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[bookmark: _Toc136325168]Executive summary: 
Marriott Hotels & Resorts is a worldwide chain of hotels and resorts known for its high-quality lodgings and excellent customer service. To guarantee Marriott's continued success, these executive brief analyses the company's existing situation, identifies managerial issue areas, and recommends methods for moving forward.
First, we do a SWOT analysis of Marriott to identify the company's strengths, weaknesses, opportunities, and threats. Established brand, worldwide presence, diversified portfolio of products, comprehensive loyalty programme, and solid financial performance all contribute to the company's competitive edge. Marriott's business is vulnerable to the tourist industry's ups and downs, as well as cybersecurity risks, a lack of distinctiveness in certain areas, and the company's complicated organisational structure.
The investigation digs further into the external macroenvironment via the use of a PESTLE framework. Political considerations, like government legislation and foreign relations, may have an effect on Marriott's operations, making it necessary for the corporation to negotiate complicated legal and regulatory settings. Consumer spending on travel and accommodation is very sensitive to macroeconomic variables like GDP growth and currency exchange rate volatility, all of which affect Marriott's top and bottom lines. Marriott must adapt its goods and services in response to changes in client preferences and the need for customised experiences brought on by sociocultural variables such as demographic shifts and social trends. Marriott has both possibilities and problems related to technical aspects as the hospitality business is being reshaped by fast technology breakthroughs and the growth of internet platforms. Marriott has implemented eco-friendly measures to attract environmentally conscious visitors as a result of environmental considerations emphasising the need of sustainable practises and climate change mitigation. Compliance obligations are imposed on Marriott to guarantee the health and safety of its staff and visitors due to legal reasons like as labour laws and safety standards.
The investigation revealed many areas where management may need some improvement. Among these are recouping from the effects of travel restrictions and decreased demand brought on by the ongoing COVID-19 pandemic, keeping up with technological innovation and integration, prioritising sustainable practises and environmental responsibility, providing individualised customer experiences, preserving brand consistency, and guaranteeing quality.
The management issues identified here are broken down, and specific solutions are suggested. Human Resources Strategic Planning allows Marriott to recruit and retain top employees via strategic sourcing, performance reviews based on competencies, training and advancement opportunities, and pay that is competitive with the market. The Technology Innovation Model may help Marriott stay ahead of the competition by keeping an eye on emerging innovation, building strategic alliances, adopting Agile project management, and funding staff education. By setting clear goals, putting sustainable practises into action, involving key stakeholders, and monitoring progress, the Triple Bottom Line (TBL) framework may help Marriott with its sustainability efforts. The Customer Relationship Management (CRM) paradigm may improve customised customer experiences by making use of data-driven insights, customer segmentation, and focused marketing initiatives. By defining thorough brand standards, performing inspections and audits, promoting continual improvement, and providing franchisees with training and assistance, Total Quality Management (TQM) helps assure brand consistency and quality assurance. Finally, in order to rebuild trust and confidence in travel, Marriott may establish a thorough recovery plan by improving health and safety measures, expanding reservation and cancellation options, and communicating effectively with consumers.
In conclusion, Marriott will be better able to position itself for future development, adapt to changing market dynamics, and create extraordinary experiences for its worldwide consumers if it implements the proposed management strategies and fixes the identified management problem concerns.
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[bookmark: _Toc136325169]Introduction:
Marriott Hotels & Resorts is a globally recognised hospitality corporation that manages a diverse portfolio of hotel brands. Marriott Hotels & Resorts has emerged as a prominent figure in the hospitality sector, owing to its extensive legacy and robust market presence. The organisation has garnered a reputation for delivering unparalleled lodging experiences and top-notch amenities to its clientele across the globe. Marriott, akin to any enterprise, confronts diverse endogenous and exogenous factors that can exert an influence on its operational efficacy and triumph. In order to proficiently scrutinise the present status of the company and formulate plans for prospective expansion, a thorough assessment is imperative. The present study will initiate by conducting a SWOT analysis of the company, which will involve an evaluation of its strengths, weaknesses, opportunities, and threats. Subsequently, a PESTLE analysis will be performed to assess the external macro-environment. The analyses will facilitate the identification of management problem issues and the subsequent recommendation of suitable management strategies. Ultimately, the analysis will culminate in the presentation of pivotal findings and outcomes, ultimately resulting in a definitive summary.
[bookmark: _Toc136325170]Marriott hotels & resorts internal and external business environment analysis
[bookmark: _Toc136325171]SWOT analysis: Marriott Hotels & Resorts
	Factors 
	Analysis 

