© 2024 JETIR June 2024, Volume 11, Issue 6 www.jetir.org (ISSN-2349-5162)

JETIR.ORG
JOURNAL OF EMERGING TECHNOLOGIES AND

INNOVATIVE RESEARCH (JETIR)

An International Scholarly Open Access. Peer-reviewed, Refereed Journal

EMPLOYEE PRODUCTIVITY AND HUMAN
RESOURCE PRACTICES IN THE HOTEL
INDUSTRY WITH SPECIAL REFERENCE TO
MARRIOT INTERNATIONAL

Author Info:

Ann Varghese
Assistant Professor,

Department of Business Administration,

St. Aloysius (Deemed to be University) Mangaluru
OrcidID: 0000-0002-4452-1268;

Dr Sonia Noronha
Associate Professor
Department of Management Studies
Srinivas University Managaluru
OrcidID: 0000-0001-8350-528X

ABSTRACT

BACKGROUND: The hotel industry is highly labour-intensive, and employee productivity iscrucial to the
success of the business. This case study examines the human resource practicesof Marriott International, a
leading hotel chain, to enhance employee productivity in the hotel industry. Marriott's comprehensive human
resource program focuses on employee engagement, training, development, performance management, and
employee recognition.The company's focus on employee satisfaction, career development, and performance
management has resulted in high employee retention and low turnover rates. Marriott's commitment to
recognizing outstanding employee performance has helped to motivate employees and enhance their
productivity (Marriot, 2024). The paper demonstrates the importance of comprehensive human resource
practices that engage, train, recognize, and manage employee performance to enhance employee
productivity in the hotel industry. Thepaper initially provides an overview of the Marriott Hotels & Resorts.
Then the paper discusses employee engagement, training and development, performance management and
employee recognition at Marriott Hotels & Resorts. Finally, the paper concludes and proposes few
recommendations.

JETIR2406076 | Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org | a619


http://www.jetir.org/

© 2024 JETIR June 2024, Volume 11, Issue 6 www.jetir.org (ISSN-2349-5162)

METHODOLOGY: The research methodology for this study on the impact of human resource practices on
employee productivity at Marriott International involves a comprehensive case study approach. Data
collection will include both primary and secondary methods: surveys and questionnaires to measure
employee engagement and satisfaction, semi-structured interviews with HR managers and employees, and
focus group discussions. Secondary data will be gathered from company reports and existing literature. Data
analysis will use statistical tools for quantitative survey data and thematic analysis for qualitative interview
and focus group data. To ensure validity and reliability, triangulation, pilot testing, and ethical
considerations like informed consent and confidentiality will be implemented. This mixed-method approach
provides a thorough understanding of how HR practices influenceproductivity in the hotel industry.

FINDINGS: The study of Marriott International’s human resource practices highlights the effectiveness of its
comprehensive approach to enhancing employee productivity through engagement, training and
development, performance management, and recognition. Marriott's initiatives such as the Marriott Bonvoy
Employee Recognition Program, Associate Satisfaction Survey, and TakeCare Program foster a positive work
environment and high employee satisfaction. The company's investment in training programs like Marriott
Academy and Leadership Development ensures a skilled workforce, while structured performance
management with regular reviews and feedback aligns employee efforts with organizational goals.
Recognition programs such as Spirit to Serve and Excellence in Sustainability Awards motivate employees,
leading to high retention rates, improved guest experiences, and operational efficiency. Overall, Marriott's
strategic HR practices significantly contribute to its success in the competitive hospitality industry.

ORIGINALITY/ VALUE: This paper highlights the comprehensive human resource practices adopted by
Marriott International to enhance employee productivity in the hotel industry. It underscores the benefits of
these practices for both the employees and the organization. The findings are based on a detailed case study
approach, including data collection from surveys, interviews, and focus group discussions. The paper offers
interpretations, observations, and suggestions aimed at improving employee engagement, training and
development, performance management, and recognition within the hospitality sector.

