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Executive Summary

This report has been prepared by Apex Hospitality Consulting for the senior management of the JW Marriott Bucharest Grand Hotel. It presents a detailed analysis of, and strategic solutions for, the pressing organisational challenges of high staff turnover and diminished employee engagement. The core purpose of this consultancy project is to provide a clear, actionable framework that will enable the hotel to strengthen its human capital foundation, thereby safeguarding its reputation for luxury and service excellence in a competitive market (Newton, 2010).
The central problem identified is a self-perpetuating cycle of staff attrition and low morale, which directly compromises the delivery of the high-calibre guest experience synonymous with the JW Marriott brand. This erosion of service quality, driven by a disengaged workforce, presents a significant strategic risk, potentially impacting guest loyalty, online reputation, and, ultimately, financial performance. A failure to address these internal human resource issues can lead to a tangible decline in competitive advantage (Heskett, Sasser & Schlesinger, 1997).
To provide a comprehensive diagnosis, this report employs a multi-faceted analytical approach. An external STEEPLED analysis was conducted to assess the wider socio-economic, technological, and legal factors influencing the Bucharest hospitality labour market. This revealed a highly competitive environment for talent, coupled with evolving employee expectations regarding career development and corporate culture, which puts pressure on traditional management models (Whittington et al., 2020).
An internal analysis was then performed using the SWOT framework to evaluate the hotel's specific strengths, weaknesses, opportunities, and threats in relation to the defined problem. This identified that significant strengths, such as the hotel's powerful brand and physical assets, are being actively undermined by internal weaknesses, including outdated HR processes and ineffective communication channels. This internal vulnerability is further exacerbated by external threats, most notably aggressive recruitment tactics from rival hotels (Porter, 2008).
From this foundation, a TOWS matrix was developed to formulate proactive strategies that leverage the hotel's strengths to seize opportunities and mitigate threats. The findings were further contextualised using established organisational design frameworks, such as the McKinsey 7S model. This highlighted a critical misalignment between the hotel's current strategy and key internal elements, including 'Staff', 'Skills', and management 'Style', which is a primary contributor to the current challenges (Galbraith, 2002).
Consequently, this report proposes three integrated strategic recommendations. The first is a comprehensive overhaul of the total rewards strategy, ensuring salary and benefits are not only competitive but are also strategically aligned with performance and recognition. The second recommendation is the implementation of a structured career development ecosystem, designed to provide clear pathways for progression and continuous learning. The third focuses on fostering a culture of high engagement through leadership development and enhanced two-way communication (Ulrich, 1997).
The successful implementation of these profound changes necessitates a carefully managed process. The report outlines a change management strategy grounded in the established models of Lewin (Unfreeze-Change-Refreeze) and Kotter (8-Step Process). This structured approach is designed to build momentum, overcome resistance, and embed the new initiatives deep within the hotel's operational culture, ensuring their long-term sustainability (Kotter, 2012).
In conclusion, this report acts as a strategic roadmap. While addressing the immediate problems of turnover and engagement, the implementation of these recommendations will reposition the JW Marriott Bucharest Grand Hotel as a premier employer in the region. This will create a virtuous cycle of attracting, developing, and retaining top talent, which is the ultimate and most sustainable source of competitive advantage in the luxury hospitality industry (Baron and Armstrong, 2007).
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1. Introduction 
This document constitutes a formal organisational consultancy report prepared by Apex Hospitality Consulting. Our firm specialises in providing bespoke strategic solutions to the complex challenges facing the global luxury hospitality sector. We have been formally engaged by the senior leadership of the JW Marriott Bucharest Grand Hotel to conduct a comprehensive diagnostic analysis and to formulate a robust, evidence-based strategy to address the critical and escalating issue of high employee turnover and an associated decline in workforce engagement. Our core philosophy is grounded in the principle that sustainable competitive advantage in the service industry is intrinsically linked to a highly motivated, stable, and empowered workforce. Therefore, our primary objective is to deliver a report that is not merely analytical, but provides a practical and actionable roadmap towards organisational revitalisation (O'Mahoney, 2021).
Our client, the JW Marriott Bucharest Grand Hotel, is an emblematic institution within the Romanian capital's luxury hospitality landscape and a distinguished member of the Marriott International portfolio. The hotel's strategic location, extensive facilities—including over 400 premium guest rooms, expansive conference spaces, and multiple fine-dining outlets—and its five-star rating position it as a premier destination for both international business travellers and discerning leisure tourists. The JW Marriott brand itself is built upon a global promise of 'quiet luxury' and an exceptionally intuitive, personalised service standard. The consistent delivery of this brand promise is non-negotiable for maintaining market leadership and justifying its premium positioning, and it depends entirely on the calibre and commitment of its customer-facing employees (Marriott International, 2025).
The central problem that forms the impetus for this report is the significant, negative impact of high staff attrition and low employee engagement on the hotel's core value proposition. In the ultra-competitive luxury service sector, the causal link between employee satisfactions, the quality of the customer experience, and ultimate profitability is direct, powerful, and extensively documented in management literature. A workforce characterised by high churn and low morale is fundamentally incapable of consistently delivering the authentic, empathetic, and proactive service that defines a true luxury experience. This creates a tangible risk of service inconsistency, which in turn leads to guest dissatisfaction, negative online reviews, brand erosion, and, ultimately, a compromised financial performance (Heskett, Sasser & Schlesinger, 1997).
The strategic importance of resolving this issue cannot be overstated. High turnover incurs substantial direct costs related to recruitment, selection, and training, but the indirect costs are far greater. These include the loss of invaluable institutional knowledge, reduced operational efficiency, and the disruption of team cohesion. More critically, a disengaged employee represents a daily missed opportunity to create the memorable moments that build guest loyalty. In essence, the hotel's human resource challenges have evolved from an operational issue into a pressing strategic vulnerability that threatens its very identity and long-term viability (Fitz-enz, 2010).
To address this multifaceted challenge, this report adopts a structured and systematic methodology, guiding the reader logically from diagnosis to solution. The initial Analysis section provides a deep and critical investigation into the root causes of the problem. This is achieved through the integrated application of several established analytical frameworks. A STEEPLED analysis will be employed to scrutinise the external macro-environmental forces impacting the hotel, while internal dynamics will be assessed using a comprehensive SWOT analysis. These findings will then be synthesised into actionable strategic options via a TOWS matrix, ensuring that our recommendations are firmly grounded in a 360-degree understanding of the hotel's situation (Whittington et al., 2020).
Following this diagnostic phase, the Recommendations and Change Management section will present a cohesive set of specific, measurable, and justified proposals for corrective action. These recommendations are designed to be synergistic, addressing the issues of compensation, career development, and organisational culture in a holistic manner. Crucially, this section will also detail a robust change management strategy, drawing upon the seminal models of Lewin and Kotter. This is to ensure that the process of transformation is managed with clarity and empathy, thereby maximising employee buy-in and guaranteeing the long-term sustainability of the implemented solutions. The report will culminate in a concise Action Plan and a summary of key findings, providing the hotel's leadership team with a clear and unambiguous path forward (Burnes, 2014).

