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Executive Summary 
The team at BrightPath Advisors asked us to write this consultancy report which details the urgent management and operational problems at the Rome Marriott Park Hotel, one of Marriott International’s biggest properties in Italy. Due to its size and location next to Fiumicino Airport, the hotel looks ready to lead in tourism and business travel. Nevertheless, noteworthy problems with service quality, employee happiness and brand reputation are becoming clear from recent reviews and metrics. The main challenges are low worker morale, inefficient inner communication, not meeting guest needs well and using old systems to serve customers. As a result of these concerns, customer approval ratings have dropped, online critiques are more negative and many parts of the hospitality operation experience inefficiency. It has been widely shown on sites like TripAdvisor that many guests are unhappy with slow arrival, dirty rooms, insufficient staff attentiveness and wrong bills which now presents a potential threat to the hotel’s reputation. The consultancy experts performed numerous analyses to find out what was causing these problems and what was affecting companies. Internal weaknesses such as not engaging staff and not using digital tools, were spotted in the SWOT analysis, as well as notable strengths such as the strong brand name and the hotel’s location. I completed an evaluation of the external environment, including guest expectations as the pandemic ended, inflation in tourism and the increased demand for technology and sustainability in hotel.
A TOWS matrix was utilized to turn the learning from analysis into practical action plans. By doing this, companies were able to fit their internal strengths with external possibilities, ensuring they updated technology, enhanced employee skills, observed ethical labor and put guests at the center of new ideas. All these steps were applied to create effective, practical and long-term interventions. The main findings from this research are reflected in six central priorities. Making sure employees connect more with their workplaces by giving them management training, rewards they deserve and continual training for customer service, cultural understanding and solving work conflicts. Improving operations by using PMS, introducing mobile check-in and automating both housekeeping and guest services. Better communication inside the organization can be encouraged by changing management lines, helping different groups meet and setting up survey and suggestion platforms. Implementing SOPs, carrying out frequent audits and checking quality according to guest ratings in real time. Managing the change process by organizing a change strategy for resistance management, following both Kotter’s 8-Step Change Model and Lewin’s Unfreeze-Change-Refreeze approach. To track progress, we monitor staff turnover, the satisfaction of our guests (NPS), whether SOPs are correctly followed, the RevPAR and rates of training completion.
To support the success of these recommendations, a phased implementation approach has been put forward. In the first quarter, we will begin reforms in training and communication, directing them at department heads to start with and then making them available to all staff. Meanwhile, IT upgrades such as improvements in the PMS and adding mobile check-in will launch and you will have access to training and help whenever you need it. A team made up of department heads, Human Resources professionals and a project manager will guide these developments to reach excellent alignment and prompt delivery. Everything included in the estimate costs €58,000: €25,000 for training, €18,000 for IT upgrades, €5,000 for better communication, €7,000 for new SOPs and feedback systems and €3,000 for workshops. The return on money will come from lower guest attrition, less staff quitting and more efficient processes. For example, making customers happier and reducing employee departures by 15% and 10% can bring both savings and extra income. After 12 months, the hotel is expected to break even which means the plan is good value and practical. An operational plan was designed to make these initiatives happen.
Each issue mentioned in the analysis is addressed with its matching response, result to expect and targeted time for completion which is often around 2 to 6 months. As recommended by Kotter, employee morale will be handled by offering leaders training and enhancing communication within the team. HR will make sure staff rights are secured and target training will address what causes customer dissatisfaction. To avoid challenges related to change, the project will hold inclusive meetings, select change leaders and be open about the reasons for the change. This detailed and research-supported project offers the hotel a practical, economical roadmap to surpass its previous hurdles and become a key player in service excellence. Paying attention to people, process, and technology makes the process of transformation balanced. Not only can it meet today’s needs, but it also supports the business to grow and improve over the extended route. If the hotel’s leadership listens to these recommendations and sticks to them, the hotel should see better performance, loyal guests and improved brand reputation in Italy. This report makes it clear that under smart leadership, engaging stakeholders and making needed investments, it has the potential to rebound, grow and remain fit for the future.
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The Rome Marriott Park Hotel is one of the biggest Marriott hotels in Italy, situated in proximity to the Vatican City. With more than 600 rooms, huge conference areas and an ideal location in close proximity to Rome’s Fiumicino Airport and Rome’s centre, the hotel caters for business travellers, tourists and tour groups. Yet, the size and the reputation of this hotel have not protected it from a number of management issues linked to client fulfilment and the general performance of the hotel recently. The feedback obtained from guests over the last five years identifies common problems that still affect the hotel. There have been cases where many visitors have complained about having to wait for a long time to check in and about bad room preparation, even during the peak hours. For example, one of the guests said that he or she had to wait until 11.30 p.m. when getting a room without the support from the company employees. Some have complained about poor room maintenance with outdated furniture and broken air conditioners that have made their stay unpleasant (Tripadvisor, 2024). Cleanliness and customer services are also another big issues. There are many reviews talking about dirty dishes in dining areas, foul smells in the rooms, and slow responses to requests from guests. Certain guests had to repeatedly call to reception to ask for towels or receive help, but no one answered or responded. Besides that, billing and issues with refunds have also further ruined the hotel image, as guests complain about ambiguously outlined charges and poor communication when they have issues to address. 
