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Executive Summary
A report of Marriot International hotel group has been conducted. An overview of Marriot International has been done along with a discussion on the aim of the report along with the key topics. An assessment and analysis of the culture of the organisation has been done. Evaluation of the corporate culture has been conducted along with its ability to influence operations. The goals of the organisation at both individual and corporate levels have been discussed. The recent changes have been identified with respect to the organisation’s initiatives. An analysis of the impact of the initiatives on the organisation has been done along with an evaluation of the management of said changes. The strategic direction of the organisation has been examined along with the analysis of the strategies implemented for the achievement of their long-term goals. 
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[bookmark: _4wumlbwk1of8][bookmark: _Toc189082319]Introduction 
Marriott International is one of the major hospitality service providers that includes restaurants and hotels. The respective company is headquartered in Bethesda, Maryland, and the USA. Marriott International is known for offering a strong portfolio in the hospitality sector. This organisation comprises over 30 major brands and approximately 9,100 properties in 142 nations (Marriott International, 2025). It operates franchises along with licenses residential, hotels as well as timeshare properties under various premium as well as luxury brands. A few major brands under Marriott International involve Westin, St. Regis, Le Meridien, JW Marriott, Renaissance, and many more. It also operates loyalty programs to retain customers. Company operations operate in North America, Africa, Europe, Asia-Pacific, the Middle East, Caribbean islands, and Latin America. This paper will explore the organisational structure of the company, its cultural influence and its goals in the long run. Furthermore, the recent change initiatives taken by the company will be identified and its impacts on the company will also be analysed. This paper will include an evaluation of the company's ways of change management concerning theoretical frameworks. Besides, this paper will explore the strategic direction of the aforementioned organisation and will assess the strategies integrated for achieving the long-term goals of the company. Eventually, the paper will suggest recommendations for further development of the company’s business. 
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[bookmark: _Toc189082321]Structure of Marriot
Mintzberg’s theory of organisation can be noted in the structure of Marriot (MANAGERIAL and MINTZBERG, 2020). The divisions such as strategic apex, technostructure, support for staff, middle line and operating core are present in their structure. For instance, the daily operations of Marriot are performed under the leadership of the Global Operating Committee. This is the strategic apex a team consisting of high-level executives and they are tasked with leadership duties and overseeing the Marriott business’s specific elements. The leader of the team is Marriot’s President and CEO. More than 21 C-level executives, presidents and EVPS who hold functional as well as geographic management functions report to him. A board of directors also oversees the company, which is essentially the company’s governing body. The other groups work under this strategic apex, which signifies a clear hierarchy. Therefore, it can be concluded that the Marriot’s organisation structure follows the hierarchical organisational structure.
[bookmark: _Toc189082322]Organisational Culture
The organisational culture of Marriot follows the Clan Culture, which is a people-oriented and friendly culture (Costa et al., 2020). First is the people-first approach that they take towards their employees. The company’s belief is that if they take care of their employees, they will reflect that care on the customers. This commitment can be seen in many of Marriot’s employee-focused initiatives and programs such as their inclusion and diversity initiatives and the employee assistance program. Another core value that the company integrates within their organisational culture is the pursuit of excellence. A high standard is set for the employees of the company and constant encouragement for improvement is provided to them. This is reflected in the many awards received by Marriott, like the recognition received by Forbes 100 Best Companies to Work for (Dudovskiy, 2023). Additionally, honesty and ethical dealing are expected of all the employees of Marriot. This commitment towards integrity can be seen in Marriot’s code of Conduct and the many policies designed to promote ethical behaviour.
[bookmark: _Toc189082323]Goals and Aims for Future
Marriot International takes great pride in its legacy of acting as a good force in communities and the creation of places of belonging around the world. The 2025 Sustainability and Social impact goals of Marriot show that as of this year, the organisation aims to contribute 15 million hours of volunteer services for the improvement of society (Marriott, 2025). Furthermore, 100% of associates who work on property will be trained on the awareness of human trafficking. Sustainability will be one of the major goals of the organisation in 2025, such as the reduction of carbon intensity by 30% and water intensity by 50% (Marriott, 2025). Additionally, a minimum of 30% of the electricity will be achieved from renewable sources. An aim towards the achievement of certification by 100% of their hotel’s sustainability standards will be done. Collaboration with owners towards the development of 250 adaptive reuse projects will also be conducted to achieve sustainability. The organisation further aims towards responsible sourcing of 95% of their ten most prioritized categories. Furthermore, the company will invest around £28.2 million to increase its partnership with programs that develop hospitality skills as well as opportunity (Marriott, 2025).
