


Executive summary 
This study gives an in-depth analysis of Marriott International, a global leader in the hospitality industry, by assessing its organisational structure, culture, goals, and strategic direction. The data additionally examines recent change initiatives and their impact on Marriott’s operations.
Marriott International, established in 1927, operates a large portfolio of almost 8700 throughout the globe. The organization's matrix organisational structure allows flexibility in meeting local marketplace demands while maintaining brand consistency. Its company tradition, focused on employee engagement, customer support, sustainability, and innovation, plays a critical function in its operational success.
The company's strategic goals encompass expanding its international footprint, particularly in high-increase markets like Asia and Africa, and diversifying its emblem portfolio. The corporation has divisions organised by geography (e.g., North America, Europe, and Asia-Pacific) and by brand (e.g., Ritz-Carlton, Sheraton, and St. Regis). Marriott's current tasks, which include the Marriott Bonvoy Loyalty Program and investments in mobile and digital technology, aim to improve consumer engagement, streamline operations, and bolster its competitive aspect. Furthermore, Marriott's commitment to achieving net-zero carbon emissions by 2050 is necessary for its long-term sustainability strategy.
This study concludes with numerous tips in addition to Marriott’s achievement, along with improved investment in sustainability, superior digital customer experiences, and accelerated luxury and all-inclusive resorts in rising markets.
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[bookmark: _6e717cy64o1q][bookmark: _Toc192234953][bookmark: _hxzi9zliaufd]Introduction
Since its founding in 1927 by J. Willard and Alice Marriott as a root beer stand, Marriott International has grown into one of the largest hospitality companies in the world. With over 8,700 properties across 139 countries, Marriott has diversified its brand portfolio, acquiring Starwood Hotels in 2016 to expand into the luxury segment (Horozhankina et al., 2025). The company is known for its commitment to customer service, employee engagement, and sustainability, making it a dominant force in the global hospitality industry. Marriott offers vacation experiences in several places, starting from tropical destinations to cultural hubs.
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Figure 1: Number of Marriott International Hotels from 2009 to 2023
(Source: Horozhankina et al., 2025)
[bookmark: _4tagjwtmhezb]The purpose of this file is to research the structure, culture, goals, and strategic direction of Marriott International Hotels. By assessing the latest change tasks and their effect, this study will provide evidence-based pointers for the company to enhance its competitive function in the hotel and hospitality industry.

[bookmark: _xwle3gf2xr9p][bookmark: _Toc192234954]Main body 
[bookmark: _uerx1h6wh0cw][bookmark: _Toc192234955]Organisation Structure, Culture, and Goals:
[bookmark: _31d4xzdx799h][bookmark: _Toc192234956]Resorts Marriott International’s structure.
Marriott adopts a matrix organisational structure, which enables operational flexibility and powerful management throughout its global hotel portfolio (Marriott International, 2023). 
Corporate level: Marriott’s senior management team, which includes the CEO and the government committee, oversees all strategic decisions, consisting of the development of hotels and the placing of common business objectives.
Regional divisions: Regional vice presidents oversee each geographic area and are responsible for the performance of the resorts within their jurisdiction. Regional leaders make certain that the accommodations meet local expectations at the same time as adhering to Marriott’s international brand requirements (Marriott International, 2024).
Property/Unit level: Standard managers typically oversee daily operations, visitor service, and workforce management at the property/unit level of individual resorts. Hotel managers have sizable autonomy in decision-making, especially regarding local consumer preferences, marketing, and partnerships.
[bookmark: _gx0znbm8d2x][bookmark: _Toc192234957]Corporate culture and how it influences operations.
Marriott's Middle Values, which prioritise employee engagement, customer support, inclusivity, and sustainability, form the foundation of its corporate culture. The tradition places a sizable emphasis on “putting people first,” a philosophy that drives how both employees and visitors are treated (Selin, 2022).
Employee-centric: Marriott is known for its focus on employee delight, imparting widespread training programs and career advancement opportunities. This focus on employees results in high employee engagement and retention, which, without delay, translates to stronger customer service at Marriott resorts. For instance, Marriott's famous "Spirit to Serve" program stresses the importance of employees' well-being and personal growth (Canziani & Nemati, 2021).
CX: The culture of service excellence is reflected in Marriott's dedication to turning in personalised, high-quality experiences at their accommodations. Marriott specialises in anticipating customer desires, making sure that the customer experience is adapted to individual opportunities. 
Sustainability and innovation: Marriott's sustainability efforts are also ingrained in its corporate culture, with initiatives consisting of reducing carbon emissions, minimising wastewater, and promoting responsible tourism. These values resonate with eco-conscious tourists and help the organisation maintain a competitive edge in the industry (Cioccarelli, 2023).
Impact on operations: Marriott’s culture affects inn operations by promoting a customer-centric technique and empowering employees to make decisions that decorate the customer experience. Marriott incorporates sustainable practices into the layout and operation of its hotels, which includes the adoption of energy-efficient technology and eco-friendly amenities.
