As of 2017, Marriott International Hotels had 5,079 properties in the Americas consisting of 900,543 total rooms. This is actually a very high percentage of their total portfolio. That being said, in order for them to be successful, they need to monitor outside factors that influence or have an impact on their business. A PESTLE analysis is how organizations look into the macroenvironment. It consists of political, economic, sociocultural, technological, legal, and environmental areas to analyze. While outside factors are important to organizational success but also internal factors such as employee recruitment, diversity, and performance management also must be considered.

Political

A major political factor when it comes to hotels in the United States and around the world is terrorism. There are a number of reasons why Marriott could be a target. First, there is a wealth of information on the internet about them such as floor plans, entrances, exits, or video clips showing almost all vantage points of the buildings. Secondly, there is constant traffic in and out of the buildings including guests, employees, maintenance workers, or suppliers which makes monitoring of these individuals difficult. Another possible reason is the ability to cause mass casualties as well as panic. (Wernick & Von Glinow, 2012) 
In 1993 there was a car bomb placed in the Vista Hotel parking structure that would later become a Marriott. (Hedgpath, 2001) This property was closed for over a year to rebuild the property. The property was not the target of 9/11 but because of its proximity to the twin towers, it was damaged again. Because this property had already been through an attempted attack in 1993, Port Authority required that it contain specific reinforcement beams in the reconstruction. This allowed for a tunnel to exist for a way for people to exit and the firefighters to enter in order to limit casualties. (Dwyer & Fessenden, 2002)

Economic

Last year thousands of Marriott employees went on strike in cities throughout the United States. The team members were in the service sector of hotels including housekeepers and bartenders as well as others. The point of this demonstration was to improve working conditions as well as raise wages. One of the points they were making was ‘one job should be enough’ so they were requesting a four dollar raise. (Campbell, 2018)

Although raising the minimum wage has the possibility of raising people out of poverty there could be some negative impacts to this. With higher labor costs, the unemployment rate raises due to the fact that smaller business can’t afford to pay the new costs and end up closing leaving the amount of jobs available lower. (Millsap, 2018) Another area of concern when minimum wages raises is the cost of living. Inflation could happen raising everything from rent and other services to even the price tag on groceries. (Amadeo, 2019) 

Sociocultural

In 2017, Marriott launched a sustainability program called ‘Serve360: Doing Good in Every Direction.’ Using the coordinates of North, South, East, and West they developed four areas to target which are ‘Nurture our world, Sustain responsible operations, Empower through opportunity, and Welcome all & advance human rights.’ With this program they have set goals that will hopefully be reached by 2025 with yearly reports that show if they are on track to meet or accede these goals. One such goal that they are on track for is have every single associate (what they call their employees) completing training that involved human rights. (Anon., 2018)

In Philadelphia last year, throughout some interviews with associates, researchers found that Marriott may be increasing inequality. The associates are scheduled random amounts of hours a week which leads to unstable paychecks and increases insecurities about the future. An example of this is over the past 5 years the hotel’s occupancy rate has increased yet the total number of employees scheduled hours has dropped. Marriott also works with a credit union to help with finances. This credit union, however, targets low income employees and has high fees, increasing the economic instability of the employees. In 2017 alone the credit union collected over three million dollars in fees from it’s just over 30 thousand clients. (Traub & Gunn, 2018)

Technological

In an attempt to integrate their loyalty or rewards program between Marriott, Ritz, and Starwood, Marriott launched an app called Bon Voy. This was a way to get the most out of rewards points by putting all the points on the same scale and allowing for them to be used at any of thirty brands around the world. However, soon after the launch there seemed to be quite a few instances where the app and program fells short. Members were losing their hotel stays or even points. In fact, one individual who checked in a half an hour late was not only docked 8,000 points just for being late was also reprimanded by the staff for being an inconvenience. Because of the poor response rates and the problems navigating the website or app, a website was created for the negative reactions to the new platform. There are some people who have not have trouble with the way of earning points who stated that compared to all the number of rewards members there are, the disgruntled members are small fraction of the total. (Martin, 2019)One positive aspect added to this merging of the rewards system is the ability to apply points to entertainment. For example, the use of points could get a member into the Summerfest in Wisconsin to see Jennifer Lopez perform or enjoy the Sip & Savor at the Food & Wine Classic in Aspen, Colorado. Adding ‘moments’ to the app has allowed for the Marriott to take guest’s experience to the next level by providing once in a lifetime experiences that they may never forget.

