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[bookmark: _Toc191854520]Executive Summary
This report provides a comprehensive analysis of Marriott International, focusing on the company’s organisational structure, corporate culture, goals, and recent change initiatives, as well as evaluating its strategic direction and sustainability efforts. Marriott, a global leader in the hospitality industry, operates more than 9,100 properties across 142 countries and territories under 30 brands. Known for its customer loyalty program, Marriott Bonvoy, and its strategic mergers, Marriott continues to grow its presence in global markets, emphasizing expansion, sustainability, and technological innovation.
The report begins with an assessment of Marriott's hierarchical and franchise-based organisational structure, which allows the company to expand globally while maintaining operational efficiency. The company effectively balances centralisation and decentralisation, ensuring consistency while adapting to local market needs. Marriott’s corporate culture prioritises employee engagement, ethical business practices, and inclusivity, which are key factors in sustaining its competitive advantage in the market.
Recent change initiatives, including digital transformation through the Marriott Bonvoy app and AI-driven tools, have been instrumental in enhancing guest experiences and operational efficiency. The report also explores Marriott’s sustainability initiatives, such as its Serve 360 platform, which aligns with the UN Sustainable Development Goals and focuses on carbon reduction, responsible sourcing, and social impact.
The report also evaluates Marriott’s post-pandemic recovery strategy, which highlights the company's adaptation to new employee needs and business conditions. In terms of strategic direction, Marriott is focusing on luxury and emerging markets to drive growth, particularly in Asia-Pacific and Middle East.
Recommendations for Marriott to maintain its competitive edge include expanding renewable energy use, enhancing supply chain transparency with blockchain technology, and continuing investments in AI and personalised services. Strengthening employee retention strategies and further expanding into emerging markets, particularly sub-Saharan Africa and Latin America, will also be key to sustaining Marriott’s market leadership in the future.
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1. [bookmark: _Toc191854521]Introduction
Marriott International is a global hospitality leader, operating over 9,100 properties across 142 countries and territories under 30 leading brands, including Marriott Hotels, Ritz-Carlton, and Sheraton. Founded in 1927 by J. Willard Marriott, the company has become a key player in both luxury and mid-scale segments. Marriott’s success stems from its customer loyalty program, Marriott Bonvoy, and strategic mergers, such as the 2016 acquisition of Starwood Hotels & Resorts Worldwide It is committed to sustainability, with ambitious goals for reducing its environmental impact, and prioritises diversity and inclusion in its workforce. (Marriott International, 2025)
The aim of this report is to critically assess and evaluate Marriott International, focusing on its organisational structure, corporate culture, recent change initiatives, and strategic direction. This report will analyse how Marriott has positioned itself within the global hospitality industry, examining both corporate and individual hotel levels. Key topics to be covered include an assessment of Marriott’s structure, its corporate culture, and the goals at both corporate and hotel levels, analysing Marriott's recent changes, their impact on operations, and how well these changes were managed, a review of Marriott's long-term strategic objectives and the strategies employed to achieve them and proposals on how Marriott can enhance its competitive edge in the hospitality industry.
[bookmark: _Toc191854522]2. Main Findings
[bookmark: _Toc191854523]2.1 Organisational Structure, Culture, and Goals
[bookmark: _Toc191854524]2.1.1 Organisation Structure
Marriott International operates under a hierarchical, franchise-based model, incorporating a mix of company-owned, franchised, and managed properties. This structure enables the company to expand globally while leveraging franchise partnerships for local market penetration, thereby enhancing brand recognition and operational efficiency. (Marriott International, 2016) By utilising this model, Marriott benefits from economies of scale, ensuring that its corporate standards are upheld across different regions while allowing local operators to adapt to specific market conditions.
Marriott International effectively balances centralization and decentralization by maintaining global brand standards while allowing local adaptation. Centralized policies ensure consistency in service quality and brand experience, which is crucial for maintaining customer trust and loyalty across international markets. Simultaneously, decentralized management allows flexibility in responding to regional market needs, cultural preferences, and regulatory requirements. (Dudovskiy, 2023) This dynamic approach enhances operational efficiency while fostering cultural sensitivity and local engagement.
