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EXECUTIVE SUMMARY 

 

The goal of this research is to present a situational analysis for a multi-brand 

worldwide hotel group. As a result, Marriott International was chosen as the subject 

of this investigation. PESTEL, SWOT, McKinsey's 7S, and Porter's 5 Forces are the 

frameworks that will be used. Before assessing the frameworks, this study will 

provide a quick introduction to COVID-19 and Marriott International. Finally, this 

report will offer Marriott ideas that may be advantageous to the organisation. Only 

trustworthy materials and websites will be used to support the frameworks that are 

being discussed in this study.  
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Introduction 

 

This audit report has been written to analyze Marriott International’s current and 

future external and internal environments in response to the COVID-19 pandemic. 

"The coronavirus disease 2019 (COVID-19) is an infectious disease caused by the 

SARS-CoV-2 coronavirus, which mostly affects the respiratory system and causes 

interstitial pneumonia and acute respiratory distress syndrome, among other 

symptoms” (Rudrapal et al., 2020). The world's economy ground to a halt almost 

quickly because of the Covid-19 pandemic (UNWTO, 2020). COVID-19 has had a 

significant impact on the hotel industry (Hayri et al., 2020) and has posed an 

unprecedented threat on the hospitality industry. 

Attempts ito iflatten ithe iCOVID-19 icurve ithrough icommunity ilockdowns, isocial 

idistancing, istay-at-home iorders, itravel iand imobility irestrictions ihave iresulted iin ithe 

itemporary iclosure iof imany ihospitality ibusinesses, ias iwell ias ia isignificant idrop iin 

idemand ifor ibusinesses ithat iwere iallowed ito ioperate iin ithe iinterim i(Bartik iet ial., i2020). 

iTravel irestrictions iand istay-at-home iorders iimposed iby iauthorities iresulted iin ia 

isignificant idrop iin ihotel ioccupancy iand iincome i(Gursoy iet ial., i2020). iIn ithe ihotel 

iindustry, icustomer iloyalty iand itrust, iemployee idedication, iand iproperty iexcellence iare 

iall isignificant ivariables i(Hayri iet ial., i2020). iCOVID-19 ihas iposed isignificant ichallenges 

iin iall iof ithese iareas, iincluding ihow ito imaintain iproperty ioperating istandards iwhile 

iadhering ito isocial idistancing imandates, ihow ito ibuild icustomer iand iemployee itrust iin 

ithe isafety iof iproperties i(especially ithose iwith ihigh ivolumes iof idaily itraffic), iand ihow ito 

ikeep iemployees imotivated iin ithe iface iof ieconomic iuncertainty i(Hayri iet ial., i2020). 

Marriott International isn't immune to the problem. Several Marriott International 

hotels have been forced to temporarily halt operations, with at least one permanent 

shutdown confirmed. Because of the vast number of activities undertaken by the 

company at these special times, it has displayed a strong commitment to both its 

visitors and employees (Pinedo, 2020). 

Marriott iwas ifounded iin i1927 iby iJ. iWillard iMarriott iand ihis iwife, iAlice iSheets iMarriott, 

iwho ioperated ia iroot ibeer istand iin iWashington, iD.C. iAs ia iMormon imissionary, iMarriott 



4 
 

iwas icertain ithat iwhat ithe iinhabitants iof iWashington, iD.C. ineeded iduring ithe isearing, 

ihumid isummers iwas ia iplace ito ihave ia irefreshing idrink i(Marriott iInternational, i2020). 

The iMarriotts ilater iexpanded itheir icompany ito iinclude ia irestaurant iand ihotel ifranchise. 

iMarriott iInternational iwas icreated iwhen iMarriott iCorporation iwas isplit iinto itwo 

icorporations iin i1993, iMarriott iInternational iand iHost iMarriott iCorporation. 

