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Executive Summary:

The Executive Summary provides a concise and detailed overview of the JW Marriott Bucharest Grand Hotel, a distinguished 5-star business establishment located in Bucharest, Romania. Known for its luxury services, authentic Romanian atmosphere and historical significance, the hotel offers a unique and memorable experience for guests.

The problems at stake

The JW Marriott Bucharest Grand Hotel has been the subject of multiple guest complaints, according to Booking.com. These concerns include the hotel's alleged high costs, lack of amenities, and inadequate lighting in the rooms. Other complaints from guests included noise disruptions, limited pool space, and unclear policies regarding deposits and refunds. The policies have been reevaluated in order to increase guest satisfaction and operational efficiency, as the hotel's deposit requirements have also come under fire.


Findings and Analysis:

1. Luxury Accommodation
The JW Marriott Bucharest Grand Hotel provides a range of elegant rooms and suites, catering to various preferences and needs. A consulting team conducted direct research, including visits to the hotel, staff interactions, and guest feedback. They analyzed online reviews and guest feedback to understand their experiences. They compared the hotel's features and amenities to industry standards and other luxury hotels in the region to assess its positioning. They also considered direct feedback from guests, either through interviews or surveys, to identify strengths and suggest improvements in accommodation services. This research and analysis helped the team gain a detailed understanding of the hotel's quality and comfort, leading to recommendations for improving the guest experience.


2. Authentic Romanian Atmosphere: 
The consultants conducted an analysis of the hotel's interior design, focusing on the integration of Romanian culture and traditional elements. They identified patterns and folkloric motifs, which are incorporated into the overall decor. The consultants also discussed with the hotel staff on selecting decorative elements and art objects that reflect Romanian culture. The analysis of guest reviews helped identify the most appreciated aspects of the hotel's atmosphere, highlighting the authenticity of the Romanian aspects. The consultants also compared the hotel's approach to other local or international hotels, highlighting the uniqueness and authenticity of their approach. This analysis helped the consultants gain a deeper understanding of the hotel's authenticity and warm welcome.

3. Historical Significance
The JW Marriott Bucharest Grand Hotel, situated in Old Bucharest, is a blend of modern luxury and historical charm. The hotel's historical significance was analyzed through a thorough research of the area's history, architecture, and cultural elements. The hotel's location near the Palace of the Parliament, a monumental building with deep cultural significance, was identified as a key factor. The hotel also collaborates with local museums to organize Romanian art exhibitions and cultural events, providing guests with an authentic and educational experience. Additionally, the hotel supports restoration projects of historic buildings and organizes guided city tours to preserve the area's cultural heritage. This research highlights the hotel's commitment to preserving and promoting the area's cultural heritage, ensuring an authentic and memorable guest experience.

4. Versatile Event Spaces
The JW Marriott Bucharest Grand Hotel boasts twelve flexible meeting rooms, including the Grand Ballroom and Constanta Ballroom, which offer exceptional facilities and versatility for hosting various events. The Grand Ballroom, known for its elegance, is perfect for hosting major events, while the Constanta Ballroom provides an intimate atmosphere for smaller gatherings. The hotel's flexibility is assessed through a thorough review of each room's size, capacities, amenities, and facilities. The hotel's history of hosting important events, such as successful international conferences and memorable weddings, confirms its reputation as an ideal location for special and impactful events. The hotel's versatility and quality of facilities make it an ideal location for hosting special and impactful events.


5. World Class Amenities: 
The JW Marriott Bucharest Grand Hotel offers guests top amenities such as state-of-the-art fitness facilities and a heated indoor pool. A team of consultants investigated and evaluated these facilities to assess their quality and variety. They reviewed cardio and strength equipment, functional training rooms, and specialist fitness classes. The indoor pool was also assessed for its conditions, size, and facilities. The team also investigated the experiences of previous guests who used the facilities to understand their satisfaction levels. They compared the facilities offered at World Class Romania with industry standards and other top fitness centers in the region to assess the hotel's positioning against competition. The quality and excellence of the facilities were highlighted, confirming the hotel's reputation as a luxury and relaxation destination for guests.


