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Corporate Social Responsibility in Promoting Sustainability in the Hospitality Industry: A Case Study of Marriott International

CSR stands for the Corporate Social Responsibility that has become one of the essential terms for the organizations of various types and fields, and more specifically, it became noticeable for hospitality companies. CSR is understood as a process in which organizations willingly engage in a recognition of the organization’s impact on society and its environment, providing maximum value to stakeholders, and promoting the welfare of not only employees and customers but also the general public and the business. CSR has emerged as a competitive necessity for enhancing sustainability and opportunities for decreasing the impact of hospitality industry on the environment. This paper will therefore analyze the position and attempts of Marriott International Inc. concerning CSR and sustainability in the hospitality industry. The discussion will assess the focal realm s that have benefited from Marriott’s try at CSR and estimate the strength and weakness of CSR policies at Marriott confronting the trial of being good for CSR (Cooper, 2021).
As the industry that is most directly implicated in many of the sustainability issues due to its high resource consumption, the hospitality industry takes on a multipoint role in responding to sustainability challenges. The main sources of environmental impact in hotels are the overall resource use in the form of energy and water requirements, production of waste and emissions (Vânia Gonçalves Costa and Costa, 2022). CSR activities are now acknowledged as a potent instrument that might help reduce these environmental effects and enhance sustainable construction and operation of hospitality facilities in the long run. CSR programs typically focus on three key pillars of sustainability: three elements for businesses that aim at equitable sustainability, known as the “Triple Bottom Line” concept. This framework empowers the hotels to engage in profit making activities while at the same time undertaking environmental conservation and promotion of the welfare of society. According to Haski-Leventhal (2018), organizations must embrace strategic CSR to become social and environmental actors, infusing business ethical standards into functioning.
Marriott International is one of the world’s leading hotel chains, renowned for its commitment to sustainability through its CSR program known as "Serve 360: Marriott CSR Report 2023 Subtheme: Doing Good in Every Direction. Marriott’s CSR strategy is built on four main pillars: protecting environment taking care of Earth witnessing responsible management inspiring through job opening, embracing diversity promoting human rights. All of these pillars are in line with global sustainable development goals such as the United Nations SDGs (Marriott International, 2023).
The environmental sustainability categories at Marriott Management include; Climate Conservation; Water Management; and Waste Management. Some of Marriott’s key focuses include: Water intensity was reduced by 15%, and carbon intensity by 30%, by the year 2025 (Marriott CSR Report 2023). The hotel chain has employed different techniques of efficient water use technologies, and energy efficiency systems at the hotels. For instance, using of the LED lighting, smart thermostats and water saving fixtures in the guest rooms has decrease resource utilization dramatically. Moreover, Marriott has introduced waste recycling as well as minimizing of disposable plastics policies in their service providers.
Marriott International’s CSR activities are also influenced by legislation, particularly in the United States, because several environmental and social laws affect CSR. Two federal EPA laws specifically name Marriott and require it to take actions to prevent air pollution and waste water discharge to the country’s water bodies. Such standards have led to the use of energy conservation technologies, the reduction of greenhouse gas emissions and the institution of measures to meet water use legislation by this hotel chain (U.S. EPA 2023). Like the example of incentives for using energy-efficient measures such as smart thermostats that were enshrined in the Energy Policy Act of 2005 aimed at ensuring organizational optimization of energy consumption in Marriott hence cutting on its greenhouse emissions.
As for the social responsibility the Americans with disabilities Act confronts Marriott to guarantee accessibility for all its locations for disabled guests with ADA (ADA.gov 2023). Moreover, all Marriott’s properties under construction or new construction in California are now required to adhere to the CALGreen Code to promote water and energy efficiency for the company, as well as, support Marriott’s environmental goals (CALGreen Code 2023). These laws do not only serve as Marriott’s regulation compliance but also a company that practices sustainability and social responsibilities in the hospitality industry.
Marriott also dedicates itself to social responsibility in regards to community influence and diversity. It also gives back to the general public through the charitable support through; donation, provision of training to the employees of the underprivileged groups, and supporting departments during natural disasters among others (Tsai, 2009). The Marriott also runs strong policies regarding diversity and inclusion, and the Marriott employment practices promise to provide safe work environment for all employees regardless of the diversity. It has also started programs for more diversity and women empowerment within the workplace of the organization.
Based on economical perspective, Marriott CSR strategies encompass the creation of shareholders, employees and customers’ sustainable value. The application of sustainability in business structure has formed a unique selling point worthy of adoption within the Marriott chain owing to several reasons that include the following: The ability to attract eco-sensitive consumers within the market The establishment of a bond of compatibility between the company and its consumers Marriott has also engaged in the right cause of responsible tourism and this has helped the company achieve economic impacts within communities hosting its hotel facilities (Fonseca and Carnicelli, 2021).
Since the Marriott’s social disclosures CSR has greatly enhanced its contributions on sustainability in the hospitality industry. By its environmental initiatives, the company has managed to lessen its volume of emissions, also dampened on water usage in line with the global best practice in the fight against climate change. Overall, Marriott demonstrates the strategy can have positive impacts on the state of communities and increase the company’s stakeholders’ perception of Marriot’s as a socially responsible company. Furthermore, by incorporating CSR in its strategic management plan, Marriott has clearly shown that sustainability is an economic model than can go hand in hand with profitability, especially when it comes to tourism experiences (Singal & Rhou, 2017).

