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[bookmark: _Toc191745476]Executive Summary
The analysis of Marriott International organizational structure, corporate culture, and strategic direction along with the review of Marriott International approach to the management of change is provided in this report. Marriott is decentralized and thus can gain regionally flexibility but also maintain corporate standards, and this strong corporate culture, based on a people first philosophy, helps to engage employees, and keep customers satisfied. These programs which include the digital transformation and sustainability programs have enhanced the performance and company reputation in corporate social responsibility. But there is still a technological adoption resistance, and any financial investment required for sustainability efforts. The global expansion, sustainable practices and digital innovation are the three pillars in Marriott’s long term strategic direction and the key strategies in place include brand diversification, enhancing their loyalty programs, sustaining operation through designing their hotels in ways that will meet the challenges of tomorrow as well as innovation in technology. Finally, recommendations are made for Marriott to further build upon its competitive position such as improving employee training for the rapid adoption of digital service tools, pushing for faster sustainability initiatives, entering new markets, and improving its loyalty program. Marriott will be able to sustain its leadership position in the industry and continue to deliver superior guest experience and enable contributions to long term business growth with the implementation of these initiatives.
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[bookmark: _Toc191745477]Introduction
Marriott International is a universally known hospitality company that owns a large, number of hotels and accommodations for a wide spectrum of market segments. The organisation has grown immensely since its inception in 1927 and is now one of the largest hotel chains in the world, with a solid brand positioning in more than 130 countries (Marriott, 2025). In business model, Marriott establishes its competitive advantage in hospitality industry through service excellence, continuous innovation, and customer service commitment. 
The purpose of this report is to explain Marriott's organizational structure, corporate culture, strategies and how the company oversees change. It will analyse the approach to leadership, operational efficiency, and adaptability that the organisation has to the constantly changing business environment. In addition, this report will address Marriott’s long term strategic direction by defining critical projects that ensure increase in growth and sustainability. As such, depending on the significance of this analysis, this paper will present some recommendations on how Marriott can improve its competitive posture to ensure its continuous success in the global hospitality industry.
[bookmark: _Toc191745478]Organisational structure
Marriott International granted the individual hotel unit’s high degrees of freedom within the scope of their operations as Marriott International is, owned and operated on a decentralized basis. This structure assures that any specific need of a regional market would be, fulfilled, by the respective hotel limiting the quality of service remains same in whole chain (Eschenbrenner et al., 2023). At the same time, Marriott follows a hierarchical leadership framework which involves clear lines of authority and responsibility (Chen, 2025). Regional and brand specific managers have been, implanted in the corporate structure that oversees operations to facilitate flexibility in local operations decision making, and to ensure strategic objectives (Wesley et al., 2024). The structure allows for Marriott to operate efficiently, consistently deliver service and help manage brand identity across its global portfolio. Also, a decentralized way makes it easier for the company to adjust to market specific demands, regulatory requirements, and customer preferences, this contributes to its competitive position in the hospitality industry (Tillery et al., 2023). 
[bookmark: _Toc191745479]Corporate culture and its influence on operations
The core values like service excellence, integrity, and people first are the basis of Marriott’s corporate culture. The company is very engaged in the employee engagement, as they understand that both a content and motivated employee is important for delivering amazing experiences to the guests (Rastitiati, 2024). Marriott has a culture of respect, inclusion and professional growth, where career growth is encouraged, workers are continuously trained and well being as an employee is considered. A people first culture has such an emphasis that it plays a role in daily operations, as employees who feel cared about and cared for tend to give an exceptional customer service and the process leads to high guest satisfaction, and loyalty levels of the brand (Fagyas and Datta, 2023). Marriott’s corporate culture can be measured through the principles of Herzberg’s Two Factor Theory, as Marriott makes the effort to provide both motivators such as career development opportunities and recognition programmes and hygiene factors such as competitive salaries along with a supportive work environment that improve job satisfaction as well as productivity (Lu, 2022). Prioritising employee well being makes Marriott a strong organisation internally and strengthens its brand reputation as a leader in hospitality employer. 
[bookmark: _Toc191745480]Goals at corporate and unit levels
Both corporate and unit level goals of Marriott are in line with the long-term vision to become the preferred travel provider of the world. The hearing at the corporate level is to expand business, ensure the sustainability of a hospitality operation and to expand the chain of hospitality services. Investing in Starwood Hotels & Resorts was one of Marriott’s strategic acquisitions, which had helped to diversify its brand portfolio (Business Travel News, 2025). Moreover, the company is also resolute in initiating its own sustainability initiatives such as efforts to minimize its carbon footprint, embrace energy efficient building designs and green practices (O’Neill, 2025). Marriott continues to embody the hope to innovate, for which the company invests in digital transformation to make guest experiences better via mobile check in and AI powered customers interactions as well as offering personalized loyalty program. 