	Strengths:
	·  Established brand: Over the years, Marriott Hotels & Resorts has established itself as a very dependable and trustworthy hotel chain with a stellar reputation for customer care (Momin, 2022). With 21 consecutive appearances on the list, Marriott entered 2019 at position #151 (Business Strategy Hub, 2020). The brand's renown helps bring in repeat customers and gives it an edge in the market.
· Extensive global presence: Marriott Hotels & Resorts has established a robust global presence through its extensive network of hotels and resorts located in diverse countries. Marriott has a global presence spanning 138 countries and territories. The company's wide-ranging presence facilitates the provision of services to a variety of customer segments and the exploitation of prospects in various markets.
· Diverse portfolio of brands: Marriott Hotels & Resorts possesses a varied assortment of brand offerings, encompassing a spectrum of luxury levels and price points, which serve to accommodate distinct market segments and consumer predilections (Business Strategy Hub, 2020). The company's diversified product/service portfolio enables it to access different customer segments and adjust to evolving market requirements.
· Robust loyalty program: Marriott Bonvoy, the loyalty programme of Marriott, constitutes a noteworthy asset for the organisation. The aforementioned programme incentivizes customers for their loyalty, promotes recurring patronage, and cultivates enduring relationships (Momin, 2022). The implementation of this strategy has the potential to improve customer retention rates and confer a competitive advantage within the industry (Gowrea, 2018).
· Strong financial performance: Marriott Hotels & Resorts has exhibited consistent robust financial performance, characterised by stable revenue expansion and sound profitability (Gowrea, 2018). According to the latest available data from 2019, Marriott is the largest hotel chain in the world, with a portfolio of more than 30 brands, 81 properties, and assets totaling $25.1 billion (Business Strategy Hub, 2020). The company's financial stability facilitates its ability to allocate resources towards endeavours related to expansion, innovation, and enhancement of quality.

	Weaknesses:
	· High dependency on the tourism industry: Marriott Hotels & Resorts, a major participant in the hospitality business, is greatly dependent on the health of the travel and tourist sector (Momin, 2022). The company's income and profitability are vulnerable to external variables like economic downturns, travel restrictions, and so on that have an effect on tourism (Strategyfinders, 2023).
· Complex organizational structure: Marriott's enormous brand and property portfolio need a sophisticated management structure (Business Strategy Hub, 2020). Having to coordinate, make decisions, and allocate resources for several brands with different positioning, target customers, and operational needs may be difficult.
· Limited control over franchise properties: Many of Marriott's hotels are independently owned and managed by franchisees. This franchise model enables quick growth, but at the expense of direct oversight of operations and the quality of the service provided (Strategyfinders, 2023). Consistency across several franchise locations might be difficult to maintain.
· Vulnerability to cybersecurity threats: Marriott Hotels & Resorts is vulnerable to data breaches and cyberattacks due to its increased dependence on technology (Shaw, 2021). The loss or breach of sensitive client information may have far-reaching effects, including the dissolution of consumer faith in the company.
· Lack of differentiation in some markets: Competitors and alternative lodgings pose a serious threat to Marriott Hotels & Resorts in certain regions. In order to stay ahead of the competition and acquire desirable consumers, the business must constantly innovate its products, services, and interactions with those clients.

	Opportunities:
	· Emerging markets: Marriott Hotels & Resorts may find plenty of room for development in the expanding markets of developing economies. The middle class in these regions is expanding, leading to higher household incomes and a greater need for comfortable lodgings (Shaw, 2021). Marriott can expand its client base and increase its market share if it enters and establishes itself in these areas wisely.
· Digital transformation: Marriott Hotels & Resorts may take advantage of several openings to better serve guests, reduce waste, and increase productivity thanks to the fast development of technology (Strategyfinders, 2023). Mobile applications, online booking platforms, AI, and data analytics are just some of the digital advancements that may give business an edge and appeal to tech-savvy clients (Business Strategy Hub, 2020).
· Sustainable practices: Sustainability and environmental consciousness have received more attention in recent years (Kuo, Chen and Tseng, 2017). Marriott Hotels & Resorts may attract environmentally concerned tourists, set itself apart from rivals, and aid in the success of long-term sustainability initiatives if it adopts and promotes sustainable practises.
· Mergers and acquisitions: Marriott Hotels & Resorts may benefit from strategic acquisitions or collaborations by increasing its brand portfolio, penetrating new markets, and gaining a competitive edge (Momin, 2022). The development and expansion of a business may be sped up by seeking out synergies and opportunities.
· Growing business travel segment: Due to an increase in business travel, Marriott Hotels & Resorts can better meet the demands of business guests (Gibson, 2022). Marriott can increase its portion of the lucrative business travel market by catering to its customers' specific needs, offering cutting-edge meeting facilities, and rewarding repeat guests via its loyalty programme (Business Strategy Hub, 2020).

