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[image: ]This report provides a comprehensive analysis of the organisational structure, culture, and goals of Marriott International and The Ritz-Carlton Hotel. It examines the implication of these elements on their strategic direction, highlighting both positive and negative impacts. Both companies have a customer-centric approach, aiming to deliver exceptional service and personalised experiences. These strategic directions position them well for future success, by addressing potential challenges and continuous improvement. This report place emphasis on the importance of strategic alignment in achieving organisational goals and highlights the need for ongoing adaptation to changing trends and market demands.
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[bookmark: _Toc191055257]Introduction

In the department of luxury hospitality, two names are attracting more attention through their unique service, elaborated elegance, and permanent legacy, Marriott International and The Ritz-Carlton Hotels. Both famous brands have not only set the benchmark for extraordinary guest experience but also have played crucial roles in shaping the global hotel industry. Marriott International established in 1927, at the end of year 2023 the company embodied more than 1597000 rooms all over the world in 139 countries and territories. (Marriott International, 2025) Recognised for its progressive approach and commitment to quality, Marriott pursues to redefine contemporary hospitality by continuously putting together tradition and current needs. (Marriott International Inc, 2020)
On the other hand, The Ritz-Carlton Hotels, a subsidiary of Marriott International, also represents an example of refinement. Since its foundation in early 20th century The Ritz-Carlton offers grandeur, perfectionist diligence and personalised services. Its eternal philosophy of “Ladies and Gentlemen serving Ladies and Gentlemen” capture the essence of its valued hospitality. (The Ritz-Carlton, 2025) 
This report, with the reference to relevant theories, will embody an analysis and a critical evaluation of the selected organisation, Marriott International, as a corporate, as well as an individual hotel chosen, The Ritz-Carlton Hotel. It will encompass an examination of their structure, culture, and goals and how they influence their operations along with the review of recent changes and its impact on the company performance. 
[bookmark: _Toc191054337][bookmark: _Toc191055258]Main body
[bookmark: _Toc191054338][bookmark: _Toc191055259]Organisation Structure, Culture and Goals
[bookmark: _Toc191054339][bookmark: _Toc191055260]Marriot International Structure
According to Knight et al.,2018 the organisational structure is monitoring the organisation economic and efficiency of actions in order to coordinate distinct parts of the company, to meet the social fulfilling of all members within organisation.
Marriott International is putting into practice a hybrid organisational structure (Khosrow-Pour, 2020) blending components of both matrix (Sousa et al., 2022) and functional structure. (Mullins & Dossor, 2013) This allows the company to balance the benefits of centralisation (consistency and control) with those of decentralisation (flexibility and local adaptation). 
[bookmark: _Toc191054340][bookmark: _Toc191055261]Matrix structure 
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                                                                                   (Organimi Inc, 2024)
Marriott use functional divisions containing marketing, operations, and sales. Additionally, they make use of divisional units based on geographic region. This facilitates to adapt its operations to diverse needs, for distinct regions while maintaining an outstanding brand image. (Egelhoff & Wolf, 2017) To ensure that there is effective response for each local market conditions each region has its own regional executives to be responsible for their hotel chains areas. (Lassl, 2020) 
[bookmark: _Toc191054341][bookmark: _Toc191055262]Functional
Based on centralised decision-making by holding essential authority, ensuring constant brand image and the exceptional quality services among all assets. Also, the company created specialised departments for each function, for instance finance, HR, or IT to support worldwide operations of the chain. (Kisielnicki & Markowski, 2021)
While hybrid structure allows Marriott to support its business strategy in this competitive global market, there are also challenges in maintaining structure balance. Some examples are balancing global and local needs, resistance to change, need for extra training, extra excessive costs, internal conflicts, communication barriers and through its complexity can create confusion along employees and lead to role ambiguity and departments dispute. (Maine et al., 2022) 

