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1. [bookmark: _Toc169646217]Introduction
The hospitality industry can only be as brilliant as the service it offers, which comes from a committed and well-trained staff (Kilson, 2022). However, recruiting, staffing, and training professionals for this highly competitive segment is a real concern. Using traditional and agile settings, this report aims at comparing and analysing the effects of different work environments on the Human Resource (HR) implications in the hospitality sector. This comparative case study therefore applies to two major industries, Marriott International and IHG Hotels whereby an evaluation of their organisational structure will help to determine the relation of the organisation structure as well as their HR approaches. Special attention is paid to leveraging these organisations’ actions about critical HR issues in the context of institutions of hospitality, such as delivering diversity and implementing performance management systems. In addition, the new trends in the application of artificial intelligence in human resource management will also be explored.


2. [bookmark: _Toc169646218]Company profiles

a) [bookmark: _Toc169646219]Marriot International Hotels
Marriott International, Inc. is one of the most prominent companies in the world’s hospitality market. Marriott International was started in 1900 by John Willard ‘J.’ Marriott and the company have gradually grown from a single nine-seat A&W root beer stand (‌Marriott, 2022). Today they possess a vast network of more than thirty various hotel and timeshare brands and manage a staggering total of 8785 properties and 1597380 rooms in 139 countries and territories (Marriott Careers, 2024). The company directly caters to 164 countries and directly employs approximately 377,000 people making it one of the biggest employer organisations in the hospitality industry (‌Marriott, 2022). Moreover, Marriott owns its loyalty programme – Marriott Bonvoy, and this provides the company with more frameworks in the hospitality environment and increases loyalty among guests (‌Marriott Bonvoy, 2023), making it suitable choice for present study. 

b) [bookmark: _Toc169646220]IHG Hotels and Resorts
InterContinental Hotels Group (IHG), known commercially as IHG Hotels & Resorts, is an InterContinental Hotels Group IHG that operates for commercial purposes under the name of IHG Hotels & Resorts is an international organisation which has its operational office located in Windsor, Berkshire, England. Originally formed in 1947 by the merging of a British Overseas Airways Corporation also known as BOAC and Cable Wireless Limited, the chain has expanded and become one of the most influential players in the hospitality industry in the world (‌IHG, 2024). IHG Studios is a virtual workspace that facilitates collaboration and innovation across the organisation (Hospitality Net, 2024).  Additionally, IHG is also exploring the potential of Artificial Intelligence (AI) to streamline operations and enhance guest experiences, making it the next suitable choice for present study.    

3. [bookmark: _Toc169646221]Influence of Work Environments on HR strategies

Marriot International Hotels
Marriott International represents a company that provides a more typical organisational culture at the workplace. Its large size, strong brand name, and operations in different countries require a clear and solid organisational structure, which implies a centralized approach to human resource management and clear procedures throughout the whole company (Lievens & Chapman, 2019). Marriott’s current approach to human resource management probably also emphasizes several critical issues. It is vital to hire a large number of people in the organisation to support a large-scale workforce with limited time and effort across diverse locations. Its services are standardized and training programmes are conducted to make sure that services provided by all brands do not deviate from the other (Henderson, 2019). 

IHG Hotels and Resorts
Conversely, the dynamics of work in IHG Hotels & Resorts appear to be more adaptable to conditions that can be associated with the concept of an agile organisation (Shi et al., 2021). Such workshops as “IHG Studios” which is an internet-based and cooperative work environment imply free-thinking, transformability, and high reactivity. This can be seen in the fact that some Chipotle outlets have direct ownership by the company while the rest are franchises that might be managed autonomously while following a laid-down framework. IHG’s HR strategy may require them to hire several employees who can work in agreement with newcomers and perform well in an environment that challenges them greatly (Leatherbarrow & Fletcher, 2014). While an agile setting brings in numerous advantages, creating continuity and cohesiveness to a brand is much easier said than done especially in situations where the projects are numerous and have different ownership. Moreover, while aiming to create customized experiences for the guests based on technology, they yet, it offers interaction with technology like AI, so it is important to ensure that the human touch is not missing (Buhalis et al., 2019).



