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[bookmark: _Toc171537987]Executive Summary
[bookmark: _Toc171537988]During the COVID-19 pandemic, the global hospitality industry, including Marriott International, faced significant challenges. This analysis evaluates Marriott International's response to the pandemic using various change management models, such as Kotter’s 8-Step Change Model, Lewin’s Change Management Model, the McKinsey 7-S Model, the ADKAR Model, Nudge Theory, Bridges’ Transition Model, the Kübler-Ross Change Curve, and the Satir Change Model.
The analysis demonstrates how Marriott adjusted its operations, supported its employees, and maintained customer engagement during the crisis. The conclusions emphasize Marriott's agility and strategic approach, while recommendations suggest further enhancements to improve resilience and adaptability in future crises.


Introduction
[bookmark: _Toc171537989]Brief Context
Terms of Reference:
This assignment examines Marriott International's response to the COVID-19 pandemic using multiple change management theories to understand and evaluate its strategies and actions.

Situational Details:
Marriott International, a global leader in the hospitality industry, operates over 7,600 properties across 133 countries and territories. The onset of the COVID-19 pandemic in early 2020 brought unprecedented challenges to the hospitality sector, including travel restrictions, lockdowns, and a significant drop in occupancy rates.

Statement of Change Scenario Researched:
The sudden and severe impact of the pandemic on the hospitality sector necessitated swift and strategic responses from companies like Marriott to ensure survival and continuity. This study focuses on how Marriott adapted to these challenges through various strategic initiatives and change management practices.

How Information Was Collected:
The research for this assignment involved collecting information through secondary research methods. Data was gathered from company reports, press releases, industry analyses, and academic articles to provide a comprehensive overview of Marriott’s strategies and responses during the pandemic.
[bookmark: _Toc171537990]Research Methods
Form of Research:
The research primarily utilised secondary sources to analyse Marriott’s response to the pandemic. This included examining publicly available documents such as financial reports, corporate announcements, and third-party evaluations.

Data Collection Methods:
· Secondary Research: Analysis of Marriott International’s official statements, press releases, and financial reports.
· Literature Review: Review of academic articles and industry reports on change management and the hospitality industry’s response to COVID-19.
· Case Studies: Examination of specific case studies detailing Marriott's strategic initiatives during the pandemic.

Measurements, Selection, Analysis:
Data was selected based on relevance to Marriott's strategic response and change management practices. The analysis involved comparing Marriott’s actions with established change management theories to evaluate the effectiveness of their response.

Scoping Presentation:
The initial plan was to focus on primary data collection through interviews with Marriott management and employees. However, due to accessibility issues, the research pivoted to an in-depth secondary analysis of available documents and literature. This adjustment allowed for a broader understanding of Marriott's overall strategy and its alignment with theoretical frameworks.
[bookmark: _Toc171537991]Findings
Key Findings:
· Marriott’s immediate focus on health and safety through enhanced cleaning protocols and digital innovations 
· Strategic financial measures to preserve stability, including cost-cutting and staff furloughs.
· Adoption of agile leadership and transparent communication to navigate the crisis effectively.
· Leveraging core values and developing new skills to adapt to the evolving market conditions.

These findings demonstrate Marriott's proactive and comprehensive approach to managing the unprecedented challenges posed by the COVID-19 pandemic.


[bookmark: _Toc171537992]Discussion and Analysis
[bookmark: _Toc171537993]Overview of Marriott’s Response to COVID-19
Marriott International’s response to COVID-19 can be evaluated from several perspectives, including health and safety measures, operational adjustments, financial management, employee support, and innovation:

Health and Safety Measures
· Marriott launched the “Commitment to Clean” initiative, which included hospital-grade disinfectants, advanced cleaning technologies such as electrostatic sprayers, and increased frequency of cleaning in public spaces and guest rooms. This reassured guests of their safety during their stay.
· To minimize contact, Marriott expanded its mobile technologies, including mobile check-in and check-out, mobile key, and mobile service requests. These measures helped reduce physical interaction and potential virus transmission.

