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[bookmark: _Toc6680]Executive Summary

Through an analysis of the internal and external environment, this report found that in the context of covid-19, the external political and economic environment of Marriott is relatively harsh, and the competition in the market is fierce. In this case, Marriott needs to rely on its existing resources and capabilities to withstand the harsh external environment. This report provided Marriott with four development recommendations: Improve public relations management capability; Develop a salary system that satisfies both Marriott and its employees; Create a differentiated development path; and continue to invest in the membership system to maintain consumer loyalty. 
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[bookmark: _Toc21447]1.0 Introduction

In 2020, the covid-19 epidemic exploded globally. The prevalence of the virus has had a profound impact on the global hotel industry. In 2020, most international hotel groups suffered heavily from the varying degrees of lockdown measures imposed by countries globally. Some small hotels even went bankrupt. New hotel formats have been developed during the epidemic. After the second quarter of 2021, the leisure needs of people in Europe and America led to a recovery of the tourism and hotel industry (Bethesda, 2022). However, in early 2022, high inflation hit Europe and the US, and a war between Russia and Ukraine broke out. These negative macro factors have brought new uncertainties to the hotel industry, which is seeking a recovery in the epidemic. The purpose of this report is to analyze the internal and external environment of the international hotel industry in the context of covid-19, using the Marriott International Hotel as a case. 

The Marriott International Hotel was founded in 1927, and is headquartered in the United States. The group currently has more than 30 brands, nearly 8,000 hotels and about 1.48 million rooms in 139 countries and regions worldwide (Harris, 2022). The vision of Marriott International is to be the leader in the global lodging industry (Marriott International, 2022a). Below, this report will apply PESTEL, Porter's 5 Forces framework, the value chain framework, and SWOT to analyze the internal and external environment of Marriott International. 






[bookmark: _Toc13943]2.0 PESTEL

The PESTEL framework is designed to analyze six macro-environmental factors that an industry or organization is involved, including political, economic, socio-cultural, technological, environmental and legal. This report will focus on discussing the impact of political and economic factors on Marriott. 

[bookmark: _Toc9628]2.1 Political 

As an international hotel group, Marriott is located in an unstable international political environment. Since the outbreak of Covid-19, relations between China and the United States, between NATO and Russia, and China and Australia, have all been deteriorating. In March 2022, Russia took military actions directly against Ukraine. This has caused almost all political and economic diplomatic ties between the United States and Russia to be broken. At a time when covid-19 still troubles the world, the assets of Marriott in Russia could be confiscated (Barklie, 2022). In addition, the Chinese government closed the Chinese website of Marriott by force for a week in 2018 after the US government asked multinational companies to condemn the Hong Kong and Xinjiang problem of China (Wood, 2018). It can be said that the international political environment is not stable, and the operation of Marriott in Russia, China and other countries may encounter more political risks. 

[bookmark: _Toc32579]2.2 Economic 

The potential global recession has created great uncertainty to the future performance of Marriott. After the social blockade in 2020, both developed countries in Europe and the United States, and developing countries in Asia, besides China, have experienced a period of sharp economic contraction (Sanchez, 2021). This comes with a decline in tourism and business travel. Since the second half of 2021, the active monetary policy implemented by developed countries in Europe and the United States in response to COVID-19 has led to a high global inflation. This leaves a danger for a further global recession. Once the Fed enters the rate hike channel, the global economy is likely to fall into stagflation (Cabello, 2022). Against this backdrop, the global hotel industry is likely to be hit harder in 2022 and 2023 compared to that in 2020. By then, people with sharply declined incomes will stop visiting luxury leisure hotels, and the performance of Marriott will decline. 

[bookmark: _Toc30461]2.3 Socio-cultural 

The prevalence of Covid-19 is quietly changing the way of life of people. People no longer like to make international travel, but begin to learn to enjoy their domestic scenery (University of Minnesota, 2021). However, this also provides an opportunity for the development of the domestic hotel industry in various countries. The large number of leisure properties held by Marriott, just can meet this social development trend. 

