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 Executive Summary

The purpose of the following report is to critically analyse Marriott International on corporate level and Marriott London County Hall on individual level through structure, culture and goals by analysing the advantages and disadvantages of working for a large organization like Marriott International. The initiatives of Marriott on corporate level such as sustainable activities, responsible sourcing, and integration of AI tools and their strategic direction to become an enterprise for traveling by retaining all new customers through loyalty programs and retain “best people available". On individual level, recommended solution for Marriott London County Hall is to include all employees in a wellness program to establish physical and mental wellness of the workers. Furthermore, a local form for individual feedback is proposed with the intention of understanding employee needs and finding the root cause regarding recent negative feedback about employee behaviour. 
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[bookmark: _Toc70438897]Introduction
Marriott International Inc. Is a multinational American organization founded by J. Willard Marriott and Alice Marriott since 1927. The company strategy is to deliver unique costumer experience around the globe, currently in 142 countries with nearly 9100 properties (Mariott, 2025). The aim of the following report is to analyse the structure of Marriott International and principles, the culture and goals of the organization by analysing the advantages and disadvantages regarding benefits of working for Marriott International, followed by initiatives of the organisation and the activities that suggest a strategic direction of the company to achieve long term goals and objectives. In final part, recommendations will be made under the expert's opinion using organisational behaviour theory to provide a solution to individual level issues found on Marriott London County Hall. 
[bookmark: _Toc2110620]Organization Structure, Culture and Goals
“In practical terms, a mechanical transfer of certain policies from one organisational type to another, such as that relating to the implementation of policies particularly driven by a logic of “efficiency” or markedly “corporate”, could lead to an ex post empirical confirmation of different results, and/or, at times, opposite to those expected” (Cocozza, 2024, pp.24). Same source confirms that structure, culture and goals are highly connected through communication aspects, tools and policies needed to achieve strategic objectives. 
 Marriott International has a complex Matrix structure (Kiruba, Devi and Mohamed, 2020), as seen bellow in Fig.1 with highest positions of President and CEO, followed by regional executives and functional managers (Marriott, 2023)
[image: ]Figure 1 – Marriott International Board of Directors (Marriott, 2023)
Furthermore, Marriott is a franchise management company that allows other owners to join and buy brand name with strict policies that follow their principles (Marriott, 2025). Same structure can be seen on both corporate and individual level at Marriott International versus Marriott London County Hall (Marriott, 2025). To highlight the structure of Marriott International, a study made in UK that includes the individual hotel mentioned above, suggests that employees have a high impact on customer loyalty. The study was made on 50 individuals with the purpose of understanding customer reaction on employee behaviour and the impact of “service with smile”. Fig. 2 shows a 90% rate of positive outcome based on positive employee behaviour impacting positively the organisation KPI’s (Fagyas and Datta, 2023, pp. 4.1)
       [image: ]
Figure 2 – An Investigation of the Factors associated with Consumer Behaviour.  (Fagyas and Datta, 2023) 
According to Martinez and Mora (2020), smile is considered an expression that suggests positive emotion; hence the author confirms that smile evokes positive stimuli, generating first impression between individuals.
Same study of Fagyas and Datta (2023), suggests that most influential factors in regards KPI’s based on the analysis presented on Fig.3 includes service, guest online feedback and atmosphere, confirming that management has a direct impact on customer in regards staff training on guest complaints versus sensitive issues.
             [image: ]
                 Figure 3 – Identified Influential Factors (Fagyas and Datta, 2023)
Regarding challenges, the study identified issues such as language barriers, waiting time and lack of communication (Fagyas and Datta, 2023) and a second data from same study, as seen in Figure 4, showed that service quality is considered a “negative influential factor” (Fagyas and Datta, 2023, pp. 5).
              [image: ]
                   Figure 4 – Correlation Analysis (Faggyas and Datta, 2023)
However, the study was made on a limited number of people in check-ins and check-out process to understand a potential negative factor from KPI’s. Regarding service quality and waiting time, currently, Marriott uses FS-PMS management system to ensure smooth service and decrease waiting time (Marriott, 2025). 