[bookmark: _tk54qvvto31y][bookmark: _Toc192234958]Goals of Resorts Marriott International 
At the corporate level, Marriott aims to be the world's leading hospitality company that specialises in international expansion and grows market share across all segments, such as luxurious, premium, and select services. Marriott is focused on growing its hotel footprint, especially in rising markets like Asia and Africa, and creating a diverse portfolio to serve different customer segments (Susilo and Santos, 2023).
Marriott aims to expand its presence in high-growth markets, with a target of opening 100+ new properties annually in Asia and Africa (Marriott International, 2024). The company’s long-term goal includes achieving net-zero carbon emissions by 2050, aligning with global sustainability efforts. Additionally, Marriott aims to grow its Marriott Bonvoy membership base beyond 200 million users by 2030 (Marriott Bonvoy Hotels, 2024).
At the individual unit level, each unit works toward precise goals related to guest satisfaction, employee retention, operational efficiency, and sustainability. Hotels are also tasked with assembling profitability targets and brand standards while adapting to local market developments (Eschenbrenner et al., 2023).
[bookmark: _oe1rnuowvp5w][bookmark: _v1sb7iqsfrfp][bookmark: _Toc192234959][bookmark: _hknuxd7enkyv]Recent change initiatives undertaken by Resorts Marriott International.  
The Marriott Bonvoy Loyalty Program integrates the employer's loyalty program into a single platform. The goal of this initiative is to cultivate customer loyalty through the provision of rewards, tailored services, and various member benefits. This software has been pivotal in using repeat business at Marriott Resorts (Marriott Bonvoy Hotels, 2024). Marriott has invested drastically in mobile and digital technologies, which include mobile check-in/check-out, digital room keys, and the Marriott Mobile App, which allows visitors to e-book services and manage their stay seamlessly (Marriott, 2024). Such technology complements the client experience by allowing greater personalisation and convenience, especially in accommodations where guests value ease of access to services. Marriott has additionally released several sustainability efforts, such as a push towards net zero carbon emissions, water conservation programs, and responsible sourcing of products and services. These tasks are geared toward meeting the developing demand for eco-friendly travel and assisting the business to stay competitive in a market that values sustainability.
[bookmark: _Toc192234960]Impact of these initiatives on Resorts Marriott International.
Increased loyalty and consumer retention: Marriott's sustainability initiatives have led to a 30% reduction in carbon emissions across its properties (Marriott International, 2024). The Marriott Bonvoy loyalty program has driven a 15% increase in repeat bookings, while investments in mobile and digital check-ins have reduced front-desk wait times by 40%, improving customer satisfaction scores (Widiadana et al., 2023).
Engaged operational efficiency: Digital innovation has streamlined hotel operations, reduced guest wait times, and improved average efficiency. The integration of technology in guest interactions has increased satisfaction and operational productivity, freeing up the workforce to focus on better-value responsibilities.
[bookmark: _rd1akf1od8cx]Improved sustainability: The adoption of energy-green practices has led to cost savings for hotels in the long term and is helping fulfil international sustainability goals. For example, Marriott employs “innovative technologies to plan, implement, track, and communicate how we operate responsibly to mitigate climate-related risk, benefiting its business and the communities in which it operates” (Marriott International, 2024).
How well these changes were managed?
Marriott's management of those change schemes appears to have been powerful, due to the organisation's good communication, well-structured implementation plans, and dedication to employee training. The Marriott Bonvoy program rolled out throughout international hotels with enormous inner conversation, ensuring staff have been well-versed in promoting the benefits of this system to guests. To ensure seamless adoption at the hotel level, we have gradually introduced digital tools like the mobile app, accompanied by training packages and guides.
[bookmark: _zacar650430a][bookmark: _33n75rjr43zd][bookmark: _Toc192234961]The strategic direction of Resorts Marriott International.
Acquisitions: Marriott’s strategic acquisition of Starwood Hotels & Resorts in 2016 was a massive move to grow its luxury and hotel presence (Horozhankina et al., 2025). This merger expanded Marriott’s brand portfolio, inclusive of the addition of the W Hotels and St. Regis brands, making Marriott more competitive in the high-end hotel market (Horozhankina et al., 2025).
Global expansion: Marriott specialises in increasing in high-growth regions consisting of Asia-Pacific, North America and Africa, in which the demand for each expansion and business travel is developing. 
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Figure 2: Spatial distribution of Marriott Hotels in 2023
(Source: (Horozhankina et al., 2025)
[bookmark: _n6xmd1wrnp0z][bookmark: _Toc192234962]Strategies implemented to achieve their long-term objectives.
Brand diversification: Marriott targets to preserve and expand its brand portfolio, introducing numerous hotel services that cater to various guest preferences and price points. The group includes luxurious hotels like the Ritz-Carlton and Sheraton and low-priced luxury options like AC Hotels. Because, since millennials and Gen Xers are expected to reach their prime travel years and make up the bulk of international visitors, there has been a noticeable shift in the hotel industry's focus recently from products to experiences. The hospitality sector has changed to accommodate the tastes and needs of contemporary travellers by using new technologies, business strategies, and customisation techniques (Harris et al., 2022).