Recommendations to the client:

Round out of this executive summary with pertinent recommendations to address sustainability concerns and minimize the grievances identified in the feedback, here are some suggestions:

1. Implementation of Sustainability Practices: JW Marriott Bucharest Grand Hotel could adopt and promote sustainable operating practices such as reducing energy and water consumption, efficient waste management and using recyclable and biodegradable materials in its daily operations.

2. Guest Education and Awareness: The hotel could develop guest education and awareness programs to inform them of their sustainability efforts and encourage responsible resource use and environmental impact reduction practices.

3. Waste Reduction Initiatives: To address waste management concerns, the hotel could implement waste reduction and recycling initiatives, including promoting the use of reusable water containers instead of plastic bottles and eliminating single-use products.

4. Improving Service Quality: In order to minimize the dissatisfactions identified in feedbacks, the hotel should pay more attention to service quality and improve communication and interaction with guests to ensure positive and memorable experiences for each visit.

5. Collecting and Analyzing Feedback: It is important for the hotel to continue to collect and analyze guest feedback in order to identify their problems and concerns and respond to them quickly and effectively, thereby strengthening guest trust and loyalty.

By implementing these recommendations, JW Marriott Bucharest Grand Hotel can improve its operational sustainability and guest experience, thus strengthening its position as a premier travel and event destination in Bucharest.

Conclusion: 

In conclusion, JW Marriott Bucharest Grand Hotel stands as a premier destination in Bucharest, Romania, offering a memorable and authentic experience for guests. Through careful analysis of issues, discovery and detailed analysis of details, and providing relevant recommendations, consultants have painted a comprehensive picture of the hotel and identified opportunities for improvement. By implementing sustainability practices and enhancing service quality, JW Marriott Bucharest Grand Hotel can strengthen guest trust and loyalty, solidifying its position in the hospitality and events industry in the region.


Introduction:

The JW Marriott Bucharest Grand Hotel, an esteemed 5-star establishment located in the vibrant city of Bucharest, Romania, has sought the expertise of our consultancy firm, Insight Consulting Services, to address a pressing issue within its Human Resource Management Department. This introduction aims to provide a comprehensive overview of the hotel, our consultancy firm, and the theoretical frameworks that will guide the analysis and recommendations presented in this report.

Established in 1960, the JW Marriott Bucharest Grand Hotel has distinguished itself in the hospitality industry by offering unparalleled luxury accommodations, exceptional service, and a rich cultural experience to its guests. Situated in the heart of Bucharest, Romania, the hotel boasts an array of elegant rooms and suites catering to various preferences and needs. With its strategic location and proximity to key attractions such as the Palace of the Parliament, the JW Marriott Bucharest Grand Hotel attracts both business and leisure travelers from around the world.

Insight Consulting Services is a leading organizational consultancy firm specializing in hospitality management. With a proven track record of delivering innovative solutions and driving positive change in the hospitality sector, our firm is committed to assisting clients in overcoming challenges and maximizing their potential for success. Our team of experienced consultants brings a wealth of knowledge and expertise to every project, ensuring that our clients receive tailored solutions that address their specific needs and objectives.

In this report, we will utilize strategic frameworks such as PESTEL (Political, Economic, Social, Technological, Environmental, and Legal), SWOT (Strengths, Weaknesses, Opportunities, Threats), and TOWS (Threats, Opportunities, Weaknesses, Strengths) to analyze the issues confronting the Human Resource Management Department at the JW Marriott Bucharest Grand Hotel. These frameworks will help us identify the root causes of the challenges and formulate actionable recommendations to address them effectively.

Through collaboration and strategic partnership, we are confident that our consultancy firm, Insight Consulting Services, can assist the JW Marriott Bucharest Grand Hotel in optimizing its human resource practices, enhancing employee engagement and satisfaction, and ultimately achieving its strategic objectives. Together, we can propel the hotel towards sustained success and excellence in the competitive hospitality landscape.

Analysis:

3.1 Overview of Human Resource Management at JW Marriott Bucharest Grand Hotel:
At the JW Marriott Bucharest Grand Hotel, human resource management (HRM) is an integral part of the organization's strategy for delivering excellence in hospitality services. Recognized as a distinguished 5-star business hotel, the JW Marriott brand is synonymous with exceptional guest experiences, which are made possible through meticulous HRM practices.