	Threats:
	· Intense competition: Among Marriott's rivals are Hyatt, Four Seasons, Carlson, Hilton, and Wyndham Worldwide Corp (The Strategy Story, 2023). There are many of hotels and lodging options available, thus Marriott Hotels & Resorts has some stiff competition (Kiritharan nair C. and Amresh P., 2016). Marriott has to innovate, distinguish, and provide outstanding customer experiences on a consistent basis if it wants to maintain its dominant market position (Gibson, 2022).
· Economic volatility: Economic volatility may have a significant impact on the tourist sector. Consumers' willingness to spend on vacations and overnight stays may be affected by economic downturns, recessions, and even changes in currency rates (Business Strategy Hub, 2020). To mitigate the negative consequences of economic shifts on its operations, Marriott Hotels & Resorts must plan ahead and be flexible.
· Regulatory challenges: Labour rules, safety requirements, taxes, and data privacy laws are just some of the regulations that affect the hotel business (Business Strategy Hub, 2020). It may be difficult and expensive to stay on the right side of the law. To minimise legal and operational hazards, Marriott must navigate and comply with applicable legislation.
· Changing consumer preferences: Both consumer tastes and travel patterns develop and shift over time. Traditional hotel corporations like Marriott are facing new competition from home-sharing platforms, shifting travel habits, and rising demand for memorable experiences (Shaw, 2021). The corporation has to keep track of how its customers' tastes are evolving so it may adjust its products and promotional efforts accordingly (Swot Analysis Template, 2021).



[bookmark: _Toc136325172]PESTLE analysis: Marriott Hotels & Resorts
	Factors 
	Analysis 

	Political factors: 
	·  Government regulations: The hospitality sector is subject to a range of governmental regulations pertaining to labour, taxation, safety protocols, and licencing prerequisites (PESTLE Analysis, 2016). In order to operate within the confines of the law and foster a favourable rapport with governmental entities, Marriott Hotels & Resorts is obligated to adhere to these regulations.
· International relations: The tourist industry is sensitive to the political climate and state of international ties. The worldwide operations of Marriott Hotels & Resorts might be affected by current geopolitical events, thus the company must keep an eye on these developments (Fern Fort University, 2020).

	Economic factors:
	· Economic growth: Consumer spending on travel and lodging is very sensitive to the general economic climate, which includes GDP growth rates, employment levels, and disposable incomes (Chu and Choi, 2000). Revenue and profitability at Marriott Hotels & Resorts are highly dependent on the health of the economies of the company's target areas.
· Exchange rates: Currency fluctuations may have an effect on foreign vacation plans (Aprianto, 2018). A rise in the value of the local currency relative to that of other countries' currencies may put off tourists and cut into tax income (Swotandpestle, 2018). Marriott has to evaluate potential currency risks and have plans in place to deal with the resulting volatility.

	Social factors:
	· Demographic shifts: Travel habits and preferences may be affected by demographic trends like an ageing population or changes in the composition of households. In order to adapt to the changing needs of its target markets, Marriott Hotels & Resorts must get a thorough understanding of those areas' demographics (Wordpress, 2016).
· Social trends: The hospitality sector responds to societal shifts in demand, such as the growing interest in health and wellbeing, sustainable practises, and individualised service. Marriott has to modify its products so that they fit these tendencies and satisfy the evolving needs of its ideal clients.

	Technological factors:
	· Technological advancements: The hotel chain has both advantages and disadvantages as a result of the fast development of technology (Kuo, Chen and Tseng, 2017). Mobile applications, AI, and data analytics are just a few examples of the technology breakthroughs that may boost customer satisfaction, simplify processes, and increase productivity. Marriott has significant hurdles, including keeping up with technological developments and guaranteeing data security (Farooq, 2019).
· Online platforms and sharing economy: The conventional hotel sector have been shaken up by the proliferation of internet booking and home-sharing sites. In order to compete with other lodging options, Marriott Hotels & Resorts must optimise its use of digital channels, create innovative digital platforms, and set itself apart from the competition (Farooq, 2019).

	Environmental factors:
	· Sustainability initiatives: Hotels must implement eco-friendly policies in light of rising public awareness of environmental issues and global warming (Achinas et al., 2019). Energy-efficient measures, trash reduction, water conservation, and the promotion of eco-friendly activities are all things that Marriott Hotels & Resorts should prioritise in order to live up to the standards of eco-conscious guests (Farooq, 2019).
· Climate change and natural disasters: The effects of climate change, such as severe weather occurrences, may have a negative effect on hotel operations, disrupt travel patterns, and cause physical harm to the local area (Widya Yudha, Tjahjono and Kolios, 2018). To preserve business continuity and reduce losses, Marriott must evaluate climate change risks and take appropriate action.

	Legal factors:
	· Labor laws: Employment contracts, minimum pay, working hours, and employee perks at Marriott Hotels & Resorts must adhere to all applicable laws and regulations. Adhering to labour regulations is critical for both keeping workers happy and staying out of legal trouble (Capobianco et al., 2021).
· Safety and security regulations: There are safety and security laws that hotels must follow for the protection of their visitors. To ensure that its guests are always safe, Marriott Hotels & Resorts must install the necessary safety measures, perform routine inspections, and follow all applicable laws and regulations (Ferreira, 2022).