The unit for Marriott hotel delivers high guest satisfaction, improves operational efficiency and increases profits at the individual Marriott hotel level. A hotel is accountable to a mother hotel, which is the responsibility to maintain the brand standards and to adapt the local market. While each unit is a success, the KPIs that matter include guest satisfaction scores, revenue per available room (RevPAR), and occupancy rates. At unit level, Marriott stresses collaborative leadership by creating necessary involvement of general managers and department heads in improving guest’s experiences, controlling costs and implementation of corporate sustainability goals (Bacik et al., 2020). The alignment exists between corporate objectives and unit level operations; therefore, Marriott can keep the brand consistent, profitable, and capable of constant success in the competitive hospitality market.
[bookmark: _Toc191745481]Recent change initiatives at Marriott Hotel
To cope up with the quickly changing hospitality industry, Marriott International has initiated numerous change initiatives to improve the customer experience, maximize the operational efficiency, and corporate sustainability (Selin, 2022). Among the most important of these is digital transformation of its customer service processes. This encompasses mobile check in and check out services expanding for guests to have a seamless contactless experience (Neves, 2022). Furthermore, AI powered customer support service model of Marriott has also introduced for instant responses to guest queries and personal trips recommendations based on the customer preferences. Additionally, Marriott Bonvoy, the company’s loyalty program, has been transformed with the infusion of rewards and promotions augmented by artificial intelligence and personalized with the attention to a guest’s booking history and preferences (Zaytsev, 2024). 
These efforts, including reducing the company’s environmental impact, represent another of Marriott’s major initiatives which are taken for the improvement of its hotel chains. Strategies adopted for this initiative are energy efficient building designs, waste reduction programs, increased use of renewable energy sources and water conservation. Furthermore, Marriott has also ushered in sustainable sourcing policies that require suppliers to be congruent with the environmentally responsible practices that the company should be known for (Kolobkova et al., 2021). Marriott’s involvement in these initiatives, however, indicates that the company is dedicated to corporate social responsibility and simply aligning with the global movement towards sustainable tourism.
These initiatives from Marriott have affected the organization in customer experience, operational efficiency, and brand reputation. Efforts towards digital transformation have highly improved customer's ease, providing them convenience, shortened wait time, and personalized experiences based on their preferences (Awaludini, 2024). Hotel operations have been streamlined thanks to mobile check ins and AI support to allow the staff to do more of guest interaction and customised service than administrative works. Regarding those innovations, such increased brand loyalty contributes, including among the guests, who appreciate how efficient and easy to customize Marriott’s digital solutions (Abel et al., 2024). 
Moreover, Marriott has been seen ahead of the crowd as a leader in corporate social responsibility within hospitality sector with its sustainability initiatives. Eco conscious travellers, investors and corporate clients that prioritize responsible tourism are why the organization has been attracted to attract them to their organization because they stick to environmental sustainability (Rice et al., 2023). Moreover, these initiatives have enabled the reduction of costs in terms of energy efficiency operations and waste reduction strategies which consequently yields overall savings and thus financial benefits (Lim and Seo, 2021). Marriott’s role in applying sustainability for competitive purposes has helped it to build corporate reputation, create strong relationship with stakeholders, and achieve competitive edge at an industry where environmental responsibility is becoming necessary.
Structured implementation frameworks for the change initiatives were effectively managed as Marriott used the Kotter’s Eight Steps Model to assist in the transformation process. To this day, the engagement and training programs that the company has emphasized to its employees allow the workers to be updated with new digital tools and best practices for an environmentally friendly workplace (Vasilopoulos, 2025). While Marriott’s leadership has had a hand in developing the culture of adaptability on the way of fostering the capability to adjust to changes, innovating and complementing with the evolving business strategies of the company. 
Although a success for Marriott, the implementation of these changes has been a challenge. Employee resistance to technological adoption has been one of the primacy challenges and this has been in the case in older staff who may not have the familiarity with some of the digital systems (Sapiro, 2024). To cope with this, Marriott has created these comprehensive training programs and support system in respect of adapting to new circumstances. The large amount of stake needed for sustainability has also been a challenge, since energy efficient technology and renewable energy sources are capital intensive (Van Ulbrich, 2023). Yet Marriott has managed to employ various measures to counter this issue by using the available resources to balance that while partnering with environmental organizations in offsetting costs.