Operational Adjustments
· Marriott temporarily closed some properties and reduced the capacity of others to comply with local regulations and adapt to decreased travel demand. This allowed the company to manage costs more effectively.
· The company modified its food and beverage services to include more take-out and delivery options, reimagined meeting and event spaces to accommodate social distancing and provided virtual meeting solutions.

Financial Management
· Marriott took significant steps to reduce expenses, including furloughing employees, suspending new hires, halting non-essential spending, and renegotiating contracts with suppliers. These measures were crucial in preserving liquidity during the downturn.
· The company secured additional financing to strengthen its balance sheet and ensure operational continuity. This proactive approach helped Marriott navigate the financial uncertainties of the pandemic.

Employee Support
· Marriott implemented various support programs for its employees, including enhanced health benefits, access to telehealth services, and mental health resources. The company also provided financial assistance and job placement support for furloughed employees.
· Marriott invested in training programs to help employees adapt to new health and safety protocols and operational changes. This ensured that staff were well-prepared to meet new standards and deliver safe, high-quality service.

Innovation
· The pandemic accelerated Marriott’s investment in digital and contactless technologies. Innovations such as mobile keys, in-app dining requests, and virtual event platforms enhanced guest experience and operational efficiency.
· Recognising the need for flexibility, Marriott introduced more lenient booking and cancellation policies. This improved customer satisfaction and loyalty during a period of heightened uncertainty.

Community and Social Responsibility
· Marriott provided accommodations for healthcare workers and first responders, offering them safe places to stay during the height of the pandemic. This demonstrated a commitment to supporting communities in crisis.
· Despite the pandemic, Marriott continued to advance its sustainability goals, focusing on reducing waste, conserving water, and improving energy efficiency in its operations.

[bookmark: _Toc171537994]Lewin’s Change Management Model 
1. Unfreeze:
The pandemic served as a major disruption, prompting the need for quick and decisive action. The leadership at Marriott swiftly acknowledged the seriousness of the crisis and communicated the urgent need to implement new strategies to address unprecedented challenges. This involved re-evaluating existing processes, engaging with stakeholders to understand the impact, and preparing the organisation for substantial changes ahead.

2. Change:
During the phase of change, Marriott made several critical modifications to their operations. These changes included:
· Implementing rigorous cleaning procedures using hospital-grade disinfectants and increasing the frequency of cleaning in high-touch areas. They also launched the "Commitment to Clean" initiative to assure guests of their dedication to health and safety.
· Enhancing their digital services to cater to the evolving needs of customers and reduce physical contact. This included improvements to their mobile app, offering contactless check-in and check-out, digital room keys, and mobile requests for guest services.
· Adopting cost-cutting measures such as reducing executive salaries, suspending dividends, and furloughing staff to ensure financial stability. These actions were necessary to manage the economic impact of reduced travel and occupancy rates.

3. Refreeze:
During the refreeze stage, Marriott concentrated on solidifying and maintaining the implemented changes. This included continually monitoring the effectiveness of their strategies, gathering feedback from guests and employees, and adjusting as necessary. Marriott's dedication to upholding high standards of cleanliness and safety, as well as its focus on digital transformation, became ingrained in its corporate identity. The company's endeavours to incorporate these changes into its regular operations helped guarantee long-term resilience and adaptability.

[bookmark: _Toc171537995]McKinsey 7-S Model
1. Strategy:
Marriott's strategy focused on three key areas: health and safety, financial stability, and digital innovation. The company aimed to safeguard the well-being of its guests and employees by implementing enhanced health protocols. To maintain financial health, Marriott adopted cost-saving measures and restructured operations. Additionally, the company embraced digital innovation to adapt to changing market realities and customer expectations, such as improving mobile services for contactless interactions.

2. Structure:
Marriott's organisational structure allowed for swift decision-making and effective implementation of new protocols. The company formed task forces and cross-functional teams to tackle different aspects of the crisis, ensuring a cohesive and thorough response. This structure enabled Marriott to quickly adjust to new information and changing conditions, thereby maintaining operational effectiveness during the pandemic.