Regarding culture and goals of Marriott International on corporate level, the chain focuses on “people first attitude” (Marriott, 2025), providing opportunities for their employees named as “associates”, pursuing excellence and innovation by anticipating customer needs, diversity, inclusion and equity standards to ensure a unique customer experience and employee’s job satisfaction. Through their programme Marriott Bonvoy Serve 360 (2025), they host sustainable events to support local communities and local culture with the intention to achieve a positive change in regards sustainability using the four pillars of the programme such as empower, welcome, nurture and sustain.
On individual level, London Marriott Hotel County Hall has over 10 negative, recent reviews about the staff attitude and helpless service. Furthermore, customer satisfaction level about management and experience impacting negatively the reputation of the organization (Marriott, County Hall, 2025).
Following expert opinion, Chauhan (2020), suggests that poor management and the inability to communicate with employees through effective methods, impacts negatively the organization and working culture, decreasing the motivation of employees. As the expert suggested, management behaviour is extremely important in regards culture compared to above situation. 
Different expert approach, suggested that new employees have a lack of confidence and knowledge, allowing other employees to guide them and influence their attitude towards customers and organization (Barry and Wilkinson, 2016). To strengthen this approach, “Five Monkey Ladder Experiment” theory, where monkeys are not reaching the ladder, being afraid of other monkeys using “we’ve always done it this way” (Artof Brilliance, 2018), decreasing motivation of new employees in changing current behaviour of other employees as seen in Fig.5.
             [image: ]
            Figure 5 – The monkey ladder experiment (Artof Brilliance, 2018)
Continuing the subject of factors that influence employee behaviour, Stephen et al. (2022), argue that fulfilling employee needs through rewards, benefits and opportunities to grow, employee behaviour would change, and employee turnover is impacted positively leading to higher productivity, job satisfaction with a direct impact on employee morale. Comparing the above expert opinion to Marriott, the organisation offers multiple benefits and trainings for their employees to ensure job satisfaction. Kanner (2024) outlined a wide range of benefits that depend “on employee status and location” as following:
· Perks and Travel discount
· Opportunities for development and Retail discounts
· Spa, Food and Beverage and Wellness discounts
· Saving plans for Retirement and Child Care
· Competitive salary and Life Insurance
· Education Plans, Pregnancy Plans and other.
“Most of us working in large organizations have experienced the frustration of knowing we have better talent” (Goldsmith et al.,2004, p.104). The source confirms that disadvantages of working for large organizations include numerous factors such as inability to share ideas with direct effect, as bureaucracy and decision-making process takes longer for approval, creating an autonomy that is limited to job descriptions. Furthermore, career opportunities are decreased, comparing to a small organization, conditioned by training and experience, location and roles available within the area.
However, Marriott London County Hall has 4.5 stars out of 3955 reviews on TripAdvisor (2025) and 4.4 stars on the official website, impacting positively the reputation of the hotel despite the negative reviews from the last period as mentioned above.
[bookmark: _Toc1131175042]Recent Change Initiatives
According to Robinson (2021), Marriott created a smart initiative after Covid-19, when numerous people been forced to work from home to a strategy of retaining customers. The developed program named “Day Pass, Stay Pass and Play Pass”, is created for the above category of people looking to work and stay at the hotel “for a change in scenery” with competitive packages that are both profitable for customers and organization, encouraging customers to book and plan trips while working.
On the other hand, Marriott is involved in sustainable activities such as sustainable hotels across the globe, sustainable tools and renewable energy, responsible sourcing, hiring diverse populations such as refugees, people with disabilities, veterans and local sourcing (Marriott,2021) as seen in Figure 6.
[image: ]Figure 6 – United Nations Sustainable Development (Serve 360 Marriott, 2021)
 Furthermore, Marriott integrated AI tools in their system for a higher data protection and digital transformation of hotel operations that enhances customer experience and more efficient environment for workers (Marriott Bonvoy, 2025). The above initiative is a considered a timesaving for workers, impacting positively customer engagement seen on both corporate and individual levels from customers reviews such as Trip Advisor and Marriott County Hall. Since introducing the above initiatives, Marriott (2024), shows a clear grown in productivity with 5% increase worldwide and a record in gross total by over 7% comparing to last year on corporate level.
[bookmark: _Toc1484614682]Strategic Direction
“During such an uncertain time” (Robinson, 2021), Marriott’s strategic direction is focused on cleaning levels and flexibility, offering customers extended program in waiving fees and guaranteeing high levels of cleaning. Furthermore, using current trends, Marriott is aware of customer’s intention to visit family and friends that do not live close by, with competitive packages, creating engagement opportunities with customers stopping for one day on their way to visit relatives (Robinson, 2021).