The icompany's i30 ibrands iand i7,000+ iproperties iin i131 icountries iand iterritories iprovide 

iconsumers imore ipossibilities ito iinteract, idiscover, iand ibroaden itheir ihorizons 

ithroughout ithe iworld, imaking iit ithe imost icomprehensive iportfolio iin ithe iindustry 

i(Marriott iInternational, i2020). 
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Main Findings 

 

PESTEL 

 

The first framework that will be used in this report to analyze the macro environment 

of Marriot is PESTEL. A PESTEL analysis studies the key external factors that 

influence an organization. It is a comprehensive fact-gathering activity centered on 

external elements that may influence an organization's decisions, assisting it in 

maximizing opportunities and minimizing dangers (Marketing: Pestle…). The word 

PESTEL stands for political, economic, socio-cultural, technological, legal, and 

environmental. 

Business owners and managers can use the model to uncover macroeconomic 

factors that should be considered while planning their company's future (Alanzi, 

2018). 

Technological Factors 

Hotels use technology to improve the service they deliver to their clients in a variety 

of ways. For example, almost all hotels today use social media to engage with their 

current and potential customers. As a result, they may reduce their advertising costs 

while still communicating with customers in real time. 

Marriott International has taken a number of steps to combat the spread of COVID-

19 and safeguard the health of its employees and customers. Customers can, for 

example, use the Marriott Bonvoy mobile app to check in and key in, as well as 

request any type of service from the hotel. This is not only handy for customers, but 

it also lowers staff-to-customer contact (Marriott). 

M iLive, ion ithe iother ihand, iwas ifounded iby iMarriott. iIt iacts ias ia icommand iSocial imedia 

iexperts imonitor ithe ibrand's ivisibility iacross iseveral ichannels ifrom ione ihub. iIf ia itraveler 

itweets iabout ian iexcellent iexperience iwhile istaying iat ia iMarriott ihotel, ia iM iLive istaff 

imember imay ibe iable ito ido isomething iextra ito iimprove ithe ivisitor's ientire iexperience. iA 

idrink imay ibe ioffered ito ithe iguest iin ithe ipool, ior ithe iteam icould ithrow ian iimpromptu iparty 
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iin ithe ihotel ilobby. iIt iis iadapted ito ithe ipreferences iand iinterests iof ithe iguests 

i(SocialTables). 

Economic Factors 

The ieconomy ihas ian iimpact ion isegmentation iand itargeting iapproaches iin ithe 

ihospitality ibusiness. iThere iare idifferent itypes iof ilodgings iaccessible idepending ion ithe 

ieconomic isituations iof ithe ipeople istaying iat ithe ihotel, iincluding iluxury ihotels, iboutique 

ihotels, iand ibudget ihotels i(Rahman, i2021). 

Marriott International operates luxury hotels such as the Ritz Carlton and the St. 

Regis. As a result, in order for Marriott International to stay in business, the 

economic climate must be thriving. This would take into account economic 

considerations such as job availability and recessions. 

COVID-19 has resulted in a modest decrease in employment rates. For example, in 

the United Kingdom, the employment rate is expected to be 75.4 percent, down 1.1 

percentage points from before the coronavirus pandemic (Watson, 2021). 

Recessions iand iother ieconomic idifficulties, iaccording ito iRahman i(2021), ihave ian 

iimpact ion ipeople's idecisions ito istay iat ia icertain ihotel. iIn ithis iexample, ithe iCOVID-19 

ioutbreak ihad ian iimpact ion iMarriott iInternational. iThe inumber iof ivisitors ihas ireduced 

idrastically, inotably iduring iCOVID-19's iearly iphases, idue ito itravel iand isocial 

irestrictions iestablished ito icombat ithe ipandemic's ispread. iThe inumber iof itourists ihas 

iincreased islightly ias ia iresult iof ithe irelaxation iof itravel irestrictions iin imost icountries. 
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SWOT 

A SWOT analysis is a list of the benefits, drawbacks, opportunities, and threats that 

your firm faces. A SWOT analysis' main purpose is to help businesses gain a 

comprehensive grasp of all the factors that go into making a business decision 

(Schooley, S.,2021). The hazards to the company will be the only aspect of the study 

that will be looked at. 