Based on the overall success, it is evident that, Marriott’s approach to change management has been successful, in a way that the company has shown resilience, strategic planning, and adaptability to industry challenges (Akunne and Ibrahim, 2021). Marriott can continue to lead its industry by further refining its digital transformation and sustainability initiatives and thus improve long term business sustainability.
[bookmark: _Toc191745482]Strategic Direction
Forecasting with Marriott International’s long term strategic direction will lay a sound strategy of growth, sustainability, and digital innovation enabling its key players sustain their position as the leading name in hospitality business globally (Correia, 2022). It aims to expand its global footprint by buying latest brands and growing its business in the emerging market. Despite a number of challenges, Marriott continues to gain ground in strengthening its position of the market by moving into high growth regions to attract business and leisure travellers (Simões, 2021). 
As a result, Marriott is, dedicated to green building certifications, energy efficient hotel design and responsible sourcing policies. In another key aspect of its strategic direction, the integration of technology for improving the guest experiences and enhancing the operational efficiency is, taken care of (Rice et al., 2023). In pursuit of achieving maximum service delivery and reduce its business costs, Marriott has directed investments into artificial intelligence, automation, and data analytics for this. Through these core pillars, Marriott seeks to overcome changing traveller, and stakeholder needs and aim to remain competitive in the new landscape (Cherenkov et al., 2024).
Marriott has developed key business strategies to help fulfil its strategic objectives which align with vision for the long-term growth and sustainability. Brand expansion is one of the most important strategies by the company to continue purchasing and building luxury, mid-tier and budget lines of hotel chains targeting different segments of customers (Eyring, 2024). Expanding its brand portfolio, Marriott can attract a different range of traveller’s, from luxury hotels targeting the high-end clientele to budget hotels catering for low budgets and tourist who does not want to spend. 
One of its other vital strategies is to improve its loyalty programme, Marriott Bonvoy, which has been, revamped to offer personalised rewards and special experiences depending on the customer’s preferences and booking history. In this regard, this initiative has been critical to retention of customers and their loyalty to Marriott’s properties around the world, which has helped to extend visits, create long-term engagement with Marriott’s products, and recommitment (Chourasia, 2024). 
Furthermore, Marriott has focused on the sustainable operations as the core component of its strategic direction. To respect its commitments regarding sustainability, the company has adopted energy saving building designs, waste reduction projects and has implemented ecology friendly projects (Velickovic et al., 2023). Reduction of the company’s environmental footprint brings not only the reduced costs, but also attracts eco-conscious travellers, and investors who value responsible business. 
Marriott has also focused on digital transformation where it has infused artificial intelligence, data analytics and mobile technology to make operations to be more efficient and decision making in operation and guest service to be more effective (Štilić et al., 2023). Moreover, data analytics are, used to understand customer preferences as well as to develop marketing strategies and enhances hotel operations.
Through adopting these strategic initiatives, Marriott has created itself as a dominant player in the hospitality industry and is well capable of keeping up with the changing market trends, improving customer satisfaction and maintaining profitability overall (Yoo and Yang, 2021). From now on, it will be important for Marriott to keep on investing in innovation and sustainability while expanding markets to guarantee its success in such a competitive and fast changing global market.
[bookmark: _Toc191745483]Conclusion 
One of the reasons why Marriott International has become a global leader in the hospitality industry is because it is a well-structured organization having a strong corporate culture and extend strategic vision. The decentralised nature of the company’s organisational structure enables the company to operate flexibly while achieving uniformity in the service quality, while the people first culture enhances employee engagement and drives elevated level of customer satisfaction. Marriott’s commitment to business expansion, sustainability and digital innovation classifies it as a retail hospitality brand which is always adapting to its market demands. However, challenges such as employee reluctance to technology and high investment costs still face the company, pertaining to its current change initiatives like digital transformation and sustainability programs. 
Marriott's long–term strategy is about further global growth, a green agenda, and using technology to offer its guests the best possible experience while also boosting business and operations. Marriott effectively manages the change and instigates the appropriate strategies to compete in a constantly evolving industry. However, such long-term success will rely on the continuous improvement in other areas like adoption of technologies, sustainability efforts and the customer engagement strategy.
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