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[bookmark: _Toc1443596397]1.Introduction
This report aims to take a closer look at how Sorenson managed Marriott during this turbulent period, analyzing his leadership style, decision-making strategies, and the lasting impact on the company's culture and performance. We’ll also consider how these leadership strategies can serve as a guide for other leaders in the tourism, leisure, and events sectors when facing similar disruptions in the future.



[bookmark: _Toc1407455197]Introduction Overview:
Arne Sorenson, the late CEO of Marriott International, was one of the most prominent leaders in the hospitality industry. Under his leadership, Marriott grew into one of the largest hotel chains in the world, with over 7,000 properties across more than 130 countries. Sorenson’s tenure was marked by impressive growth and transformation. However, his leadership was truly tested during the COVID-19 pandemic, which brought the travel and hospitality industries to a near halt.
The pandemic posed unprecedented challenges for Marriott, forcing them to rethink everything from employee management to customer engagement. Hotels saw occupancy rates plummet, and for a time, global travel was practically nonexistent. Yet, Sorenson’s response to these challenges became a prime example of effective leadership in times of crisis. His approach—marked by transparency, clear communication, and a deep empathy for both employees and customers—enabled Marriott to weather the storm better than many competitors.






Student details-	1
1.Introduction	2
Introduction Overview:	2
2. Main Body	3
A. Leadership and Change Management	3
Current Change Context:	3
Strategic Leadership Responses:	4
Examples and Case Studies:	5
B. Leadership Style, Culture, and People	5
Leadership Style:	5
Culture and People Impact:	6
C. Strategic Recommendations for Leadership	6
Leadership Recommendations:	6
3. Conclusion	8
Summary:	8
Reference List:	9





[bookmark: _Toc306054359]2. Main Body
[bookmark: _Toc1908235412]A. Leadership and Change Management
[bookmark: _Toc1272366860]Current Change Context:
The tourism and hospitality sectors are no strangers to change. Shifting customer expectations, evolving technologies, and external disruptions, like economic downturns or pandemics, are all part of the landscape. However, when the COVID-19 pandemic hit, it felt like the industry was facing a completely new reality. Global travel came to a standstill as governments imposed strict lockdowns, and public health concerns set the brakes on international travel.

For Marriott, this meant that hotel occupancy dropped dramatically. In the initial stages of the pandemic, hotels were operating at less than 10% capacity in many regions. Sorenson and Marriott’s leadership team had to make swift, difficult decisions in order to survive while ensuring that they remained true to the company’s values. The main question was: how could they manage these massive changes without losing sight of the long-term vision? At the same time, Marriott had to adapt quickly to shifting customer expectations. As people’s concerns about safety and hygiene grew, the demand for more flexible booking options and contactless experiences surged. Sorenson needed to think beyond just surviving the immediate crisis—he needed to lay the groundwork for the company’s recovery.
[bookmark: _Toc1509021083]Strategic Leadership Responses:
Sorenson’s leadership during this period can be best described as both transformational and compassionate. Transformational leadership, at its core, is about motivating employees to go beyond self-interest for the greater good of the organization. Sorenson’s ability to rally his team, communicate effectively, and focus on the company’s core values was key to Marriott’s response to the crisis.
One of Sorenson’s first moves was to offer flexibility to customers. As travel plans were disrupted, Marriott introduced more flexible cancellation policies and made sure its loyalty program, Marriott Bonvoy, stayed active by offering customers rewards and benefits even if they couldn’t travel. This helped Marriott maintain customer loyalty even in such uncertain times.

On the employee side, Sorenson made the difficult decision to temporarily furlough a significant portion of Marriott’s workforce. While this move was necessary to mitigate financial losses, Sorenson’s transparent communication about the situation made a huge difference. He regularly addressed Marriott’s employees, acknowledging the challenges and letting them know that the company would do everything it could to bring them back when the situation improved. This transparent, empathetic approach was crucial for maintaining employee morale.

Additionally, Sorenson and Marriott’s leadership team focused on adapting the company’s operations to meet new health and safety standards. Marriott launched its “Commitment to Clean” initiative, which implemented enhanced cleaning protocols and safety measures at all properties. This wasn’t just a marketing move—it was essential for rebuilding customer trust during a global health crisis.
[bookmark: _Toc1995783275]Examples and Case Studies:
A great example of how Sorenson's leadership helped Marriott during this time is the way the company handled its loyalty program. Rather than scaling back on customer engagement during the crisis, Marriott chose to double down on it. Marriott Bonvoy members received offers for future stays, bonus points, and other incentives. This kept customer connected to the brand during a time when travel wasn’t possible, ensuring Marriott’s loyal customers would return once the pandemic eased. This strategy paid off when demand for travel surged, and Marriott had a ready customer base eager to book again.
Another example of Sorenson’s leadership during this time was Marriott’s continued investment in technology. While other companies were cutting costs and scaling back, Marriott made the decision to invest in digital solutions that would better serve customers post-pandemic. From enhancing mobile check-in capabilities to offering contactless payments and virtual concierge services, Sorenson’s leadership ensured Marriott was ready for the future of hospitality. The investment in technology allowed Marriott to streamline operations and provide guests with a safer, more convenient experience, ultimately positioning the brand as an industry leader in customer safety.

