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Executive Summary
Marriott International is a global hospitality company with over 130 countries of operations and variety of hotel ranging from economy to luxury. From a corporate hotel as well as an individual hotel standpoint, this report critically examines Marriott International. It starts from an overview of organization, and the organizational structure, corporate culture, and the organisational goals. Then, the report evaluates the impact of recent change initiatives of Marriott and the effectiveness of Marriott change management processes such as Kotter’s Eight steps model and Lewin’s change theory. Secondly, the report reviews Marriott’s strategic direction, including its long-term targets for the company, its competitiveness in the global hospitality industry and so on. This discusses using evidence-based analysis from various academic and industry sources and referencing management and organizational behaviour theories to support discussion. The conclusion provides conclusions and actionable suggestions for Marriott to boost its market position and operational efficiency. There are recommendations for further investment in digital transformation, the development of employees, as well as the implementation of sustainable practices. This is an effort to reinforce Marriott’s leadership in its competitive hospitality industry while complying with current conditions at the global level.
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[bookmark: _Toc191674232]1. Introduction
Marriott International has been founded in 1927 and has been gradually growing into a global hospitality leader with more than 7,000 properties worldwide (Marriott International, 2022). Marriott would be known for its strong brand portfolio and commitment to guest service excellence across multiple market segments (Luxury, Select Service and Budget). In conducting this report, it intends to critically assess and analysis Marriott International by probing into its organisational structure, corporate culture, recent change initiates, and strategic direction at the corporate and hierarchically in the hotel context. The report is aimed to provide critical insights through the application of relevant management theories and evidence-based research, into Marriott’s operational framework, to provide robust recommendations for leveraging Marriott’s position in the competitive global environment.


[bookmark: _Toc191674233]2. Organisation Structure, Culture, and Goals
[bookmark: _Toc191674234]2.1 Organisational Structure
Marriott International’s matrix-based structure of organisational structure that combines both functional and divisional approaches. This structure facilitates efficient coordination across various business segments, regions, and service lines. Among decisions at the corporate level, strategic decisions as well as strategic global branding are centralized; however, decisions at the regional and individual hotel levels operations are left somewhat autonomous to cater to local market conditions, structure and environment (Marriott International, 2022). At the same time, its matrix structure allows Marriott to practice global best practices while at the same time remaining sensitive to local consumer preferences and regulatory environments. Robbins and Judge (2018) also state that integration of cross functional teams makes communication and innovation better in the entire enterprise.
This structure from a theoretical perspective aligns to contingency theory, which states organisational effectiveness is equal to the degree in which the structure fits the environment and strategic objectives (Burns & Stalker, 2011). Marriott’s hybrid strategy combines both an adaptive and flexible strategy for operations, the reason being that the hospitality industry is dynamic. Additionally, it also ensures the decentralised parts of the structure, which allows the hotel managers to make operational decisions, increasing agility and responsiveness at a local level.
[bookmark: _Toc191674235]2.2 Corporate Culture
Marriott International’s corporate values are to put people first, pursue excellence, embrace change, and act with integrity in the Marriott International’s corporate culture. As described by Schein (2020) this culture is deeply embedded in the organisation’s identity and has been fashioned into its ‘Spirit to Serve’ philosophy. It has been concentrated on customer service excellence and employee engagement as these factors help make the work environment innovative and accountable (Marriott International, 2022).
Extensive training programs and career development initiatives employed by the company strengthen its culture and ensure that employees from all ranks are working towards them. This sort of culture has been essential to keep up with high service standards everywhere throughout various geographical areas and working units. Marriott’s approach using Hofstede cultural dimensions can be best explained in terms of balancing individualism (employee empowerment) and collectivism (its team and community initiatives) (Hofstede, 2021).
Organisational culture at Marriott also affects how changes are managed as well and how competitive advantage can be sustained. The change initiatives and long-term strategic growth of Marriott is a result of creating an environment which encourages continuous improvement and learning (Kotter, 2020).