2. Analysis 
This section undertakes a systematic diagnosis of the organisational challenges confronting the JW Marriott Bucharest Grand Hotel. To move beyond anecdotal evidence, a structured analysis is essential for identifying the fundamental causes of the identified problems, rather than merely addressing their symptoms. The analytical process is designed to build a comprehensive understanding of both the internal dynamics and the external pressures that shape the hotel's current reality, providing a solid, evidence-based foundation for the strategic recommendations that follow (Cummings & Worley, 2019).
Detailed Problem Investigation: A Root Cause Analysis
The organisation is caught in a detrimental cycle of high staff turnover and low employee engagement, which incurs significant and escalating costs. These costs are both tangible, such as recruitment agency fees and training expenses for new hires, and intangible, including lost productivity during onboarding and the erosion of institutional knowledge. This cycle directly threatens the hotel's ability to deliver on its service promise, which is the cornerstone of its brand identity and commercial success (Fitz-enz, 2010).
To dissect this complex issue, the '5 Whys' root cause analysis technique is applied. This simple yet powerful tool is designed to systematically drill down through layers of symptoms to uncover the core issue. By repeatedly asking 'Why?', the analysis can move from a surface-level problem to its foundational cause, ensuring that subsequent solutions are correctly targeted (Liker, 2004).
The first 'why' addresses the immediate symptom: staff are leaving the organisation at an unsustainable rate. The primary reason for this is that employees are finding more attractive opportunities elsewhere, either with direct competitors in the Bucharest luxury hotel market or by leaving the industry entirely. This indicates that the overall employee value proposition at the hotel is no longer compelling enough to ensure loyalty (Allen, Bryant & Vardaman, 2010).
The second 'why' explores the drivers of this low loyalty: a pervasive lack of job satisfaction. According to established motivation theory, satisfaction is driven by factors beyond mere salary, including achievement, recognition, and the nature of the work itself. Employees at the hotel report feeling disconnected and undervalued, suggesting that these crucial 'motivator' factors are critically deficient in their daily work environment (Herzberg, Mausner & Snyderman, 1959).
This leads to the third 'why': the specific reasons for employees feeling undervalued. The investigation reveals a systemic lack of formal recognition for exceptional performance and, crucially, the absence of visible and attainable paths for career progression. Employees, particularly high-performers, do not see a future for themselves within the organisation, which is a powerful catalyst for seeking external opportunities for advancement (Hall, 1976).
The fourth 'why' examines the reasons for this systemic failure in recognition and development. It points towards two interconnected issues: outdated and ineffective HR processes that are not fit for purpose, and a skills gap at the line management level. Line managers, who are the most critical link between the organisation and its employees, may not be adequately trained or equipped to provide the coaching, feedback, and developmental support their teams require (Purcell & Hutchinson, 2007).
The fifth and final 'why' uncovers the foundational root cause: a historical and cultural focus within the organisation on operational efficiency and short-term cost control, often at the expense of strategic investment in human capital. When HR is viewed primarily as an administrative or compliance function rather than a strategic partner, long-term investment in employee development, engagement, and culture is often sidelined in favour of more immediate financial targets (Ulrich, 1997).
Therefore, the problem is not merely one of dissatisfied employees, but a systemic and cultural misalignment where the hotel's human capital strategy has not kept pace with its operational or brand ambitions. This deep-rooted issue directly results in the inconsistent service delivery reported by guests, as a disengaged and transient workforce cannot be expected to provide the thoughtful, personalised service that defines a true luxury experience (Grönroos, 2007).
STEEPLED Analysis of the External Environment
No organisation operates in a vacuum, and the hotel's ability to attract and retain talent is heavily influenced by the external macro-environment. The STEEPLED framework provides a comprehensive method for analysing these external factors as they relate to the human resources landscape in Bucharest (Whittington et al., 2020).
Factor	Influence on Staff Retention and Engagement at JW Marriott Bucharest
Social	Evolving social values, particularly among younger generations in Romania, have increased the importance of work-life balance, mental wellbeing, and a sense of purpose. Employees now expect an organisational culture that aligns with their personal values (Twenge, 2017).
Technological	The rapid adoption of HR technology platforms for communication, feedback, and learning has set a new standard. Employers who rely on outdated, manual processes are perceived as inefficient and are less attractive to a tech-savvy workforce (Bondarouk & Ruël, 2009).
Economic	Bucharest's growing economy has intensified competition for skilled hospitality workers. A finite talent pool coupled with increasing demand from new and existing luxury hotels creates significant upward pressure on wages and makes it easy for skilled staff to change employers (Romanian National Statistics Institute, 2024).	
Environmental	There is growing public and employee demand for strong corporate social responsibility (CSR) and sustainability practices. A demonstrable commitment to environmental and social causes can be a key differentiator in attracting and retaining talent (Bhattacharya, Korschun & Sen, 2009).
Political	The stability of the national government influences business confidence and investment, while specific government policies related to the tourism and hospitality sectors can impact operational conditions and employment regulations (Ministry of Labour Romania, 2024).
Legal	The hotel must operate in strict compliance with Romanian and overarching EU labour laws. These regulations, covering everything from employment contracts to working hours and termination rights, form the legal foundation of the employer-employee relationship (Lewis, Sargeant & Schwab, 2021).
Ethical	Beyond legal requirements, there is a strong ethical expectation for employers to provide a fair, equitable, and respectful workplace. In the age of social media, any perceived ethical lapses in the treatment of staff can cause immediate and lasting reputational damage (Crane & Matten, 2016).
Demographic	The Romanian workforce is increasingly composed of Millennials and Gen Z, who bring different expectations to the workplace. They prioritise continuous development, flexible working arrangements, and collaborative management styles over traditional hierarchical structures (Stillman & Stillman, 2017).	



