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       The following essay will discuss the Human Resource Management of Marriott International compared with expert opinions by analyzing the evolution of HRM and the transition from traditional HR to Strategic Human Resource Management and Planning Resource Management, the strategies of HRM in customer and staff retention, functions and strategies for customer and staff engagement, increase on staff productivity maintaining business requirements. Furthermore, processes in planning and ingenuity of HRM in developing certain programs that helped the department to be more effective, obtaining real-time data, how HRM managed to match demand and supply to avoid surpluses of manpower and label, the importance of workers goals and how the department is utilizing the above to transform goals in competitive advantage, the role of program implementation and impact on employees, how the programs are communicated. Closer to the end, hiring and selection processes will be discusses as based on expert opinions, the hiring process has various stages and technological factor is currently essential in selecting the right candidate, as will be shown, Marriott international use Olivia Chat Bot in their hiring process.
Marriott International is a brand leader with an impressive portfolio of properties around the world providing numerous ways for people to connect, expand and experience Marriott world (Marriott, 2024). Human resource Management is compared to a strategic approach of the organization’s management assets, the employees who continue to contribute individually and as a team to the success of a business (Armstrong, 2020). HRM had a significant evolution in the last decades with the transition from staff management to strategies of human resource management named SHRM (Best and Yalezo, 2023). HRM evolution is seen from the past when their role was strictly administrative, growing to staff benefits and hiring process functions, becoming crucial department for the organization’s success (Wright & McMahan, 1992 - 2011). One of the key factors in HRM evolution is the strategic planning using functions of human resource to organizational strategic objectives to increase performance leading to development of SHRM (Bratton & Gold, 2017). Following the above statement, SHRM became essential and vital for the success of the organizations with the scope to align the functions of HR to the objectives and goals of the company. The evolution of HRM can be observed on international organizations through their organizational culture, engagement of the employees and talent management that impact directly the performance of the employees, retention and the level of productivity (Collings & Melahi, 2009), therefore, most of the organizations agree with the importance of sustainable actions of HR practices, corporate social responsibility and the impact of their actions on society and environment. As Bansal 2005, suggests, HR focused on sustainability, reviewing the potential impact of the activities through the environment, developing courses for staff engagement, performance, retention, work-life balance, inclusion and diversity. Following the above statements, Marriott is one of the most powerful global leader in hospitality that included equity, inclusion and diversity as part of their business success helped by HRM to develop new strategies using actions to create opportunities (Marriott, 2024). Marriott flourished over time and developed continuously strategies on customer and staff retention offering a ‘’people-first culture” (Marriott 2024) using their actions on sustainability, corporate social responsibility, governance and social factors into opportunities such as awards, expansion and reputation (Marriott, 2024). Furthermore, the ingenuity of HRM Marriott and evolution, as described by Bradford 2011, leaded to higher success using their actions on social media, IHM found a strategy related to a game played online connected to hospitality that created opportunities for Marriott to find global talents, attracting the millennials after certain completed stages of the game, to engage and work at Marriott using specific criteria developed inside the game as a strategy for selection of the future employees, as well as attracting future employees from countries where the service is ‘’less established or prestigious” obtaining diversity(Bradford, 2011). According to Best and Yalezo, 2023 HRM did not include strategic functions in past decades, however, based on current situation related to past and present events such as pandemic and globalization that impacted negatively hospitality sector as more humans are satisfied with a remote employment, working from home or different locations, became a challenge for HRM to find right candidates in hospitality sector as more studies confirm that high amount of people have developed anxiety and depression during pandemic period (Al-Habaibeh et al. 2021). HRM functions are related to current technology advancements and automation in the workplace, ensuring data security and privacy and developing strategies for retention. Another function of current HRM include ‘’gig economy” that create various complexities for the department, particularly in managing flexible hours for employees, navigating compliance, legal issues and providing support for short-term, flexible “gig employees” that are employed through digital “non-standard form” (Goldstein, 2018). Based on the above statement, as writer suggested, gig economy is part of the strategic planning of HRM as by using manpower, in this situation, gig employees, HRM is saving label avoiding surpluses of staff. Furthermore, HRM invests in mental health and wellbeing programs for the employees (Gruber, et al., 2021). Promoting flexible working condition to ensure that work-life balance is achieved, creating a strategic planning between flexible working hours, making sure that flexible employment workers are present on busy shifts and the work-life balance plus wellbeing of employees is achieved. In conclusion, HRM is saving label, avoiding worker surpluses and offering the flexibility needed using the concept of four-workweek, increasing the level of productivity of the employees as a positive impact part of the strategic planning of HRM (Chakraborty, et al., 2022). Artificial intelligence simplified numerous tasks of HRM and is currently one of the important steps in hiring process and selection based on criteria chosen through AI. AI systems can predict the level of engagement and turnover of the employees, allowing HRM to act before workers become unhappy with the workplace using strategies to ensure increasement on the level of satisfaction (Vrontis, et al., 2022). On same side, Marriott HRM, in partnership with Accenture, developed numerous programs for the development of the employees to ensure that workers offer the best personalized experience to customers and increase loyalty. (Accenture, 2024). However, in 2018 with a high security level, Marriott data was hacked classed as data breach and HRM had challenging times to find a solution to avoid any future incidents (Fruhlinger, 2020).According to Walters, 2023 Marriott HRM strategic planning focuses on customer satisfaction, loyalty and expansion by sustaining international tourism and significant amounts of new rooms to expand