[bookmark: _Toc191674236]2.3 Corporate and Unit Goals
At the corporate level, Marriott International’s aim is to grow its global footprint through achievement of sustainable financial performance and leadership in customer service. The goals include expanding to the market, the innovation in guest experience, and practices of incorporating sustainability in the operations (Marriott International, 2022). The goals are aligned with corporate objectives but are customised for a local market dynamic for individual hotel units. To accomplish these goals, high occupancy rates, quality of service at par with quality, and profitability by exercising effective cost control are aimed for.
And Marriott has clearly defined performance metrics, benchmarking systems. The balanced scorecard approach, however, is usually used to witness that the financial, customer, internal process, and learning and growth objectives are fulfilled consistently (Kaplan & Norton, 2020). With this comprehensive approach of setting goals, the corporate and unit goals are correlative resulting to the coherence and strategic alignment of the organization.
[bookmark: _Toc191674237]3. Recent Change Initiatives
[bookmark: _Toc191674238]3.1 Overview of Change Initiatives
Since Marriott is a market leader and based in rapidly changing global environment Marriott decided to take charge to ensure its competitive advantage in recent years. Towards that, Marriott has an initiative targeted at digital transformation which revolves around using technology to give a superior customer experience and automate operational functions. The main components of this initiative can be summarized in implementing mobile check-ins, personalized guest experience using data analytics, and integration artificial intelligence technology in service delivery (Marriott International, 2021).
The company is also making a renewed focus on sustainability another significant change initiative. In response to growing consumer demand for carbon footprint reduction, Marriott too has seriously introduced several activities to decrease its carbon footprint such as enhancing energy efficient building technology, waste reduction programs as well as the implementation of green technology (AccorHotels, 2023; World Bank, 2020). Besides the environmental conservation aspect, these initiatives also enhance Marriott’s reputation as a brand in the competition.
[bookmark: _Toc191674239]3.2 Impact Analysis of Change Initiatives
The digital transformation initiative has been largely transformative of Marriott’s operations. Many of the advanced digital platforms that have been integrated have improved the guest experience and have brought more personalization and convenience to it. Moecom checks-in have reduced wait times and are also preferred by customers. In addition, the advent of data analytics has also allowed Marriott to gain a better degree in understanding guest preferences and offering services as per the same, which in turn enhances guest loyalty and repeat business (Kotter, 2020).
On the green front, Marriott has seen reductions in energy consumption and waste production that can be measured. These efforts not only helped save the company costs domestically over the long term but also placed it in line with global environmental standards. According to research, the practices in hospitality sector can create customer preference and improves operational efficiency (Hamel & Prahalad, 2024). Additionally, these initiatives provide a level of confidence among the stakeholders, and they are becoming increasingly important in the case of investor decision making.
[bookmark: _Toc191674240]3.3 Evaluation of Change Management Processes
A leadership commitment and structured methodologies are the basis for Marriott’s approach to managing change. Lewin’s Change Management Model element was a great application in this case where the company used elements, unfreezing, changing, and refreezing, to ease transitions. The first way Marriott provided the change that needed to occur was through transparent internal communications (aka unfreezing established mindsets). The focus of the implementation phase (‘changing’) was ensured by clear timelines, appropriate training and adequate resources. The final stage set the changes aside into the organisation’s culture, and the changes would be continuously monitored and reinforced (the Lewin, 2021 triangle).
Marriott’s change management also can be thought of as Kotter’s Eight-Step Change Model. To create a sense of urgency, Marriott called out competitive pressures and market opportunities, formed powerful guiding coalitions especially across the business units, and developed a clear vision change. To begin with, the company communicated this vision and gave employees the power to carry out these new initiatives (Kotter, 2020). But there are to be challenges in the matter of having all hotel employees at the individual level fully engaged and the downside of resistance to change is minimised. Future enhancements might be to deliver more localized change management training or strengthening of feedback mechanisms to obtain reflection of the ground level insight.