[bookmark: _Toc136325173]Management problem issues that Marriott hotels & resorts faces 	
[bookmark: _Toc136325174]Issues 01: Talent management problem  
[bookmark: _Toc136325175]Management issue:
Marriott Hotels & Resorts may encounter difficulties in both attracting and retaining high-caliber personnel within the fiercely competitive hospitality sector. This encompasses the tasks of acquiring proficient personnel, upholding a varied labour force, and mitigating employee attrition (Bhatnagar, 2007). As of 2021, Marriott's global workforce exceeded 1.5 million individuals. Out of the total number, 1.2 million individuals were employed on a full-time basis while 300,000 individuals were employed on a part-time basis (Zippia, 2022). The workforce of the company exhibits a high degree of diversity, encompassing personnel hailing from more than 138 distinct nations (Marriott International, 2022). The mean age of the workforce at Marriott is 45 years. The aforementioned statement implies that the organisation is encountering a growing quantity of retirements. The escalating expenses associated with education are posing a challenge for Marriott in terms of recruiting competent personnel. Marriott is currently experiencing heightened competition for talent due to the escalating demand for travel and tourism.
[bookmark: _Toc136325176]Necessary Management Strategy: 
Marriott can mitigate talent acquisition and retention challenges by implementing the Human Resources Strategic Planning model (Waters et al., 2013). This entails performing a comprehensive evaluation of the organization's existing workforce, pinpointing deficiencies and anticipating forthcoming talent requirements (Deery and Jago, 2015). It is recommended that Marriott formulate an all-encompassing recruitment plan that incorporates precise sourcing techniques, including collaborations with academic establishments and job boards that cater to the relevant industry (Pahl-Wostl and Hare, 2004). The adoption of a competency-based approach to candidate evaluation is also a viable option for the company, wherein the emphasis is placed on assessing the candidate's skills, experience, and cultural compatibility (Arora et al., 2008). In order to improve employee retention, it is recommended that Marriott integrate talent development programmes, including mentoring and leadership development initiatives, into their talent management framework. In addition, the organisation may consider implementing an Employee Value Proposition (EVP) strategy, which involves providing attractive remuneration packages, perks, and prospects for professional growth to lure and retain highly skilled personnel (Kashive, Khanna and Bharthi, 2020).

[bookmark: _Toc136325177]Issues 02: Technological innovation and integration
[bookmark: _Toc136325178]Management issue: 
In order to remain competitive and meet the changing expectations of customers, Marriott Hotels & Resorts must ensure that it keeps up with the swiftly advancing technologies (Global data, 2021). The incorporation of technology into diverse facets of the customer experience, such as digital reservations, mobile registration, and tailored amenities, is encompassed within this framework (Teece, 1986). Marriott is consistently allocating resources towards the adoption of novel technologies with the aim of enhancing the quality of service offered to guests and optimising its organisational processes (Hospitality ON, 2022). The intricate nature of Marriott's systems presents a challenge in the seamless integration of novel technologies without causing operational disruptions. The company's technology expenditures exceeded $1 billion in the year 2021 (Marriott , 2021). Marriott has implemented artificial intelligence technology to enhance the guest experience through various means, including customised recommendations and travel assistance.
[bookmark: _Toc136325179]Necessary Management Strategy: 
Marriott can employ the Technology Innovation Model as a means of tackling the challenges posed by technological innovation and integration (Chesbrough and Rosenbloom, 2002). This entails proactively monitoring technological trends and conducting research to discern nascent technologies that are pertinent to the hospitality sector (Chesbrough, 2007). Marriott has the potential to form strategic alliances with technology firms to engage in pioneering initiatives and experimental initiatives (Dasgupta, 2018). The adoption of an Agile project management methodology enables Marriott to conduct iterative testing of technology implementations, thereby ensuring their alignment with the requirements and preferences of guests (Rasnacis and Berzisa, 2015). It is recommended that the organisation allocate resources towards employee training and development initiatives that concentrate on the effective utilisation of technology and the management of change (Bulent Ozturk and Hancer, 2014). Through the adoption of a customer-centric strategy, Marriott has the potential to utilise technological advancements to optimise guest experiences, streamline operational processes, and attain a competitive edge within the industry.

