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Executive Summary
Organisational behaviour and performance depend on various features, such as their structural and cultural standpoints, functional qualities, strategic directions and so on. This report has selected Marriott International as the case study and has tried to look into its structural base, cultural environments, organisational goals, recent change initiatives, strategic direction and tactics to meet its long-term objectives. Several theoretical viewpoints have been implemented in this report to relate and justify the discussion on certain areas. Finally, by suggesting fruitful ways, this report has forecasted Marriot’s possibility of overcoming its current standing.
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[bookmark: _Toc191319359]Introduction
Marriott International is a renowned worldwide hospitality firm based in Bethesda, Maryland. Since 1927, it has been providing accommodation to its guests and it manages more than 8,700 hotels in 139 nations under 30+ brands, such as The Ritz-Carlton, St. Regis, Sheraton, and Marriott Hotels. The firm focuses on comfort, premium and select-service lodgings, as well as extended-stay options.
This report aims to focus on Marriott International to investigate its internal environment and current changes and strategies to fulfil different purposes. To meet this aim, this report has explored the organisational structure culture and goals of this hotel. Apart from this, the report has presented the recent initiatives of Marriott International towards change management and their impact on the company. Also, the strategic direction of Marriott has been examined and its actions applied to achieve long-term objectives have been evaluated.
[bookmark: _Toc191319360]Organisation Structure, Culture, and Goals of Marriott International
[bookmark: _Toc191319361]Organisational structure
Marriott International is organised into divisions based on region, brand and purpose. It operates in a hierarchical structure, with the CEO at the helm, trailed by provincial directors who supervise activities in various markets (Flood, 2023). The firm maintains a combination of corporate-owned, franchised and managed real estate, providing flexibility for worldwide development. The corporate framework promotes effective decision-making, business concentration and worldwide uniformity. Overall, Marriott's business structure combines centralised strategic leadership and decentralised regional implementation to maximise efficiency in operations.
[bookmark: _Toc191319362]Corporate Culture and its Influence on Marriott International
Marriott International's corporate culture is based on the ‘People First’ attitude, which values reverence, inclusivity and happiness for staff members (Marriott International, 2024). This robust atmosphere promotes high staff involvement, which translates into excellent client service and administrative performance. Marriott emphasises diversity, equality and inclusion (DEI), creating a friendly workplace for both workers and visitors. Its leadership prioritises creativity, sustainability and responsible business behaviours, which influence strategic decisions including technological change and environmental efforts. This culture promotes administrative efficiency, increases customer devotion and helps Marriott maintain its position as a worldwide hospitality pioneer.
[bookmark: _Toc191319363]Goals at corporate and individual unit levels
Worldwide development, sustainability, guest pleasure and advancements in technology are the main focuses of Marriott International's business objectives. Its goals include increasing brand value, driving revenues, achieving net-zero emissions by 2050 and maintaining hospitality sector dominance. The individual unit aims to provide outstanding guest experiences, improve operational efficiency, raise rates of occupancy, and carry out environmentally responsible practices. Each hotel unit is consistent with company goals while responding to regional market preferences. Also, keeping the diversity upper hand is an individual goal of Marriott International (Marriott International, 2024).
[bookmark: _Toc191319364]Recent Change Initiatives
[bookmark: _Toc191319365]Change initiatives of Marriott International
One of the change initiatives Marriott International has recently undertaken is the AI initiative. Marriott Bonvoy Events (2024) has reported that these AI initiatives aim to empower event planners to offer guests more personalised and effective event experiences by using cutting-edge tools. Marriott International has planned for this digital transformation by investing £0.79-£0.95 billion to roll out its new cloud-based systems to properties. Wilkinson (2024) has also registered that to approach this change initiative, Marriott International has developed an AI Incubator in 2023.
Apart from AI integration-related initiatives, Marriott International recently announced its global launch of ‘Connect responsibly with Marriott Bonvoy Events’ to support meeting planners to include sustainability in the events while hotels participate in the Marriott Bonvoy Portfolio. Through this change, as marked by Marriott International (2024), clients can access detailed Meeting Impacts Reports to understand the environmental impacts of these events. At the same time, they can choose options for buying carbon credits with this new initiative.
