Academic Discipline of Hospitality and Tourism
Management
BA (Hons) International Hotel Management
Management & Organisational Behaviour (BMIH5004) LEVEL 5


Report
Marriott International 







Lecturer: Antoinette Milne
Student: 2242685 Olga Brinza



Proofread with AI
I acknowledge the use of [Grammarly in Microsoft] on [05.03.2025] to [readability, grammar, and syntax]. 
I used the prompt(s): 
1. [Review correctness]
I confirm that I have not presented any AI generated text as my own work. 
I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.



[bookmark: _Toc192258965]EXECUTIVE SUMMARY
This report illustrates the significance of the relationship between structure, culture and people and organisational performance, through understanding these components of leading hospitality company Marriott International. Additionally, it can be understood through this report that the working environment as well as the strategic direction of the company contribute to its brand reputation as well as its position in the market. This report also highlights the recent change initiatives taken by the company to accomplish their organisational goals and performance and cater to the changing preferences of consumers. Lastly, various recommendations have been outlined for enhancing their position within their sector. 
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[bookmark: _Toc192258966]INTRODUCTION
Marriott International is one of the leading hotel and resorts chains, which has a strong international presence. Marriott International serves the hospitality sector and puts great emphasis on customer service as well as consumer satisfaction (Oeij, Hulsegge, and van der Torre, 2023). The employee size of Marriott International is 148 thousand as of 2023, and its portfolio involves longer stays as well as premium-stay properties. In this report, the concept of organisational behaviour and management of employees has been examined through analysing the organisational structure, corporate culture, and overall objectives of the Marriott International will be discussed. In addition to this, current change initiatives will be identified along with their impact, and a deep evaluation will be performed. Lastly, strategic direction will be examined for the organisation, along with providing recommendations. 
[bookmark: _Toc192258967]MAIN BODY
[bookmark: _Toc192258968]Organisation structure, culture and goals 
Marriott International is one of the leading hospitality organisations that functions in various departments, which involve accommodations, and more. The organisation of the company is structured to manage its operations in around 130 countries, which involve both geographical and functional divisions (Volery, and Tarabashkina, 2021). Considering the functional division, Marriott is separated into various departments that put emphasis on significant functions of business and these departments further involve human resources, marketing and more. Each of these functions has a key role in making sure that the organisation works smoothly on domestic as well as international levels (Elkhwesky, and et.al., 2022). In the case of geographical divisions, Marriott separates its operations into different geographical regions in order to cater to the requirements of partners and consumers across its operative regions such as Europe, Asia Pacific, and more. 
Each geographical category is responsible for governing the operations of that region, making sure that the standards of Marriott are balanced and further adapting services to fulfill the demand of the local market (Fischer, and Sitkin, 2023). This organisation operates on the basis of a franchise model, and its hotels in different geographical regions are managed by third-party franchisees. Marriott governs the overall operations but provides access to these parties to control daily activities, to further make sure that their business is scalable, and brand reputation is maintained (Andrej, Breznik, and Natek, 2023). Overall, this organisational structure of Marriott allows the company to be highly adaptable and have a responsive nature while balancing a strong corporate culture. 
Marriott’s corporate culture is established based on prioritising its people, such as employees, guests, and more, which makes their working culture positive as well as healthy. Marriott’s business is known for its hospitality, and they prioritise providing high-quality services to their consumers. This corporate culture of focus on services also influences how daily activity is operated, through training the employees wherever required to fulfil the set standard associated with consumer satisfaction. In addition to the service-centric corporate culture of the Marriott, diversity and inclusion are also prioritised in this organisation, where they encourage a working environment that makes employees feel heard and valued. Marriott believes that diversity and inclusion bring innovation and creativity within the work environment, which further help enhance the customer services as well as experiences. 
Moreover, the corporate culture of Marriott gives importance to empowering their team members by providing them the required power to make decisions on dealing with guests that benefits them and enhances their experience. Organisation also spend their money on training programs that make sure that their employees feel supported and valued. Through training employees, Marriot makes sure that they are motivated and increase their productivity to further enhance the operational efficiency within an organisation. This can be connected with the Contingency Theory of Organisation, which is a framework that suggests that appropriate organisational structure depends on its business objectives, environment, and more. Overall, considering operations, Marriott’s corporate culture makes sure that their team members encompass values that align with that of the organisation and further aid in enhancing consumer experience through establishing a positive work environment. 
The goals of Marriott International at both corporate and individual unit levels are aligned to make sure that the organisation has a competitive edge and remains sustainable for the long-term duration. Considering the corporate goals of the organisation, it focuses on international expansion, growth, and operational efficiency. It also focuses on expanding into untapped and emerging new markets to reach new consumers and work on brand expansion. Marriott also consistently invests and works on innovation with the help of technology and digital tools. Through investing in technology, Marriott desires to accomplish the goals associated with enhancing consumer experiences and refine the quality of the services they provide. Considering individual unit goals, Marriott emphasized performance of the local market, profitability and consumer satisfaction, which they work consistently to accomplish these objectives. 
[bookmark: _Toc192258969]Recent change initiatives 