In 2023, Marriott International Inc. used their organizational structure as a strategic point to accelerate company growth creating executive appointments for talent leaders allowing “veterans of Marriott” to grow and occupy higher positions within the organization (Marriott, 2023). Furthermore, a strategic plan from Marriott (2021), confirms the intention of the organization to become an enterprise travel company that covers all small businesses around the world, through their loyalty programs offered for customer retention and continuously retain “best available people” by offering a wide range of benefits as mentioned above and ensuring a continuous growth in “retained talents” (Marriott, 2021, Marriott, 2025), Figure 7.
[image: ]Figure 7 – Strategic Plan 2020 – 2021 (Marriott, 2021)
[bookmark: _Toc1759932252]Conclusion
The study presented at the beginning of the above report, confirms the importance of “smile” and the emotional impact on individuals, the importance of service quality and impact on customers in regards waiting time versus solution implemented by Marriott International on corporate level by implementing AI tools to decrease waiting time. The benefits that Marriott International offers to all employees around the globe and the “people first attitude” plus the initiatives and strategic direction of the organization suggests that Marriott International is a perfect employer. Although, the theory of “Five Monkey Experiment” confirms that new employees can be influenced by other employees in regards behaviour towards organization and customers, the root cause of negative reviews reflecting poor customer service of Marriott London County Hall, remains unknown until a wellness program examination is made as suggested by expert opinion on recommendation section.
[bookmark: _Toc1633988875]Recommendations
Considering Marriott International on both corporate and individual levels, Douglas Mcgregor Theory X and Y should be applied in the scenarios presented above as Theory X suggests that managers believe that employees need to be directed in performing tasks using authority while Theory Y is based on staff recognition, motivation and healthy work environment (Robbins, 2009). From the perspective of Marriott International as corporate level, the benefits offered for employees and motivation to perform tasks can be highly comparable to Theory Y. However, on individual level, Marriott London County Hall reviews are close to Theory X where employees and customers are unhappy (Marriott, 2025). Most negative reviews suggest job dissatisfaction of the employees, hence Robbins (2009), suggest that poor management, long hours, interior conflicts, lack of communication from management, inadequate training, unfairness and job insecurity are considered work stressors that lead to anxiety, decreased work performance and ultimately to job loss. Furthermore, the above work stressors have a negative effect on business reputation by damaging customer trust. Based on the above, Marriott London County Hall should consider the expert opinion of Van Yoder and Purcell (2023) that root cause should be established by implementing a local confidential feedback form for employees that will determine main issue. The authors confirm that physical and mental well-being are the first factors that lead to poor productivity, hence the examination must be conducted under wellness programs using strategic communication through management by helping employees to understand key aspects of the program and ensure continuous support and fulfilment of employee needs (Van Yoder and Purcell, 2023).
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PURPOSE/MISSION

Our mission is to empower and enhance the lives
of people living with a disability in a way that
enables them to live their life to its fullest potential.

VISION

Marriott is an inclusive community where people
thrive by living life on their terms with purpose &

dignity. We undertake our work with compassion, not ‘ Q ’

sympathy. We focus on ability, "what people can do”

We expect professionalism (in work) and respect

(in life) from and for our supported employees and
participants. We strive to become the partner of choice
in supporting our people to shape their own lives.

VALUES w

Safety Accountability

STRATEGIC PLAN

Financial Sustainability:

We will focus on financial sustainability in NDIS and social enterprise environments,
aiming to grow services in existing and new markets. We will do this by ensuring that
our services are viable and meet market demand, safeguarding our organisation’s
long-term future.

Strengthening our Operations:

We will strengthen our capability to ensure a staffing structure fit for purpose that
can enhance service delivery to achieve optimal results that meet the needs of the
organisation.

Grow our Business:

We will actively pursue growth and expansion opportunities in order to increase the
organisation’s reach, recognition, and sustainability. In doing so we will cement our
market position by delivering customer driven services and products that meet market
demand.

Developing our People & Culture:
We will cultivate a high performing, productive and growth-oriented culture, and attract,
develop and retain the best available people.