furthermore, as the source suggest, the plans for expanding are already in place for up to 2026. Using sustainability as a strategy, Marriott is creating unique services for its customers by creating hotels that are self-efficient increasing profit, “advocating for visa and entry-policies that facilitate travel" (Marriott, 2024), obtaining more customers from abroad as a planning strategy and “supporting innovative conservation initiatives” (Marriott, 2024). To forecast and to personalize experiences, Marriott made a partnership with Accenture and launched a new system “powered by Oracle Fusion” (Accenture, 2024), that is available in over fifteen languages to simplify access and avoid misunderstandings of language barriers, classified as AI solutions, allows HRM to check accurate real-time data, that will help HRM in forecasting labor, understand the cost of the business and take more informed decisions. Market research including surveys and reviews helped HRM to take accurate decisions and forecast demand used as a strategy for segmentation and targeting different types of consumers ensuring a high variety of products that are suitable for most customers (Marriott, 2024). In contrast, Zhu, et al., 2017, suggests that organizations who need efficiency and effectiveness on tasks and a high standard for service, they need the right people at the right time, on the right place and unfortunately businesses have struggled most of the times to find a functional way to ensure the exact forecast for labor. The same source suggests that a sustainable HRP classed as Human Resource Planning, will match the manufacturing, number of employees on shifts with the demand avoiding manpower shortage and surpluses, highlighting that employee turnover is a principal metric in strategy and organizational workplace. Same and not less important is stock control and rotation, maintain and increase the level of satisfaction for employes and customers using surveys and by using current technological factors such as turnover predictors to avoid surpluses (Zhu, et al., 2017). According to Chakraborty and Biswas, 2019, the HRM department plays “profuse role” in planning and optimization, to help and support the organization needs plus the strategic goals of the company. The planned programs that are designed for HRM are in place to help the department in managing employees through a planned framework that will help employees to perform and develop helping workers to achieve goals and transforming the above in a competitive advantage for the organization where employees have high standards and fully trained to offer the best customer experience. Same source confirms that HRM strategic planning is based on environmental scan by accumulating the information from various potential employees pertained to the workplace availability together with the criteria and skills required alongside forecast that helps HRM to establish growth strategies and sustain the capability of the organization. Following the above, “systematic analysis” of the present workforce inventory, allows HRM to understand if the employee capabilities are utilized correctly for the intent of the organization. According to Armstrong and Taylor 2014, the process of implementing and evaluating a program is determined by the outcome and the intended purpose. HRM is handling the procedures to managers who will communicate with the employees and the outcome on how effective the program or the procedures based on industry changes and political factors, are designed to help employees in understanding business requirements is detected in forecasting, turnover, feedback and reviews. Cegid, 2020 sustain that HRM implementation include the alignment of business strategies such as external and internal goals to determine capabilities of the business, effective communication with stakeholders, collaboration for effective work processes, metrics that include targets, revenue, variable factors and continuous assessments of each above stage to ensure functionality. Marriott HRM proved its capability to change and adapt to customer and employees needs by increasing the number of programs for employee development, growing the number of opportunities of the employee goals with a continuous feedback request from the employees to ensure the level of satisfaction and retention, culture, diversity and involving employees in decision making (Marriott, 2024; Indeed, 2024). According to Accenture, 2024, Marriott introduced “Employee Stock Purchase Plan” as a platform that retain and attract new talents, increase engagement though global employees and allowing employees to purchase Marriott good at a significant discount that will be deducted from future payments. Part of HRM stages of hiring at Marriott International are keywords filter that allows HRM to detect the right candidates using their designed criteria and increase the chances in finding the perfect candidates. The online assessment designed to help Marriott are strategic questions made by HRM to determine if the potential worker has the right capability and desired skills to be a great match for the team using “Olivia Chat Bot” part of the process (Marriott, 2024). As suggested by Nikolaou (2021), social media and online platforms became important in hiring and hiring stages, making the potential job attractive and desirable. However, the writer suggesting that first stage include the attraction phase such as company ranks, reviews and surveys from employees, followed by candidate screening, digital interviews with online managers and interviewers, assessments based on games named as GDA, feedback provided by other candidates to new candidates and final stage “newcomer” on-boarding classified as first day of the candidate in the organization using trainings, coaching and mentoring through digital and in person session to understand worker capabilities and speed.
In conclusion, Marriott International is one of the most powerful global brands that adapted to customer requirements, providing support and continuous development through their strong HRM, utilizing current technology, the department evolution is visible in customer and staff reviews, with a strategic planning using games, social media, feedbacks, reviews and employee opinions, HRM transformed the development and goal achievements of their staff in to competitive advantage that helped the business flourish and opening new locations. Based on their advanced software and partnership with Accenture, they developed Oracle platform, creating further help for HRM through AI, helping the department to obtain accurate live data that allowed them to create a clear forecast of future revenue and predict income. Regarding staff retention and development, Marriott offers flexible working and “gig workers” that allows HRM to save labels and avoid surpluses. The implementation of HRM programs, effective communication and continuous evaluation helps HRM to maintain the business changes clear and comply with the current laws. As per recruitment stages, HRM of Marriott includes Olivia Chat Bot that helps Marriott to find the right candidates based on the filters and criteria selected by HRM. The process of hiring is made from different stages as seen above, ending with an on-boarding stage, classed as the first day in the organization.
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