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[bookmark: _7du06msou3w8][bookmark: _Toc189082325]Change initiative
Marriott International is a growing hospitality business industry. To thrive in the competitive market the respective company has to adapt to several changes it made to reduce its environmental impact and promote sustainability. These changes include points such as–
Climate Action Program
It is a program aimed to reduce greenhouse gas emissions across the company. This program includes setting targets to reduce carbon and energy emissions at each property. Marriott International's Climate Change Program plans to minimise emission of greenhouse gas while achieving net-zero emissions by the end of 2050 (Serve 360, 2024). They set scientific targets to reduce emissions and include goals and actions as well as strategies to educate stakeholders to improve sustainability practices. 
Marriott Environment Sustainability Hub (MESH)
This platform is developed to take account of monthly water, power and waste management. With this enhancement, properties can easily track and access customized property-specific information for reducing energy and carbon. The respective platform helps Marriott hotels to monitor and share sustainability data. It uses SPROUT (Sustainable Practices and Resilient Operations Update Tracker) to help hotels check their growth and progress towards sustainability goals (Marriott, 2025). 
Responsible sourcing
Marriott's key component of its sustainability strategy is responsible sourcing of animal proteins, bottled water, cocoa, coffee and cleaning supplies. It also includes responsible sourcing of guest room amenities, sugar, paper products, textiles, and seafood. The respective company is also committed to obtaining eggs from cage-free sources globally. 
[bookmark: _pyt84f36kwta][bookmark: _Toc189082326]Impacts of Change Initiative on Marriott International
Positive Brand Image
All the brand initiatives taken actively to pursue sustainability goals help Marriott to attract environmentally conscious customers and enhance its brand reputation. It also encourages all the employees and participants to take part in sustainability initiatives that make workplace activities meaningful and purposeful. Employees become active and encouraged and take pride in their small sustainability initiatives.
Environmental Sustainability
Programs like CAP and its regular monitoring initiative SPROUT help to reduce energy and carbon. This in a way functions significantly in reducing carbon footprint. Besides, by implementing energy-efficient technologies, designing resource-efficient hotels and using renewable energy sources Marriott is significantly contributing to the reduction of carbon emissions. Similarly, an initiative to manage waste is successfully managed by minimizing waste generation such as food waste and plastic waste, through responsible sourcing and operational practices (Serve 360, 2024). Besides, implementing water-saving measurements contributes to reducing water consumption in hotels impacting sustainable practices positively. 
[bookmark: _awv40stac444][bookmark: _Toc189082327]Change management of Marriott International
Sustainable Practices
Marriott has adopted responsible ways of operations to deal with the changes they have brought for a sustainable future. Following Kotter’s theory, the company has created a sense of urgency to foster sustainable practices and has communicated its vision to build a sustainable future for the future (Davitkovic and Mihaylov, 2024.). They have integrated sustainability across their value chain to reduce environment-related risk. To minimize their carbon footprint, they are managing their energy and water use along with adopting waste management practices and carbon emissions. 
Use of Technology
The company is employing innovative technological practices to plan and implement sustainable practices. According to Lewin's change management theory, the shift to technology may have created a challenge for the employees but it contributes to procuring the long-term goals of the company (McMahon et al., 2024). It helps them monitor and communicate for operating responsibly in order to eliminate climate-related perils benefiting their communities where they are operating. For instance, Marriott uses the Winnow AI platform to receive real-time data regarding food consumption and waste (Adams, 2024). 