[bookmark: _Toc191054342][bookmark: _Toc191055263]The Ritz-Carlton Hotel Structure
The Ritz-Carlton Hotel has a hierarchical and centralised structure (Mullins & McLean, 2019) with clear level of hierarchy. 
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                                                                                                 (IvyPanda,2019) 
The company has defined roles and responsibilities, a centralised decision making at the top of hierarchy, employee training and development, customer centric approach and same as the main chain Marriott specialised departments each with its own management team. (The Ritz-Carlton, 2025) Also, the company in order to maintain its services excellence emphasises standardisation of procedures and processes by embracing standardised training programs and operational guidelines. 
[bookmark: _Toc191054343][bookmark: _Toc191055264]Marriott International Culture
Marriott International organisational culture follows several key theories to conduct its operations and interactions with employees and guests. The company believes that happy employees offer exceptional services to their customers.
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                                                               (Pinterest, 2025)                  
[bookmark: _Toc191054344][bookmark: _Toc191055265]People First Approach 
This one of the models that the organisation uses. (Rahimi, 2017)
[bookmark: _Toc191054345][bookmark: _Toc191055266]Pursuing Excellence 
Setting ambitious standards for its people and keep improving. (Carvalho et al., 2023) The company had numerous awards that reflects its commitment to excellence like Ethisphere’s World’s Most Ethical Companies, Fortune’s 100 Best Companies to Work for or Fortune 's World's Most Admired Companies. (Marriott International, 2017), (HR Executive, 2024), (PR Newswire, 2025)
[bookmark: _Toc191054346][bookmark: _Toc191055267]Acting with Integrity 
This is the core value of the organisation with honest, fair, and ethical employees and with its own code of conduct and different policies for promoting moral behaviours.
[bookmark: _Toc191054347][bookmark: _Toc191055268]Serving the World
Starting with charitable organisations, volunteering and of course sustainability commitment Marriott makes a positive difference in the world. (Perkins-Chavis, 2017), (Landau, 2020), (Halmi et al., 2020)
[bookmark: _Toc191054348][bookmark: _Toc191055269]Embracing Change 
Investing in recent technologies, adapting to the changing peoples and environment, and focusing on innovation. 
[bookmark: _Toc191054349][bookmark: _Toc191055270]Hofstede Cultural Model 
Marriott uses this model to adapt and understand the cultural differences. Their strategies are tailored by this model and meet the local standards and lines up with the global requirements. (Meira et al., 2023) 
All these theories and principle helps the company to sustain a positive and powerful culture that supports all its employees while delivering exceptional customer service. 
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                                                                                                    (Moran, 2020)
[bookmark: _Toc191054351][bookmark: _Toc191055272]People Centric Culture
Similar with the main chain Marriott, The Ritz-Carlton Hotel gives a high importance on its employees that the company often refer to them as “ladies and gentlemen serving ladies and gentlemen.” This way the organisation builds a sense of pride and commitment. (The Ritz -Carlton, 2025)
[bookmark: _Toc191054352][bookmark: _Toc191055273]Customer Centric Approach
Reflected by their detailed orientated culture where the employees are trained to give special attention to customers’ needs and demands, the company is extremely dedicated to give exceptional customer services. (Steinbock, 2024)
[bookmark: _Toc191054353][bookmark: _Toc191055274]Empowerment and Engagement
The company gives their employees the authority to take ownership of their decisions and actions in creating personalised guest experience and to generate quality services. This built up a higher level of employee satisfaction and originate trust, loyalty and decrease employee turnover. (Huang & Chen, 2021)
[bookmark: _Toc191054354][bookmark: _Toc191055275]Integrity and Excellence
Their strict code of conduct, the constant effort to improve, and the expectation for their employee happily adhere to these, reveilles The Ritz-Carlton high standard expectations of integrity and excellence. (Creating unforgettable luxury, 2024)
[bookmark: _Toc191054355][bookmark: _Toc191055276]Innovation and Adaptability
To excel in the most competitive industry the company stimulates innovation and adaptability to the current technologies and practices. 
Applying this culture practices and theories The Ritz-Carlton Hotel maintains its reputation as one of the leaders of luxury hospitality. 
[bookmark: _Toc191054356][bookmark: _Toc191055277]Marriott International Goals
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                                                                                   (CEF, 2025)
First, through Marriott’s Serve 360 platform the company focus on areas as environmental stewardship, social responsibility, and governance. It has a specific 2025 Sustainability and Social Impact Goals in place as a commitment to eco-friendly practices. (Business world (India), 2023) Second, the Bonvoy loyalty program aims to provide personalised experiences to improve the customer satisfaction. (Marriott Bonvoy, 2019) Followed by the company willingness to enter in new markets and to change to respond to customer needs. Also, Marriot believes in investing in people to make sure they have all knowledge and support they need while creating an inclusive work environment and make the employee feel valued and empowered. (Cleary, 2018)

