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Executive Summary


Marriott International's structure, culture, strategy, and change initiatives are examined in this research. Marriott's hybrid matrix-functional design allows worldwide consistency and localised adaptability to addressing various market needs. Under Serve 360 Marriott focuses on making buildings more energy efficient as well as reducing waste and creating sustainable communities to fulfil UN Sustainable Development Goals. Through Porter's Five Forces and RBV and Lewin's Change Management Model Marriott evaluates external competition and internal resources and change methodologies. Through IoT-enabled rooms and its Energy Optimisation Program Marriott enhances customer satisfaction and minimizes costs. The analysis proves Marriott can transform and survive alongside its competition in the hotel industry.
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Introduction 
Marriott International operates, franchises, and licenses hotels, apartments, and timeshares. Marriott International headquarter is located in Bethesda, Maryland. J. Willard Marriott opened the company in 1927 and made it grow into a major hospitality brand (Marriott, 2025). Marriott International operates in North America, Europe, Africa, the Middle East, Asia-Pacific, Caribbean, and Latin America (Marriott, 2025). They provide more than 30 leading brands and approximately 9,100 properties in 142 countries and territories to connect, experience, and expand (Marriott, 2025). Their chain operates 8000 hotels ranging from budget to five-star organizations across 130 countries (Marriott, 2025). Marriott International designs innovative spaces that deliver first-class guest service even as the company works to reduce its environmental impact. Marriott offers hotel reservations, timeshare vacations, airfare and hotel packages, and vehicle rentals. As part of their Marriott Bonvoy loyalty program Marriott offers exclusive rewards and privileges to members. In this report the organisation structure, culture, and goals of Marriott, some change initiatives, their strategic direction, some theoretical frameworks and evidence-based analysis and some recommendations will be discussed.

Organisation Structure, Culture, and Goals 
With the implementation of hybrid organizational design of matrix and functional models, Marriott International ensure both consistency and flexibility (Research-Methodology, 2023). Marriott’s day-to-day operations are led by the Global Operating Committee. The firm structures its operations into marketing, sales, and operations which it divides through regional divisions to meet regional market demands. Marriott uses one strategy for global brand consistency and separate strategies for local needs simultaneously which creates strong brand presence while meeting regional preferences. The CEO and top executives control most organizational decisions within the leadership structure. Key regional divisions include the President of Europe, Middle East & Africa (EMEA), President of Luxury, President of Caribbean & Latin America (CALA), President of Greater China (GC), President of Asia Pacific Excluding China (APEC), Executive Vice President and Chief Revenue & Technology Officer, and Executive Vice President and Chief Customer Officer (Research-Methodology, 2023). With this structure Marriott runs its international operations by creating global rules while giving separate control to each region.
Marriott International prioritises people, excellence, and integrity. When employees recognize their work matters, they become engaged and stay at the company longer. The company's commitment to high-quality service leads to improved services while developing visitor excellence. Through ethical actions Marriott creates loyal bonds between the company and its guests, business associates and stakeholders (Sanvitale, 2020). Marriott stays ahead of competition by adapting swiftly to industry changes due to its culture of change. The organisation puts sustainability and social responsibility at the top of its list of priorities because of its "serve the world" concept (Life Marriott, 2025). The shared company culture helps everyone work together and be happy which leads the company to achieve success.
Marriott International's Serve 360 platform priorities sustainability, diversity, equity, inclusion (DE&I), and community engagement in support of the UN Sustainable Development Goals (Environment + Energy Leader, 2025). At the corporate level Marriott saves resources through energy and water conservation plus responsible purchasing and waste reduction programs (Barbarow, 2020). The company supports different backgrounds through fair hiring to build an inclusive and equal work environment. Marriott puts local community projects at the centre of its commitment to engage with communities. Hotels at the individual unit level work on community charity support, environmental programs and inclusive workspaces for both personnel and visitors. Marriott maintains a thorough and united approach to its mission of making a positive global impact when unit efforts match corporate goals.

Recent Change Initiatives 
Marriott International has taken several major change initiatives for environmental and social responsibility activities in recent years. Marriott climate action program sets emission reduction targets to reduce greenhouse gas emissions by the year 2030 and reach net-zero emissions across its value chain by 2050 (Marriott International, 2024). Through their environmental program Marriott runs 7,100 electric vehicle charging spots across all their hotels worldwide (Hotel Management Network, 2024). The company has also created the Energy Optimisation Program, which helps homes deal with rising energy costs by taking data-driven steps to save energy. The programs support Marriott's Serve 360 strategy to make sustainable positive changes in communities everywhere (Environment + Energy Leader, 2025).
Through socially responsible operations Marriott International has changed the way it works. Through its climate positive plans Marriott builds stronger brand loyalty among eco-conscious travellers. The global shift to electric vehicles plus growing EV charging availability brings customers who care about environmental responsibility (Almansour, 2022). Also, these steps have reduced operational costs. The Energy Optimisation Program improves property profitability by managing energy costs (Shaikh et al. 2024). These reforms help employees discover new solutions and make processes better while reducing waste and doing projects more effectively.
Marriott International managed these programs successfully because of its outstanding ability to handle organizational changes. The Business Transformation Office setup helps Marriott manage the challenging business transition. This team directs essential projects that help our company achieve its strategic targets. Staff members at Marriott learn new methods better because of their strong emphasis on employee communication. The company uses thorough impact assessments plus training and monitoring to identify and solve problems fast.