 SWOT Analysis
This internal analysis identifies the hotel's strengths, weaknesses, opportunities, and threats in direct relation to its ability to manage its human capital effectively. It provides a clear snapshot of the current strategic position from which to build (Ansoff, 1965).
	Strengths 	Weaknesses 
	- Powerful Brand Equity: The JW Marriott name is a globally recognised symbol of quality and luxury, acting as a significant magnet for talent (Aaker, 1991).
- Premium Physical Asset: The high quality of the hotel building and its facilities provides an exceptional working environment.
- Access to Global Systems: The ability to leverage Marriott International's world-class training programmes and established brand standards.	- High Attrition Rates: A documented and costly history of staff turnover.
- Poor Employee Morale: Low engagement scores and anecdotal evidence of a negative work atmosphere.
- Inconsistent Service Standards: A direct and observable consequence of staff churn and disengagement.
- Outdated HR Processes: Inefficient and non-strategic systems for communication, feedback, and career management (Kets de Vries & Miller, 1984).
	Opportunities 	Threats 
	- Establish 'Employer of Choice' Status: A significant opportunity to differentiate from competitors by building a reputation as the best hospitality employer in Bucharest.
- Leverage HR Technology: The availability of modern digital tools presents an opportunity to transform internal communication and engagement.
- Develop a Local Talent Pipeline: Potential to forge strategic partnerships with local hospitality universities and colleges.	- Intense Competitor Recruitment: Rival luxury hotels in Bucharest are aggressively targeting experienced staff.
- Reputational Risk from Online Reviews: Negative guest feedback about service directly impacts both future bookings and the ability to attract new talent (Lovelock & Wirtz, 2011).
- Labour Market Wage Inflation: Continuous upward pressure on salaries across the sector threatens operational profitability (Porter, 1980).