Cooper (2021) discusses how technology, sustainability and changing policies impact on tourism, including information on artificial intelligence and robotics, social media and airbnb etc. Nevertheless, CSR implementation has its obstacles resulting from policy hazards in the hospitality business. The main threat is the high costs associated with the implementation of sustainable technologies and processes. For example, the application of energy efficient systems in place and using water saving technologies entail huge initial costs, which can be a big problem for small chain hotels or individual hotels. Further, there is always a shortage of legal pressure on hotels to implement CSR policies than in areas where environmental legislations are computer or inadequately enforced (Levy & Park, 2011).
One of the CSR strategic objectives of Marriott International is stakeholder engagement. Stakeholder engagement refers to the active participation of groups which are the company’s employees, customers, and local communities, suppliers and shareholders. According to Marriott on CSR, the firm cannot work in isolation, hence sustainability involves serious stakeholders’ engagement for the success of CSR activities.
For example, Marriott engages in views and insights anticipation from the strategic stakeholders with reference to its sustainability activities. To this end, CSR initiatives at Marriott involve engaging stakeholders so that CSR undertakings address the needs and requirements of stakeholders in various areas of operation. Notably, the way Marriott is working with the community on environment management and employment provisions is the most appropriate example of creating value for all. Apart from generating revenues and satisfying its stakeholders, Marriott also actively contributes to the society by offering workers for local residents, and thus expanding its relations with the society (R. Edward Freeman, 1984).
Furthermore, the kind of relationship that Marriott has with its employees gives social responsibility a targeted direction in its execution in the organization. Instead, people are regarded as change-makers through interaction with the guests and other activities connected with the organization (Holcomb, Upchurch & Okumus 2007). In an attempt to create sustainability and environmentally friendly culture in its organization, Marriott ensures that employees go through training in this area hence having full ownership of the same. This, in turn, increases employee morale and lower turnover because the employees can identify themselves with the company’s mission.
CSR initiatives offer great potential for organizations such as Marriott International to advance sustainability; however, unlike the opportunities list, the challenges of policy implementation are a realistic one. The first issue that is evident is the cost factor as companies threaten to derail efforts towards carrying out sustainable business practices (Jauhari, 2021). The application of efficient facilities for energy appliances, renewable energy, as well as sustainable water conservation entails considerable capital outlay without assured quick returns. Such investments could easily be made by large brands like Marriott but such concepts are hard to come by among independent hotels because of financial constraints. This malaise leads to the gaps in CSR engagement within the industry and some big players in the hotel sector can take advantage of the CSR scheme while the others who form a vast majority cannot.
Also, changes in or differences of regulations from one region to another present a problem to companies such as Marriott hotels company. Rules and laws in the societies of several nations have diverse standards of environment and labor. This makes it hard for Marriott to have a certain CSR policies and standards for all the franchises. For instance, when Marriott is implementing sustainability goals in countries with low standards of environment conservation, then the goals may not be well implemented. Furthermore, local legislation may not always fit the company sustainability targets therefore a more localized approach to CSR is required in these regions.
The other difficulty is the involvement of the various stakeholders. This imposes a challenge of mediating between the company’s investors, customers, employees, local communities and the environmental lobby groups. Strategic management of all these points of interest under one CSR framework presents many challenges and at time some neutrality. For example, whereas some stakeholder may care about environmental issues in the organization, another one will only care about the economic returns for the firm or the organization’s social accountability. This presents the need for Marriott to regularly review the CSR objectives they set out for a particular year and how they best align with what their stakeholders expect to see from the company.
However, this paper points out that there are many opportunities through which Marriott can improve its CSR and contribute more positively to sustainability as listed below; One such avenue is the increase in requests for sustainable tourism as travelers become aware of the impact, social and environmental, of their travel. Marriott has a good opportunity in this regard to publicize the green hotels and sustainability tourism. Further, leadership by Marriott in CSR can act as inspiration for other chains of hotels and hence CSR practices can be tipped off to be widespread in the hospitality industry.
Marriott also has the chance to explore more on how the technological developments would allow it to reduce negative impacts on environment even further. Improvement in the energy management systems, water saving technologies and minimization of waste would lead to sustainability objectives of Marriott as well as efficiency gains of the organization. Also, by maintaining its current practice of interacting with the locals and supporting social causes, Marriott can improve the company’s image and thus increase the customer base (Zaharia & Zaharia 2021).
Thus, CSR has a pivotal role to perform in relation to the sustainability in context of the hospitality operating units. Another case study of Marriott International shows that CSR in form of Serve 360 program supports both decreasing the company’s negative impact on the environment and giving back to the society. Despite the limitations regarding CSR policies as organization, there are inevitable restrictions affecting its implementation; the costs may be high, and it requires compliance with numerous legal acts Nevertheless, it is crucial to notice that Marriott has shown that sustainability is possible to enact and may bring profit. If Marriott is to extend the CSR activities more widely and further, then it will be actively building the efficient concept of sustainability within the global occupancy, and helping other hotel chains establish the similar models as well.
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