[bookmark: _Toc136325180]Issues 03: Sustainable practices and environmental responsibility
[bookmark: _Toc136325181]Management issue: 
In light of the growing significance of sustainability among travellers, Marriott Hotels & Resorts is compelled to accord priority to sustainable practises aimed at mitigating its environmental footprint (Marriott, 2016). Marriott Hotels & Resorts encounter challenges in implementing sustainable practises and fulfilling their environmental responsibilities. The hospitality sector exerts a noteworthy ecological influence, thus necessitating the implementation of sustainable measures by hotels to curtail their carbon emissions (Northstar meetings group, 2021). Marriott could potentially encounter challenges in the implementation of energy-efficient practises, waste management protocols, and the integration of environmentally conscious initiatives across its various establishments (Go Green Travel Green, 2013). Marriott has pledged to conduct its operations in a sustainable fashion and to mitigate its ecological footprint (Pfalz, 2021). The company achieved a reduction of 2% in energy consumption and 1% in water usage in the year 2021 (Fox, 2021).
[bookmark: _Toc136325182]Necessary Management Strategy: 
Marriott can implement the Triple Bottom Line (TBL) framework as a means of promoting sustainable practises and environmental responsibility (Singh and Srivastava, 2021). The adoption of an Environmental, Social, and Governance (ESG) framework is integral to the process of making informed decisions (Markopoulos et al., 2020). It is recommended that Marriott establish unambiguous sustainability objectives and performance indicators, integrating them into the organization's comprehensive strategic plan (Markopoulos et al., 2020). Marriott can identify significant environmental and social impacts throughout its operations by performing a materiality assessment. The organisation may subsequently adopt sustainable measures, such as the utilisation of energy-efficient technologies, the implementation of waste management initiatives, and the establishment of responsible sourcing guidelines (Costantini, Crespi and Palma, 2017). It is recommended that Marriott establish engagement with its stakeholders, comprising guests, employees, and local communities, in order to cultivate partnerships and initiatives that promote sustainability (Oaky EN, 2022). Through consistent monitoring and disclosure of sustainability metrics, Marriott can exhibit its dedication towards ecological accountability and augment its standing as a sustainable frontrunner in the hospitality industry (Aznar et al., 2016).

[bookmark: _Toc136325183]Issues 04: Customer experience and personalization
[bookmark: _Toc136325184]Management issue: 
Marriott Hotels & Resorts puts a substantial amount of focus on differentiating itself from the competition and cultivating the loyalty of its customers by providing extraordinary and individualized service to its guests. This requires having an understanding of the specific preferences that each visitor has, being able to anticipate the needs that they will have, and delivering individualized service during the whole of the visitor's stay (Krajewski, 2021). Marriott is dedicated to giving each of its guests with an experience that is unique to them and one that they will never forget (Krajewski, 2021). In 2021, Marriott launched a brand-new reward program called Marriott Bonvoy (Marriott, 2021). There are currently more than 140 million individuals from every corner of the world participating in this program (Marriott, 2021).
[bookmark: _Toc136325185]Necessary Management Strategy: 
Customer Relationship Management (CRM) is a method that might help Marriott enhance its service and provide more personalized experiences for its guests (Vanitha, 2020). To achieve this goal, it is vital to examine acquired data on visitors in order to ascertain their preferences. It is recommended that Marriott install a full-fledged Customer Relationship Management (CRM) system to consolidate guest data obtained across several touchpoints like as digital interactions, loyalty programs, and survey forms (Tyrväinen, Karjaluoto and Saarijärvi, 2020). Marriott may use this data to develop consumer profiles and segmentation methods, which in turn would allow for more specific and tailored marketing initiatives (Nassar, 2020). It is advised that management provide frontline employees with sufficient resources and instruction to ensure that each interaction with a client is special and memorable. In addition, Marriott has the option of adopting a Service Excellence approach that prioritizes delighting guests via exceptional service and an unrelenting commitment to improvement (Gebert et al., 2013). With the use of technological solutions like in-room gadgets and mobile applications, Marriott is able to give tailored care at every touchpoint.
[bookmark: _Toc136325186]Issues 05: Brand consistency and quality assurance
[bookmark: _Toc136325187]Management issue: 
All of the hotels and brands owned by Marriott Hotels & Resorts are obligated to uphold the company's commitment to consistently high-quality standards and consistent branding at all times (The Wise Marketer, 2018). It may be challenging to guarantee that customers staying in hotels owned by various franchisees get the same high level of service and amenities (Kim, Ferrin and Rao, 2008). Marriott is really a worldwide firm, since it has sites in over 138 countries throughout the world. As a response to this issue, Marriott has mandated that all of its properties adhere to a set of protocols and regulations that it has established (The Wise Marketer, 2018). The hotel chain conducts regular inspections of its properties to verify that they meet all of the industry's requirements for providing excellent customer service.
[bookmark: _Toc136325188]Necessary Management Strategy: 
Marriott could potentially implement the Total Quality Management (TQM) methodology as a means of ensuring brand consistency and quality assurance (Bajaria, 2017). The task at hand pertains to the implementation of all-encompassing brand guidelines and quality control initiatives throughout the entirety of the company (Boaden, 1996). It is recommended that Marriott create a comprehensive brand manual that delineates the fundamental principles, service criteria, and guest encounter anticipations for each brand encompassed in the portfolio. It is recommended that the organization carry out periodic evaluations, scrutinize internal processes, and implement incognito customer assessment initiatives to gauge adherence to the established benchmarks (Lucia-Palacios et al., 2014). Marriott can foster a culture of improvement by implementing a Continuous Improvement framework that empowers employees across all hierarchical levels to identify opportunities for enhancement and execute remedial measures. It is recommended that appropriate communication channels, including but not limited to periodic meetings, newsletters, and digital platforms, be established to facilitate the distribution of brand-related information and the exchange of optimal methodologies (Wolpaw et al., 2002). It is recommended that Marriott offer training and support to franchisees in order to ensure congruence with brand standards and quality assurance protocols (Lucia-Palacios et al., 2014).