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[bookmark: _te4dnpplz0y5][bookmark: _Toc189082328]Strategic Directions 
Diversity, Equity and Inclusion
Marriott International's strategic direction is guided by its core principles of diversity, equity and inclusion. The company's strategic priorities are shaped by its "Growing Forward' strategy. Their foundational philosophy points to taking care of the associates taking care of consumers. Consequently, the customers will return repeatedly, leading to a loyal base. The respective company believes in embracing innovative changes driven by customers' altering requirements with new brands, worldwide locations, as well as guest experiences. In addition to that, they act with integrity for holding uncompromised legal and ethical grounds. Marriott International has a diverse ownership base of more than 1700 hotels under diverse ownership (Marriott International, 2025). This number mirrors the understanding of Marriott of the need of consumers all over the world to come up with smart and more innovative ideas. 
Sustainability and social impact
Marriot's strategic directions towards sustainability and social impact are focused on their "Serve 360" platforms which aim to positively influence communities. This focuses mainly on four key areas, which include nurturing the environment through sustainable and responsible operations, empowering people through opportunities and creating employment opportunities. The company also emphasises welcoming all while advancing human rights. (Ecolab, 2025). The Serve 360 program is aligned with the United Nations Sustainable Development Goals. As one of the world’s fastest growing industries Marriott is well established to partner with leading non-profit organisations to ensure employment opportunities. The respective company is creating readiness and access to opportunity, focusing on youth, a huge population and women and disabled people, veterans and refugees.  
[bookmark: _4k03rpwn15r3][bookmark: _Toc189082329]Analysing the strategies to achieve Marriott’s long-term objectives
Marriott Bonvoy Loyalty Program
Marriott's key strategies for achieving long-term objectives include a focus on aggressive expansion through diverse brand portfolio development and strong customer loyalty programs such as the Marriott Bonvoy Loyalty Program. This program is mainly a hotel loyalty program offered by Marriott International to its members. It apparently enables members to receive and redeem points for their stays at Bonvoy brands which included St. Regis, The Ritz-Carlton, Westin, JW Marriott, Renaissance hotels, and Sheraton. The loyalty program offers various benefits based on the members' elite status. A member is offered benefits such as complimentary in-room Wi-Fi services, mobile check-in, and exclusive discounted rates. The program's size makes it attractive to hotel owners and the members which becomes more valuable for both the members and the hotel owners. It generates customer satisfaction and generates revenue for the hotel chains. 
Employee-Centric Culture
Marriott International functions on an employee-centric culture where the company believes the employees are the company's greatest asset. The respective company believes that if it takes care of the employees, they will in return take care of the customers. It is believed that the employee’s well-being and satisfaction will drive them to serve the customer better. This is a well-constructed business strategy to maximize both employee and customer satisfaction contributing positively to generate business growth. Marriott is investing in health and wellness programs and the benefits they will bring to individual employees as well as the company as a whole. (Marriott, 2024). Providing the employees with personal growth opportunities is part of the company’s DNA. 
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[bookmark: _mivmcjngp0jr][bookmark: _Toc189082330]Conclusion 
Marriott International is a huge brand name in American multinational companies that operates, franchises and lodges brands that include hotel business, residential and properties. The growing success of the company depends on its structure and controlling capability with a well-functioning matrix. Its organisational culture of employee-focused initiatives draws an increasing number of customers. In addition to that, its goals for a sustainable future along with making huge profits work as a driving force for the growth of the hotel business. Adaptability to change initiatives with programs such as the Climate Action Program and responsible sourcing by increasing sustainable practices monitored by "Serve 360" platforms impact positively in portraying a positive brand image. The concern for environmental sustainability helps in presenting the company's concerned image for environmental well-being drawing eco-friendly customers. Marriott's concern for retaining customers by offering loyalty programs as well as its employee-centric strategies contribute to attracting customers worldwide. 
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Enhancing customer experience
Marriott International may focus on enhancing its customer experience through personalised experiences and customised offers. The respective company may focus on the data and analytics to analyse customer’s choices. In addition to that, they may use the information regarding this to come up with solutions to cater to customer’s choices and recommendations (Boukhaoua and Habbache, 2024). This way they will be able to expand their reach in the emerging markets further contributing to customer satisfaction. 
Digital marketing and social media marketing
The respective company may increase its online visibility by enhancing its digital marketing and social media marketing strategies. Online visibility can be increased through conducting targeted digital campaigns across various social media platforms. This will increase consumer accessibility as well as better customer satisfaction. Similarly, increasing the online visibility of the company will help in enhancing brand reputation. Digital marketing of the specific company will showcase unique hotel experiences to the customers. 