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Figure 3:  Geographic breakdown of global hotel room revenues (2019)
(Source: Harris et al., 2022)
Digital transformation: Marriott is heavily investing in AI and machine learning to expect guest preferences and customise the hotel experience. Marriott is implementing these strategies to enhance the customer experience and boost operational performance.
[bookmark: _619kyx290ne]Sustainability: Marriott dedicates itself to a long-term sustainability approach, focusing on reducing its environmental footprint. This strategy includes the implementation of green building standards, the expansion of eco-friendly resort features, and the pursuit of energy-efficient technologies (Menegaki, 2024).
Points for Consideration:
[bookmark: _w862zr1lmwzc][bookmark: _Toc192234963][bookmark: _5fphedrkfl9i]Annual report of Resorts Marriott International regarding initiatives 
Well over 196 million people joined the Marriott Bonvoy loyalty program during the year. Room night penetration among members hit all-time highs of 68 percent in the United States and Canada and 61 percent worldwide in 2023 (Marriott, 2024). Increased RevPAR, unit growth ($99 million), and higher non-RevPAR-related franchise expenses ($50 million) were the main factors behind the franchise fee rise. Most of the $832 million rise in franchising fees unrelated to RevPAR in 2023 came from higher co-branded credit card expenses ($55 million). The sale of a hotel in the Caribbean and Latin America region generated $24 million in greater gains and other income, net (Marriott, 2024).
[bookmark: _Toc192234964]Sustainability report of Resorts Marriott International regarding initiatives 
It is committed to reaching the scientifically established goal of net-zero greenhouse gas (GHG) emissions by 2050 at the latest (Marriott International, 2021). It also announced an expedited goal to achieve global gender parity in executive roles by 2023—two years ahead of the prior plan—and set a new goal to have 25% of individuals of colour in executive positions in the United States by 2025. Marriott launched the most recent iteration of its training on human trafficking awareness. It helps the company achieve its 2025 goal by teaching all on-property staff how to identify and manage potential human trafficking situations through real-world scenarios (Marriott International, 2021).
[bookmark: _vxlphy1wde3v][bookmark: _Toc192234965]Maslow’s Hierarchy of Needs (to understand employee motivation)   
Maslow's hierarchy of needs is a motivational idea that suggests individuals are driven by five levels of need: physiological, safety, love/belonging, esteem, and self-actualization (Shi and Lin, 2021). In the workplace, Marriott applies this theory by ensuring employees have fundamental needs met (competitive salaries and task safety), imparting a secure work environment, fostering a sense of community and belonging, recognising achievements, and presenting professional development possibilities. By addressing these needs, Marriott creates a motivated staff that is much more likely to be engaged, efficient, and aligned with the organisation's values of service excellence.
[image: Maslow's pyramid gets a much needed renovation]
Figure 4: Maslow's hierarchy of needs
(Source: Researcher)
[bookmark: _ijbjpi6g2haf][bookmark: _Toc192234966]Kotter’s Change Management Model (to evaluate the management of Marriott’s recent change initiatives).
Kotter’s change management model outlines eight steps for coping with change (Mouazen et al., 2024). 
[image: Kotter 8 Step Process for Change — MATTYFORD]
Figure 5: Kotter’s change management model
(Source: Researcher)
Marriott's recent change initiatives, just like the Marriott Bonvoy loyalty program, followed this model. The organisation created urgency by highlighting customer goals, shaping a coalition of leaders, communicating its vision, empowering staff with education, and celebrating early wins through visitor feedback. Marriott has effectively consolidated these modifications by embedding them into their culture, ensuring long-term fulfilment (Marriott, 2023).
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Figure 6: Marriott Bonvoy
(Source: Marriott, 2024)
[bookmark: _fpazeh9rcx8b][bookmark: _Toc192234967]Conclusion 
Marriott International’s journey from a small root beer stand in 1927 to a global hospitality leader reflects its commitment to innovation, customer satisfaction, and sustainability. By employing a matrix organisational structure, Marriott maintains flexibility while ensuring brand consistency across diverse markets. Its strategic initiatives, such as digital transformation, brand diversification, and sustainability programs, have enhanced operational efficiency and customer engagement. Marriott’s focus on employee development and corporate responsibility further strengthens its market position. Moving forward, continued investment in technology, sustainable practices, and market expansion will be essential for Marriott to sustain its competitive edge in the evolving hospitality industry.
[bookmark: _8ksq83p87joz][bookmark: _Toc192234968]Recommendations
To strengthen its market position, Marriott International should focus on three key areas. First, increasing investment in sustainability, particularly in water conservation and waste reduction, will enhance its brand image and attract eco-conscious travelers. This should be implemented across all properties within 2-3 years, led by senior management and environmental experts. Second, Marriott must enhance digital innovation by integrating AI-driven personalization and digital concierge services, collaborating with startups, and training employees within 12-18 months. Third, expanding its luxury and all-inclusive hotel portfolio in high-growth markets like Asia and Africa over 3-5 years will capture rising consumer demand.
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