When examining Marriott’s organizational structure, culture, and objectives, several management and organizational behaviour theories are relevant. Maslow's Hierarchy of Needs and Hofstede's Cultural Dimensions are particularly significant in understanding how Marriott manages employee motivation and global integration. Hofstede’s framework explains how Marriott’s operations balance universal corporate values (e.g., service excellence, innovation) with localized adaptations. (Żemojtel-Piotrowska & Piotrowski, 2023) The company promotes a strong corporate culture, emphasising employee engagement and customer satisfaction, aligning with high collectivism and long-term orientation. (Wesley et al., 2024)
[bookmark: _Toc191854525]2.1.2 Corporate Culture
Marriott International’s corporate culture is built on its core values: “Putting People First,” “Pursue Excellence,” “Act with Integrity,” and “Embrace Change”. These principles foster a people-centric work environment, ensuring employee satisfaction and superior customer service. The company prioritises ethical business practices, continuous improvement, and adaptability in a competitive global market. (Marriott International, 2025) The company prioritises ethical business practices, continuous improvement, and adaptability in a competitive global market. (Wesley et al., 2024)
Marriott International champions diversity and inclusion through initiatives like Women in Leadership, which promotes gender equality in executive roles, and the Serve 360 program, which focuses on sustainability, community engagement, and workforce diversity. (Holtgrieve, 2021) (Marriott International, 2024) These efforts align with Marriott’s commitment to an inclusive and responsible corporate culture.
Marriott International fosters employee engagement through its TakeCare culture, which prioritizes associate well-being, growth, and inclusion. The company offers extensive training programs, including leadership development and skills enhancement, ensuring high service standards and career progression. These initiatives contribute to employee satisfaction and retention. (Varghese & Noronha, 2014)
[bookmark: _Toc191854526]2.1.3 Organisational Goals
Marriott International’s goals are structured to align corporate strategies with individual hotel objectives, ensuring cohesive growth, operational excellence, and enhanced customer satisfaction across its global portfolio.
At the corporate level, one of Marriott’s primary goals is expansion, focusing on increasing its presence in diverse markets. Despite challenges in specific regions, the company projects a net room growth of 6.5% in 2024, demonstrating its commitment to global expansion. (Oladipo, 2024) Alongside expansion, sustainability remains a core objective. Marriott has pledged to achieve net-zero greenhouse gas emissions by 2050, implementing initiatives such as reducing single-use plastics. For instance, the company has replaced small toiletry bottles with larger pump dispensers, preventing an estimated 500 million bottles annually from reaching landfills. (Marriott International, 2025)
Additionally, digital innovation plays a crucial role in Marriott’s strategic direction, with investments in AI-powered tools aimed at enhancing guest experiences and optimizing operational efficiency. Recent developments include AI-driven trip planning solutions, reflecting the growing integration of technology in the hospitality industry. (Zaytsev, 2024)
Finally, customer experience remains a key focus, with Marriott continuously adapting to evolving traveller preferences and emphasising personalised, immersive experiences to maintain a competitive edge in the market. (Patov, 2024)
At the individual hotel level, properties align with corporate goals while focusing on revenue growth, operational efficiency and local market adaptation. Revenue growth is a priority, with each hotel implementing strategic pricing and targeted marketing efforts to maximise profitability.
