change he joyfully enlightens the audience by saying ‘managing change is a lot of fun’ through this video the watcher will learn that if changes are not made there will not be a chance to celebrate success. The Video (Warrell 2016)

2.5 Leadership – Management of complex Areas 

Kotter (2012, p.99), informs that it is often through behaviour that a change in direction is most effectively communicated. Leadership will only be recognized if spoken words turn into action.  At this present time, there are 25 global operating committee members and 14 board of directors, which all sit under the Marriott umbrella of innovation, creativity, changes, financial and HR, and many other decision-making suggestions.  Bencivenga, J. Review article (2003) focuses on how It is ideal for management to be orderly and consistent, but there is a conflict about how to deal with it. This stems from competitive competition, technological change, and cultural diversities. By planning a structure and keeping core vales close to the heart, managers and leaders can engage on a much better level, without losing focus of the vision and change in hand. 
Pritchard (2018) provides a different dialogue to help with an unexpected management change. It is understood that adjustments to any organisation can be time consuming however, time is precious if it can help with people who are resistant too new ways. All cogs need to fit perfectly in order to have the right framework or model to work from, a clear direction, a great leadership and an open invite for all cultural backgrounds to open up creativity, this is where power truly means something. 

Need more  guidance her
2.6 Culture
A sense of belonging is very important in a work environment, Marriott International's Global Chief Human Resources Officer and Executive Vice President, David A. Rodriguez, elaborates that there are three main facets of their culture that they take pride in: opportunity, community, and purpose. In contrast, Marriott strives to inspire associates to translate the organisation’s core values into their day-to-day interactions, thus ensuring the culture is renewed continually and remains vibrant across generations and geographies. (Mastufa 2020).  On the other hand, Schein (2010, p. 7- 8), states to understand ourselves, it is crucial to understand cultural forces, because they can operate outside of others awareness. Being a leader, doesn’t always prepare oneself for the reaction of a change amongst its fellow employees, therefore without certain skills, it can come across negative, not clear, actions are not met and between groups can be misinterpreted which can cause conflict. 
The Video (Tutor2u, 2018) allows Charles Handy to introduce a model which revealed the four classes of culture:

Power is used with a few selected people from management, who can bring change to the workplace, it can cause a strong outlook of decision making and enforcement, but positively these can be done in a quick time frame. 
Every employee in an organization plays a role, it determines the hierarchy format of the organization, which allows the power part of the model to come back into play and determines the position and responsibility each worker holds. 
The third action Handy identified is the task culture better described as when a team comes together. Power now shifts within the team resolving problems, creating solutions, and keeping on task. This can work to the organisation’s advantage if the right skills are being used, especially when it can be such a dynamic group of people. 
Finally, person culture examines the individual in a way that emphasizes self-importance rather than that of the organization they are employed by. This is concerning, as the business will inevitably suffer. 

Another model that is interesting is Hofstede's cultural dimensions model. In this framework, six categories result in differences in culture across countries and to distinguish the way business is done in different cultures. These are
· Power Distance Index (high versus low).
· Individualism Versus Collectivism.
· Masculinity Versus Femininity.
· Uncertainty Avoidance Index (high versus low)
· Long- Versus Short-Term Orientation.
· Indulgence Versus Restraint.
This is based on a score out of 100,  Hofstede closely examined IBM employees, and therefore the findings can be attributed to national differences, which significantly reduces the impact of company culture. (Mind Tools, 2022). The video (Wong, 2020) explains these six points in greater detail to really grasp their meaning. Power has been previously mentioned in Handys 1996 organisational culture, which is relatively the same as Hofstede’s approach, the similarities here are there is still an apparent distance of higher or lower power, the issue raised in this model is a society's approach to inequalities. Next is Uncertainty Avoidance where people tend to feel very nervous about a situation which is vague. The tolerance of ambiguity in a society is considered in this dimension. Individualism Vs Collectivism is again compared to Task and Person in the above model, this is because Individualism focuses on oneself and own interests, whereas Collectivism will be found in a more of a group. Masculinity Vs Femininity, men are seen as a more factual, assertive, aim high for achievement and rewards. The flip side of this dimension is how women are more inclined to gravitate in cooperation, caring for the vulnerable and being modest. In a nutshell, it looks at facts for men and feelings for women. Now, Indulgence and Restraint (IVR) suggests countries with high IVRs allow or encourage people to enjoy life and to have fun. Societies with a low IVR score place more emphasis on suppressing gratification, regulating conduct and behaviour and imposing stricter social norms. Finally, Long-term orientation is characterised by a focus on the future and the willingness to forego immediate enjoyment to attain long-term success. Persistence, tenacity, and long-term growth are the hallmarks of long-term orientation. Whilst Short-term orientation focuses on the immediate future and entails giving immediate success or fulfillment. Short-term thinking focuses on getting things done quickly while maintaining tradition.
According to Trompenaars and Woolliams (2003) it is important to remember the three R’s Recognize, Respect, and Reconcile these three pillars aim to make the reader aware of recognizing cultural differences, changes will be made, and a predicament will be created but all different walks of life will ideally approach and resolve it together. First and foremost, respect comes from within. Lastly, management needs to ultimately come to terms with challenging people within the workplace, but the real focus here is how to move a change forward and that is to reconcile cultural differences. 

The ability of an organization to cope with the change effectively is critical these days to its productivity, survival, and effectiveness.








2.7 Change Agents 

(Blakeley 2021) defines a Change Agent as a person who works inside or outside of a company to assist it to rejuvenate in the face of changing circumstances. If a company is having problems adjusting to new technology or market needs, a change agent can help. 
Marriott have had their fair share of technical problems when it comes to change. (Martin, 2019). writes that when the Marriott rewards program ended, Starwood and Marriott came together to give a fresh new term to the name of ‘rewards’ and paved the way for a new elite scheme named Marriott Bonvoy. Unfortunately, cracks began to show, and Marriott representatives acknowledged the fact there were flaws in the new combined program which hadn’t quite been met, customers were not getting upgraded rooms, free breakfasts or free nights that had been secured with the points which were gained. To add fuel to the fire over 600 complaints had been made. To regain its customer’s loyalty a spokesman for the Marriott John Wolf stated, “We are actively fixing the issues and we are committed to getting it right for our members,”  he also expresses that there were technical faults within the new service that was rolled out. However, to resolve this issue Marriott did invest time and money to hire in tech fixes with added training for the employees who had to deal with any concerns or questions. 

More guidance here








2.8 Conclusion

Historically, the company has, for instance, always been a leader with regards to employee engagement, brand awareness, and customer satisfaction.
"If you want truly to understand something, try to change it."
· Kurt Lewin 
· (Cherry K. very well mind 2020)




















2.9 Recommendations
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