[bookmark: _Toc136325189]Findings & Results:
	Issues 
	Research findings and analysis  
	Justification

	Issues 01: Talent management problem  
	The management of talent is a crucial concern for corporations such as Marriott International. The literature indicates that a workforce characterized by diversity and inclusivity is a critical factor in attaining a competitive edge and achieving success at the organizational level (Lewis and Heckman, 2006). Organizations that place emphasis on diversity during their talent acquisition process typically exhibit elevated levels of innovation, creativity, and problem-solving proficiencies (Nilsson and Ellström, 2012). According to Martin, Gollan and Grigg, (2011) research, conventional recruitment techniques frequently lead to the continuation of prejudicial attitudes and a restricted pool of potential candidates. In order to tackle this matter, it is imperative for organizations to implement proactive strategies pertaining to diversity and inclusion. These strategies may include targeted recruitment initiatives, unconscious bias training, and programs for the development of inclusive leadership.
	The findings of the study, which involved conducting interviews and surveys, indicate that Marriott's recruitment strategies are focused on a restricted group of candidates, leading to a dearth of diversity in the company's workforce. This observation is substantiated by empirical evidence indicating an inadequate presence of individuals from marginalized communities within the organization. It is imperative for Marriott to tackle this matter in order to expand its talent pool and bolster innovation, creativity, and cultural awareness within the company. Moreover, it is likely to facilitate the company in enhancing its ability to cater to a wide range of customers with varying backgrounds and preferences.

	Issues 02: Technological innovation and integration
	According to Armour and Teece, (1980), In the contemporary era of rapid technological advancements, the integration and innovation of technology are imperative for organizations to maintain their competitiveness. Yang et al., (2015),  investigations into the hospitality sector have emphasized the significance of integrating contemporary technological solutions to optimize operational efficacy and elevate the quality of guest services. The proposed measures encompass the deployment of integrated property management systems, provision of mobile check-in and check-out facilities, delivery of customized guest services via mobile applications, and adoption of intelligent room technologies. Teece (1988), research has indicated that the incorporation of technology has a beneficial effect on significant performance metrics, including guest contentment, operational effectiveness, and revenue production.
	The findings of a thorough assessment of Marriott's technological infrastructure, coupled with insights gleaned from staff interviews, have revealed the existence of antiquated systems, with a particular emphasis on the property management system. Inefficiencies and delays in crucial operations, such as reservations, check-ins, and guest services, are attributed to the absence of integration among diverse operational platforms and dependence on manual procedures. The enhancement of technology infrastructure is a crucial step towards optimizing operations, augmenting guest experiences, and elevating overall efficiency and productivity.

	Issues 03: Sustainable practices and environmental responsibility
	The hospitality industry has witnessed a notable surge in the prominence of sustainability and environmental accountability in recent times. Abbas et al. (2019), literature underscores the significance of adopting sustainable practices as a means of mitigating environmental impact, curtailing expenses, and satisfying the burgeoning demands of environmentally aware patrons. Sustainable practices encompass a range of strategies such as energy conservation, waste management, water efficiency, and community engagement (Shubham, Charan and Murty, 2016). Alshuwaikhat and Abubakar (2008), research has indicated that the incorporation of sustainable practices into routine operations has a favorable impact on the reputation of a brand, customer allegiance, and financial outcomes.
	Inconsistencies in the application of sustainable practices were uncovered via analysis of sustainability reports and on-site visits to several Marriott properties. When it comes to environmental responsibility, some buildings have come a long way, while others are still playing catch-up. This lack of uniformity weakens Marriott's overall sustainability aims, hurts the firm's image as a good corporate citizen, and may cause the corporation to lose out on chances to save money and gain an edge in the market. To improve its environmental stewardship and brand image, Marriott must implement uniform sustainability standards across all of its hotels.