Marriott International pioneered revenue management in the hospitality industry with systems like Group Pricing Optimizer (GPO) and One Yield, enhancing pricing decisions and demand forecasting. The company is now developing Total Yield, a next-generation system optimising revenue across guest rooms, group bookings, and meeting spaces. (Hormby et al., 2010)
[bookmark: _Toc191854527]2.2 Recent Change Initiatives
[bookmark: _Toc191854528]2.2.1 Digital Transformation & Loyalty Programs
Marriott’s corporate goals focus on expansion, profitability, and innovation. In 2024, it achieved a 34% profit margin and strong RevPAR growth, particularly in international markets. The company also saw record hotel deal signings, a 6.8% net room increase, and rising loyalty memberships. Marriott continues investing in technology, co-branded credit cards, and business travel recovery to drive long-term growth. (O'Neill, 2025) For example the Marriott Bonvoy self-check-in app enhances guest experiences by offering seamless booking, mobile key access, and personalized services while reducing staff interaction. It promotes loyalty through exclusive offers and integrates self-service technology, meeting evolving traveller preferences. This innovation strengthens Marriott’s market position and commitment to a superior, tech-driven guest experience. (Hamidane, 2024)
Marriott International leverages AI to enhance guest experiences and operational efficiency. Chatbots and virtual assistants provide instant support, while AI-driven recommendation systems offer personalized services. Voice recognition enables smart room controls, and sentiment analysis helps improve guest satisfaction. Predictive analytics optimize staffing and pricing, while automated revenue management ensures competitive pricing. AI-driven targeted marketing, social media monitoring, and fraud detection enhance engagement and security. Additionally, AI optimizes energy use and reduces waste. Future advancements may include robotics, augmented reality, and deeper personalisation, positioning Marriott as a leader in AI-driven hospitality innovation. (Ramirez, 2024)
[bookmark: _Toc191854529]2.2.2 Sustainability & Green Initiatives
Marriott International operates and franchises hotels globally, focusing on management rather than ownership. Its Serve 360 sustainability platform aligns with the UN SDGs, aiming to reduce carbon emissions, increase renewable energy use, and promote responsible sourcing. By 2025, Marriott targets a 30% carbon reduction and long-term net-zero emissions by 2050. (CDP, 2023)
Marriott implements water conservation programs through efficient technologies, low-flow fixtures, and recycling systems. Many properties are LEED-certified, ensuring sustainable design, energy efficiency, and reduced environmental impact. These initiatives support Marriott’s broader sustainability goals, promoting responsible resource use while enhancing operational efficiency and guest experiences. (Marriott International, 2023)
Marriott International is committed to sustainability, diversity, and social impact through its Serve 360 platform, aligning with the UN Sustainable Development Goals. By 2025, it aims to invest $35 million in hospitality skills training, achieve gender parity in leadership, and contribute 15 million volunteer hours. Environmental targets include 30% renewable energy use, 50% food waste reduction, and sustainability certification for all hotels. Marriott prioritizes responsible sourcing and human rights training for all employees. Additionally, it invests in fostering cultural understanding through travel, ensuring a more sustainable, inclusive, and ethical future in hospitality. (Collins, 2025)
[bookmark: _Toc191854530]2.2.3 Post-Pandemic Recovery Strategy
Marriott’s luxury segment remains a key driver of growth, with 500+ luxury hotels and 300 in the pipeline. CEO Anthony Capuano emphasizes expanding both luxury and midscale markets, seeing midscale guests as future luxury customers. Marriott is also investing in AI to enhance guest experiences and streamline operations. The company remains committed to an asset-light strategy while prioritizing ESG initiatives like carbon reduction and food waste management. Business travel and group bookings are rebounding strongly, with 2024 forward bookings up 14%. Partnerships, including Marriott Bonvoy and MGM, continue to expand the brand’s reach in hospitality and travel services. (Taiwo, 2023) Marriott's post-pandemic recovery strategy focuses on enhanced cleaning and contactless services, including mobile check-ins, sanitising stations, thermal scanners, UV light technology, and reduced restaurant capacity. Furniture is rearranged to maintain social distancing, and surfaces are sanitised frequently with hospital grade disinfectants. (Kim & Han, 2022)