[bookmark: _Toc191319366]Impact of changes on Marriott International
With the new AI initiative, Marriott International can offer AI-generated recommendations to event planners and support them in saving time and conforming the alignment between every detail and their vision. Since these tools develop and expand across Marriott’s platforms, they also empower the hotel to attract clients and achieve competitive advantages (Zaytsev, 2024). At the same time, since event planners can get access to real-time data and insights for efficient decision-making with AI tools, it enriches Marriott’s reputation and brand image among potential event planners. For example, Marriott now can use RenAI and generative AI as vital AI tools to deliver personalised recommendations, simplify the search process and enhance the guest experience.
The change towards the Connect Responsibly programme has enabled Marriott International to offer their guests an enhanced understanding of the impacts of the meetings and events. T3 News Network (2024) has further added that it is promising for this hotel to generate a resilient future for travel. This change is also supportive of expanding its ongoing initiatives and strengthening its sustainability efforts in the hospitality industry. This changing initiative has fuelled Marriott’s approach to collaborating with South Pole, a climate consultancy so that they can offer options to clients regarding purchasing carbon credits through this South Pole platform.
[bookmark: _Toc191319367]Management of the changes
Establishing an ‘AI Incubator’ supported Marriott International's management of its AI initiative since it allowed the hotel management to explore and improve a wide range of AI applications throughout the company (Fox, 2024). Driven by the urge to offer improved customer experience and more effectiveness, the company has managed to apply AI for several functions, starting from food waste reduction to enhancing international operations. The hotel chain has started to test a new AI-powered search tool on its Homes & Villas website aiming to progress in the company’s urge to integrate Artificial Intelligence in its functions that reflects its well-planned management of this change. The Scientific Management Theory declares that organisations can enrich their efficiencies and productivity by integrating necessary scientific techniques into operational methods (Dar, 2022). The application of this theoretical concept thus aims to improve organisational economic efficiency, particularly labour productivity. Implementing AI initiatives has supported Marriott employees to spend more time on client interactions and their management by enjoying automated routine tasks resulting in enhanced productivity and customer satisfaction.
The Connect Responsibly programme of Marriott International was successfully managed by focusing on minimising greenhouse gas emissions along with food and water waste at their properties in different global parts (Business Traveller, 2024). As per the Contingency Theory, organisational management practices are determined by situational variables and the effectiveness of leadership styles and decision-making. Marriott’s Connect Responsibly programme was well managed by the application of its situational leadership approaches which is evident in collaboration with the South Pole. It is also great evidence of the strategic management of this change by developing a Meeting Impact Report. The situational variables, such as environmental sustainability inspired Marriott to control this programme to create a more resilient future for travel.
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[bookmark: _Toc191319369]The strategic direction of Marriott International
The strategic direction of Marriott International concentrates on expanding its international operations by offering a variety of hotel services. At the same time, the company has declared that it is planning to add up to 270,000 net rooms to its international portfolio by 2026 to fulfil the growing and potential travel demand of the clients (Walters, 2023).
[bookmark: _Toc191319370]Analysing the implementation of strategies to achieve sustainability objectives (long-term)
To support the UN sustainability programmes, Marriott International is maintaining the ‘Serve 360: Doing Good in Every Direction’ initiative to maintain positive environmental activities in the organisation and operating areas (Marriott International, 2023). Through this programme, they are improving the skills related to sustainable measures of their workers and encouraging them to be a part of environmentally sustainable programmes for greater society development. On this note, they are focusing on maintaining better human rights for their workers and guests to be an example of responsible leadership in the hospitality industry. Such multidirectional actions are related to the Contingency Theory. The theory explains that rather than focusing on a single element, the leaders maintain their inspirational practices in a combined manner (de Camargo Fiorini et al. 2018). Hence, they can address workers, investors, organisational activities and other management personnel. Similarly, with the Serve 360 initiative, Marriott International is maintaining its sustainable operations in various directions, such as developing young staff for sustainable practices, such as 15 million hours of volunteer community service, a 15% reduction in water intensity, a 50% reduction in food wastage and many more (Collins, 2024). On the other hand, since 2016, they have developed strong human rights policies in their organisation and trying to implement 100% human rights training for their employees by 2025.