4. [bookmark: _Toc169646222]Contrasting HR approaches
Marriott’s HR is most closely aligned with a centralized model, through such elements as the centralization of recruitment, strict structure of training, and well-defined career paths throughout the diverse Marriott network (Martin, 2017). It may be speculated that performance management makes use of evaluative criteria that have presumably been established given the firm’s objectives (Nisar et al., 2022). It comes with benefits in the sense that it assists in handling a large number of employees all over the globe and in ensuring that their service delivery conforms to quality standards rooted in the company’s several brands (Popovic et al., 2019). However, IHM looks to be more responsive to change in HRM as compared to IHG. 
The ideas such as “IHG Studios,” this is a virtual workspace concept that can enhance collaborative workspace, effective sharing of information as well as other possibilities of enhancing the cycles of innovation in the organisation. The company’s compositions include some directly owned properties, enabling them to make localized decisions in the recruiting process. This can lead to more flexible training initiatives developed to address the needs of the different brands and areas (Cismaru & Iunius, 2019). It is possible to make performance management more personal-oriented, as well as constant even though it occurs within the general framework set for it by the described corporations.

5. [bookmark: _Toc169646223]Internal & External Environment Changes
Marriott due to its size and international presence requires efficient ways of organizing and managing the large number of employees. Promoting clear career ladders acts as a motivation for talent retention, apart from helping employees understand their performance-targeted career trajectory in the company, IHG would have several brands and mixed ownership and hence it will be able to survive well in this volatile market by opting for an agile strategy (McKinsey, 2017). 
Nevertheless, the industry is dynamic, which means it also demands change.  This may be further aspects that have Marriott using components such as online training or regional training changes to meet these requirements. For instance, language announcements may be provided in areas that attract a lot of tourists from particular countries. Also, IHG encourages teamwork and creativity in its functions that allow it to constantly address the issues that may stem from new technologies or guests’ demands (Fuchs, 2022). Also, the consumer need for the individual approach and individual training can correspond to IHG’s possible future shift in the concentration on the individual training of employees and their performance. IHG may be able to adapt to the needs of the guests based on the desires of each guest through training the employees to follow a regulated system of the company (Kilson, 2022).

6. [bookmark: _Toc169646224]Influence of Organisational Size, Reach, and Sector
Due to the extensive Marriott network and operations in the global environment, there is a need to formulate a coherent HR strategy (Sanvitale, 2020). This is essential in maintaining the brand’s image and ensuring that all its guests are handled well by the hotel chains. IHG operates with a franchise system where some properties are owned and directly managed by the company, while the majority are franchised or licensed. This structure allows IHG to implement a more centralized approach to its HR practices (IHG, 2019). This centralized approach can be advantageous in specific areas or for certain property types, enhancing flexibility in practice. 
Marriott leverages its name recognition, international appeal, and clear career advancement routes to attract top talent. Its established reputation and global presence make it an attractive employer, offering robust training programs and career progression opportunities (‌Marriott, 2022). IHG, as a leading multinational hotel chain, offers a dynamic and evolving work environment that appeals to talent eager to contribute to innovation in the hospitality industry. IHG's diverse brand portfolio, from luxury to mainstream, provides employees with varied experiences and professional growth opportunities. For example, working at InterContinental offers different challenges than Holiday Inn Express, enriching employees' skill sets. Additionally, IHG's commitment to sustainability and technological innovation, such as mobile check-ins and AI-driven customer service, creates a forward-thinking environment that attracts tech-savvy professionals (IHG, 2019). This allows employees to play a role in shaping the future of the organization and the industry. 
For instance, in segments such as Ritz-Carlton-; a brand under the Marriott limited family; specialized training programmes necessary to offer distinguished services to premium consumers could be a necessity (IHG, 2019). Thus, subordinate budget hotels, for example, under the IHG umbrella are likely to focus on guest satisfaction and may thus work on efficient guest training.
In addition to size and industry, several crucial factors in HR need to be evaluated for both Marriott International and IHG Hotels & Resorts. Hiring and retaining employees should be effective in retaining customers due to the high engagement levels in the provision of quality services. To this, Marriott may counteract by employing highly templated recognition programmes, or structural Enabling Programme categorised career path-based mobility tactics to enhance engagement (‌Marriott Careers, 2022). On the same note, since IHG may work in an environment that possibly involves more collaboration, it may leverage its employee engagement by promoting the delegation of tasks and letting the employees take charge of their responsibilities (IHG, n.d).


