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Introduction
Marriott International, headquarter Marriott International is one of the leading and most significant hospitality corporations in the world, operating from Bethesda, Maryland, United States. The firm was established in 1927 and has grown to become one of the industry giants in the world. It operates in over 130 nations with more than a thousand different locations across the world. The company runs several brands in hospitality, which include luxury hotels, mid-level hotels, and budget hotels. Among the company's advantages is it’s best focus on managing its hotel properties instead of owning them, hence making it easy for them to expand their businesses. Another major advantage of the firm is that it runs the Marriott Bonvoy loyalty programme, which helps to retain its customers. Marriott International owns and operates many properties ranging from luxury brands to business hotels and even budget hotels. The diversity of the hotels allows the company to cater to various types of clients. There are many hotels owned by Marriott that can be found in major cities and destinations preferred by guests. A significant advantage of Marriott International is that the company prioritises customer service. It makes sure to offer guests a seamless experience through all their properties.

 Restaurants, fitness centres, conference halls, and other facilities are often available in the hotels. The company also has a loyalty programme known as Marriott Bonvoy that rewards its regular guests with points and discounts. In addition to offering accommodation, Marriott International helps organise different business meetings and conferences. Marriott hotels often have modern conference facilities and professionals who help organise events and conferences. Also, Marriott is trying to adopt more environmentally friendly practices s and contributions to local companies due to its worldwide coverage, diverse portfolio of brands, and customer -orientated services. Marriott International is continuing with its trend to expand its global presence by opening new hotels in emerging markets and strengthening the international hospitality sector by building new hotels in new markets and establishing itself in the existing ones. Innovation is another feature that Marriott International incorporates into its strategy. The company uses technological means in order to create more pleasant experiences for customers, implementing such practices as mobile check -in or personalisation. Besides, the company pays much attention to developing the competencies of its employees through appropriate training. 


Appraisal of Marriott International Hotel
Marriott International is a globally renowned firm that provides outstanding services to customers with various types of hotels. Having numerous franchises in popular destinations like London, this organisation enjoys advantageous location, reputable branding, and efficient service standards. It serves many kinds of clientele since it offers comfortable rooms, advanced facilities and qualified staff.
There are many weaknesses that negatively impact operations. For example, the high cost structure and intense competition are some of them. Besides, it is challenging to maintain adequate service standards in the context of franchises. All in all, Marriott International performs very well in the hospitality industry.

SWOT ANALYSIS
	STRENGTHS
· Strong global brand portfolio and recognition
· Top position in the competitive landscape 
· Ubiquitous luxury bands
· M&A deals driving strategic advantages
· Proactive and innovative 
· Strong pipeline to expand globally
· 
	WEAKNESS
· Majority reliant on North American market
· Falls short of OTAs
· Impact of family feud

	OPPORTUNITIES
· Alibaba partnership to help in the Chinese market
· Increase in international travel
· Opportunities to drive future rooms growth 
	THREATS
· Getting loyalty right 
· Increasing competition from new entrants
· Strongest travel norms and slowing economic growth in United States





PESTLE Analysis
	FACTOR
	SUMMARY

	
Political
	The government’s visa regulations and tourism policies have an immediate impact on demand in hotels in London. Political stability in the immigration policies might affect tourist arrivals.


	Environmental
	Integration of various norms and Increasing consumer preferences for sustainable hospitality


	Social 
	Impact of terrorism on tourism, Increase in consumer spending and experiential travel. Different region, different demand for lodging and experiences. The trend among travellers has moved from impersonal travel to personalised experiences. Additionally, there is a rising trend of wellness, luxury, and cultural accommodation. Marriott needs to consider this aspect when planning its operations.


	Economical
	Economic determinants include inflation, interest rates, and currency exchange. The high cost of living in London could also impact the operations and pricing of hotels in London.


	Legal
	Marriott is required to comply with British law on labour rights, health and safety regulations.