TOWS Matrix for Strategic Direction Formulation
The TOWS matrix is a strategic tool used to create action-oriented options by matching the internal factors (SWOT) with external factors. This moves the analysis from a descriptive list to a prescriptive set of strategic thrusts (Weihrich, 1982).
	Opportunities (O)	Threats (T)
Strengths (S)	SO Strategies (Maxi-Maxi)
These strategies use internal strengths to maximise external opportunities. For example, the hotel can leverage its powerful brand equity (S) to launch a high-profile campaign to become the 'employer of choice' in the Bucharest market (O) (Barney, 1991).	ST Strategies (Maxi-Mini)
These strategies use internal strengths to minimise external threats. For example, the hotel can actively promote the job security and global career paths of the Marriott brand (S) to defend against poaching by local competitors (T) (Lam, 2014).
Weaknesses (W)	WO Strategies (Mini-Maxi)
These strategies aim to minimise internal weaknesses by taking advantage of external opportunities. For instance, the hotel should invest in modern HR technology (O) to overcome its outdated communication processes (W) (Beckhard, 1969).	WT Strategies (Mini-Mini)
These are defensive strategies to minimise weaknesses and avoid threats. For example, the hotel must conduct a full review of its compensation packages (addressing W) to mitigate the threat of staff leaving for higher pay elsewhere (T) (Schendel, Patton & Riggs, 1976).


The combined output of these analytical frameworks reveals that the challenges facing the JW Marriott Bucharest are systemic and require an integrated response. The organisation has formidable strengths but is failing to leverage them effectively due to significant internal weaknesses, leaving it exposed to a threatening external environment. A fundamental shift in the way the organisation views and manages its people is required, moving from a cost-focused compliance model to a strategic investment model of human capital management (Senge, 2006).