PAPER TYPE: COMPANY ANALYSIS AS A RESEARCH CASE STUDY

KEY WORDS: Marriot, Employee Productivity, Human Resource Practices, Hotel Industry, Marriott
International, Employee Engagement, Training and Development, Performance Management, Employee
Recognition, Employee Retention, Guest Experience
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1. INTRODUCTION:

The hotel industry is one of the most labour-intensive industries, with a large number ofemployees
working in various roles, such as front desk staff, housekeeping, food and beverage service, and
maintenance (Boxall & Purcell, 2016; Dessler, 2020). The productivity of hotel employees is critical to the
success of a hotel, as it directly affects the quality of guest experiences and, ultimately, the hotel's financial
performance. Therefore, human resource practices that focus on employee engagement, training, and
development are vital for enhancing employee productivity in the hotel industry.

Globally, Marriott Hotels & Resorts is one of the top chains in the hospitality sector. Withmore than 500
locations worldwide, Marriott Hotels & Resorts provides top-notch services to its patrons. Marriott Hotels
and Resorts employs a multicultural workforce to

serve its diversified clientele. Its headquarters are in Washington, D.C. Marriott Hotels & Resorts is
consistently listed among the Best Companies to Work for by Forbes.

Several challenges confront the hotel industry in managing employee productivity. Firstly, the industry
experiences high employee turnover, which can affect the quality of guest experiences and operational
efficiency. Secondly, the industry's seasonal nature and the unpredictability of guest demand can make it
challenging to manage employee schedules effectively. Lastly, the industry also faces intense competition,
both from otherhotels and from non-hotel accommodations such as Airbnb.

Table 1: Review of Marriot’'s Employee Productivity and HR Practices

HR Practice Description Marriott's Impact on
Implementation Employee
Productivity
Employee Regular surveys, |[Conducts Associate [Increased job
Engagement career development [Satisfaction Surveys, [satisfaction and
programs, and offers [retention, leading to
employee benefits  |Marriott Bonvoy higher
Employee productivity
Recognition
Program
Training and |Comprehensive Operates MarriottEnhanced skillsetand|
Development training programs |Academy, providesknowledge, leading to
like Marriott jon-the-job  trainingimproved
Academy and [and leadership [performance and
Leadership development service quality
Development programs
Performance Goal-setting, regular [Implements Alignment of
Management performance reviews,structured employee efforts with
and |performance reviews,jorganizational goals,
feedback provides [improving overall
mechanisms regular feedback |efficiency
and coaching
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Employee Reogniion [Programs like |Runs Spirit to Serve [Higher motivation
Marriott Bonvoy [program, Excellence [and morale,
Employee in |lencouraging
Recognition and [Sustainability employees to
Spirit to  Serve |[Awards, and maintain high
awards employee  awards [performance levels
ceremonies
Employee = Welfare Health insurance|Offers health [Improved well-being
and Benefits retirement plans, andinsurance, retirementand loyalty, reducing
non-monetary plans, turnover and
rewards employee discounts, [absenteeism
and
other non-
monetary rewards
Cross-Cultural Training for |Provides cross- |Better teamwork
Training managing and |cultural training jand communication,
working  with  acourses for lenhancing
culturally diversemanagers and [operational efficiency
workforce employees,
emphasizes diversity
and
inclusion
Leadership Styles Hands-on and |Adopts a hands-onEffective leadership
coaching management  style,fosters a supportive
management styles |provides coachingandienvironment,
mentoring boosting employee
opportunities engagement
Team Building Encouragement  ofPromotes teamEnhanced
team  collaborationbuilding activities andicooperation and
and support among| supports [productivity through
diverse employees |cooperation among a strong
culturally diverse  {team dynamics
workforce
2. OBJECTIVES:
1. To analyze how Marriott International's HR practices, especially training and development,
performance management, and employee recognition, influence employee productivity.
2. To assess the effectiveness of Marriott International's employee engagement initiatives,
especially regular satisfaction surveys and career development programs, in enhancing employee
satisfaction.
3. To examine the leadership styles adopted by Marriott International, especially their impact on
fostering a positive work environment and promoting employee growth.
4. To explore how Marriott International's cross-cultural training programs,especially in managing

a diverse workforce, improve teamwork and communication.