Threats 

In 2020 and 2021, the covid-19 epidemic occurred, plunging the global economy into 

a deep recession. Thousands of people were laid off as a result of the pandemic, 

which occurred both during and after the outbreak. The lockdown, business closures, 

and social isolation are all still in place. The longer researchers take to develop a 

vaccine, the more difficult it will be to recover from the outbreak (Simon, 2020). 

Marriott iis ia ipart iof ithe ihigh-end ihospitality ibusiness. iThe iepidemic ihad ithe igreatest 

iimpact ion ithe icompany. iAs ia iresult, iMarriott's ibrand ireputation ihas isuffered, iand iits 

ibrand ivalue ihas idropped iby imore ithan ihalf, ito i$2.4 ibillion. iFrom isecond ito ififth iplace iin 

iterms iof ibrand ivalue, ithe icompany ihas islipped ithree ipoints. iThe iHilton ihotel, ia 

icompetitor iof iMarriot, isuffered ithe ismallest idecline iin isales iand ibrand ivalue iduring ithis 

itime i(Hospitality iNet, i2021). The chain hotel brand's annual sales and net profitability 

have likewise decreased as a result of this. 

Marriott ifaces icompetition ias iwell. iMarriott's iprimary icompetitors iinclude iNovotel iand 

iHilton. iThey ihave ithe iresources iand ithe ibrand iname ito igrow ithe icompany's imarket 

ishare. iAs ia iresult, ithe ihotel iand iresort ibrand ishould istand iout iand iboost icustomer 

iloyalty iprograms. 

It is a luxury brand that provides high-quality lodging and caretaking services to 

customers from all over the world. In a large property, consumers are often wealthy. 

Because of this, five-star properties are frequently placed on red alert. Inappropriate 

occurrences are more likely to occur in these areas. Many high-end hotels have 

been targeted by criminals in the past, as history shows. Marriott should invest in its 

security systems in order to provide a safe environment for its visitors. 
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PORTER 

Porter's iFive iForces iof iCompetitive iPosition iAnalysis iwas ideveloped iby iHarvard 

iBusiness iSchool's iMichael iE iPorter iin i1979 ias ia ibasic iframework ifor iexamining iand 

ievaluating ia ibusiness iorganization's icompetitive istrength iand iposition. iThis itheory iis 

ibased ion ithe inotion ithat ifive iforces idetermine ithe icompetition iintensity iand 

iattractiveness iof ia imarket i(CGMA, i2013). iNewcomers, isubstitutes, iconsumer 

ibargaining ipower, isupplier ibargaining ipower, iand icompetitive irivalry iare ithe ifive ifactors 

iat iwork. iPorter's ifive iforces imight ihelp iyou ifigure iout iwho iin ia ibusiness isituation ihas ithe 

igreatest iinfluence. iThis iis iuseful ifor idetermining ithe istrength iof ian iorganization's 

icurrent icompetitive iposition ias iwell ias ithe istrength iof ia iposition ithat ithe icompany imight 

iwant ito ipursue iin ithe ifuture i(CGMA, i2013). 

This paper, on the other hand, will focus solely on the dangers of competitive rivalry. 

Competitive Rivalry 

Marriott iis iup iagainst ia ilot iof icompetition iin ithis iindustry. iMarriott's icompetitors iare 

iHilton, iCarlsen, iHyatt, iand iFour iSeasons ihotels iand iresorts. iThese ihotels iare iall iin ithe 

isame iprice irange iand iprovide isimilar iservices. iThey icompete iby imoving ito iadditional 

ifirms iand ibecoming iregular icustomers, ias iwell ias iby ioffering isignificant idiscounts iand 

ideals. 