Marriott International works consistently on market trends and caters to the changing expectations of the consumers. Over the past few years, the company has implemented various changes that aimed at increasing the quality of consumer experience, improving their market reach, and more. Marriott is constantly working on digital transformation as well as the integration of advanced technology to gain a competitive advantage and improve customer experience. For instance, Marriott has forecasted their technology investment to touch $1 billion with the development of their digital transformation projects, and through this project, they are planning to launch the latest cloud-based systems in their properties (Lindsey Wilkinson, 2024). This system will be focused on fulfilling the demand of consumers for the manner in which they desire to shop or book through their channels. 
In addition to the technical change initiative, Marriott is also taking a change initiative towards sustainability due to increasing awareness towards the environment and the demand of the consumers towards sustainability and their requirement for sustainable options while travelling. This initiative can be linked to Carroll’s Pyramid of Corporate Social Responsibility (1991), which emphasizes economic, legal, ethical, and philanthropic responsibilities. Marriott International is aiming at focusing strongly on diversity, sustainability and more, and the organisation is planning towards net-zero and reducing emission of harmful gases by 46.2 % by 2030, which suggests that the company is actively taking initiatives to be more sustainable and minimise the impact on the environment (Travel world, 2024). Furthermore, another initiative taken by Marriott is towards employee engagement and inclusivity, and it started various packages providing importance to equality as well as diversity within leadership teams. This approach of Marriott towards the well-being of their employees is a crucial aspect of their strategy to manage their employees. 
Considering the impact of these initiatives taken by the organisation on its overall business environment and operations, it is helping the organisation in enhancing consumer experience, increasing operational efficiency and more (Kaur, and Randhawa, 2021). In the case of Marriott, a recent initiative associated with technical innovation has contributed to enhancing the way services are provided to consumers. Through digital transformation of the organisation, Marriott can increase the level of quality of the products and services and eventually enhance the experience of consumers, which will help them in providing increased brand reputation as well as competitive edge within their sector. In this era of advanced technology, many organisation in the hospitality sector are leveraging the benefits of these technologies to transform their services and increase the base of their consumers (Khaola, and Rambe, 2021). In the case of a change initiative focused on sustainability and going net-zero, Marriott aimed at minimising the risk of environmental degradation and further positioning itself as a socially responsible brand. Implementing sustainability in its operation can also enhance the operational efficiency of the company and increase the base of loyal consumers (Niinihuhta, and Häggman‐Laitila, 2022). With change initiatives towards diversity and inclusivity, Marriott is focused on building a strong team, which further boosts the morale and motivation of the employees to support the company in enhancing their performance and productivity. Through establishing a work culture that is inclusive and delivers opportunities associated with career development, Marriott has established a workforce that delivers high-quality services. This initiative has helped the company in increasing employee retention and reducing employee turnover, which is important for the growth of the organisation. 
In case the changes were managed, Marriott have effectively communicated their changes to the stakeholders and well as workforce, for instance - digital transformation can be implemented together with complete training courses to ensure that employees are flexible towards new changes and minimise the scope of resistance (Abdulmuhsin, Zaker, and Asad, 2021). Leaders of the company work on aligning the objectives and values of the employees with those of the organisation. This clear and open communication has supported the organisation in minimising the scope of resistance to change and ensuring smooth implementation. In addition to this, Marriott has managed the technology investment through gradually implementing it in the company’s organisation and further reducing the scope of disruptions associated with the organisation. This can be associated with Lewin’s Change Management Model to evaluate the change initiatives of Marriott, and it states how an organisation can overcome the critical stages of change, unfreeze and refreeze to implement any change within an organisation. 
Moreover, Marriott also focuses on employee engagement through inclusion and shaping the company’s corporate culture and values. Organisation’s investment in the development of employees has made sure that they have required skills to adapt to new and advanced technologies as well as expectations associated with consumer services. However, one of the major challenges faced by Marriott in managing its brand with diverse nature and culture, which have presented challenges associated with cultural differences and needed flexibility as well as local adaptation. Overall, competitors of Marriott such as Hyatt, Hilton and more also work towards sustainability and digital transformation but Marriott can consistently work on its services and technology implementation to stand out from their competitors. 
[bookmark: _Toc192258970]Strategic direction
Through the above analysis, it can be stated that Marriott International's strategic direction emphasized enhancing its leadership position within its sector through expanding its market presence, accomplishing long-duration sustainability, and more. The organisation's objective to establish value that is exceptional for its shareholders as well as customers, which further includes a focus on innovation, social responsibility, and more. In order to accomplish these goals, Marriott has structured various strategies that align with its vision as well as its mission. One of the major strategies that is implemented by the long-term objectives is expansion in the international market as well as brand growth. This growth strategy of the organisation is to accomplish market expansion within various consumer segments and further expand its presence in emerging markets. 
Additionally, considering innovation strategy, Marriott has invested in technology and digital innovation to enhance the consumer services and provide them with more personalised experience. This innovation strategy of Marriott will support it in achieving its long-term goals associated with customer satisfaction and loyalty. In addition to this, Marriott also focuses on human capital strategy to enhance employee retention and reduce employee turnover. Companies regularly invest in training and development programmes for employees to establish a highly productive environment and to deliver high-quality customer service. This can be connected with the Human Capital Theory, which focuses on the significance of investing in the workforce’s skill development to enhance organisational performance (Kumar, Bhatt, and Ganguly, 2022). Overall, Marriott’s strategic direction emphasized innovation, sustainability, and more in order to accomplish the long-duration goals and to stay competitive within their sector. 