[bookmark: _Toc21490]2.4 Technological 

The major technological factor that can affect the development of Marriott is the in-depth application of Facebook-based social media in marketing. Overall, social media technology can reduce the marketing cost of the hotel industry, so it has a positive impact on the operation of Marriott. 

[bookmark: _Toc14871]2.5 Environmental 

The hotel industry not only needs consuming a lot of water and electricity, but also will produce a lot of waste water and household garbage. Therefore, Marriott faces the responsibility of saving resources and protecting the environment. 

[bookmark: _Toc29768]2.6 Legal 

In the context of the covid-19 epidemic, the hotel industry needs to comply with the epidemic prevention policies of various countries and regions. This could suspend the operation of Marriott and cause financial losses. 
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[bookmark: _Toc5317]3.0 Porter’s 5 Forces analysis 

Porter's 5 Forces is a framework that can be used to analyze the situation within an industry. Marriott can not only use the framework to analyze its strategic position in the hotel industry, but also to explore new profit opportunities. This report will focus on discussing the impact of existing competitors on Marriott. 

[bookmark: _Toc18258]3.1Threat of New Entrants 

New market entrants may adopt new business models and have low operating costs. This will pose cost challenges for Marriott. For example, the birth and development of Airbnb, which provides short-term home-stay booking services on a global scale, once hit economy hotels (Mody & Gomez, 2018). 

[bookmark: _Toc12302]3.2 Bargaining Power of Suppliers

The bargaining power of suppliers in the hotel industry is not strong. This is mainly due to there are multiple substitutes in the hotel industry, and no supplier can control the market. In addition, Marriott, as a multinational company, has a large number of suppliers. As a result, the bargaining power of suppliers has less impact on Marriott.  

[bookmark: _Toc32610]3.3 Bargaining Power of Buyers

The bargaining power of buyers has an important impact on Marriott. Consumers in the hotel industry always want to get the best service with minimal cost. This has prompted most industry practitioners to strive to improve the comfort of rooms and supporting facilities (Sampaio, Hernández-Mogollón, & Rodrigues, 2019, p.649). This has made consumers more picky and have a stronger bargaining power. If consumers are dissatisfied with a hotel brand, they have many alternative brands to choose from. Although Marriott has more than 13 million members worldwide, consumers will eventually abandon Marriott if the products and services offered by competitors are more valuable. Therefore, the strong bargaining power of buyers is an unavoidable problem for Marriott in its development. 

[bookmark: _Toc5313]3.4 Threat from Substitute Products

Threats from substitute products did not significantly affect Marriott. Although substitute products like Airbnb have impacted the entire hotel industry, hotels like Marriott that offer luxury accommodation experiences to consumers were not significantly affected (Mody & Gomez, 2018). Under the covid-19 pandemic, people mainly cut the demand for economy hotels, the luxury hotels existing for leisure, have begun to recover in the second quarter of 2021. The revenue of Marriott bucked the trend in 2021. In the fourth quarter of 2021, the hotel not only ceased to lose, but also turned out a profit compared to the previous year, realizing a surplus of $1.42 per share (Marriott International, 2022b). 

[bookmark: _Toc10948]3.5 Rivalry among the existing players

Marriott faces fierce competition from competitors. The global hotel industry shows an oversupply pattern as a whole, which is more obvious in the context of the shrinking demand caused by covid-19 (Singh, 2021). Therefore, although Marriott is already a leader in the international hotel industry, the company still faces serious competitive challenges. Currently, strong competitors of the company in the international market include Hilton Hotel and Resorts, IHG (Intercontinental Hotel Groups), Wyndham Hotels and Resorts and Hyatt Hotel Corporations. The basic situation of these competitors is shown in Table 1. 