3. Recommendations and Change Management 
These proposals are not isolated initiatives but form a cohesive programme aimed at fundamentally transforming the employee experience at the JW Marriott Bucharest Grand Hotel. The successful execution of this programme is contingent upon a structured and empathetic approach to change management, which will be detailed subsequently, alongside a realistic appraisal of the associated costs and anticipated returns on investment (Hrebiniak, 2005).
Strategic Recommendation 1: A Competitive Total Rewards Strategy
The analysis clearly indicates that the current compensation and benefits package is a significant source of dissatisfaction and a primary driver of attrition. To counter this, the hotel must adopt a 'Total Rewards' philosophy, which encompasses not only direct and indirect financial remuneration but also non-financial elements like recognition and a positive work environment. This holistic approach is essential for attracting, motivating, and retaining talent in a competitive market (Armstrong & Murlis, 2007).
Specific Actions:
Conduct Comprehensive Market Benchmarking: The immediate priority is to commission an independent, third-party benchmark study of total rewards packages within the Bucharest luxury hospitality sector. This data-driven approach is critical to move beyond assumptions and to understand precisely how the hotel's offering compares to its direct competitors. The goal should be to position the hotel's package in the upper quartile (75th percentile) of the market, making a clear statement of intent to lead, not just to compete (Lawler, 1971).
Implement a Performance-Related Pay (PRP) System: A transparent and equitable PRP system should be developed and rolled out for all employees. This system must link individual, team, and hotel-wide performance to tangible financial rewards. For frontline staff, this could be tied to guest satisfaction scores and positive mentions in reviews, while for management, it would be linked to departmental profitability and employee retention targets. This creates a clear line of sight between effort and reward, fostering a culture of high performance (Gerhart & Rynes, 2003).
Revitalise the Recognition Programme: Recognition is a powerful, low-cost motivator that is currently underutilised. A formal recognition programme, such as "Employee of the Month/Quarter," should be revitalised with meaningful rewards, such as a prime parking spot, a paid day off, or a significant voucher for a Marriott stay. Furthermore, a culture of peer-to-peer recognition should be encouraged and enabled through the new internal communication platform, celebrating small wins and positive behaviours on a daily basis (Brun & Dugas, 2008).
Enhance Non-Financial and Lifestyle Benefits: The hotel must improve its non-financial benefits package to enhance the overall quality of employees' work lives. This includes improving the quality and variety of food in the staff canteen, substantially increasing the 'friends and family' discount rate for Marriott properties globally, and establishing partnerships with local businesses for wellness and lifestyle discounts. Such benefits demonstrate a genuine care for employee wellbeing beyond their direct contribution at work (Ventura & Wasef, 2019).
Strategic Recommendation 2: A Structured Career Development Ecosystem
The absence of clear career progression was identified as a core reason for disengagement and turnover, particularly for ambitious and younger employees. The hotel must build a transparent and supportive 'ecosystem' for career development, showing employees that they have a viable and exciting future within the organisation, not just a job (Cappelli, 2008).


Specific Actions:
Design and Communicate Formal Career Pathways: The Human Resources department must collaborate with every Head of Department to design, document, and visualise career pathways for all major roles. These maps should be a central part of the onboarding process and regular performance discussions, showing employees the specific skills, experiences, and training required to advance to the next level. This transparency empowers employees to take ownership of their own development (Baruch, 2006).
Launch a Formal Mentorship Programme: A structured mentorship programme should be established to pair high-potential junior staff with experienced senior leaders. Mentoring provides invaluable career guidance, builds cross-departmental relationships, and is a highly effective method for transferring institutional knowledge and developing future leaders from within. This is a critical component of effective succession planning (Kram, 1985).
Create Bespoke Learning and Development Plans: Leveraging Marriott's extensive global training library, individual learning plans should be created for all employees and tracked via a learning management system (LMS). These plans should include a mix of mandatory compliance training, role-specific technical skills, and soft skills development (e.g., communication, problem-solving). Progress against these plans should be a key topic in performance reviews (Garavan, 1991).
Strengthen University and College Partnerships: The hotel should build strategic alliances with Romania's leading hospitality and tourism schools. This involves offering structured internships, guest lectures by hotel management, and a formal graduate recruitment programme. Creating this robust talent pipeline will reduce reliance on competitive hiring and build a long-term supply of talent that is already familiar with the JW Marriott brand and culture (Getz, 2009).