Strategic Direction 
Marriott International leads its strategy through rapid expansion and creative investments while maintaining environmental responsibility. The company enters new markets in Africa and Asia alongside reinforcing its European and North American presence (Branson et al. 2024). Marriott wants to attract more daring travellers by launching new hotels in places such as Rwanda and Vietnam, which receive less global attention (Hudson, 2019). Marriott uses new technologies as the foundation for their business strategy. The Marriott Mobile App makes it easier for guests to check in, open their room, and get services. Their new technology offers better guest experiences while running operations better. With the Serve 360 platform Marriott can achieve global environmental objectives while strengthening their brand image as a responsible corporate brand (Life Marriott, 2025). 
Marriott International wants to grow its business while creating new products for guests and running sustainable operations to achieve their long-term objectives. Through new hotel additions Marriott grows its business while expanding into luxury brands Ritz-Carlton and St. Regis (Hospitality Net, 2024). Marriott proves its determination to gain market share through its latest hotel openings in Bali and the Maldives. The organization uses smart room key technology plus data insights to deliver more innovative customer experiences. Marriott International partners with Samsung and Legrand to bring smart hotel rooms into its properties as part of its dedication to new ideas (Hotel Technology News, 2019). They work toward sustainability through the Serve 360 program plus support local community programs including job fairs and clean-up actions (Life Marriott, 2025). Through special member benefits and unique rewards Marriott Bonvoy builds ongoing relationships with its customers (Bardukova, 2023). Through these approaches Marriott works to meet its long-term plans and stays first in hospitality while making health improvements for everyone.

Theoretical Frameworks and Evidence-Based Analysis
For Theoretical Frameworks and Evidence-Based Analysis, Porter's Five Forces Model, The Resource-Based View (RBV), and Lewin's Change Management Model has been conducted below -
Porter Five Forces Model:
Industry rivalry: Within the hospitality sector Marriott International faces major competition from Hilton International and Hyatt. Marriott faces competition from some of the small hotels that exist in their business areas and also some internet booking companies who impact how the company sets prices and retains loyal customers. Marriott leads competitors through its market expansion programs and creates memorable experiences by adding premium hotels in Bali and the Maldives.
New Entrant Threat: Marriott holds its leadership position because new hotels need substantial startup funds and established brands provide recognition. Marriott's excellent loyalty program and relationships with major credit card firms also make it hard for newcomers to compete. It's hard for new hotels to compete against Marriott in both brand recognition and rewards benefits.
Bargaining Power of Suppliers: Marriott negotiates attractive supplier arrangements with its size and global influence. Through effective supplier ties Marriott reduces costs and enhances operations to outperform industry rivals (Connolly, 2020). Marriott uses ethical and sustainable standards that help them build better partnerships with suppliers. 
Buyers' Bargaining Power: Buyers have a lot of choices, which gives them a lot of power in negotiations. Marriott offers rewards and excellent service that helps customers feel less able to bargain with the company (Ford et al. 2021). A strong brand recognition and diversified array of hotel brands provide the organisation an edge in recruiting and maintaining consumers (Dev, 2022).
Threat of Substitutes: Small hotels and Airbnb properties create a reasonable business challenge for Marriott. Marriott’s huge network and high-quality services will help them a lot to beat their competitors. Marriott with their new technologies, like the Marriott Mobile App can connect to the internet of things (IoT) which make the guest experience better (Car et al. 2019).

Resource-Based View (RBV)
Marriott innovations including digital room keys and the Marriott Mobile App help guests and staff work better together. Marriott works with Samsung and Legrand to bring IoT technology into their rooms which shows its technological commitment. The Resource-Based View (RBV) hypothesis emphasises valuable, uncommon, and non-substitutable resources for sustainable competitive advantage, which supports this strategy (Rantanen, 2021). Marriott Bonvoy's large reward program and amazing brand image encourage customer loyalty. Marriott builds its competitive edge through loyalty programs that help keep customers staying with the company. Marriott successfully used technology tools and reward programs to increase guest satisfaction in the demanding hospitality sector.

Lewin's Change Management Model:
Unfreezing: Marriott sees future changes coming by helping employees understand them and overcoming resistance. After setting up a Business Transformation Office company leaders will prepare to execute projects such as Energy Optimisation Program.
Changing: The Serve 360 platform helps Marriott reduce both energy consumption and plastic waste use. Full training programs help team members accept new ways of working.
Refreezing: Feedback and monitoring help Marriott maintain its better performance standards in regular operations. The Energy Optimisation Program shows Marriott uses operations to achieve environmental sustainability goals.

Conclusion:
The hospitality market leader Marriott International advances through its operational innovations and sustainable business models and customer-focused approach. Global operational efficiency and regional market adaptation are achieved by its hybrid organisational design. Marriott's Serve 360 platform shows both an environmental focus through waste reduction programs together with an electric vehicle charging network under its framework. Through IoT-enabled rooms and digital room keys Marriott achieves both guest satisfaction improvements and enhanced operational performance levels. Through its solid brand foundation Marriott achieved effective business operation by implementing innovative solutions and differentiating via loyalty programs.

Recommendations:
To enhance its sustainability effort Marriott should implement renewable energy solutions alongside solar panel programs and extend its energy optimization solutions throughout its entire property network. Marriott International should direct investments toward the development of culturally adapted services and environmentally friendly hotels to draw new travel visitors in developing regions including Africa and Southeast Asia. Marriott International may personalise and expand its Bonvoy loyalty program to keep and gain customers. For smooth and personalized guest experiences the organization needs to embrace technical innovation by adopting artificial intelligence personalization tools. Marriott International needs to train its staff using advanced sustainability and technology methods to fulfil its mission and boost operational efficiency.
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