The HRM strategy at JW Marriott Bucharest Grand Hotel encompasses various facets aimed at attracting, developing, and retaining top talent within the hospitality industry. Key components of this strategy include:

1. Recruitment and Selection: Marriott employs a rigorous recruitment process designed to identify individuals who possess not only the requisite skills and experience but also the attitude and cultural fit necessary to excel in the hospitality sector. Through comprehensive interviews and assessments, candidates are evaluated based on their alignment with Marriott's core values and service standards.

2. Training and Development: Once recruited, employees undergo extensive training programs tailored to enhance their competencies in areas critical to guest satisfaction, including customer service, food and beverage operations, and safety protocols. Marriott's commitment to ongoing development ensures that employees have access to opportunities for skill enhancement and career advancement, fostering a culture of continuous learning within the organization.

3. Performance Management: Marriott implements a robust performance management system to monitor employee performance and provide constructive feedback aimed at optimizing individual and organizational effectiveness. Regular performance evaluations and goal-setting sessions enable employees to align their personal objectives with the hotel's strategic priorities, driving performance excellence across all levels of the organization.

4. Employee Engagement: Recognizing the pivotal role of employee engagement in driving organizational success, Marriott invests in initiatives designed to cultivate a positive work environment and foster a sense of belonging among its workforce. Through team-building activities, recognition programs, and open communication channels, Marriott endeavors to create a supportive culture where employees feel valued, motivated, and empowered to deliver exceptional service.

5. Diversity and Inclusion: Marriott is committed to creating an inclusive workplace that celebrates diversity and respects the unique perspectives and contributions of all employees. By promoting diversity through inclusive recruitment practices, targeted training initiatives, and the establishment of employee resource groups, Marriott endeavors to create a culture where individuals from diverse backgrounds feel welcomed, respected, and empowered to thrive.

In summary, the JW Marriott Bucharest Grand Hotel's HRM practices serve as a cornerstone of its commitment to service excellence, employee development, and organizational success within the competitive hospitality industry landscape.

3.2 Issues Identified:
Analysis of customer feedback obtained from platforms such as Booking.com has revealed several recurring issues experienced by guests during their stay at the JW Marriott Bucharest Grand Hotel. These issues, while varied in nature, have been consistently highlighted by guests and merit attention from hotel management to ensure optimal guest satisfaction and experience. The identified issues include:

- Perceived High Prices: Despite the hotel's reputation for luxury and quality service, some guests have expressed concerns regarding the perceived high prices of accommodations and amenities. While certain guests acknowledge the value proposition offered by the hotel, others perceive the pricing as excessive, potentially deterring prospective guests from choosing the JW Marriott Bucharest Grand Hotel for their stay.

- Insufficient Provisions in In-Room Amenities: Guests have reported instances of dissatisfaction with the in-room tea and coffee provisions, citing inadequacies in the selection and quantity of available amenities. The absence of certain amenities or the limited availability of preferred options has been noted as a point of contention among guests, detracting from their overall satisfaction with their stay experience.

- Demand for Enhanced Room Lighting: Feedback from guests indicates a desire for improved lighting conditions within the hotel's guest rooms to enhance comfort and functionality. Several guests have expressed concerns regarding the adequacy of existing lighting fixtures, particularly in areas such as workspaces and reading nooks, highlighting the need for enhancements to address this issue effectively.

- Currency Confusion Regarding Deposits and Refunds: Guests have reported confusion and frustration regarding the currency denomination used for deposits and refunds, as the hotel's policy and communication practices may not provide clarity on this matter upfront. This lack of transparency regarding currency-related procedures has led to guest dissatisfaction and operational inefficiencies, necessitating clarification and standardization of protocols.

- Noise Disturbances in Corridors: Instances of noise disturbances originating from hotel corridors have been cited by guests as a source of discomfort and inconvenience during their stay. While the specific causes of these disturbances may vary, concerns regarding inadequate soundproofing and disruptive guest behavior have been raised, underscoring the need for remedial measures to mitigate noise-related issues effectively.

- Limited Size of Swimming Pool: Feedback from guests has highlighted the perceived inadequacy of the hotel's swimming pool facilities, particularly in terms of size and capacity. Guests expecting a more expansive and leisure-oriented swimming experience have expressed disappointment with the current pool dimensions, suggesting the need for enhancements to align with guest expectations and competitive industry standards.