	Issues 04: Customer experience and personalization
	The provision of outstanding customer experiences and customization has emerged as a crucial factor that sets apart businesses in the hospitality sector. According to Shen (2014) research, customized experiences have been found to positively impact customer satisfaction, loyalty, and advocacy. The implementation of personalization strategies can be accomplished through diverse methods, including the utilization of guest information to furnish customized recommendations, the customization of room amenities, and the provision of personalized service interactions.  Almohaimmeed (2019), research has indicated that customized experiences have a favorable effect on the way customers perceive the quality of service, their overall level of contentment, and their inclination to recommend the service to others.
	The examination of guest evaluations, questionnaires, and online sentiment revealed a shared inclination among guests for enhanced customized experiences. The current approach employed by Marriott exhibits a deficiency in customization and does not adequately cater to the distinct preferences and expectations of individual customers. It is imperative to tackle this matter in order to enhance guest contentment, allegiance, and favorable verbal endorsements. The implementation of technologies and strategies aimed at providing customized experiences can potentially confer Marriott with a competitive advantage and facilitate the establishment of more profound relationships with its clientele.

	Issues 05: Brand consistency and quality assurance
	For corporations such as Marriott, it is imperative to uphold brand uniformity and guarantee elevated levels of excellence throughout their establishments. According to Foroudi (2019) research, maintaining brand consistency has a positive impact on customer perceptions, trust, and loyalty. Notwithstanding, research has revealed irregularities in the caliber of service and sanitation criteria among distinct establishments within hotel franchises. According to Kapferer (2000), quality assurance initiatives, such as periodic audits, covert customer evaluations, and employee development, are essential in maintaining uniformity in service provision. The implementation of rigorous quality assurance protocols and clear communication of brand standards to staff members are imperative in addressing this matter.
	Based on the findings from observations, guest feedback assessments, and mystery shopping exercises, it was discovered that there were disparities in service standards and cleanliness among various Marriott properties. The lack of consistency in the brand's operations has a negative impact on its reputation for excellence and results in divergent guest experiences. Marriott's present strategies may lack uniqueness and fall short in capturing the interest of their intended clientele. The formulation and execution of inventive and distinctive tactics customized to particular market segments will empower Marriott to distinguish itself, entice novel clientele, and maintain current ones in a progressively cutthroat sector.





[bookmark: _Toc136325190]Action Plan: 
	Number
	Problem 
	Solution 
	Desired outcome 
	Time scale 
	Completion date 
	Planned budget  

	1
	Talent management problem  
	Implement targeted recruitment initiatives and talent development programs to attract and retain top talent. Strengthen employee training and career development opportunities.
	Increase the pool of qualified candidates and enhance employee retention and satisfaction. Provide a skilled and motivated workforce for better performance and growth.
	2 months 
	30/05/2023
	5000

	2
	Technological innovation and integration
	Invest in advanced technology systems and integrate them across all relevant departments. Upgrade software and hardware infrastructure to support seamless operations. Provide training and support for employees to adapt to new technologies.
	Improve operational efficiency, enhance guest experiences, and streamline internal processes. Stay ahead of competitors by leveraging technology for better productivity and innovation.
	2 months
	30/07/2023
	5000

	3
	Sustainable practices and environmental responsibility
	Adopt sustainable practices such as energy conservation, waste reduction, and eco-friendly initiatives. Implement recycling programs and explore renewable energy sources. Collaborate with local communities and organizations to promote environmental awareness.
	Minimize the environmental footprint and contribute to a sustainable future. Demonstrate corporate social responsibility and enhance brand reputation. Foster a culture of environmental stewardship among employees and guests.
	2 months
	30/09/2023
	5000

	4
	Customer experience and personalization
	Implement personalized customer service strategies by utilizing customer data and preferences. Train employees to provide tailored recommendations and anticipate customer needs. Collect and analyze customer feedback to continuously improve offerings.
	Enhance customer satisfaction, loyalty, and repeat business. Create memorable experiences that exceed customer expectations. Build long-term relationships and positive word-of-mouth marketing.
	2 months
	30/11/2023
	5000

	5
	Brand consistency and quality assurance
	Develop comprehensive brand guidelines and standards for all customer touchpoints. Provide ongoing training and support to ensure consistent service delivery. Conduct regular quality audits and inspections.
	Maintain brand identity across all locations and platforms. Ensure high-quality standards in all aspects of the guest experience. Build trust and loyalty through consistent and exceptional service.
	2 months
	30/01/2024
	5000