Marriott faced a high turnover rate post-pandemic, with one in four new hires quitting within 90 days. To address this, Marriott introduced flexible work schedules, part-time roles, virtual tipping, and reskilling programs. The company also launched the "iJobs" platform, offering employees more variety in tasks, and a leadership development program called "Elevate" to promote internal candidates to management roles. These initiatives helped improve employee retention, engagement, and guest service performance. (Marriott International, 2023) Marriott’s use of Kotter’s 8-Step Change Model reflects a structured approach to change management, particularly in the face of post-pandemic challenges. This model provides a structured approach to implementing change in organizations. It emphasizes creating urgency, forming guiding coalitions, developing a vision, and anchoring changes in the organization’s culture. Marriott’s shift to employee well-being and flexible work schedules reflects Kotter's model, particularly in creating a sense of urgency) and creating a vision for change. (Carreno, 2025)
[bookmark: _Toc191854531]2.3 Strategic Direction
Marriott's long-term growth strategies involve expanding into emerging markets such as Asia-Pacific and the Middle East, where increasing middle-class populations and rising travel demand present significant opportunities. (Janberg, 2025) The company is also focusing on luxury and lifestyle brands, including Ritz-Carlton, St. Regis, and Edition, to cater to affluent travellers and capitalise on growing demand for premium services. (Marriott International, 2024)
[bookmark: _Toc191854532]2.4 Sustainability as a Competitive Advantage
Marriott has integrated sustainability as a key component of its competitive advantage, setting ambitious long-term sustainability goals such as reducing carbon emissions and water consumption. (CDP, 2023) Marriott also partners with environmental organisations, such as the World Wildlife Fund, to enhance its environmental initiatives and drive sustainable practices across its global operation. (Pearson, 2018)
Marriott’s competitive positioning can be assessed using Porter’s Five Forces framework. The threat of new entrants is moderate due to high capital investment requirements and brand loyalty. Supplier power is relatively low as Marriott has a large network of hotels, reducing dependence on individual suppliers. The bargaining power of buyers is moderate to high, driven by the abundance of alternatives in the hospitality market. (Dudovskiy, 2023) The threat of substitutes is also significant, with alternatives like Airbnb challenging traditional hotel models. Studies show a 2-3% revenue impact on traditional hotels due to the growing popularity of Airbnb, especially in urban areas. Rivalry among competitors, particularly Hilton and Hyatt, remains intense. (Gasimba, 2024)
3. [bookmark: _Toc191854533]Recommendation
To enhance sustainability efforts, Marriott could expand the use of renewable energy across its hotels and improve supply chain transparency using blockchain technology, to meet increasing consumer demand for eco-friendly practices. (Khanna et al., 2020)
Additionally, investing in AI and personalisation, especially within the Marriott Bonvoy loyalty programme would elevate the guest experience through tailored offerings and more efficient service delivery. (Taiwo, 2023)
Strengthening employee retention strategies is also critical; offering competitive wages, clear career progression paths, and mental health initiatives would improve employee satisfaction and reduce turnover. (Varghese & Noronha, 2014)
Finally, Marriott’s global expansion strategy should focus on strengthening its brand presence in emerging markets such as sub-Saharan Africa (Africa Beat, 2024) and Latin America, tapping into rapidly growing travel demand in these regions. (Marriott International, 2025)
4. [bookmark: _Toc191854534]Conclusion
Marriott International stands as a global leader in the hospitality industry, successfully leveraging its expansive portfolio, diverse offerings, and strong corporate culture. The company’s organisational structure effectively blends centralisation with local adaptability, which enhances its global reach while respecting regional demands. (Dudovskiy, 2023)
Marriott’s corporate culture, built on values of excellence, integrity, and inclusion, fosters a productive environment that drives both employee satisfaction and customer loyalty. (Żemojtel-Piotrowska & Piotrowski, 2023) (Wesley et al., 2024)
The company’s recent initiatives, particularly in digital transformation and sustainability, position it as a forward-thinking brand that embraces technological advancements and environmental responsibility. (Zaytsev, 2024) Marriott's strategic direction, focusing on growth in emerging markets and premium brands, aligns with its long-term objectives of profitability and global leadership in hospitality. (Oladipo, 2024)
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