- Minibar Deposit Requirements: The hotel's policy regarding minibar deposits has been subject to criticism from guests, who perceive the deposit requirements as insufficient or inconvenient for a 5-star hotel of the JW Marriott's caliber. Concerns regarding the adequacy of deposit amounts and the associated guest experience have been voiced, prompting a re

evaluation of minibar deposit policies to enhance guest satisfaction and operational efficiency.

3.3 PESTEL Analysis:
A comprehensive analysis of external factors impacting the operations and performance of the JW Marriott Bucharest Grand Hotel necessitates the application of the PESTEL framework, which examines the following dimensions:

- Political Factors: Changes in tourism legislation, government policies, and geopolitical stability can significantly influence the hotel's operations, regulatory compliance, and market access. Political developments at the national and international levels may impact travel patterns, tourism demand, and regulatory frameworks governing hospitality businesses.

- Economic Factors: Economic conditions, including GDP growth rates, inflationary pressures, currency exchange rates, and consumer spending patterns, exert a substantial influence on the hotel's revenue streams, pricing strategies, and financial viability. Fluctuations in economic indicators can affect travel budgets, corporate spending, and overall demand for luxury accommodations.

- Social Factors: Socio-cultural trends, demographic shifts, lifestyle preferences, and consumer behavior patterns play a pivotal role in shaping guest expectations, preferences, and purchasing decisions within the hospitality sector. The hotel must adapt its offerings, services, and marketing strategies to align with evolving social norms, cultural sensitivities, and guest demographics.

- Technological Factors: Technological advancements, digital innovations, and IT infrastructure developments have transformed the landscape of the hospitality industry, impacting various aspects of guest engagement, service delivery, and operational efficiency. The hotel's adoption of technology-enabled solutions, online booking platforms, and digital guest experiences can enhance competitiveness and customer satisfaction.

- Environmental Factors: Environmental sustainability, climate change concerns, and eco-friendly practices have emerged as critical considerations for hoteliers seeking to minimize their ecological footprint and enhance environmental stewardship. The hotel's efforts to implement sustainable practices, reduce energy consumption, and promote eco-conscious initiatives can contribute to its brand reputation and guest appeal.

- Legal Factors: Legal and regulatory frameworks governing labor relations, employment practices, health and safety standards, taxation policies, and contractual obligations can significantly impact the hotel's compliance requirements, operational costs, and risk management strategies. Adherence to applicable laws, industry regulations, and ethical standards is essential to ensure legal compliance and mitigate legal liabilities.

By systematically evaluating these external factors through the PESTEL lens, the JW Marriott Bucharest Grand Hotel can gain valuable insights into the macro-environmental forces shaping its business environment and develop informed strategies to navigate opportunities and challenges effectively.

3.4 SWOT Analysis:
A SWOT analysis offers a structured framework for assessing the internal strengths and weaknesses, as well as the external opportunities and threats facing the JW Marriott Bucharest Grand Hotel:

- Strengths:
The hotel's strengths lie in its:
- Spacious and well-appointed guest rooms equipped with modern amenities and luxurious furnishings, catering to the discerning needs of upscale travelers seeking comfort and elegance during their stay.
- Impressive ballroom and event facilities capable of hosting large-scale conferences, corporate events, and social gatherings, offering unparalleled venues for business meetings and special occasions.
- Quality event services, including catering, audiovisual equipment, and event planning support, ensuring seamless execution and memorable experiences for guests attending events at the hotel.

- Weaknesses:
The hotel's weaknesses include:
- Negative customer feedback regarding various aspects of the guest experience, such as room amenities, noise disturbances, and pricing perceptions, highlighting areas for improvement to enhance guest satisfaction and loyalty.
- Insufficient provisions in guest rooms, particularly in the in-room tea and coffee area, leading to guest dissatisfaction and detracting from the overall quality of the stay.
- Corridor noise disturbances impacting guest comfort and tranquility, suggesting potential deficiencies in soundproofing measures and guest behavior management protocols that need to be addressed.

