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Executive Summary
This report critically evaluates Marriott International, a global leader in the hospitality industry, focusing on its organisational structure, culture, goals, recent change initiatives, and strategic direction. It provides an in-depth analysis of Marriott’s matrix organisational structure, which balances corporate control with local autonomy, and its strong corporate culture rooted in the “Put People First” philosophy. The report also assesses Marriott’s corporate and individual hotel-level goals, emphasizing sustainability, innovation, and customer satisfaction.
Recent change initiatives, such as the “Serve 360” sustainability program and digital transformation efforts, are explored to evaluate their impact on operations and stakeholder engagement. Using theoretical frameworks like Lewin’s Change Model, the report highlights Marriott’s effective change management strategies.
The strategic direction of the organisation is analysed using Porter’s Five Forces and other frameworks, highlighting Marriott’s focus on sustainability, technological advancements, and global market expansion. Key recommendations include accelerating sustainability efforts, leveraging advanced technologies, strengthening diversity initiatives, and expanding into emerging markets.
By aligning structure, culture, and strategic objectives, Marriott is well-positioned to maintain its leadership in the hospitality sector while addressing future challenges.
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1. Introduction
Marriott International, founded in 1927 by J. Willard Marriott, has grown to become one of the leading global hospitality brands. The company operates over 8,600 properties across 139 countries and territories, offering a diverse portfolio of 31 brands, such as The Ritz-Carlton, Sheraton, and Courtyard (Marriott International, 2023). Renowned for its customer-centric approach and innovative practices, Marriott prioritizes quality service and sustainability, making it a significant player in the hospitality sector.
The aim of this report is to critically assess and evaluate the organisational structure, culture, and goals of Marriott International, alongside its recent change initiatives and strategic direction. The report will also provide actionable recommendations to enhance the company's performance and competitive advantage. Key topics include an analysis of Marriott's corporate and individual hotel-level strategies, the impact of organisational behaviour on its operations, and the application of management theories to evaluate its leadership practices.

2. Organisation Structure, Culture, and Goals
Organisation Structure
Marriott International follows a matrix organisational structure that balances centralized corporate decision-making with decentralized hotel management. The corporate headquarters sets overarching strategies, policies, and brand guidelines, while individual properties are given autonomy to adapt operations to local market demands (Boddy, 2017). This structure fosters both consistency and flexibility, enabling Marriott to maintain brand standards across its 8,600 properties while addressing regional customer preferences. Additionally, the matrix structure facilitates collaboration across functional areas, such as marketing, operations, and human resources, promoting efficiency and innovation (Mullins & Dossor, 2013).
Corporate Culture
Marriott's corporate culture is rooted in its “Put People First” philosophy, which emphasizes employee well-being, customer satisfaction, and community impact (Marriott International, 2023). This culture is encapsulated in their “Take Care” program, which offers resources for physical, mental, and financial wellness, fostering high employee satisfaction and retention rates. Marriott’s inclusive approach is reflected in its Diversity, Equity, and Inclusion (DEI) initiatives, such as increasing leadership opportunities for women and underrepresented groups. This strong culture enhances operational effectiveness by motivating employees to deliver exceptional guest experiences, aligning with the company's core values (Adair, 2009).
Goals
At the corporate level, Marriott aims to achieve sustained growth, enhance customer loyalty, and lead the industry in sustainability. Initiatives such as the “Serve 360” program target a 30% reduction in carbon emissions and zero waste to landfill by 2025 (Marriott International, 2023). The company also seeks to expand its global footprint, particularly in emerging markets, while maintaining robust financial performance.
At the individual hotel level, goals include improving guest satisfaction through personalized services, achieving high occupancy rates, and adhering to brand standards. Managers focus on implementing innovative technologies, such as AI-powered guest experiences, to ensure seamless operations and superior service quality (Armstrong, 2021).

3. Recent Change Initiatives
Identification of Recent Initiatives
Marriott International has recently undertaken several significant initiatives aimed at adapting to evolving industry demands and global challenges. One prominent example is the “Serve 360: Doing Good in Every Direction” program, which focuses on sustainability, community engagement, and promoting diversity and inclusion (Marriott International, 2023). This initiative includes a commitment to reducing water and energy consumption by 15% by 2025 and achieving zero waste to landfill across its properties. Additionally, Marriott has embraced digital transformation through contactless check-in and keyless entry systems, improving guest convenience and aligning with post-pandemic travel preferences (Forbes, 2023).
Impact of These Initiatives
These changes have had a profound impact on Marriott’s operations and reputation. The sustainability initiatives have positioned Marriott as a leader in environmentally conscious hospitality, enhancing its appeal to eco-conscious travellers. Moreover, the adoption of digital technologies has streamlined operations, reduced physical touchpoints, and improved customer satisfaction. However, implementing these changes required significant investment, which posed challenges during the pandemic-related revenue downturn.
Evaluation of Change Management
The success of these initiatives can be attributed to effective change management strategies. Marriott employed a structured approach to change, aligned with Lewin’s Change Management Model: 
Unfreezing: Creating awareness of the need for change by communicating the benefits of sustainability and digital transformation to stakeholders. 
Changing: Implementing new practices, such as installing digital systems and training staff to uphold sustainability goals. 
Refreezing: Ensuring the changes became embedded in Marriott’s corporate culture through consistent monitoring and feedback mechanisms (Boddy, 2017).
By prioritizing transparent communication and engaging employees at all levels, Marriott ensured the smooth adoption of these initiatives while maintaining operational efficiency.