[bookmark: _Toc1561099782] B. Leadership Style, Culture, and People
[bookmark: _Toc334673152]Leadership Style:
Arne Sorenson’s leadership style was truly transformational. He didn’t just manage a company; he inspired a culture. His ability to lead with both empathy and clarity was critical during the pandemic. Sorenson’s leadership was characterized by his ability to motivate and unite employees, even when the situation was dire. Transformational leaders like Sorenson are known for their focus on creating shared values, promoting innovation, and building trust—qualities that were crucial for Marriott’s success during the crisis.
His leadership also reflected elements of collaborative leadership. Sorenson believed in involving others in decision-making, particularly during difficult times. This approach helped ensure that Marriott’s response to the crisis was thoughtful and aligned with the company’s long-term goals. By fostering an environment of collaboration, Sorenson encouraged his team to come together and find creative solutions to problems as they arose.
Sorenson also embodied servant leadership. He consistently put the needs of others—his employees, his customers, and the wider community—first. This was especially evident in how he communicated with Marriott’s employees. Sorenson made it a priority to keep staff informed about the situation, even when things were uncertain. He was always transparent about the challenges Marriott was facing, which helped maintain a sense of trust and loyalty among employees. This was crucial, especially when many were uncertain about their job security.
[bookmark: _Toc618336363]Culture and People Impact:
The culture Sorenson fostered at Marriott was one of service excellence and integrity. Even in the face of a global crisis, Marriott maintained its commitment to delivering the best possible service. Sorenson’s leadership ensured that Marriott’s employees understood the importance of staying focused on the company’s core values, even in challenging times.
Sorenson also placed a heavy emphasis on employee well-being. During the pandemic, many employees faced stress, uncertainty, and isolation. Sorenson prioritized mental health resources for staff, ensuring that they felt supported. Marriott provided counseling services, financial assistance to furloughed workers, and clear communication to alleviate stress. These actions were essential in keeping employees motivated and engaged, ensuring that Marriott would be ready to rebound when the pandemic subsided.
Another aspect of Marriott’s culture that Sorenson championed was its commitment to diversity and inclusion. Marriott has long been a leader in promoting diverse representation within the hospitality industry. Under Sorenson, the company continued its efforts to create a more inclusive workplace, which in turn helped create a more inclusive guest experience. By prioritizing diversity at all levels of the company, Sorenson ensured that Marriott remained a globally relevant brand that could connect with a diverse range of customers.

[bookmark: _Toc1815256778]C. Strategic Recommendations for Leadership
[bookmark: _Toc1244139667]Leadership Recommendations:
Embrace Future Technological Advancements: Sorenson’s focus on technology during the pandemic was a game-changer for Marriott. To build on this, Marriott could continue to invest in cutting-edge technologies like artificial intelligence and data analytics to enhance customer service and operational efficiency. AI-powered tools could provide more personalized experiences for guests, while data analytics could help Marriott predict trends and adapt more quickly to changing consumer demands.
Strengthen Crisis Management Plans: The pandemic taught all industries the importance of having robust crisis management plans. Marriott could develop a more comprehensive crisis response strategy that includes clear steps for managing future disruptions. This could involve regularly updating contingency plans, training staff to handle crises, and setting up a dedicated crisis management team to respond quickly in times of need.
Focus on Sustainability: As sustainability becomes a more prominent issue for consumers, Marriott should continue to build on its sustainability efforts. This could include more investment in eco-friendly building materials, reducing energy consumption across properties, and promoting sustainable tourism practices. By aligning Marriott’s operations with sustainability goals, the company could further distinguish itself as a leader in the hospitality industry.
People and Culture Recommendations:
Upskill Employees for the Future: With the rise of automation and digital tools, Marriott should continue to invest in its employees’ development. Upskilling workers in areas like technology and customer service will ensure that Marriott remains competitive and that employees are ready for the challenges of the future.
Increase Employee Engagement Programs: Marriott should expand its employee engagement initiatives to focus more on mental health and work-life balance. Given the challenges many employees faced during the pandemic, prioritizing well-being will be essential for maintaining a happy, productive workforce.
Promote Leadership Diversity: Marriott should continue its efforts to increase diversity at all levels of leadership, ensuring that its team reflects the global diversity of its customers. Diverse leadership brings different perspectives to the table, helping Marriott stay innovative and in tune with a wide range of customer needs.


















[bookmark: _Toc387098319]3. Conclusion
[bookmark: _Toc161994876]Summary:
Arne Sorenson’s leadership during the COVID-19 pandemic was a masterclass in crisis management. His ability to lead with empathy, maintain clear communication, and make tough decisions allowed Marriott to weather the storm. His transformational and collaborative leadership style not only helped Marriott survive the pandemic but also set the company up for long-term success.
Final Leadership Recommendations:
Looking ahead, Marriott’s leadership should focus on embracing emerging technologies, strengthening crisis management frameworks, and continuing to lead the way in sustainability. Additionally, investing in employee development and leadership diversity will help Marriott stay competitive and ready for future challenges. By implementing these strategies, Marriott can continue to grow and thrive in an increasingly dynamic and competitive global market.
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