3. Systems:
Enhanced cleaning systems have been implemented to guarantee a safe environment for both guests and staff at Marriott. The company has introduced hospital-grade disinfectants and increased the frequency of cleaning high-touch areas. Additionally, digital tools such as contactless check-in and check-out, digital room keys, and mobile requests for guest services have been implemented to significantly enhance safety and improve the customer experience.

4. Shared Values:
Marriott prioritised putting people first and pursuing excellence in its response to the pandemic. The company focused on health and safety and committed to continuous improvement, reflecting its dedication to caring for employees and guests in line with its long-standing principles.

5. Style:
Marriott's leadership showed agility and resilience during the crisis. Transparent communication and decisive action were key to the company’s management style. Marriott's leaders maintained regular communication with employees, guests, and stakeholders, providing updates and guidance to navigate the challenges posed by the pandemic. This approach has built trust and ensured alignment across the organisation.

6. Staff:
Marriott supported its staff through various initiatives, recognising the importance of maintaining morale and engagement. The company provided financial assistance through emergency relief funds and offered access to mental health resources. Additionally, Marriott offered training programs to help employees adapt to new roles and responsibilities, ensuring that they remained engaged and motivated despite the challenging circumstances.


7. Skills:
Marriott utilised its vast experience in hospitality and customer service, while also acquiring new expertise in digital technology and crisis management. The company's capability to quickly implement improved cleaning protocols and digital innovations showcased its adaptability. Marriott also invested in training programs to provide its employees with the necessary skills to perform effectively in the new environment, ensuring that the organisation stayed competitive and resilient.
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Step 1: Create a Sense of Urgency
The pandemic created an immediate sense of urgency for Marriott, necessitating rapid response measures.

Step 2: Form a Powerful Coalition
Marriott’s executive leadership team and task forces drove the change efforts, ensuring coordinated and comprehensive action.

Step 3: Create a Vision for Change
Marriott's vision is centred on health and safety, financial stability, and innovation.

Step 4: Communicate the Vision
The company communicated its strategies through various channels, including press releases, social media, and its website.

Step 5: Remove Obstacles
Marriott addressed obstacles by providing resources and training, leveraging technology, and collaborating with industry partners.

Step 6: Create Short-Term Wins
Short-term wins included the successful implementation of safety protocols and positive feedback from guests.

Step 7: Build on the Change
Marriott continued to innovate and adapt, expanding digital offerings and introducing flexible policies.

Step 8: Anchor the Changes in Corporate Culture
The changes were embedded into Marriott’s culture through ongoing training and corporate policies emphasising safety and innovation.
[bookmark: _Toc171537997]ADKAR Model
Awareness
Marriott created awareness of the need for change through transparent communication about the pandemic’s impact.

Desire
The desire for change was driven by the urgency of the crisis and the company’s commitment to safety and service excellence.


Knowledge
Marriott provided knowledge through training programs and guidelines on new protocols.

Ability
Employees were equipped with the necessary tools and resources to implement the changes.

Reinforcement
Marriott reinforced changes through continuous monitoring, feedback, and adjustments to strategies.
[bookmark: _Toc171537998]Nudge Theory
Nudge Theory suggests that small interventions can influence behaviour. Marriott used nudges such as clear signage, automated reminders, and easy-to-follow procedures to encourage compliance with safety protocols.
[bookmark: _Toc171537999]Bridges’ Transition Model
Ending
Marriott has acknowledged that its normal operations have come to an end due to the fundamental changes brought by the COVID-19 pandemic in the hospitality industry. Recognising that traditional methods of operation were no longer feasible, Marriott had to let go of previous expectations and routines. This involved acknowledging the impact of reduced travel, changes in customer behaviour, and new health and safety requirements. Both staff and management had to confront the reality that the "old normal" was over. This acceptance was the first crucial step in beginning the transition process.

Neutral Zone
During the pandemic, Marriott faced the challenge of navigating through an uncertain period. The company implemented new strategies, including enhanced cleaning protocols, contactless services, and digital innovations to meet new customer expectations and safety guidelines. This phase was characterised by trial and error, as Marriott had to adapt to rapidly changing circumstances and continuously evolving information about the virus. Employees and leaders were in a state of flux, learning to cope with new realities and trying to determine which strategies would work best in this unprecedented situation.