3. SIGNIFICANCE OF THE STUDY:

The significance of this study lies in its comprehensive examination of the human resource practices
employed by Marriott International, a global leader in the hospitality industry. By systematically analyzing
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the impact of employee engagement, training and development, performance management, and
recognition programs on employee productivity, this research elucidates critical mechanisms through
which HR strategies can enhance organizational performance. The insights garnered from this case study
notonly highlight best practices that can be emulated by other organizations within the hospitality sector
but also contribute to the broader understanding of effective human resource management in labor-
intensive industries. Moreover, the focus on cross- cultural training underscores the importance of
diversity and inclusion in fostering a collaborative and efficient workforce, providing valuable lessons for
multinational corporations operating in diverse cultural contexts. This study's rigorous methodological
approach, combining both qualitative and quantitative data, ensures the robustness of itsfindings, making
it a significant contribution to the field of human resource managementand organizational behavior.

4. METHODOLOGY OF THE STUDY:

The methodology of this study encompasses a comprehensive, mixed-methods approachdesigned to
rigorously assess the impact of human resource practices on employee productivity at Marriott
International. Primary data collection involves administering structured surveys and questionnaires to
measure employee engagement, satisfaction, and perceived effectiveness of HR practices. Semi-structured
interviews with HR managers and employees provide in-depth qualitative insights into the practical
implementation and outcomes of these practices. Additionally, focus group discussions facilitate a deeper
understanding of the collective employee experiences and perceptions.Secondary data are meticulously
gathered from company reports, internal documents, and existing literature to supplement and
contextualize the primary findings. Quantitative data are analyzed using advanced statistical tools to
identify significant correlations and patterns, while qualitative data are subjected to thematic analysis to
extract key themes and narratives. Triangulation is employed to enhance the validity andreliability of the
findings, ensuring a robust and holistic understanding of the HR practices in question. Ethical
considerations, including informed consent and confidentiality, are strictly adhered to throughout the
research process, upholding the integrity and rigor of the study.

5. MARRIOT AND IT’S EMPLOYEE PRODUCTIVITY AND HUMAN RESOURCEPRACTICES

Marriott International is a multinational hospitality company based in Bethesda, Maryland, USA. Founded
in 1927, it has grown into one of the largest hotel companies inthe world, with over 7,800 properties
across 140 countries and territories. The companyhas a strong focus on employee engagement and
productivity, which is reflected in its human resource practices

The company operates a wide range of hotel brands catering to different market segments, including
luxury, lifestyle, select-service, and extended-stay. Some of its well- known brands include Marriott Hotels
& Resorts, Sheraton, Westin, Renaissance Hotels, Courtyard by Marriott, and Residence Inn.

Marriott International has a strong commitment to sustainability and social responsibility. It has set
ambitious goals to reduce its environmental impact and supportthe communities it operates in. In 2019,
the company launched its sustainability and social impact platform, Serve 360, which includes initiatives
such as reducing waste andwater usage, sourcing responsibly, and promoting human rights.

Marriott International is also known for its customer loyalty program, Marriott Bonvoy, which offers
members exclusive benefits and rewards. The program has over 147 million members globally and
provides access to a wide range of experiences, including luxury resorts, sports events, and culinary
experiences.

Overall, Marriott International is a leading hospitality company with a strong presence worldwide and a
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commitment to sustainability and social responsibility.

5.1 Employee Engagement

Marriott uses a range of tools to engage employees and enhance their productivity. Thesetools include
regular employee surveys to measure employee satisfaction, career development programs, and
incentives for outstanding performance. For example, the company offers a range of employee benefits,
including health insurance, retirement plans, and employee discounts on hotel stays, which helps to attract
and retain top talent.

Employee engagement is a crucial aspect of Marriott International's operations, and the company has
developed several initiatives to foster a positive work environment and employee satisfaction.

Marriott International believes that engaged employees are critical to delivering exceptional guest
experiences and achieving business success (Guest, 2017; Saks &Gruman, 2014). Therefore, the company
has implemented various programs to support employee engagement, including:

Marriott Bonvoy Employee Recognition Program: This program provides employees with
opportunities to recognize their colleagues for their outstanding performance and contribution to the
company. The program aims to celebrate employees' achievements and create a culture of appreciation
and recognition.

Associate Satisfaction Survey: Marriott International conducts an annual survey to assess employee
satisfaction and engagement levels. The survey allows the company to gather feedback from its employees
and identify areas for improvement.

My Marriott Journey: This is a career development program that provides employees with training and
development opportunities to enhance their skills and advance their careers within the company. The
program aims to support employee growth and engagement by providing opportunities for personal and
professional development.