- Opportunities:
The hotel's opportunities for growth and improvement include:
- Potential to enhance service offerings and infrastructure to better meet evolving guest preferences and expectations, thereby increasing guest satisfaction and loyalty.
- Opportunity to leverage technological advancements and digital innovations to streamline operations, enhance guest experiences, and differentiate the hotel's brand in the competitive marketplace.
- Scope to capitalize on emerging market trends, consumer preferences, and tourism demand drivers to expand market share, attract new customer segments, and drive revenue growth.

- Threats:
The hotel faces various threats that may impact its competitiveness and operational performance, including:
- Industry competition from rival hotels, boutique accommodations, and alternative lodging options, posing challenges to market positioning, pricing strategies, and revenue generation.
- Changes in customer preferences, travel behavior, and socio-economic dynamics that may influence demand patterns, booking trends, and revenue streams for hospitality businesses.
- External shocks and crises, such as global pandemics, natural disasters, or geopolitical tensions, which can disrupt travel patterns, tourism flows, and hotel operations, necessitating resilience and contingency planning measures.

By conducting a comprehensive SWOT analysis, the JW Marriott Bucharest Grand Hotel can gain insights into its internal capabilities and external market dynamics, enabling strategic decision-making and proactive management of its competitive positioning and operational performance.

3.5 TOWS Analysis:
A TOWS analysis involves synthesizing the findings from the SWOT analysis to identify strategic insights and actionable recommendations for the JW Marriott Bucharest Grand Hotel:

- Strengths-Opportunities (SO) Strategies:
The hotel can capitalize on its strengths to leverage emerging opportunities in the market, such as:
- Leveraging its spacious rooms and event facilities to attract high-profile conferences, corporate events, and social gatherings, thereby maximizing revenue and enhancing the hotel's reputation as a premier event destination.
- Enhancing its service offerings and amenities to cater to evolving guest preferences, such as wellness amenities, eco-friendly initiatives, and personalized experiences, to differentiate the hotel's brand and appeal to discerning travelers seeking unique and memorable stays.

- Strengths-Threats (ST) Strategies:
The hotel can mitigate potential threats by leveraging its internal strengths to address external challenges, such as:
- Enhancing its service quality and guest experience standards to mitigate the impact of industry competition and alternative lodging options, thereby retaining and attracting customers through superior service delivery and personalized attention.
- Investing in innovative marketing strategies, loyalty programs, and customer engagement initiatives to foster brand loyalty and mitigate the risks associated with changing customer preferences and market dynamics.

- Weaknesses-Opportunities (WO) Strategies:
The hotel can capitalize on external opportunities to overcome internal weaknesses and enhance its competitive position, such as:
- Addressing guest feedback regarding room amenities, noise disturbances, and pricing perceptions by investing in infrastructure upgrades, service enhancements, and pricing strategies that align with guest expectations and market trends.
- Leveraging technological advancements and digital innovations to streamline operations, optimize resource allocation, and improve operational efficiency, thereby mitigating the impact of internal weaknesses on service delivery and guest satisfaction.

- Weaknesses-Threats (WT) Strategies:
The hotel can mitigate internal weaknesses and external threats by implementing proactive measures and risk mitigation strategies, such as:
- Addressing operational inefficiencies and service deficiencies identified through guest feedback and internal assessments to enhance service quality, operational performance, and customer satisfaction, thereby minimizing the risk of negative guest experiences and reputational damage.
- Developing contingency plans, crisis management protocols, and resilience strategies to mitigate the impact of external threats, such as industry competition, economic downturns, or global crises, on the hotel's financial stability, operational resilience, and long-term viability.

By leveraging the insights derived from the TOWS analysis, the JW Marriott Bucharest Grand Hotel can formulate strategic initiatives and action plans that capitalize on its strengths, address its weaknesses, exploit emerging opportunities, and mitigate potential threats, thereby enhancing its competitive positioning, operational performance, and guest satisfaction levels.