7. [bookmark: _Toc169646225]HR concerns and Technological Advancement
Marriott International although it tends to provide services in a more formal organisational culture has also integrated the use of AI in different aspects of its HRM. One of them is the recruitment industry (West et al., 2019). In particular, while using the aforementioned technologies in screening resumes and making first-stage assessments, Marriott will be able to sort and select candidates for its vacancies, thus keeping its corporate framework, which is hierarchical. Moreover, with AI solutions by their side, corporations, including Marriott, can analyse large data and deduce patterns characteristic of candidates to help the company better attract and select the best-qualified applicants (Khair et al., 2020). 
Furthermore, in a training and development context, new approaches propelled by artificial intelligence have significantly improved at Marriott. For instance, Marriott has implemented AI-augmented learning management systems that provide personalized training modules tailored to each employee's unique characteristics, such as their learning preferences and organizational roles (Bulchand-Gidumal et al., 2023). An example of this is the use of AI to assess an employee’s performance data and recommend specific courses to enhance their skills in areas where they might be lacking. For a front desk associate, the system might suggest customer service enhancement modules, while for a manager, it might recommend leadership training programs. Additionally, Marriott uses AI to create interactive simulations that mimic real-life scenarios, helping employees practice and improve their problem-solving and decision-making skills in a risk-free environment (Vaidyanathan & Henningsson, 2023). 
On the other hand, IHG Hotels & Resorts which has an agile working culture has applied AI in multiple aspects to advance HR interventions. A particular area where AI has been applied is in the use of customized experiences for guests. COVID-19 has led to the automation of guest calls and inquiries through AI-generated chatbots and virtual assistants to create more time for specialized services. Additionally, AI algorithms analyse guest data to predict preferences and anticipate needs, allowing IHG to tailor services and amenities accordingly. 
Operational efficiency is another area where AI has made a significant impact at IHG (Al-Hyari, et al., 2023). AI-driven analytics tools optimize processes such as inventory management, pricing strategies, and resource allocation. Moreover, AI technologies enhance the employee experience at IHG by automating administrative tasks and providing personalized support. AI-powered chatbots assist employees with HR inquiries, benefits enrollment, and scheduling, improving efficiency and reducing administrative burdens (Mujtaba & Mahapatra, 2019). 

8. [bookmark: _Toc169646226]Recommendations
The traditional and more agile structure should be a mixture between Marriott International and IHG Hotels & Resorts, to make the HR strategies much stronger in the face of new challenges, changes, and comparative visions of the future opportunity of the organisation. Marriott may find that introducing more flexible and collaborative practices amid its rather rigid framework may prove helpful (McKinsey, 2017). For instance, forming cross-functional teams and engaging employees from different departments may be a way to stimulate new ideas and flexibility. Furthermore, Marriott needs to use AI not only for the optimization of its processes but also as a tool to create effective and flexible individualized career trajectories as well as a constant feedback system for its employees (Khair et al., 2020). Training employees can be another advantage, for instance, training using VR creates an immersive environment to ensure that consistent service quality is offered and also to promote employee engagement when adopting new technologies (Bulchand-Gidumal et al., 2023). 
In the case of IHG Hotels & Resorts, going deeper into the adoption of new technologies contributes positively to the effective HR agility of the company. The incorporation of technology that includes AI for real-time performance monitor and training with interactive modules can effectively contribute towards maintaining a standard across different facilities (Al-Hyari et al., 2023). It also means that IHG should pay attention to the establishment of stricter diversity and inclusion policies that would suit regional markets and provide the company with a more diverse inclusion within the workplace. Also, promoting training processes associated with AI technologies as a means of constant development in various areas will help the employees prepare for similar problems in the future (Fuchs, 2022). 

9. [bookmark: _Toc169646227]Conclusion
In conclusion, the analysis of Marriott International and IHG Hotels & Resorts on the successful establishment and execution of HR strategies examines the differences between conventional and innovative work settings. Marriott has well-defined processes and centralised decisions that help to standardise work and minimise errors, yet the application of agility could help foster creativity and increase employee satisfaction. On the other hand, IHG’s push for agility ahead of scale results in adaptability and teamwork but needs rigid structures to prevent deviation and ensure that all new locations conform to a similar model. The two organisations can apply technological solutions like AI in their operations to enhance their human resource management to reflect existing industry trends and ask workforce expectations to achieve organisational goals and a positive organisational work environment.
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