[bookmark: _fdtai94pq1ip]

[bookmark: _tppicwxpe1el][bookmark: _Toc189082332]References 
Adams, H. S., (2024). Marriott Hotels’ AI Technology Leads to Food Waste Reduction. [Online] Available at: https://fooddigital.com/restaurants/marriott-hotels-ai-technology-leads-to-food-waste-reduction [Accessed 28 January 2025].
Adair, J. E. (1986) Effective Teambuilding, Gower.
Boukhaoua, A. and Habbache, F., (2024). The importance of communication through social media in building clients satisfaction for hotel institutions. Journal of Innovations and Sustainability, 8(1), pp.02-02.
Costa, J., Rodrigues, A.C. and Ferreira, M.R., (2020). Organizational culture in social economy organizations. Economics & Sociology, 13(3), pp.156-170.
Crainer, S. (1998) Key Management Ideas: Thinkers that Changed the Management World 3 rd Edn, Pearson Professional Limited.
Cummings, T.G. & Worley C.G. (2008) Organization Development & Change, 9th Edition Cengage Learning. All Rights Reserved.
Davitkovic, M. and Mihaylov, M., (2024). KOTTER'S MODEL FOR MANAGING ORGANIZATIONAL CHANGE IN AN INFORMATION TECHNOLOGY CONTEXT. KNOWLEDGE-International Journal, 67(1), pp.59-63. 
Drucker P. F.(2007) The Practice of Management, Classic Drucker collection, Butterworth-Heinemann.
Dudovskiy, J., (2023). Marriott Organizational Culture Overview. [Online]Available at: https://research-methodology.net/marriott-organizational-culture-overview/#google_vignette [Accessed 28 January 2025].
Ecolab, (2025). Marriott: Sustainability Goals for 2025 and Beyond. [Online] Available at: https://en-in.ecolab.com/stories/marriott-sustainability-goals-for-2025-and-beyond [Accessed 28 January 2025].
Lynch, R. (2006), Corporate Strategy, fourth edition, p. 582, Financial Times Prentice Hall.
MANAGERIAL, K.I. and MINTZBERG, H., (2020). JOURNAL OF LEADERSHIP IN ORGANIZATIONS. Journal of Leadership in Organizations Vol, 2(2), pp.75-90.
Marriott International, (2025). Our Story. [Online] Available at: https://www.hotel-development.marriott.com/power-of-marriott/our-story#:~:text=Commitment%20To%20Diverse%20Ownership,To%20learn%20more%2C%20click%20here. [Accessed 28 January 2025].
Marriott International, (2025). We Are Marriott International. [Online] Available at: https://www.marriott.com/marriott/aboutmarriott.mi [Accessed 28 January 2025].
Marriott, (2024). Welcome to Benefits at Marriott. [Online] Available at: https://www.thanksben.com/company-benefits/marriott [Accessed 28 January 2025].
Marriott, (2025) Serve 360 Report. [Online] Available at: https://serve360.marriott.com/wp-content/uploads/2024/07/2024ESGProgress.pdf [Accessed 28 January 2025].
Marriott, (2025). Sustainable Hospitality. [Online] Available at: https://www.marriott.com/en-us/hotels/rtmmn-rotterdam-marriott-hotel/overview/sustainability/#:~:text=MESH%20(Marriott%20Environmental%20Sustainability%20Hub,&%20Resilient%20Operations%20Update%20Tracker). [Accessed 26 January 2025].
McMahon, K., Mugge, R. and Hultink, E.J., (2024). Overcoming barriers to circularity for internal ICT management in organizations: A change management approach. Resources, Conservation and Recycling, 205, p.107568.
Ogbonna, E. Harris L.C. (2006) Managing organisational culture: insights from the hospitality industry available at : https://doi.org/10.1111/j.1748-8583.2002.tb00056.x (Accessed 13/02/2024)
Serve 360, (2024). Global Progress. [Online] Available at: https://serve360.marriott.com/wp-content/uploads/2024/07/2024ESGProgress.pdf [Accessed 27 January 2025].
Page 2 of 2

image1.png
Prifysgol Cymru
¥ Orndod Oowi Sant

University of Wales.
Trinity Saint David