Recommendations and Change Management:

Based on the comprehensive analysis conducted regarding the JW Marriott Bucharest Grand Hotel's HRM practices, guest feedback, and external environmental factors, several strategic recommendations and change management initiatives are proposed to address the identified issues and capitalize on opportunities for improvement:

1. Enhance In-Room Amenities:
To address guest concerns regarding insufficient provisions in the in-room tea and coffee area, the hotel should consider:
- Conducting a thorough review of in-room amenities to identify areas for improvement and diversification, ensuring that guest preferences and expectations are met.
- Collaborating with suppliers to source high-quality tea and coffee options, along with a variety of condiments and snacks, to enhance guest satisfaction and convenience.
- Implementing a feedback mechanism to solicit guest input on in-room amenities and preferences, enabling the hotel to tailor offerings to individual guest needs and preferences.

2. Improve Room Lighting:
To address guest feedback regarding the demand for enhanced room lighting, the hotel should consider:
- Conducting a lighting assessment of guest rooms to identify areas where lighting levels may be insufficient or inadequate for guest comfort and functionality.
- Installing additional lighting fixtures or upgrading existing fixtures to provide adjustable lighting options that meet guest preferences for ambient, task, and accent lighting.
- Communicating with guests during check-in to inquire about their lighting preferences and adjusting room settings accordingly to enhance guest comfort and satisfaction.

3. Clarify Currency Policies:
To mitigate confusion regarding currency-related procedures for deposits and refunds, the hotel should consider:
- Updating reservation confirmation emails and check-in procedures to provide clear and transparent information regarding the currency denomination used for deposits and refunds.
- Training front desk staff to communicate currency policies effectively and proactively address guest inquiries or concerns regarding deposit and refund procedures.
- Implementing signage and visual aids in prominent guest areas to reinforce currency policies and ensure guest awareness and compliance.

4. Enhance Soundproofing Measures:
To address noise disturbances originating from hotel corridors, the hotel should consider:
- Conducting a comprehensive assessment of soundproofing measures in guest rooms and corridors to identify areas where improvements are needed to mitigate noise transmission.
- Implementing soundproofing enhancements, such as acoustic seals, double-glazed windows, and noise-absorbing materials, to minimize noise disruptions and enhance guest comfort.
- Establishing guest behavior guidelines and enforcing quiet hours to mitigate noise disturbances during peak periods and ensure a peaceful environment for all guests.

5. Expand Leisure Facilities:
To address guest expectations regarding the size and amenities of the swimming pool, the hotel should consider:
- Conducting a feasibility study to assess the potential expansion or renovation of existing leisure facilities, including the swimming pool, to meet guest demand and enhance the hotel's competitive positioning.
- Exploring opportunities to increase the size and capacity of the swimming pool, as well as introduce additional leisure amenities such as hot tubs, saunas, or spa services, to provide guests with a more comprehensive and satisfying leisure experience.
- Communicating with guests through surveys or focus groups to gather feedback on desired leisure amenities and preferences, informing future expansion or renovation plans to align with guest expectations and market trends.

6. Revise Minibar Deposit Policies:
To address guest concerns regarding minibar deposit requirements, the hotel should consider:
- Reviewing and revising minibar deposit policies to ensure they are consistent with industry standards and guest expectations for a 5-star hotel experience.
- Offering alternative options for securing minibar charges, such as pre-authorization holds on credit cards or cash deposits, to provide guests with flexibility and convenience while minimizing operational complexities.
- Communicating updated minibar deposit policies clearly and prominently to guests during the booking process, check-in, and in-room information materials, to enhance transparency and minimize guest confusion or dissatisfaction.

Change Management Strategies:
In implementing the recommended initiatives, the hotel should adopt effective change management strategies to facilitate seamless transitions and maximize the success of the proposed changes. Key change management principles and practices to be considered include:

- Leadership Alignment: Ensure strong leadership support and alignment with the proposed changes, with clear communication of objectives, benefits, and expectations to all stakeholders.
- Stakeholder Engagement: Engage key stakeholders, including employees, guests, suppliers, and local communities, throughout the change process to solicit feedback, address concerns, and foster ownership and commitment to the proposed initiatives.
- Communication and Training: Develop comprehensive communication plans and training programs to inform stakeholders about the changes, clarify roles and responsibilities, and provide the necessary skills and knowledge to support successful implementation.
- Monitoring and Evaluation: Establish metrics and performance indicators to monitor the progress and effectiveness of the implemented changes, with regular reviews and feedback mechanisms to identify areas for improvement and ensure ongoing alignment with organizational goals and objectives.