[bookmark: _Toc191674241]4. Strategic Direction
[bookmark: _Toc191674242]4.1 Long-Term Strategic Objectives
Marriott International’s strategy is to achieve long-term growth, competitive leadership and operational excellence. Among such key strategic objectives of the business are the strategic expansion of the business into emerging markets, the extension of investments in digital and technological innovations, and the consistent adoption of sustainability. To accomplish these, Marriott continuously increases its guests’ experiences with data insights, and sets the culture for innovation (Marriott International, 2022).
Also, company’s strategy is aimed at diversification of the company’s brand portfolio. This addresses the issue of economic fluctuations since the organisation seeks to cater to different market segments: from luxury to midscale, to build up an enlarged customer base with less exposure to economic fluctuations. Ansoff’s Growth Matrix (Ansoff, 2018) suggests that Ansoff’s growth matrix which serves to address the need to increase growth through market penetration, product development, and market development fit into an organisation’s diversification strategy.
[bookmark: _Toc191674243]4.2 Analysis of Strategic Implementation
The strategic implementation of Marriott is characterized by a top-down leadership and a bottom up innovation. The strategic decisions are made at the corporate level by a global team of the leadership, which regularly reviews the performance metrics and market trends. Incorporating this centralized decision making will make sure that the top level keeps its attention towards longer terms goals and will also supply enough resources for innovation.
Local managers within the individual hotel are given the power to adapt the corporate strategies to the context of the regional market dynamics. As a result, hotel can respond quickly to local customer needs and competitive pressures in a more decentralised manner. This strategy also gets backed using digital tools and real time data analytics by giving actionable insights to help improve operations (Robbins & Judge, 2018).
Further, Marriott’s strategic direction is such that it includes continuous improvement reflected upon by benchmarking against competitors. Marriott has effectively sustained the leadership position in the hospitality industry by examining industry and competitive intelligence to drive its strategic decision. Although the pace of technological change and changing expectations of the customers is rapid, Marriott needs to consistently reflect on its underlying strategic priorities and according to market dynamics react quickly and adaptively.


[bookmark: _Toc191674244]5. Conclusion
Marriott International’s positions as a global leader in the hospitality industry is based on the intricate organisational structure, the robust corporate culture and clear strategic directions. Since Marriott utilizes a matrix structure, it permits both centralized strategic decisions making level and local responsiveness, which makes Marriott to locate organically within the numerous worldwide markets. The company’s corporate culture, based on value of service excellence and innovation, provides dynamic change management and strategic execution. Specifically in the digital transformation and sustainability areas, recent change initiatives have created a positive impact on the organisation’s operational efficiency and guest satisfaction. However, there are still challenges (in full engagement of local hotel units in change processes) and change management frameworks that Marriott has applied are widely applicable. Moreover, the company’s direction for the future of the company is looking at global expansion, technological innovation and sustainability. This puts the company in a better position to grow long term on a highly competitive industry.
[bookmark: _Toc191674245]6. Recommendations
Based on the analysis conducted in this report, the following recommendations are proposed for Marriott International:
[image: ]
The recommendations offer an effective strategy to improve organizational performance in a dynamic business environment. The goal of providing artificial intelligence in efforts to boost digital transformation with the adoption of big data analytics will totally change the game when it comes to the adoption of artificial intelligence for guest experience personalization and operational efficiency. Firms can not only tailor services but also get huge economic benefit by making use of advanced technological platforms for achieving competitive advantage. At the same time, digital and operational change requires strengthening of the change management training to facilitate a smooth transition. This can be done using models like Lewin’s and Kotter’s models to ensure there is effective communication and reduce resistance resulting into a culture of adaptability (Lewin, 2021).
On top of that, as regards focus on sustainability, I recommend focusing on that while at the same time, environmental imperatives and cost reduction are addressed. Through investment in renewable energy and reduced waste efforts, brand reputation is improved, and regulatory demands are met; upon repeat of the same successful practice in industry leaders (Hamel and Prahalad 2024). Finally, it’s important to promote employee engagement and development in the form of targeted training and mentorship programs to maintain a motivated employee base that is key for service quality and operational excellence (Schein, 2020). Combining, these initiatives are intended to surmount in the long run the efficacy, creativeness, and expiration of the aggressive lodging industry.
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