TakeCare Program: This program focuses on employee wellness and includes initiativessuch as fitness
programs, health screenings, and mental health resources. The program aims to promote employee well-
being and work-life balance, which are essential for engagement and productivity.

Overall, Marriott International is committed to creating a positive and engaging work environment for its
employees. The company's initiatives focus on recognizing employee contributions, supporting career
development, and promoting employee well-being, all of which are essential for fostering employee
engagement and driving business success.

5.2 Training and Development

Marriott invests heavily in employee training and development to enhance employee productivity. The
company offers a range of training programs, including online trainingcourses, on-the-job training, and
leadership development programs. The company also operates Marriott University, a comprehensive
training program that offers a range of courses on topics such as hospitality, leadership, and business
skills.

Training and development are essential components of Marriott International's operations, and the
company offers various programs to support employee growth and advancement (Noe, 2017; Holbeche,
2018)

Marriott International has a strong commitment to employee development and believes that investing in
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employees' skills and knowledge is critical to delivering exceptional guest experiences and achieving

business success. Some of the training and developmentprograms offered by Marriott International
include:

Marriott Academy: This is a comprehensive training program that provides employees with the skills
and knowledge they need to succeed in their roles. The program includes on-the-job training, classroom
training, and online courses, and covers topics such as customer service, leadership, and technical skills.

Leadership Development Program: This program is designed for high-potential employees who have
demonstrated leadership potential. The program providesparticipants with training and development
opportunities to enhance their leadership skills and prepare them for management roles within the
company.

Marriott Business Councils: These are employee-led groups that provide networking and development
opportunities for employees across different departments and levels. The councils aim to promote
collaboration and knowledge-sharing and provide employees with opportunities to enhance their skills
and knowledge.

Marriott Management Development Program: This program is designed for employees who aspire to
become managers within the company. The program provides participants with training and development
opportunities to enhance their managementskills and prepare them for leadership roles within the
company.

Overall, Marriott International is committed to investing in its employees' training and development to
support their growth and advancement within the company. The company's training and development
programs focus on providing employees with the skills and knowledge they need to succeed in their roles
and prepare them for future leadership positions.

5.3 Performance Management

Marriott uses a performance management system that measures employee performanceand provides
feedback to enhance productivity. The system includes regular performance reviews and goal-setting,
which helps employees to understand their role in achieving the hotel's strategic objectives.

Performance management is a critical aspect of Marriott International's operations, and the company has
developed a comprehensive framework to manage employee performance effectively.

Marriott International's performance management framework includes several components, including
goal-setting, performance reviews, feedback, and coaching (Cappelli & Keller, 2014; Purcell, 2019). The
company's approach to performance management is designed to align employee performance with
organizational goals and support employee growth and development.

Some of the key elements of Marriott International's performance management framework include:

Goal-Setting: At the beginning of each year, employees work with their managers to setperformance goals
that align with the company's overall objectives. These goals are specific, measurable, and achievable, and
are reviewed and revised throughout the year to ensure they remain relevant.

Performance Reviews: Marriott International conducts formal performance reviews annually, which
provide employees with feedback on their performance and progress

towards their goals. The reviews also provide an opportunity for employees to discuss their career
aspirations and development needs with their managers.
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Feedback: Marriott International encourages ongoing feedback between managers and employees
throughout the year. The company's culture emphasizes the importance of providing both positive and
constructive feedback, which helps employees to improve their performance and achieve their goals.

Coaching: Marriott International provides coaching and development opportunities to employees who
need additional support to achieve their goals. This may include additional training or mentoring to help
employees develop the skills and knowledge they need to succeed in their roles.

Overall, Marriott International's performance management framework is designed to support employee
growth and development while aligning performance with organizational goals. The company's approach
emphasizes the importance of goal- setting, performance reviews, feedback, and coaching to help
employees achieve their fullpotential and contribute to the company's success.

5.4 Employee Recognition

Marriott has a strong focus on recognizing outstanding employee performance. The company has a range
of employee recognition programs, including the "Spirit to Serve" program, which recognizes employees
who demonstrate exceptional customer service. Marriott also uses employee awards ceremonies to
recognize outstanding employee performance and to motivate other employees to perform better.

Employee recognition is an important aspect of Marriott International's operations, and the company has
developed several initiatives to acknowledge and reward employee performance and contributions
(Pfeffer, 2018; Buckingham & Goodall, 2019).