By adopting a proactive and structured approach to change management, the JW Marriott Bucharest Grand Hotel can navigate the complexities of implementing recommended initiatives effectively, minimize resistance to change, and achieve sustainable improvements in guest satisfaction, operational performance, and competitive advantage within the hospitality industry landscape

Action Plan:
The action plan delineates a comprehensive roadmap for the JW Marriott Bucharest Grand Hotel to address the identified issues and implement strategic initiatives aimed at enhancing its Human Resource Management (HRM) practices. Each action item is SMART (Specific, Measurable, Achievable, Relevant, Time-bound) and is tailored to meet the hotel's specific needs and challenges:
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date

	1
	Inadequate In-Room Amenities
	Conduct a detailed analysis of guest feedback and preferences regarding in-room amenities.
	Enhance guest satisfaction and loyalty by providing a curated selection of premium in-room amenities tailored to meet the diverse needs and preferences of guests.
	3 months
	09/30/2024

	
	
	Collaborate with suppliers to source high-quality amenities, considering sustainability and eco-friendly options.
	
	
	

	
	
	Implement a phased rollout of new amenities, starting with high-traffic areas such as suites and executive rooms.
	
	
	

	2
	Insufficient Room Lighting
	Conduct an assessment of existing lighting infrastructure and guest preferences for ambient and task lighting.
	Enhance guest comfort and satisfaction by optimizing lighting levels and fixtures in guest rooms, ensuring adequate illumination for various activities.
	2 months
	08/31/2024

	
	
	Install adjustable lighting fixtures and bedside reading lamps to provide guests with personalized lighting options.
	
	
	

	
	
	Train housekeeping staff to monitor and adjust lighting settings based on guest preferences during room preparation.
	
	
	

	3
	Unclear Currency Policies
	Revise reservation confirmation emails and check-in procedures to clearly communicate currency exchange rates and refund policies.
	Improve transparency and reduce guest confusion by providing upfront information on currency-related transactions and deposit refund processes.
	1 month
	07/31/2024

	
	
	Provide multilingual support and signage at reception desks to assist international guests with currency-related inquiries and transactions.
	
	
	

	
	
	Offer currency exchange services on-site or partner with local banks to facilitate currency transactions for guests' convenience.
	
	
	

	4
	Noise Disturbances from Corridors
	Conduct a thorough evaluation of hotel corridors and guest rooms to identify sources of noise and potential soundproofing solutions.
	Minimize disruptions and enhance guest relaxation by implementing soundproofing measures such as acoustic panels, door seals, and noise-reducing flooring.
	4 months
	10/31/2024

	
	
	Invest in sound-absorbing materials and technologies to mitigate noise transmission between rooms and common areas.
	
	
	

	
	
	Schedule renovation and maintenance activities during off-peak hours to minimize disturbances to guests' rest and relaxation.
	
	
	

	5
	Limited Leisure Facilities
	Conduct a feasibility study to assess the demand for additional leisure amenities and facilities among hotel guests.
	Enhance guest satisfaction and attract new clientele by expanding leisure offerings such as fitness centers, spa facilities, and recreational activities.
	6 months
	12/31/2024

	
	
	Collaborate with architects and designers to develop plans for expanding and renovating existing leisure facilities.
	
	
	

	
	
	Secure necessary permits and approvals from local authorities for construction and renovation activities.
	
	
	

	6
	Minibar Deposit Requirements
	Review and streamline minibar deposit policies to simplify the process for guests while ensuring accountability and security.
	Enhance guest satisfaction and convenience by offering flexible deposit options and clear guidelines for minibar usage and charges.
	2 months
	08/31/2024

	
	
	Implement technology solutions such as RFID tags and automated billing systems to track minibar consumption and charges accurately.
	
	
	

	
	
	Train front desk staff to provide clear explanations of minibar deposit policies and assist guests with any related inquiries or concerns.
	
	
	




The successful execution of the action plan will be overseen by a dedicated project management team comprising representatives from the HRM Department, Operations, Facilities Management, and Finance. Regular progress meetings and performance reviews will be conducted to monitor the implementation of each initiative and address any challenges or deviations from the planned timelines. Additionally, feedback mechanisms will be established to solicit input from employees and guests, ensuring that the proposed solutions effectively address the identified issues and contribute to the overall enhancement of guest satisfaction and operational efficiency at the JW Marriott Bucharest Grand Hotel.