New Beginning
After the company moved out of the Neutral Zone, it began establishing a new operational normal. Marriott integrated the successful changes it had experimented with during the pandemic into its routine operations. This included continuing some of the enhanced safety protocols, maintaining digital innovations that improved customer experience, and adopting new business models developed in response to the crisis. Employees were trained in the new processes, and the company communicated its new standards and expectations to both staff and customers. As a result, Marriott emerged stronger, with a renewed sense of purpose and a more resilient operational strategy.
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Denial
Initial disbelief about the pandemic’s severity was quickly replaced by action.

Anger
Frustration and concern were addressed through supportive measures for employees and transparent communication.

Bargaining
Efforts to mitigate impacts included negotiating with stakeholders and adjusting policies.

Depression
Acknowledgement of challenges was met with resilience and adaptive strategies.

Acceptance
Acceptance led to proactive measures and innovation, positioning Marriott for recovery.
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Late Status Quo
Pre-pandemic operations were disrupted, leading to the need for change.

Resistance
Initial resistance was managed through leadership and clear communication.

Chaos
The chaos of the pandemic required rapid adaptation and flexible strategies.

Integration
New practices were integrated into operations, guided by continuous feedback.

New Status Quo
Marriott established a new normal with enhanced safety protocols and digital innovations.
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Strengths
· Implemented the "Commitment to Clean" initiative to ensure high cleanliness standards, adopted contactless services, adjusted operations and modified food and beverage offerings. 
· Implemented cost-cutting measures, secured additional financing, and provided comprehensive support programs. 
· Accelerated investment in digital technologies, introduced flexible booking and cancellation policies and continued focus on sustainability initiatives.
· Supported frontline workers and demonstrated a commitment to community engagement.

Weaknesses
· Customers are confused by new protocols and services, indicating a need for clearer communication. 
· Furloughed and active employees experienced significant emotional and financial tolls despite support programs. 
· The heavily impacted travel and tourism industry poses a significant challenge to recovery efforts.

Opportunities
· Investing in digital and contactless technologies can enhance customer experience and streamline operations. 
· Expanding virtual meeting and event solutions can attract new business segments. 
· Flexible booking policies and enhanced safety measures can build stronger customer trust. 
· Marketing and loyalty programs can focus on safety and convenience features. 
· Increased focus on sustainability can differentiate Marriott and appeal to environmentally conscious travellers. 
· Implementing green practices can lead to cost savings. 
· Exploring new revenue streams, like long-term stays and coworking spaces, can reduce dependence on traditional travel. 
· Developing health and wellness offerings can attract guests seeking safe and healthy travel options.

Threats
· The COVID-19 pandemic and future outbreaks could disrupt travel industry operations. 
· Travel restrictions and changing consumer behaviour may affect revenue and occupancy rates. 
· Economic downturns, operational costs, and competition from providers like Airbnb could also impact profitability. 
· This may lead to challenges in retaining talent and maintaining sufficient staffing as travel recovers.


[bookmark: _Toc171538003]Conclusions
Marriott International's handling of the COVID-19 pandemic demonstrates effective change management in a crisis. By utilising various change management models, Marriott effectively dealt with the challenges brought about by the pandemic with agility and strategic foresight. The company's focus on health and safety, employee support, digital innovation, and adaptability were crucial to its response.

The analysis highlights Marriott’s strengths in leadership, innovation, and flexibility, while also acknowledging areas for improvement, such as managing financial impacts and ensuring consistent communication. Overall, Marriott’s response to the pandemic offers valuable insights into the application of change management principles in the hospitality industry.
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Here are the proposed recommendations to enhance Marriott's resilience and adaptability in future crises based on the analysis:

· Explore strategies to build financial resilience, such as diversifying revenue streams and establishing contingency funds.
· Improve communication strategies to ensure clarity, consistency, and transparency.
· Continue investing in digital technologies and innovation to meet evolving customer needs.
· Expand employee support programs and provide ongoing training and development opportunities.
· Create comprehensive crisis response plans, including scenario planning and simulations.
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