[bookmark: _Toc191054357][bookmark: _Toc191055278]The Ritz-Carlton Goals
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                                                                               (SlideShare, 2016)
The Ritz-Carlton Hotel service is built on a set of goals that are known as “Gold Standards.” Part of this is The Credo through which the company ensures that they offer outstanding guest experiences in a natural, pleasant yet exquisite ambiance. On account of this they hope to stimulate the customer senses and fulfil all their needs and requests. (Michelli, 2008) 
[image: ]
                                                                           (SlideShare, 2013)
Most customers are looking for accommodation that offers “Wow” moments with unique experiences. (Kotler et al., 2019) The company is ensuring a positive and engaging work environment so their employee to value and look out for the customer needs. (Luekveerawattana, 2025)
[bookmark: _Toc191054358][bookmark: _Toc191055279]Recent Change Initiative Marriott International
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                                                                (Marriott International, 2025)
To elevate its leadership and drive growth Marriott international has gone through several changes on the last couple of years. The company had promoted internal leaders to key positions to ensure continuity and drive strategic initiatives. Foe example Andy Kauffman was appointed as Chief Commercial Officer for US or Shannon Patterson as Senior Vice President of Sales. (Marriott International, 2025) Also, the introduction of latest brands, technologies and personalised services adapted to different market segments, with focusing on middle-class travellers. In addition, in November 2024 the company announced an organisational restructuring, with 800 corporate layoffs, with the expectation of annul cost saving of over £64 million. (Savitz, 2021) But the most important change is its growth with record number of gross openings in 2024, with 123.000 rooms added and 1200 deals signed with 162000 total rooms. (Business world (India), 2025)


[bookmark: _Toc191054359][bookmark: _Toc191055280]Recent Change Initiatives the Ritz-Carlton Hotel
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                                                            (SlideShare, 2011)
The changes that Ritz-Carlton are doing reflects their dedication to maintain its position as a leader of luxury hospitality. (Creating unforgettable luxury, 2024) there were major renovations. Also, investments in expanding its global presence. Last openings are: The Ritz-Carlton Jordan (Ritz-Carlton Amman opens in Jordan, 2022), Paradise Valley in Arizona (Baral, 2020) or Dar Es Salam in Morocco (The Ritz-Carlton debuts at Dar Es Salam in Morocco, 2024). In addition, the Leadership Centre Summit 2025 aims to introduce new strategic ideas and promotes a board of clients sharing their opinion and recognitions. (PR Newswire, 2025) Also, expansion is the most important change with new upcoming hotels and its commitment to reducing its environmental footprint and making a positive impact on the communities they operate in. (Hotelier, 2024) 

[bookmark: _Toc191054360][bookmark: _Toc191055281]Strategic direction Marriott International 
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                                                                  (Hotel Design, 2016)

[bookmark: _Toc191054361][bookmark: _Toc191055282]Global expansion
Marriott drives to add around 270000 net rooms and establish its portfolio close to 1.8 million rooms by the end of 2025. (Business world, India, 2025)
[bookmark: _Toc191054362][bookmark: _Toc191055283]Revenue growth
From 2023 to 2025 the company aims for a Revenue Available Room growth of 3% to 6% and a total gross fee revenue to reach £4.3 to £4.6 million in 2025. (Marriott International Inc, 2023)
[bookmark: _Toc191054363][bookmark: _Toc191055284]Sustainability initiatives
The company promotes and prioritised sustainability by reducing its impact across all its properties all over the world. Through their Serve 360 the company aims to “doing good in every direction”. 
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                                                             (Marriott International, 2025) 
[bookmark: _Toc191054364][bookmark: _Toc191055285]Shareholders returns.
Marriott is aiming for a total return of £9.25 to £10.8 billion over the next few years, around £1.6 billion in dividends and £9.2 billion in share repurchases. (Marriott International, 2023)
[bookmark: _Toc191054365][bookmark: _Toc191055286] Strategic direction The Ritz-Carlton
[bookmark: _Toc191054366][bookmark: _Toc191055287]Customer-Centric Approach
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The company is engaged in providing excellence by anticipating the customer needs and create outstanding services. 