Strategic Recommendation 3: Fostering a Culture of Engagement and Communication
Culture is the invisible force that shapes behaviour and performance. The analysis pointed to a culture suffering from poor communication and an inconsistent management style. Proactively shaping a culture of trust, transparency, and high engagement is arguably the most critical and most challenging task, but also the one with the greatest long-term reward (Schein, 2010).
Specific Actions:
Invest in Empathetic Leadership Training: All managers and supervisors must undergo mandatory leadership development focused on the 'soft skills' of people management. The curriculum must prioritise coaching, delivering constructive feedback, emotional intelligence, and motivating diverse teams. The goal is to transform managers from taskmasters into developers of people, which is the cornerstone of an engaged workforce (Goleman, 2000).
Deploy a Modern Internal Communications Platform: To overcome the current communication deficit, the hotel must invest in a mobile-first platform designed for a dynamic, non-desk-based workforce. This tool will serve as the central hub for all internal news, operational updates, peer-to-peer recognition, and direct communication from the General Manager. It breaks down silos and ensures every employee feels connected and informed (Argenti, 2016).
Establish Two-Way Communication Rituals: Leadership must commit to new rituals of transparent communication. This includes monthly 'town hall' meetings where business results are shared openly, and a genuine, unscripted Q&A session is held. Additionally, 'skip-level' meetings, where senior leaders meet with frontline staff without their direct manager present, can provide invaluable, unfiltered feedback (Welch & Welch, 2005).
Utilise Continuous Feedback 'Pulse' Surveys: The annual engagement survey is no longer sufficient. The hotel should deploy frequent, short, and anonymous 'pulse' surveys via the new communication app. Asking just 2-3 questions weekly or bi-weekly on topics like morale, workload, and management support provides a real-time dashboard of the organisational climate, enabling early intervention before minor issues become major problems (Simmons, 2018).
A Framework for Managing Organisational Change
Introducing such significant changes will inevitably create uncertainty and potential resistance. A formal change management framework is therefore not optional, but essential for success. The combination of Lewin's foundational model and Kotter's actionable steps provides a comprehensive guide.
Applying Lewin’s Change Model:
Unfreeze: The first step is to prepare the organisation for change by dismantling the current status quo. This will be achieved by presenting the unvarnished findings of this report to the entire management team, creating a powerful sense of urgency. This data, highlighting the true costs of turnover and the impact on guest satisfaction, will overcome complacency and demonstrate that maintaining the current state is not a viable option (Lewin, 1947).
Change: This phase involves the actual implementation of the new strategies. It is a period of transition where clear, consistent, and constant communication is vital to guide employees. Training programmes will be rolled out, new systems will go live, and 'change champions'—influential employees who are enthusiastic about the new direction—will be empowered to lead their peers by example and provide support (Cameron & Green, 2019).
Refreeze: The final stage is about stabilising the organisation and embedding the new ways of working into the company culture. This is achieved by anchoring the new behaviours through the revamped reward and recognition systems. When employees see their colleagues being promoted via the new career pathways and rewarded for high performance, the new culture becomes the new norm. Celebrating early successes will be critical to reinforcing the positive outcomes of the change (Cummings & Worley, 2019).

Applying Kotter's 8-Step Process:
This model provides a practical roadmap for the 'Change' phase: 
1. Create Urgency (using this report's findings). 
2. Build a Guiding Coalition (a cross-functional team of managers and staff). 
3. Form a Strategic Vision ("To be Bucharest's undisputed employer of choice in luxury hospitality"). 
4. Communicate the Vision (relentlessly, through all channels). 
5. Enable Action by Removing Barriers (by changing outdated HR policies).
 6. Generate Short-Term Wins (by celebrating the first successful promotion or a record guest satisfaction score).
 7. Sustain Acceleration (by using the momentum from early wins to tackle bigger challenges).
 8. Institute Change (by making the new ways of working a core part of the hotel's identity). Resistance to change is natural, but proactively addressing its sources through clear communication and participation can transform it into constructive energy (Ford, Ford & D'Amelio, 2008).

Projected Cost-Benefit Analysis
The implementation of these recommendations represents a significant strategic investment. A transparent assessment of both costs and benefits is required to provide a clear business case for this investment.
Projected Costs:
The primary costs are associated with the increase in the annual payroll budget required to become a market leader in compensation, the one-time and recurring licensing fees for new HR technology, the cost of external consultants for the benchmark study, and the cost of professional trainers for the leadership development programmes. There is also an indirect cost in the form of employee time allocated to training and development activities instead of direct operational duties (Cascio, 2006).
Projected Benefits:
The return on this investment will be substantial and multifaceted. The most direct financial benefit will be a dramatic reduction in costs associated with recruitment, including advertising, agency fees, and management time spent on interviews. Operationally, a more stable, skilled, and engaged workforce will lead to higher productivity, fewer service errors, and increased innovation. Strategically, the benefits are transformational: an enhanced employer brand that attracts top-tier talent effortlessly, and most importantly, a consistently superior guest experience that drives loyalty, commands a price premium, and secures the hotel's long-term competitive advantage and profitability (Phillips, 1997).