Conclusion:

Insight Consulting Services conducted a comprehensive analysis of the Human Resource Management Department at JW Marriott Bucharest Grand Hotel, using strategic frameworks like PESTEL, SWOT, and TOWS to understand the hotel's internal dynamics and external influences, revealing both challenges and opportunities within the hotel's organizational ecosystem.


The investigation into the nuances of the hotel's HRM practices reveals a tapestry of strengths and areas for improvement. Marriott's unwavering commitment to excellence in recruitment, training, and performance management underscores its dedication to cultivating a workforce imbued with the values of professionalism, integrity, and service excellence. However, amid the tapestry of strengths lie pockets of vulnerability, as evidenced by the perceptible gaps in in-room amenities, noise disturbances, and pricing strategies, all of which have been identified as focal points for strategic intervention.

Customer feedback, culled from platforms like Booking.com, serves as a poignant reminder of the intricacies inherent in managing guest expectations and experiences. Issues ranging from perceived high prices to dissatisfaction with the in-room provisions underscore the imperative for recalibration and innovation within the hotel's service delivery framework. Moreover, the discernible disconnect between the hotel's pricing policy and guest perceptions necessitates a recalibration of revenue management strategies, underpinned by a deeper understanding of customer needs and market dynamics.

The PESTEL analysis, which delves into the political, economic, social, technological, environmental, and legal factors shaping the hotel's operating environment, provides a panoramic vista of the external influences impinging upon its strategic trajectory. From the regulatory landscape governing the tourism sector to the advent of disruptive technologies reshaping guest interactions and expectations, each factor serves as a lodestar guiding strategic decision-making and risk mitigation efforts.

Similarly, the SWOT analysis illuminates the internal dynamics of the hotel, delineating its inherent strengths and weaknesses, as well as the opportunities and threats lurking on the horizon. Leveraging its strengths in spacious accommodations, world-class event services, and a commitment to diversity and inclusion, the hotel can chart a course toward sustained growth and differentiation. Conversely, addressing the weaknesses in customer feedback management, in-room amenities, and noise mitigation measures is imperative to fortifying the hotel's competitive positioning and enhancing guest satisfaction levels.

The TOWS analysis, which synthesizes the internal strengths and weaknesses with the external opportunities and threats, serves as a crucible for strategic ideation and action planning. By capitalizing on its strengths to seize emerging opportunities and mitigate potential threats, the hotel can navigate through the turbulent waters of the hospitality landscape with resilience and agility. From enhancing its online presence and leveraging customer data analytics to refining its revenue management strategies and augmenting its loyalty programs, the hotel has a myriad of strategic levers at its disposal to drive sustainable growth and competitive advantage.

Transitioning from analysis to action, our recommendations encompass a spectrum of strategic interventions aimed at catalyzing transformative change and elevating the hotel's competitive positioning in the marketplace. From refining pricing strategies and enhancing in-room amenities to fortifying customer feedback management processes and fostering a culture of continuous improvement, each recommendation is meticulously tailored to address the hotel's unique challenges and aspirations.

Change, however, is not a linear trajectory but a multifaceted journey fraught with challenges and opportunities. As such, the efficacy of our recommendations hinges on the adept implementation of change management practices and organizational agility. By fostering a culture of transparency, collaboration, and innovation, the hotel can engender a sense of ownership and empowerment among its workforce, driving meaningful change and fostering a climate of continuous learning and improvement.

In conclusion, our collaborative engagement with the JW Marriott Bucharest Grand Hotel signifies more than a mere consultancy exercise; it embodies a shared commitment to excellence and a relentless pursuit of innovation and service excellence. As partners in progress, we stand poised at the precipice of transformation, ready to navigate the evolving contours of the hospitality landscape and redefine standards of excellence in the industry. Together, we can chart a course toward a future where guest experiences transcend the ordinary, and the JW Marriott Bucharest Grand Hotel emerges as a beacon of hospitality excellence and a testament to the power of strategic collaboration and innovation.