The hotel industry has also taken a hit as a result of the Covid outbreak, which has 

increased competition among hotel chains. Marriott International, on the other hand, 

has more than 400,000 hotel rooms in the pipeline worldwide and is the world's 

leading hotel in terms of sales.  
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MCKINSEY’S 7S FRAMEWORK ANALYSIS ON MARRIOT INTERNATIONAL 

 

Managers iand ienterprises ican iuse ithe iMcKinsey i7s imodel ito ianalyse iorganisational 

iperformance i(Harvey, i2020). iAccording ito ithe iMcKinsey i7s imodel, iorganisations imust 

ifocus ion iand ialign iseven iessential iareas iin iorder ito iaccomplish isuccessful ichange 

imanagement iand iconsistent iperformance iincreases iover itime i(Harvey, i2020). The 

seven components include strategy, organisation, processes, common values and 

style, as well as employees and abilities. For the purposes of this study, just the 

skills component will be addressed. 

SKILLS 

Employees iat iMarriott iInternational iare ihighly iqualified iand icapable, iwhich ireflects ithe 

icompany's isuccess. iEmployees iare ihired ibased ion itheir iskills iand ipersonality itraits. iAll 

iemployment icriteria ihave ibeen imet, iaccording ito iMarriott iInternational, iand iemployees 

ihave ithe irequisite iabilities ito icarry iout itheir iobligations iin iaccordance iwith ithe 

icompany's ivalues iand iculture, ias iwell ias iits ibusiness iobjectives iand ioverall istrategy 

i(Pinedo, i2020). iEmployees iare ioften igiven ifurther itraining iand iseminars, iboth 

idomestically iand iinternationally i(Pinedo, i2020). 

As part of the company's commitment to investing in its people, Marriott International 

has just begun investing in the personal and professional development of its 2500-

strong team (Hogan, 2022). As a result of the pandemic's impact on labour and skill 

shortages, many in the hotel sector have struggled to attract and retain top staff. This 

programme, called FlexFutures, and its activities are aimed at changing that (Hogan, 

2022).  
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RECOMMENDATIONS 

To begin with, Marriott International's hotel portfolio should be broadened to include 

rooms for middle-income customers. This course of action is designed to enhance 

sales and revenue by broadening the organization's target market. Marriott 

International would have a strong opportunity to apply this plan as the number of 

tourists grows because the majority of countries have abolished travel restrictions. In 

iaddition, ibecause iMarriott iInternational iis ia iwell-known ihotel ichain, imiddle-class 

icustomers iwill inow ibe iable ito istay iat ia iMarriott ihotel ifor ia ireasonable iprice. 

 

It was also recommended that the corporation increase its social media marketing 

efforts. This is because most firms, including Marriott International, employ social 

media for marketing as a result of the COVID-19 epidemic. This is a wise course of 

action, as social media is the busiest place in the globe today, particularly during 

COVID-19, when everyone is at home and constantly on their phones. The most 

popular social media platforms are now Facebook and YouTube (Lua, 2022).  
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CONCLUSION 

 

Finally, this report's situational analysis incorporates PESTEL, SWOT, McKinsey's 

7S Framework, and Porter's 5 Forces. By conducting this analysis, Marriott 

International will be able to become aware of the situation and respond accordingly. 

The present recession, which is COVID-19, is the most significant economic concern 

facing Marriott in this study. 

 It's also clear that by launching the Marriott Bonvoy app and M Live, they made 

advantage of technology. It is vital in the hotel sector to keep up with technological 

advancements since it is a rapidly changing, contemporary industry that demands 

new technology to save time and perform more effectively. The use of technology in 

Marriott Hotels allows them to react better ti the highly competitive market climate. 

 Marriott International could also strengthen its social media marketing and provide 

rooms that are affordable to middle-class clientele. 
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