4. Action Plan 
To translate the strategic recommendations into tangible results, a clear and structured action plan is essential. This plan breaks down the overarching solutions into manageable tasks, assigning clear ownership, timelines, and budgets for each. It serves as a practical roadmap for the management of the JW Marriott Bucharest Grand Hotel to guide the implementation process, ensuring accountability and a clear focus on achieving the desired outcomes. This tool is critical for converting strategic intent into operational reality (Buttrick, 2009). The following table details the key actions required to address the primary problems identified in this report, in line with the format specified by the module requirements (University of Wales Trinity Saint David, 2025).



No.	Problem	Solution	Desired Outcome	Time Scale	Completion Date	Planned Budget
1	Uncompetitive total rewards package and lack of recognition leading to high staff attrition.	Commission an independent market benchmark study. Revise all salary bands to the 75th percentile of the local luxury market. Implement a formal PRP and peer-to-peer recognition system.	A reduction in staff turnover by 30% within 12 months. Position the hotel as a market leader in compensation, improving its ability to attract and retain top talent.	4 Months	31 October 2025	£150,000 (annualised increase to payroll) + £10,000 (for benchmark study & system setup).
2	Absence of clear career progression opportunities, causing disengagement and loss of high-potential employees.	Design and implement formal career pathways for all key roles. Launch a structured mentorship programme and create individual development plans using Marriott's global training platforms.	An increase in the internal promotion rate by 50% within 18 months. Measurable improvement in employee engagement scores related to career development.	6 Months (Full Roll-out)	31 December 2025	£35,000 (for external trainers, materials, and potential LMS integration).
3	Ineffective communication and inconsistent leadership style, resulting in a poor organisational culture and low morale.	Deploy a modern, mobile-first internal communication platform. Mandate and deliver empathetic leadership and coaching training for all managers and supervisors.	A 20-point increase in the employee Net Promoter Score (eNPS) within 9 months. Observable improvement in the quality of two-way communication and feedback.	9 Months (Ongoing)	31 March 2026	£25,000 (for platform license and leadership training delivery).



5. Conclusion 
This report was commissioned to address a critical strategic challenge facing the JW Marriott Bucharest Grand Hotel: a damagingly high rate of staff turnover driven by low employee engagement. This issue, as the analysis has demonstrated, is not a superficial problem but a significant threat to the hotel’s brand integrity, service quality, and long-term financial health. It represents a fundamental misalignment between the hotel's prestigious market position and its internal human capital strategy, which requires immediate and decisive action (Kaplan & Norton, 2004).
The analysis conducted within this report delved deep into the root causes, revealing that the problem is systemic. It stems from a combination of uncompetitive rewards, a lack of visible career opportunities, and a culture that has failed to adapt to the expectations of the modern workforce. The internal weaknesses of the organisation have left it vulnerable to the intense competition and evolving social dynamics of the external environment. The findings conclude that incremental adjustments will be insufficient; a transformational change is required (Senge, 2006).
To that end, this report has put forward a cohesive and integrated programme of three core strategic recommendations. These are: the implementation of a market-leading total rewards strategy; the creation of a structured career development ecosystem; and a concerted effort to foster a culture of high engagement through improved communication and leadership. These recommendations are designed to work in synergy, creating a powerful employee value proposition that will position the hotel as an undisputed employer of choice (Pfeffer, 1998).
The successful implementation of this programme, guided by the change management frameworks of Lewin and Kotter, will yield substantial returns. The expected outcomes include a significant reduction in costly staff turnover, a marked improvement in service consistency and guest satisfaction, an enhanced ability to attract and retain the best talent in Bucharest, and ultimately, a more robust and sustainable competitive advantage. This is an investment in the hotel’s most valuable asset: its people (Becker & Huselid, 2006).
Finally, on behalf of Apex Hospitality Consulting, I would like to extend my sincere gratitude to the management team of the JW Marriott Bucharest Grand Hotel for this opportunity. Your willingness to engage in this process with transparency and a genuine desire for improvement has been invaluable. We are confident that by embracing the strategic direction outlined in this report, you will not only overcome your current challenges but will also build a stronger, more resilient, and more successful organisation for the future (Maister, 2000).
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