	Technological 
	Technology plays a critical role in the hospitality industry. Technology in reservations, mobile applications, artificial intelligence-based customer services, and smart rooms is vital to enhance the guest experience.



 




Internal Stakeholder
Management and Senior Leadership
The project is managed by senior management and project managers who are involved in the planning, budgeting, and implementation of the project. The top management of Marriott Corporation, which includes positions such as Chief Operations Officer and chief human resources officer, makes sure that the operations are in line with the overall corporate strategy of the company. Freeman, 1984)

Operations and Product Development
The team provides and is responsible for innovative and efficient services while maintaining quality and standards for their delivery. The performance of the team is essential in determining the success of the project (Johnson et al, 2017).

Marketing Department
Marketing involves promotion of the project, building up the brand image, attracting customers through different campaigns and communication strategies, thereby playing a critical role in demand creation and business development. (Kotler and Keller, 2016)

Sales Department
Sales team earn income for organisations through the conversion of prospective customers to buyers, enabling the achievement of financial goals and organisational growth through personal contact and negotiation. (Kotler and Keller, 2016)

Finance Department
Finances take care of budgeting, cost management, and financial planning to make sure that all resources are utilised properly for the success profitability of the venture. (Attrill and McLaney, 2018)





Human Resources
HR is responsible for managing recruitment, training, and development of the employees so that the employees possess adequate knowledge and motivation levels to accomplish the set objectives in a project. (Armstrong, 2020)

Front of House team 
The front-of-house staff works directly with the guests, offering services, creating the first impression, and collecting feedback, which greatly impacts the guest experience. (Jones and Lockwood, 2004)

Food and Beverage team
The Food & Beverage department oversees all operations concerning dining, which includes maintaining high standards for food quality, service delivery, and customer satisfaction, among others. (Davis et al, 2018)

Housekeeping and Maintenance
These departments take care of the maintenance and cleanliness of the facilities. This department plays an essential role in ensuring that the environment is comfortable for the visitors. (Jones and Lockwood,2004)

External Stakeholders 
Guests and customers
The customers are one of the critical stakeholders who play a vital role in determining the level of service quality and success of the project. (Kotler and Keller, 2016)

Government and Regulatory Bodies 
They ensure that all laws and safety requirements are followed, and it is necessary for the proper functioning and completion of the project.  (Johnson et al, 2017)

Suppliers and Contractors
The suppliers and contractors deliver key inputs needed for project completion. Their dependability is a vital factor determining costs, quality, and schedules, thus making them crucial for effective project execution. (Johnson et al, 2017)

Travel Agencies and Tour Operators
Travel agencies and tour operators advertise their services to larger crowds through which they become more visible and successful in making bookings, especially on the international scene. (Holloway and Humphreys, 2019)

Local communities and Businesses
The local community and businesses impact the reputation of an organisation as well as its functions through collaboration and partnerships. (Freeman, 1984)

Media and public Relations  
Media and public relations influence perceptions and branding. Good communication creates trust and boosts reputation, but poor communication may have serious implications for organisational performance. (Kotler and Keller, 2016).

Local Community and Government
The government and regulatory organisations have the responsibility of implementing laws, regulations, and safety standards, guaranteeing that the project operates within the law and in accordance with the relevant legislation. (Johnson et al. 2017

Stakeholder Matrix (Mendelow’s Matrix)
Stakeholders can be classified into different categories using the stakeholder matrix, depending on how powerful they are and how interested they are. High-power, high-interest stakeholders like shareholders and top-level managers need to be managed. Low-power, high-interest stakeholders like consumers need to be informed. The stakeholder matrix allows Marriott to prioritise stakeholders effectively.