4. Strategic Direction
Examination of Strategic Direction
Marriott International has outlined a clear and ambitious strategic vision, focusing on sustainability, technological innovation, and global market expansion. Its primary objective is to strengthen its position as the leading hospitality provider by leveraging advanced technologies and implementing long-term environmental initiatives. Marriott's "Serve 360" sustainability framework highlights their dedication to reducing environmental impact, promoting sustainable tourism, and fostering inclusivity (Marriott International, 2023). Additionally, the company actively seeks to expand its footprint in emerging markets, such as Asia-Pacific and the Middle East, capitalizing on the increasing demand for luxury and business travel in these regions (Smith, 2024).
Analysis of Strategies
Sustainability Initiatives: Marriott has adopted a proactive approach to sustainability by integrating green practices into its operations. For example, the company has committed to sourcing 100% of its electricity from renewable sources by 2030, aligning with global environmental goals. This not only minimizes its carbon footprint but also enhances its reputation among eco-conscious travellers (Jones, 2023).
Technological Advancements: Marriott continues to innovate by implementing AI-driven technologies, such as personalized guest experiences through machine learning and data analysis. The introduction of contactless check-in and smart room features highlights the company’s commitment to creating seamless and tech-savvy experiences for guests (Forbes, 2023).
Global Market Expansion: Marriott’s strategic partnerships and acquisitions, such as the merger with Starwood Hotels in 2016, have enabled the company to consolidate its presence in both mature and emerging markets. By targeting key growth regions, Marriott aims to increase its market share and cater to diverse customer segments (Smith, 2024).
Customer Loyalty Programs: The Marriott Bonvoy program plays a pivotal role in retaining and attracting customers. Offering tailored rewards, exclusive experiences, and seamless integration across its brands, Bonvoy strengthens guest loyalty while driving revenue growth (Brown, 2023).
Strategic Frameworks
Using Porter’s Five Forces, Marriott’s competitive strategy can be analysed:
Competitive Rivalry: High—The hospitality industry faces stiff competition from global players like Hilton and Accor. Marriott mitigates this by differentiating its brands and enhancing customer loyalty.
Bargaining Power of Customers: Moderate—While customers have numerous choices, Marriott’s consistent service quality and loyalty programs create a competitive edge.
Bargaining Power of Suppliers: Low—Marriott’s scale and global presence allow for favourable supplier agreements.
Threat of New Entrants: Low—High capital requirements and established brand loyalty act as barriers.
Threat of Substitutes: Moderate—Alternative accommodations, such as Airbnb, present a challenge, which Marriott counters through innovative service offerings.


5. Recommendations
Based on the findings, several actionable steps can be proposed to strengthen Marriott International’s position in the hospitality industry:
1. Enhance Sustainability Efforts
Marriott should accelerate its progress towards achieving the goals outlined in its "Serve 360" program, such as reducing energy consumption and adopting zero-waste practices. 
Implementation Plan: 
Who: Sustainability teams across corporate and property levels. 
When: Gradually over the next five years, with annual progress reviews. 
How: Invest in renewable energy solutions, such as solar panels and energy-efficient building designs. Train staff to implement green practices.
Best Practice Example: Hilton’s “Travel with Purpose” program highlights successful implementation of measurable environmental goals.
2. Leverage Advanced Technology
Marriott should continue to innovate by expanding its use of AI and IoT (Internet of Things) technologies to personalize guest experiences and improve operational efficiency. 
Implementation Plan: 
Who: IT department and property managers. 
When: Within the next three years. 
How: Develop AI-driven guest preference systems and integrate smart room technologies. Ensure all staff are trained to use these tools effectively.
Best Practice Example: Accor Hotels’ use of AI to predict guest preferences and tailor services.
3. Strengthen Diversity and Inclusion Initiatives
While Marriott has made significant strides, increasing leadership opportunities for underrepresented groups would solidify its reputation as an inclusive employer. 
Implementation Plan: 
Who: HR leadership teams. 
When: Immediate rollout, with quarterly progress updates. 
How: Set diversity hiring targets, provide leadership training programs for minorities, and create mentorship opportunities.
Best Practice Example: Hyatt’s “Change Starts Here” initiative.
4. Expand Market Presence in Emerging Regions
Marriott should capitalize on growth opportunities in emerging markets like Asia-Pacific and Africa, where demand for luxury accommodations is on the rise. 
Implementation Plan: 
Who: Corporate strategy and development teams. 
When: Within the next five years. 
How: Develop strategic partnerships with local investors and introduce mid-scale and luxury brands tailored to regional preferences.
Best Practice Example: Marriott's recent market expansion in India serves as a blueprint for success.

6. Conclusion
Marriott International exemplifies a leading hospitality brand that has successfully aligned its organisational structure, culture, and strategic goals with evolving industry demands. The company’s matrix structure ensures a balance between corporate consistency and localized adaptability, while its strong corporate culture fosters employee engagement and guest satisfaction. Marriott’s commitment to sustainability and innovation, reflected in initiatives like “Serve 360” and AI-driven guest personalization, positions it as a forward-thinking organization.
The analysis highlights Marriott’s ability to navigate challenges and capitalize on opportunities in the global market. Recent change initiatives, such as digital transformation and sustainable practices, have had a transformative impact on both operational efficiency and customer experience. Additionally, the company’s long-term strategies, including global expansion and enhanced loyalty programs, further solidify its competitive edge.
However, opportunities for improvement remain. Enhancing diversity and inclusion efforts, accelerating sustainability goals, and expanding into emerging regions are critical steps toward sustaining Marriott’s leadership in the hospitality industry. By implementing these recommendations, Marriott can continue to set benchmarks for excellence and innovation in the global hospitality sector.
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