Legal

As an organization, the Marriott is subject to numerous lawsuits. Some of these lawsuits can seem meritless in the court system such as a woman suing the U.S. government because hot nacho cheese accidently spilled on her finger causing her to eventually be fired from her job. (Staff, 2018) In the United States per every one hundred thousand people, there are on average 5,806 law suits filed per year. That’s a 63% increase compared to the United Kingdom who files on average 3,681 per one thousand people. (Ramseyer & Rasmusen, 2010) A legal issue recently faced by the Marriott has to do with a disabled plaintiff who sued multiple locations because the hotel pools were not equipped with a lift allowing for disabled individuals to exit the pool. These cases were later thrown out because the plaintiff had never actually been to any of the locations, she was filing complaints against. (Descant, 2016) 

Environmental

Marriott has made some changes over the years to reduce their carbon footprint. To save on energy, they have changed what kind of lightbulbs they use as well as install motion censored lighting. To cut down on the amount of water they use, they have changed showerheads, faucets, and toilets to more environmentally friendly devices. (Ballard, 2016) They have also started a program that will eventually eliminate all plastic straws and coffee stirrers which they think will decrease the amount of straws by a billion per year. (Anon., 2018)

Recruitment

Inadequate hiring processes can account for up to 80% of the turnover rate of employees according to Harvard Business Review. (Fink, 2017) 
In order to replace an $8 an hour employee, organizations spend on average $5,500 per employee. This cost only includes the human resource aspect of recruiting and fails to incorporate the costs of training and or benefits which could add and additional thousands of dollars. (Davis, 2018) Although money is one of the focused-on factors when it comes to this process, it is not the only one. One factor could be the time wasted on recruiting candidates. Taking long periods of time to hire someone will decrease your competitive advantage when talent leaves the hiring process to take other opportunities. To combat this the Hilton has started doing video interviews that cut their hiring days from 42 days to only 5. (McLaren, 2018)
Some other examples of ineffective recruiting include the loss of productivity and lowering of employee morale as well as the possibility of having a negative impact on guests. (Half, 2017) 

A couple innovative ideas which could increase the effectiveness of the recruitment process would be to hire what that call ‘wild card’ candidates. These candidates have no background in the industry but could bring a different perspective to areas such as problems solving. Another innovation could be to have talent scouts in the field that keep tabs on talented candidates. This would not only save time and money on the recruitment process but allow for organization to maintain a competitive advantage by allowing talent to get hired quicker. (Reed, 2001)


Diversity/Culture

Alan Lafley, a chief executive for Procter & Gamble states, “A diverse organization will out-think, out-innovate, and out-perform a homogeneous organization every time.” (Reed, 2001) There are both positive and negative aspects of having a diverse workforce in which a successful management team would continuously strive to strengthen the positive and reduce the amount of negative. Along the lines with hiring ‘wild cards’, individuals that are culturally diverse would be able to bring a different prospective to solving problems. Another area that would have a positive impact is the ability to save money when it comes to training. With rapid globalization, companies would need to spend money and time to get cultural information from around the world. For example, in the United States, a thumbs up hand gesture means a positive action, however, in the Middle East, that same gesture is considered offensive. (Peralta, 2013) If the organization has a variety of backgrounds, they can more easily develop their diversity training programs by utilizing their employees. A possible negative impact with the amount of different perspectives could be having conflict if individuals believe that their way is the correct and only way to solve a specific problem. This in turn could lead to lost productivity and the inability to form cohesion within the group. However, if the conflicts can be resolved and group harmony reached, a diverse workforce has the ability to create an incredible knowledge base as well as expand into other global markets. (Martin, 2014)


Performance Management

According the Chartered Institute of Personnel and Development, performance management can be defined as “the activity and set of processes that aim to maintain and improve employee performance in line with an organizations objectives.” (Gifford, 2019) Following with this definition, the first step to see if organizations are meeting goals is to develop objectives, outcomes, or behaviors to what is necessary to reach those specific results. An acronym used when developing those targets is SMART. This stands for specific, measurable, appropriate, relevant, and timed. There are other stages involved in the performance management system such as planning, delivery, and reviewing as well as some sort of reward or reinforcement. (Torrington, et al., 2009) All these aspects combine to create and monitor if organizational as well as personal goals are being met.


In summary, the Marriott Hotels have both opportunities and challenges as they create models for success. They believe they are innovative and create a competitive advantage with their cutting-edge ideas and programs which will have to focus on their vast target markets. Finally, because most hospitality organizations have trouble retaining employees with the high turnover rates for the field, they will have to be more focus on recruitment, selection, equality, and performance management. 
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