	Power/Internet
	High Interest
	Low Interest

	.
High Power
	Manage closely
· Investors/Shareholders
· Senior Management
· Board of Directors
· Project Sponsors
	Keep satisfied
· Government Bodies
· Regulatory Authorities
· Major Suppliers

	Low Power
	Keep Informed
· Guests/Customers
· Employees
· Front of House teams
· Food and Beverage Teams
	Monitor
· Local community
· Travel agencies
· General Public




Communication Plan 
	Stakeholder Group
	Communication Objectives
	Information Shared
	Method/Channel
	Frequency 
	Owner

	Investors/Shareholders
	Maintain confidence and provide financial updates
	Project progress, ROI, financial performance
	Quarterly reports, investor meetings
	Quarterly 
	Finance director

	Employees
	Ensure awareness and engagement
	Project updates, training, changes
	Internet, emails, 
Town halls
	Monthly 
	HR Manager

	Guests/ Customers
	Keep informed and gather feedback
	Service updates, promotions, surveys
	Email newsletters,
Surveys, social media
	Ongoing 
	Marketing
Manager

	Suppliers/ Contractors
	Ensure alignment and timely delivery
	Requirements, schedules, updates
	Supplier portals, meetings
	As needed
	Procurement management

	Front of house teams
	Support service quality and guest satisfaction
	Guest feedback, service standards
	Daily briefings, team huddles
	Daily
	Operations
Manager

	Local community & Businesses
	Maintain positive relationships 
	Community initiatives, local impact
	Community meetings, newsletters
	Quarterly
	Community Relations Manager



Stakeholders – Roles and Responsibilities
	Internal Stakeholder
	Roles and Responsibilties

	Employees (hotel & Corporate staff)
	Employees are responsible for delivering day to day services to guests, maintaining Marriott’s standards, and adapting to any operational or organisational changes.


	Project Management team
	The team plans and manages projects such as new hotel openings, refurbishments, and system upgrades, making sure everything stays on schedule and within budget.


	Senior leadership (Executives)
	Senior leaders make key strategic decisions, approve major investments, and guide the company’s long- term direction.


	HR Department
	HR Handles Recruitment, staff training, employee wellbeing,and support s staff through changes such as relocation or restructuring.


	IT Department
	The IT team manages booking systems, protects company data, and supports digital services like mobile apps and online reservations.


	Owners/ Shareholders
	Shareholders provide investment and expect financial returns, while also influencing major business decisions.


Marriott International (2024) Annual Report



External Stakeholders- Roles and Responsibilities
	External Stakeholder
	Roles and Responsibilities

	Hotel Owners/ Franchisees
	Many hotels are owned by third parties. These owners operate under Marriott’s brand standards and work closely to ensure quality and profitability.


	Suppliers &Service providers
	Suppliers provide essential goods that are services such as food, furniture, and technology need for hotel operations.


	Local Government & authorities
	Government bodies regulate hotel operations by enforcing laws related to safety, employment, and environmental standards.


	Construction companies & contractors
	The
se Stakeholders are involved in building new hotels and renovating existing ones, ensuring work meets required standards.


	Customers/ guests
	Guests are central to the business, as their satisfaction directly affects revenue, reviews and brand reputation.


	Trade Unions
	Trade Unions represent employees, helping to ensure fair working conditions and resolving disputes where necessary.


	Media
	The media influence's public opinion by reporting on Marriott’s performance, reputation and activities.


Marriott International (2024) Annual Report



Conflict Management
At Marriott International, conflict management is important because the company operates in many countries and deals with different types of stakeholders. Issues can happen between employees and managers, or even with external partners like franchise owners. Marriott tries to deal with this by having clear policies and reporting systems in place. Employees can raise concerns through formal channels, including anonymous reporting if needed, which helps prevent problems from getting worse. Managers are also expected to handle conflicts professionally and fairly. The company’s focus on ethics and human rights shows that it takes these issues seriously. Overall, the 4C’s model helps with Communication, Collaboration, Consultation and Commitment making it simpler and effective to work, managing conflict properly helps Marriott maintain a stable workplace and avoid damage to its reputation. (Marriott International, 2024)

Communication
Communications play an essential role in the global operations of Marriott. Communication channels vary in terms of how they are employed, such as emails, applications, and face-to-face conversations in hotel establishments. Communication with customers involves activities such as booking reservations and receiving customer feedback. In internal settings, communications are necessary for ensuring that employees understand their responsibilities and changes taking place in the company. In addition, structured communications are used in significant project management within Marriott to ensure that all people receive information and avoid misunderstandings. It is particularly crucial in the context of the large size of the corporation and the distribution of teams working in various locations.