[bookmark: _Toc1480]Table 1: Core competitors of Marriott

	Name
	Brands
	Property portfolios
	Revenue（$）

	Marriott International
	30
	8000
	About 13.8billion

	Hilton Hotel and Resorts 
	19
	6110
	About 9billion

	IHG (Intercontinental Hotel Groups)
	18
	5991
	About19.4billion

	Wyndham Hotels and Resorts 
	19
	9200
	About 2billion

	Hyatt Hotel Corporations
	
	600
	About 3billion


Source: IHG, 2021; Wyndham Hotels & Resorts, Inc., 2022; Hyatt Hotel Corporations, 2022; Marriott International, 2022c; Hilton Hotel and Resorts, 2022. 

The above analysis shows that Marriott has the largest number of brands among all the core players in the market. However, the company has less property portfolios than Wyndham Hotels and Resorts and less revenue than IHG. In general, Marriott occupies an important position in the hotel industry. However, several other core competitors are likely to fully surpass it at any time. The advantage of IHG in sales may gradually translate into an advantage in property portfolios. The advantage of Wyndham Hotels and Resorts in property portfolios may translate into a number advantage of loyal consumers in the future. Marriott is facing fierce competition within the industry. 

In addition, hotels adopting new business models like Airbnb will inevitably become competitors to Marriott. The advantage of Airbnb is the ability to allow travelers on vacation to feel the warmth of home in a low-cost way (Airbnb, 2019). This coincides with some of the service experiences that Marriott has created. In 2021, the performance growth of Airbnb was much higher than the average level of the hotel industry, in the context that the global hotel industry was under a recovery as a whole (Singh, 2021). Some target consumers of Marriott eventually became the consumers of Airbnb due to their changed spending habits. Therefore, Marriott also faces competition from Airbnb. 

[bookmark: _Toc32580]4.0 Value chain analysis 

Porter's value chain consists of two parts, namely, primary activities and support activities. The former involves inbound logistics, product or service production, outbound logistics, marketing and sales, and service and aftercare. The latter involves infrastructure construction, human resource management, technology research and development, process management, etc. Studying the value chain can help Marriott identify its strengths and weaknesses. 

[bookmark: _Toc3619]4.1 Primary activities

For Marriott, the provision of services is the core activity that determines the competitive advantage of the company. Marriott belongs to the service industry. It does not produce products, but only provides services. At the core of these services is to provide consumers with super-value experiences, including accommodation experiences and leisure experiences. To improve consumer experiences, Marriott has only one standard for hiring employees, that is, to hire those people who put others at the first place. As long as employees can put the needs of consumers first in the job, then they can provide excellent service to customers. Even if these employees do not have any service skills at the interview, it does not prevent them from being a core employee of Marriott (Gibbons, 2020). Therefore, consumers can experience excellent service as they come to the hotels of Marriott. This is not only reflected in the sincere smile and timely request response of the service staff, but also in their ability to predict the potential needs of customers. The experience makes customers really feel that they are the God. This can be done only by those who really put others first. 

[bookmark: _Toc24256]4.2 Support activities

Some support activities of Marriott play a bigger role in the value chain of Marriott compared to its main activities. One of the most important support activities is human resource management. There is no doubt that the hotel industry, in order to provide good service experiences to customers, must pay attention to human resource management. The hotel industry is an industry with a high employee turnover rate, which is related to its characteristic as a basic service industry. In order to solve the problem of human resource management, Marriott put forward the "put people first" human resource development concept (Marriott International, 2022d). Under this philosophy, every employee is regarded as an important part of the group. The HR management department of Marriott not only specifically seeks candidates who put others first, but also offers complete training programs to new employees. This allows employees to develop basic service skills shortly after being hired. To retain excellent talents, Marriott has developed benefit packages and personal career development plans for employees. In terms of benefit packages, the most popular element among employees is the accommodation discount they can enjoy during travel. In terms of career development plans, the most appreciated elements by the employees are the career development opportunities and team spirit they develop during the 15-minute daily meeting (Gerhart, 2021). In addition, Marriott is a group that fights against racism and promotes social equality and justice. It won the award of DiversityInc Top 50 Ranking: No. 1 in 2020 (Marriott International, 2021). This is of great significance for building a diversified team and improving service quality. 