[bookmark: _Toc191319371]Analysing the implementation of strategies to achieve Net-zero emissions objective (long-term)
To achieve the long-term goal, Marriott International has started to change its basic materials, such as the source of consumption energy. According to the reports of The Economic Times (2024), Marriott International is implementing mainly the utilisation of renewable energy by 100% in its 8800 worldwide properties. On the other hand, they have already shifted from traditional lights to LEDs to reduce the energy consumption and extraction of toxic elements. On the other hand, in scope 2, they are aiming to produce their energy, i.e. 30% through solar panels by 2025 and gradually, they will increase the figure to 100% by 2050 (Nandi, 2023). In such various environments, the initiatives of Marriot International are related to the hypothetical viewpoints of Systems Theory. The theory has three components, such as social work, ecology and engineering. These elements of the theory tend to support sustainable practices of any organisation through logical and scientific factors (Tennant et al. 2022). Similarly, the net zero initiative of Marriott International relates the elements of theory and its concepts through technological upgradation, communal viewpoints, and utilisation of ecological resources to achieve the goal by 2050.
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Being one of the leading hospitality brands on the global stage, Marriot International has implemented technological innovation to initiate a digital transition process. In this change operation, they are aiming to implement AI for operational efficiency. However, lack of data handling was one of the major issues that Marriott International is facing now and then. Besides that, discrimination in the workplace is reducing their reputation in human rights policy maintenance operations. However, through a zero-tolerance policy and zero-trust security architecture, they may solve such issues with strict measures. Also, the sustainability and environmental safety initiatives of the company are remarkable and they are gaining advances in every FY towards achieving their long-term goals.
[bookmark: _Toc191319373]Recommendations
[bookmark: _Toc191319374]Issue 1
As per the report of Veiga (2024), in the US, Marriott International has recently been fined $52 million (£41.05 billion) for their lack of data security and loss of private data of 300 million customers. Data security is one of the downsized and negative operations of the company and they should improve this section to uplift their customer safety concerns.
[bookmark: _Toc191319375]Mitigation strategy
A zero-trust security paradigm believes that threats exist within and outside of the network. To avoid unwanted access, Marriott should implement multi-factor authentication (MFA) for employees and partners, impose rigorous access rules, and monitor network activities continually. Through this, the unauthorised access to data centres will be protected. Majorly, they need to apply such authentication programs in the USA and European regions because the majority of data breaches have been encountered in such areas. Here, Marriott needs to utilise its best data experts, such as data engineers to cross-check the system every 15 to 20 minutes so that any bypass activities are not registered. Also, daily password-changing measures for data centre engineers can be another solution for them to avoid the breach of passwords of their employees. For instance, zero trust architecture is a part of Amazon's data security for their AWS data hubs to increase security and avoid third-party interferences (Amazon Web Services, 2024).
[bookmark: _Toc191319376]Issue 2
NBC (2024) has reported that a female pregnant employee of Marriott International in Canada has faced discrimination in the workplace and she has filed legal action against the authorities of the company for compensation.
[bookmark: _Toc191319377]Mitigation strategy
With the help of legal professionals and community workers, Marriot International need to improve its human rights policy for female workers' safety. They need to impose a zero-tolerance policy in their Canadian branches to avoid such incidents. Through this, they can involve workers to pledge to follow such policies with no exceptions. In the UK, Unilever is the prime example which has used such kind of zero tolerance policy in 2020 to protect black employees and their cultural viewpoints (Booth, 2020). Such policies may uplift the human rights sustainability reputation of Marriot International in the global and regional stages.
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