Collaboration
Collaboration is essential for the company as its activities rely on the coordination of various departments. The Human Resource department, Information Technology division, and operations should collaborate to ensure the proper functioning of the organization. For instance, during the introduction of new policy or program, several departments are required to take part in the development and implementation process. This ensures that consistency is achieved in all areas. Marriott also collaborates with outside partners such as suppliers and franchise owners. These parties are responsible for delivering services under the brand. It would be challenging for the firm to maintain uniformity worldwide without collaboration.
(Marriott International, 2024)

Consultation
Consultation plays a key role in engaging various stakeholders in decision-making within Marriott. Rather than implementing changes unilaterally, the organization tends to collaborate with its internal divisions, including Human Resources, Legal, and Operations, to evaluate their proposals and assess any potential risks. It is crucial for the organization's human rights and sustainability-related decisio ns, as they might affect other areas. In addition, the organization consults its external partners, such as its franchisees, regarding its policies to ensure that they are feasible and applicable to all its facilities. Such an approach enables Marriott to balance its decisions and avoid conflicts in the future. (Marriott International, 2024)

Commitment
It is necessary for Marriott to collaborate because of the nature of its operations. There is a need for coordination between departments such as Human Resources (HR), information technology (IT), and other operational departments. For instance, whenever Marriott comes up with any policy, different departments get involved in planning and implementation. Such cooperation ensures consistency wherever the organisation operates. In addition, there are interactions among stakeholders including suppliers because they play a key part in offering services under the name of Marriott. Without cooperation, it is impossible to uphold high standards all over the world. (Marriott International, 2024) 

RACI Matrix
The RACI matrix is a project management technique that uses the responsible, accountable, consulted, and informed approach to help determine the roles and responsibilities of tasks in a project. (Project Management Institute, 2021)
R - Responsible
The person or group responsible for the accomplishment of the job. 
A - Accountable
The person who is ultimately accountable for the completion of the job.
C - Consulted
People who are consulted regarding their input prior to making decisions.
I - Informed
People who are merely informed about the job’s progress.

RACI Matrix Table
A RACI Matrix is used to define stakeholder roles and responsibilities within a project by identifying who is Responsible, Accountable, Consulted, and Informed (Project Management Institute, 2021).


Managing Conflict through the 4C’s 
The 4C’s approach is one of the systematic methods of managing conflict within an organisation. Use of the 4C framework – which is communication, consultation, collaboration, and commitment – is useful for managing stakeholders by Marriott International. The process ensures good relations, low conflict levels, and improved performance. (Marriott International, 2024)
Use the 4C’s Model Consistently
Communication: Effective communication clarifies any misunderstandings and allows everyone involved to express their opinions in a clear way without any confusion.
Cooperation: All the stakeholders cooperate and work towards common objectives and goals, which reduces conflicts and enhances cooperation.
Compromise: Everyone compromises in odder to reach an acceptable conclusion to a conflict situation.
Confrontation: This involves confronting the conflict openly in a constructive manner.
Impact of Stakeholder Engagement on Business Performance 
Stakeholder engagement has a direct impact on the performance of business at Marriott International. By engaging with their employees through employee training and development programs, efficiency increases and there is less likelihood of high turnover rates among employees, which is prevalent in the hospitality industry. Engagement with their customers by reviewing reviews and implementing the feedback offered in loyalty programs has allowed Marriott to enhance their service levels, resulting in increased customer satisfaction and loyalty. Having strong engagement with the franchise owners and suppliers has helped the company maintain its standards globally. Another benefit from engaging stakeholders includes faster problem resolution through proper decision making. (Marriott International, 2024)