[bookmark: _Toc191054367][bookmark: _Toc191055288]Global expansion
Opening new properties in prime locations and renovating the old ones to reach perfectness in luxury hospitality. 
[bookmark: _Toc191054368][bookmark: _Toc191055289]Brand differentiation
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Maintaining the elevated level of memorable and unique experiences for their guests. The Ritz Carlton differentiates itself from their competitors through its unique brand identity: impeccable service, exclusive offers, and luxurious accommodations. 
(Topper Stopper, 2023) 
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The company place a strong emphasis on employee training and development because they believe that a motivated and well-trained staff is crucial in delivering their services. (Sharma, 2019) 
 (Argentum, 2017)

[bookmark: _Toc191054370][bookmark: _Toc191055291]Sustainability initiatives
The company is dedicated to sustainability and implemented eco-friendly practices across their properties and promotes sustainable tourism. 
These strategic direction for both Marriot International as a main chain and also for the individual Ritz-Carlton are aimed at ensuring continuous growth in the competitive hospitality industry and remaining in leader positions. 
[bookmark: _Toc191054371][bookmark: _Toc191055292]Conclusion
In conclusion, both Marriott International and The Ritz-Carlton Hotel have demonstrated a powerful dedication in maintaining their leadership position in the hospitality industry through strategic organisational structure, straightforward goals, and distinguished culture. Marriott strategic direction highlights revenue growth, sustainability initiative, global expansion, customer experience and strong shareholders returns. Similarly, The Ritz-Carlton focuses on delivering exceptional customer experiences, expanding its global presence differentiating its brand, investing in employees, and promoting sustainability. 
The positive aspect of these strategies includes continuous growth, improved efficiency, enhanced guest experience and a focused attention on sustainability. Both companies have successfully expanded their global footprint, created innovative solution to meet challenging customer needs and foster a culture of excellence and improvement. 
However, there is also negative aspects to consider. Rapid development and diversification could lead to challenges in maintaining quality consistency across all proprieties. Additionally, huge investments may appear because of sustainability focus and technological innovations. 
Overall, both strategic directions position them for future success. By balancing growth with a strong commitment to quality and eco-friendly practices the two companies are competent to evolve and adapt and focus at the same time on delivering exceptional guest experiences and fostering a culture of excellence. 
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THE 5 CORE VALUES AT MARRIOTT

We Put People First We Pursue We Embrace
"Take care of associates and Excellence Change
the){ will talf'e Sabiie Our dedication to the Innovation has always
chslomers: customer shows in been part of the Marriott
everything we do. story.
We Act with Integrity We Serve Our World

How we do business is as important as the Our “spirit to serve” makes our company
business we do. stronger.

4 1 Watchthe full story about this framework on my YouTube channel © Dan Croitor 2017 + part of my video series about nice company principles and cutture
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Serve 360: Doing Good in Every Direction guides how we make a sustainable and positive impact wherever we do business.

Three years ago, inspired by our core values to Serve Our World and Put People First, we launched Serve 360: Doing Good in Every Direction, our sustainability and social platform and 2025
goals. Serve 360 deepens our long-standing commitment to our communities and the environment, whie guiding our efforts globally in the meaningful role that we believe we can play to

support the UN Sustainable Development Goals (SDGs).

Marriott's Serve 360 platform is guided by four coordinates ~ each with dedicated focus areas and ambitious targets.