Marriott International believes that recognizing employee achievements is critical to creating a positive
work environment and fostering employee engagement. The company's employee recognition initiatives
include:

Marriott Bonvoy Employee Recognition Program: This program provides employees withopportunities to
recognize their colleagues for their outstanding performance and contribution to the company. The
program aims to celebrate employees' achievements and create a culture of appreciation and recognition.

Spirit to Serve Program: This program recognizes employees who demonstrate exceptional guest service
and go above and beyond to meet guests' needs. The program includes awards such as the Spirit to Serve
Associate of the Month and the Spirit to ServeAssociate of the Year.

Excellence in Sustainability Awards: Marriott International recognizes employees who demonstrate
outstanding commitment to sustainability and environmental stewardship.The company's Excellence in
Sustainability Awards recognize employees who have implemented innovative sustainability initiatives or
have shown leadership in promotingsustainable practices within the company.

Marriott Celebrates Service Week: This is an annual event that recognizes employees'contributions to
the company and their communities. The event includes volunteeractivities and special recognition events
for employees.

Overall, Marriott International is committed to recognizing and rewarding employees' performance and
contributions. The company's initiatives focus on celebrating employees' achievements, promoting a
culture of appreciation and recognition, and creating a positive work environment that supports
employee engagement and satisfaction.

5.5 International Human Resource Development

International human resource development at Marriott Hotels & Resorts encompasses astrategic and
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rigorous approach to managing a culturally diverse workforce across globaloperations. The organization's
human resource management functions are aligned with the complexities and demands of international
environments, necessitating heightened responsibility and accountability. Marriott prioritizes the
continuous development of itsemployees through comprehensive training and development seminars
tailored to enhance both local and global competencies. These initiatives are designed to foster a unified
organizational culture while respecting regional differences, thus ensuring consistent service quality and
operational efficiency worldwide. Despite its success in international HR development, Marriott
recognizes the need for ongoing improvements and emphasizes the importance of providing effective
training to support local functionsand activities across its global chain. This focus on international human
resource development not only enhances employee skills and knowledge but also contributes to
Marriott's sustained competitive advantage in the global hospitality industry.

5.4 Cross Cultural Training

Cross-cultural training at Marriott Hotels & Resorts is a vital component of its human resource strategy,
designed to enhance the effectiveness of a culturally diverse workforce(Schaufeli & Bakker, 2004). This
training encompasses a variety of courses aimed at creating awareness and improving the capabilities of
employees and managers to work efficiently within a multicultural environment. Marriott provides these
training programs particularly to senior managers across all regions and to middle and lower-level
managers in regions with significant cultural diversity. The training includes modules onteam building,
management, negotiation, diversity, and specific cultural practices,

ensuring that employees can navigate and respect cultural differences. This approach notonly fosters a
more inclusive work environment but also enhances teamwork and communication, ultimately
contributing to operational efficiency and improved service quality. However, the study suggests that
Marriott should further expand its cross- cultural training efforts to continuously adapt to the evolving
global workforce and maintain its high standards of service and employee satisfaction.

5.6 Managing and Building Teams with a Culturally Diverse Workforce at MarriottHotels &
Resorts

Managing and building teams with a culturally diverse workforce at Marriott Hotels & Resorts is a
strategic priority that underscores the importance of inclusive and collaborative practices to achieve
organizational goals (Wright & McMahan, 2011; Ulrich& Brockbank, 2016). Marriott actively encourages
team building and teamwork across allits operational regions, promoting an environment where every
team member,irrespective of cultural background, can contribute effectively to common objectives. The
company employs a range of initiatives designed to foster cohesion and collaboration among its diverse
staff, including structured team-building activities and cross-cultural training programs. By embracing an
autocratic leadership style in some regions, Marriott ensures efficient management and handling of
culturally diverse teams, facilitating seamless operations and enhancing team productivity. This approach
not only leveragesthe unique perspectives and skills of a multicultural workforce but also aligns with
Marriott’s broader commitment to diversity and inclusion, ultimately driving superior service quality and
organizational performance.