[bookmark: _Toc136325191]Recommendations: Marriott International
Marriott International, as one of the leading global hospitality companies, can benefit from the following recommendations to further its success in the industry:
· Talent Acquisition and Retention: Marriott can sustain its dedication to attracting and retaining high-caliber personnel by providing competitive remuneration packages, facilitating avenues for professional advancement, and cultivating a work environment that promotes diversity and inclusivity (Zhang et al., 2014). Marriott can ensure a consistent supply of competent professionals in its workforce by collaborating with academic institutions and executing focused recruitment tactics.
· Technology Integration: Marriott has the potential to utilize technology in order to optimize its operations and augment the overall satisfaction of its guests. Marriott can enhance operational efficiency in reservation management, check-in procedures, and guest services by adopting sophisticated property management systems, mobile applications, and digital platforms (Butler et al., 2018). The adoption of nascent technologies such as artificial intelligence and data analytics can furnish significant discernments for decision-making and customized service provision.
· Sustainability Initiatives: Marriott could enhance its dedication to sustainability by executing comprehensive measures aimed at mitigating its ecological footprint. Establishing precise objectives for energy efficiency, waste reduction, and water conservation can aid Marriott in mitigating its carbon footprint (Ben-Amar, Chang and McIlkenny, 2015). Marriott can bolster its image as a socially responsible corporate entity by incorporating sustainable measures across its supply chain and engaging in cooperative efforts with neighboring communities.
· Personalized Customer Experiences: Marriott has the potential to utilize its extensive customer data to generate customized experiences for its guests. Marriott can customize recommendations, promotions, and services by utilizing effective customer relationship management systems that capture guest preferences (Piotrowicz and Cuthbertson, 2014). The implementation of a customized approach has the potential to cultivate patronage and enhance the overall guest experience throughout Marriott establishments.
· Brand Consistency: Marriott has the ability to maintain uniform brand experiences by incorporating quality assurance protocols throughout all of its establishments. Periodic evaluation of service benchmarks, hygiene levels, and customer contentment can aid in pinpointing opportunities for enhancement and sustaining brand uniformity. Continuous training initiatives can effectively synchronize the workforce with Marriott's brand ethos and service benchmarks.
· Market Differentiation: Marriott can maintain a competitive advantage by conducting a thorough analysis of market trends and strategically identifying areas for differentiation. Marriott can generate distinctive guest experiences and appeal to novel customer segments through the exploration of innovative concepts, strategic partnerships, and collaborations (Junior, 2018). The process of consistently evaluating its brand portfolio and assets is crucial in ensuring their continued relevance and attractiveness to the changing demands of the market.
· Strategic Partnerships: Marriott has the potential to establish strategic alliances with businesses that complement its operations, thereby augmenting the overall guest experience. The act of collaborating with nearby attractions, restaurants, and service providers can result in the formation of bundled packages and the provision of exclusive benefits for patrons (Christopher and Jüttner, 2000). Utilizing the loyalty program has the potential to establish strategic alliances and foster a system of mutual advantages, thereby augmenting customer loyalty and contentment.
· Continuous Innovation: Marriott has the potential to cultivate an innovative culture within the organization by promoting idea generation among employees and facilitating opportunities for experimentation (Joshi et al., 2010). By keeping a close eye on industry trends and adopting new technologies, Marriott is able to recognize potential avenues for innovation and uphold its standing as a frontrunner in the hospitality sector.
By incorporating these recommendations into its strategic planning and operations, Marriott International can solidify its position as a global hospitality leader, drive customer satisfaction, and achieve sustainable growth in the market.

[bookmark: _Toc136325192]Conclusion: 
Finally, it should be noted that in the competitive and fast-paced hospitality sector, Marriott International, one of the top firms, encounters both chances and obstacles. The SWOT analysis has shown a number of significant strengths and vulnerabilities. Marriott's core strengths are its well-known brand, extensive worldwide presence, varied portfolio, loyalty program, and solid financial results. Although the business has strengths, it also has drawbacks, including a reliance on tourism, a complicated organizational structure, a lack of control over franchisees, cybersecurity threats, and a lack of uniqueness in certain countries. The PESTLE research has clarified the outside variables affecting Marriott's operations. The tactics of the corporation are greatly influenced by political, economic, sociological, technical, environmental, and legal variables. Marriott must take into account a variety of elements while making decisions, including governmental restrictions, economic development, shifting consumer tastes, technology improvements, environmental issues, and legal compliance requirements. The case scenario's management problem difficulties indicate the areas where Marriott has to concentrate its efforts. The recovery from the COVID-19 epidemic, talent retention, technological integration, sustainability efforts, individualized consumer experiences, brand consistency, and other important difficulties call for proactive management approaches. To resolve these problems, it is advised that Marriott use focused talent acquisition strategies to draw in and keep the best employees in the business. The organization will be able to keep ahead of rivals and improve operational efficiency by embracing technology monitoring and integration. Marriott's image as a good corporate citizen will be enhanced by setting clear sustainability targets and putting eco-friendly procedures into place. Customer happiness and loyalty will increase with the use of data-driven insights for individualized customer experiences. Assuring brand consistency across all properties via the use of quality assurance standards will improve the overall visitor experience. Finally, creating thorough recovery strategies that change with the post-pandemic environment will help Marriott recover more quickly and seize new possibilities. In conclusion, while having a strong market position, Marriott International must continue to be flexible and adaptable to the changing business environment. Marriott can maintain its competitive edge in the hospitality industry, provide top-notch guest experiences, and enjoy sustainable development in the years to come by resolving the identified management problem concerns and putting the suggested tactics into practice.
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