Nurture Our World

To support the resllency and sustainable development of the communities where we do
business, we Invest in the vitality o their chidren and natural resources, as well as deliver

aid and support, especially in tmes of need.

16 S | 17 s

y,

Empower Through Opportunity

We partner with leading nonprofis to ensure workplace readiness and access to
opportunty I our business, including our supply chain, foctsing on youth, dverse:
populations, women, people with disabiltes, veterans, and refugees.

wn . s erd e

' Y | &

Sustain Responsible Operations

While integrating sustainablty across our value chain and mitigating cimate-related risk, we
are working to reduce our environmental Impacts, bulld and operate sustainable hotels, and
source responsibly

T PR P

B 55N et

U

L ® 2

Welcome All and Advance Human Rights

With the goal of creating a safe, welcoming world for i, we ally for pro-ravel policies and
Support programs that allow people to experience and understand other cultures. We work
with leading nonprolit organizations to educate, advocate for, and respect human rights
throughout and beyond our business.

5 sl (g e | 17 s
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> GOAL: Reduce environmental footprint by 15% | 30%* | 45% | 50% across

the portfolio by 2025 (from a 2016 baseline; for water/carbon/waste/food waste)
Water: Reduce water intensity by 16%

Carbon: Reduce carbon intensity by 30%*

Waste: Reduce waste to landfill by 45%. Reduce food waste by 50%

Renewable Energy: Achieve a minimum of 30% renewable electricity use

GOAL: 100% of MI hotels will have a sustainal
hotels will pursue LEED certificati
Sustainability Certification:

ity certification, and 650
n or equivalent by 2025

» By 2025, 100% of hotels will be certified to a recognized sustainability standard
» By 2025, 650 open or pipeline hotels will pursue LEED certification or equivalent
ing Standards:

» By 2022, LEED certification or equivalent will be incorporated into building design and
renovation standards, including select service prototype solutions for high growth markets

Sustainable Bui

» By 2022, 100% of all prototypes will be designed for LEED certification

» By 2025, MI will partner with owners to develop 250 adaptive reuse projects
imum of LEED Gold ce

MP’s new global HQ will achieve a cation

GOAL: Responsibly source 95% in our Top 10 priority categories by 2025
Responsible Sourcing: By 2025, responsibly source 95%, by spend, of its top 10 categories

» Top 10 priority categories include: animal proteins (inclusive of beef, eggs, lamb, pork,
and poultry), bottled water, cleaning supplies, cocoa, coffee, guest room amenities, paper
products, seafood, sugar, textiles

» Marriott International is committed to sourcing 100% of our eggs (shell, liquid, and egg
products) from cage-free sources throughout global operations for all owned, managed
and franchised properties by the end of 2025. Read more >

Supplier Requirements/Reviews:
» By 2023, require all contracted suppliers in the top 10 categories to provide information
on product sustainability, inclusive of social and human rights impacts

» By 2025, MI will require all centrally-contracted suppliers to provide this information

Local Sourcing: By 2025, locally source 50% of all produce, in aggregate (measured
by total spend)

Furniture, Fixtures & Equipment (FF&E): By 2025, ensure that the top 10 FF&E product
categories sourced are in the top tier of the Mindclick Sustainability Assessment Program
(MSAP) for Marriott

es will have a Serve 360 section on the
h hotel impact metrics

GOAL: By 2022, all pro
marriott.com website

GOAL: By 2025, 100% of on-property associates will have completed
human rights training, including on human trafficking awareness,
responsible sourcing and recruitment policies and practices

Scale the training and resources developed by MI and its community partners to the
broader industry to create greater awareness, while developing updated trainings and
resources to meet evolving needs and emerging trends

GOAL: By 2025, enhance or embed human rights criteria in our
recruitment and sourcing policies and work with our industry to
address human rights risks in the construction phase

GOAL: By 2025, promote a peaceful world through travel by investing
at least $500,000 in partnerships that drive, evaluate and elevate travel
and tourism’s role in cultural understanding

v

SERVE360

DOING GOOD IN EVERY DIRECTION

*Interim goal pending approval of science-based targets with aim to reach net-zero
emissions by no later than 2050
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