[bookmark: _Toc26539]5.0 SWOT analysis 

The contents of SWOT analysis are organizational strengths, weaknesses, opportunities, and threats. It can help Marriott comprehensively summarize and evaluate its internal and external environment. Table 2 is the SWOT analysis of Marriott. 

[bookmark: _Toc17747]Table 2: SWOT analysis of Marriott
	Strengths
	Weaknesses

	· Human Resource Management;
· Resource Integration Ability; 
· Loyal customers;
· Profitability
	· Bad public relations marketing;
· Employee strike. 

	Opportunities
	Threats

	· Countries start to release epidemic controls;
· Chinese market.
	· A new round of epidemic;
· High inflation;
· The war between Russia and Ukraine;
· Tensions between China and the United States;
· A brutal competitive environment. 



[bookmark: _Toc18707]5.1 Strengths 

In addition to the strength in human resource management, the resource integration ability of Marriott is also very outstanding. In 2021, the company increased a record total of 86,000 rooms and 517 properties, achieving a net room growth of approximately 4% in the year (Bethesda, 2022). In addition, as analyzed above, the company has 1300 million members. The company turns most of its members into loyal customers through a series of incentives. 

[bookmark: _Toc5601]5.2 Weaknesses 

The weaknesses of Marriott are also very obvious. The first weakness is the poor public relations management. In 2017, Hurricane Irma hit Saint Thomas Island in the Caribbean. The yachts of Marriott only served customers of the hotel, but ignored other tourists. The incident subjected Marriott to widespread public condemnation (Berr, 2017). In 2020, Marriott listed Tibet and Hong Kong as countries, causing the official website to be closed by the Chinese government for one week (Marriott International, 2022a). These events have greatly damaged the brand image of Marriott. In the future, Marriott needs to learn how to manage public relations. 

In addition, more than 7,700 Marriott employees struck in the United States in 2018 (Gibson, 2018). The incident has sounded the alarm to the salary system of Marriott. Marriott should reflect on what attitude it should take to balance the relationship between profits and hiring costs. 

[bookmark: _Toc23738]5.3 Opportunities 

In 2022, one of the opportunities of Marriott is the gradual deregulation of the epidemic control in Europe and the United States. This will provide more opportunities for Marriott to grow. In addition, the Chinese economy has shown strong resilience since the outbreak of covid-19 (Sebastian, 2021). In the future, the Chinese market may provide more room for Marriott to grow. 

[bookmark: _Toc8210]5.4 Threats 

As shown in Table 2, the external threats of Marriott, besides the possible next wave of epidemic, also include tense international political relations, high inflation and competition within the industry etc. 



























[bookmark: _Toc28497]6.0 Recommendations

Based on the above analysis, this report provides the following recommendations for the future development of Marriott. 

First, improve the ability of public relations management. The board of Marriott should establish public emergency teams and develop internal behavior rules for public relations management. Second, work with trade unions and listen to the employees. Through negotiation, develop a salary system that can satisfy both Marriott and its employees. Thirdly, seize potential opportunities in the market, and use its own human resources management and integration advantages, to create a differentiated development path. This can effectively resist market competition. Finally, continue to invest in the membership system to maintain consumer loyalty. 
















[bookmark: _Toc21236]7.0 Conclusions

This report used four environmental analysis frameworks, and mainly discussed five environmental factors of Marriott, namely politics, economy, competitors, service provision in the value chain and human resource management. This report found that Marriott is in a harsh political and economic environment, with fierce competition in the industry. However, Marriott has excellent service provision and resource integration capabilities, which lays a foundation for the company to withstand harsh external environments and seize potential market opportunities. 
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