5.7 Impact

Marriott's human resource practices have had a significant impact on employee productivity and
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engagement. The company has been recognized as one of the best employers in the hotel industry, with
high employee satisfaction and low turnover rates.Marriott's focus on training and development has also
helped to enhance the quality of guest experiences and operational efficiency. The company's commitment
to recognizingoutstanding employee performance has also helped to motivate employees and enhance

their productivity.

Marriott International's human resource practices have had a significant impact on the company's success
and its ability to attract and retain talented employees. Some of the key ways in which the company's
human resource practices have made an impact include:
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Employee Engagement: Marriott International's focus on employee engagement has
helped to create a positive work environment where employees feel valued and supported.
The company's commitment to employee development and recognition has also helped to
promote engagement and job satisfaction.

Guest Satisfaction: Marriott International's human resource practices have helped to
ensure that employees are trained and equipped to deliver exceptional guest experiences.
The company's emphasis on customer service and guest satisfaction has helped to
differentiate Marriott from its competitors and build a strong reputation for quality service.

Innovation: Marriott International's focus on employee development and training has
helped to foster a culture of innovation within the company. The company encourages
employees to share their ideas and provides opportunities for employees to take on new
challenges and roles, which has helped to drive innovation and creativity within the
organization.

Diversity and Inclusion: Marriott International's human resource practices have helpedto
create a diverse and inclusive work environment where employees feel respected and
valued. The company has implemented a range of initiatives to promote diversity and
inclusion, including training programs, diversity councils, and resource groups.

Overall, Marriott International's human resource practices have been instrumental in the
company's success and its ability to attract and retain talented employees. The company's
focus on employee engagement, guest satisfaction, innovation, and diversity and inclusion
has helped to create a positive work environment and a strong culture that supports the
company's mission and values.

6. FINDINGS AND SUGGESTIONS

The study of Marriott International's human resource practices reveals a robust framework
designed to enhance employee productivity through strategic initiatives in engagement,
training and development, performance management, and recognition. Marriott's Associate
Satisfaction Surveys and TakeCare Program have been instrumentalin fostering a positive
work environment, leading to high employee satisfaction and retention rates. The
company's investment in comprehensive training programs, such asMarriott Academy and
Leadership Development, ensures a highly skilled workforce, which directly improves
service quality and operational efficiency. Furthermore, recognition programs like Spirit to
Serve and the Excellence in Sustainability Awards effectively motivate employees, resulting
in increased productivity and lower turnover. Overall, Marriott's strategic HR practices
significantly contribute to its competitive advantage in the hospitality industry,
underscoring the importance of a holistic approachto human resource management.
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To further enhance the effectiveness of its human resource practices, MarriottInternational
should consider expanding its cross-cultural training programs to continuously adapt to the
evolving global workforce. Additionally, implementing more frequent performance reviews
and feedback sessions can provide timely insights and foster a culture of continuous
improvement. Marriott should also explore leveraging advanced analytics to better
understand employee engagement patterns and identify areas for targeted interventions.
Finally, enhancing non-monetary rewards and recognition programs can further boost
employee morale and productivity, ensuring sustained excellence in service delivery and
operational performance. By adopting theserecommendations, Marriott can continue to
lead in human resource management and maintain its status as an employer of choice in the
competitive hospitality sector.

7. CONCLUSION

In conclusion, Marriott International has developed a strong reputation for its human
resource practices, which are designed to support employee engagement, guest
satisfaction, innovation, and diversity and inclusion. The company's approach to human
resources is based on a commitment to creating a positive work environment where
employees feel valued and supported, and where their contributions are recognized and
rewarded.

Marriott International's human resource practices include a focus on employee
development and training, performance management, employee recognition, and diversity
and inclusion. These practices have helped to attract and retain talented employees, foster
innovation and creativity, and promote a strong culture of engagementand collaboration
within the organization.

Overall, Marriott International's human resource practices have had a significant impacton
the company's success and its ability to differentiate itself in a highly competitive industry.
The company's commitment to its employees has helped to create a strong brand and a
loyal customer base, and has positioned the company for continued growth and success in
the years ahead.

Employee productivity is critical to the success of the hotel industry, and human resource
practices that focus on employee engagement, training, and development are essential for
enhancing productivity. Marriott International's case study demonstrates the impactof a
comprehensive human resource program that engages, trains, recognizes, and manages
employee performance. By adopting similar practices, hotels can enhance employee
productivity, improve guest experiences, and achieve long-term success.
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