Better Operational performance
At Marriott International, stakeholder engagement improves daily operations through better coordination between departments and franchise partners. Clear communication reduces errors and ensures consistency in service delivery. This helps hotels run efficiently and maintain brand standards across global locations, supporting overall business performance. (Marriott International, 2024)

Higher Guest Satisfaction
Customer engagement is achieved through feedback, reviews, and loyalty programs such as Marriott Bonvoy. This assists the business in identifying customer requirements and providing improved service. Happy customers tend to be repeat clients who can promote the brand to others, generating more revenue and enhancing reputation. (Marriott International, 2024)

Stronger Decision Making
Engagement with stakeholders improves decision-making within Marriott because this encourages participation from various departments. It enables the firm to gain insights from various views and minimise risk. Incorporating feedback from customers and performance data will help Marriott make decisions. (Marriott International, 2024)
Reduced conflict and faster problem solving 
Open communication will enable the company to notice any challenges in time and address them promptly. This is made possible by enabling employees to raise their complaints through formal channels, thus preventing escalation. Good relations with stakeholders will further assist in resolving problems efficiently. (Marriott International, 2024) 

Improved staff Morale and Retention
Training, encouragement, and communication are used by Marriott to engage its workers. Valued workers tend to be more productive and loyal to the organisational there will be reduced turnover that enhances quality services, especially in the hospitality sector. (Marriott International, 2024)

Stronger Relationships with External Partner 
By maintaining good relations with franchisors, vendors, and local communities through consistent communication and cooperation, Marriott ensures uniformity in its services and easy operations. Good business relations will also assist Marriott in maintaining its international standards. (Marriott International, 2024)

Encourage Cross Department Collaboration 
Promoting teamwork among different departments may be helpful. Information exchange and teamwork will minimise mistakes and enhance service delivery. This ensures that the company performs consistently throughout its worldwide operations (Marriott International, 2024).

Increase Consultation with Front Line staff 
Direct contact between staff and customers provides valuable insight. Increased consultation will help Marriott detect problems and enhance its services. Employees will be more motivated to perform better when they are made to feel involved (Marriott International, 2024).


Provide Strong Training and support 
Through continuous training, the organisation is assured that its workers have the skills necessary to offer quality services. The support system makes it easy for the employees to deal with any situation that may arise. (Marriott International, 2024)

Strengthen External Partnerships
The organisation should focus on establishing robust relations with its external partners. Effective communication and collaboration will ensure that standards are maintained and consistency is enhanced. (Marriott International, 2024)
 
Monitor Engagement and Collect Feedback 
Consistent feedback is essential for helping Marriott know its stakeholder requirements and enhance performance. Feedback from surveys and reviews gives valuable insights into making necessary adjustments and sustaining healthy relationships. (Marriott International, 2024)

Conclusion
To conclude, it is essential to note that the successful development of Marriott International is highly dependent on stakeholder engagement. Due to the existence of relationships between the company and both internal and external stakeholders, such as guests, franchise owners, employees, management, and suppliers, the efficient operation of the firm is ensured. Communication facilitates a greater understanding of one another and allows identifying and addressing any arising concerns and issues in an effective manner. Engaging stakeholders in various decisions helps develop an understanding of what should be done because of various actions taken by the company. In addition, engagement is important for improving employee motivation and retaining staff members, resulting in the enhancement of the quality of service provided by Marriott. At the same time, good relationships with external stakeholders facilitate maintaining high standards and supporting long-term business growth.
Thus, Marriott's engagement strategies in conjunction with sustainability and ethics initiatives contribute to the reputation and competitiveness of the company. The firm will be able to perform at a high level and ensure its sustainable development if it continues applying all the above methods. (Marriott International, 2024)
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