[bookmark: _Toc192258971]CONCLUSION 
In this report, the concept of organisational behaviour and management has been explored and organisational structure, objectives and more, has been discussed for one of the leading hotel chains Marriott International. Recent change initiatives taken by the organisation have also been identified and their impact has been analysed to evaluate their management in the company. Appropriate theories have been used to support the discussion, and recommendations have been outlined for the company to improve its position in the hospitality market. Lastly, the strategic direction of the organisation has been examined, and strategies have been analysed that the organisation has implemented to achieve long-term objectives. 
[bookmark: _Toc192258972]RECOMMENDATIONS 
Through the above analysis and evaluation, various recommendations can be provided for Marriott International to improve its standing within the hospitality industry. Marriott can consider increasing their investment in sustainability to reduce the impact on the environment and boost brand reputation. For instance, Marriott can outline a goal to establish all its properties with the standard of sustainability in the next five years. In addition to this, the chosen organisation can consider boosting its digital transformation and focus on building a digital experience for the guest through offering a personalised experience. For instance, Marriott can target its key international markets to implement these digital changes in the next two years to enhance the consumer experience and further increase profitability. Furthermore, Marriott can consider enhancing employee retention by conducting more personalised employee training courses and can conduct it every alternate month to monitor the progress and make necessary changes. 
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