Such adverse issues persist, not only damaging the hotel’s brand, but also potentially having an impact on clients’ loyalty and a desire to return. This calls for the evaluation of the internal management and service delivery in the hotel. Our firm has assisted various international chains of hotels in resolving problems concerning staff efficiency, guest satisfaction, and planning of operations. For the Hotel, we are inclined to determine the underlying causes for existing problems and offer practicable, realistic solutions applicable to the Hotel from now and in the long run. We will use three primary frameworks in achieving this, The STEEPLED Analysis will look at external influences such as social trends, technology, economic changes, and political changes that might be impacting the operations of hotels. SWOT Analysis will be useful for recognising the internal strengths and weaknesses of the hotel and its opportunities and threats in the exterior environment. TOWS Matrix will enable us to transform the SWOT outcomes into specific plans for enhancement. This report will be able to give a clear picture of what is going wrong at the Hotel and how the management team can act in order to progress the value of facility and guest fulfilment, among other things.
Such situations keep happening, and they can hurt a hotel’s reputation as well as make guests think twice before coming back. So, it is necessary to study the guesthouse’s management and its level of service. We have helped international hotel companies handle problems related to their staff, how guests are treated and organising their operations. We will focus on finding out why certain issues happen at the Rome Marriott Park Hotel and recommend answers that will work for the hotel now and over time. To achieve these things, we will depend on three key frameworks. Everything from social trends to changes in politics, technology and the economy will be considered by the STEEPLED Analysis when thinking about the impact on hotel operations.
[bookmark: _Toc199340224]Analysis
The major problems that the hotel has identified are diminishing guest satisfaction, inefficiencies in the operations, and the loss of revenue. It is important to understand these issues very well so as to help come up with effective solutions that will make the hotel perform better and gain a reputation. Various sources were employed in an attempt at an unbiased analysis, such as recent reports of the industry, reviews by customers from such forums as TripAdvisor, as well as relevant up-to-date market data. Reviews over the last few months talk about staff not being proactive or working together. As an example, a guest described it by saying, "Check-in was really bad." There were so many people that some had to sit or lay on the lobby floor. Staff shortages were obvious, with the workers at the front desk either buried with work or seeming indifferent (Tripadvisor, 2025).  This tactic makes it so as not to solely depend on the hotel’s website only because it can have a slanted perspective (Lee and Hong, 2021). Adding various and up-to-date resources assists in creating an overall clear image of the hotel’s issues in the modern viable hospitality marketplace (Kuo et al., 2021).
A closer review of the hotel operations points out that both staff and the technology are to blame for a poor guest experience. Reviews show that people have to wait far too long for their rooms, the rooms are often untidy, and staff are not very helpful. They do not happen by chance but reflect a larger issue within the organisation. According to their research, Gajić et al. (2024) found that digital alteration in hospitality greatly improves both how pleased guests are and how effectively hospitality staff work. It seems that the Rome Marriott Park Hotel needs to do more in this area. Mobile check-in, digital concierge services and predictions used by housekeeping are used only to a small extent. As a result of this worldwide crisis, brand service is also slower, and guests’ experiences become less personal and consistent (Paulose and Shakeel, 2021). There are also challenges in food and beverage services because delays and mistakes happen more often. Workers say they feel overburdened and unfairly trained, which influences their mood and ability to help customers. Another reason for employee disengagement is poor communication and less teamwork between different departments, especially during the busiest times. As a result, the service process slows down, some of your guests’ requests will not be handled, and negative reviews are left online (Rana et al., 2022). Such reviews strongly affect booking decisions; a recent study demonstrates that over 80% of people use online reviews to help them decide on a place to stay. Consequently, if the hotel fails to enhance its workforce and processes quickly, its reputation and profits will probably go down. Part of the strategic transformation plan should focus on dealing with these issues to improve the motivation of employees and keep guests happy.
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Figure 1 SWOT Analysis model 
Source: (Liu et al., 2024)
The Rome Marriott Park Hotel is assessed with the help of SWOT analysis, revealing its key strong points and weak aspects to be improved. Among the notable strengths of the hotel is the fact that it enjoys worldwide brand recognition due to its availability under the Marriott International, it has a high capacity of more than 600 rooms, and it is strategically located close to the Fiumicino Airport and major attraction sites in Rome. The fact that it is related to the Marriott Bonvoy loyalty program increases customer retention. Getz, (2024) state that more events are now using both in-person and digital participation, and having facilities able to handle such events would make the hotel stand out in the market.  Nevertheless, its weaknesses, including employee disengagement, unfavorable guest service, and insufficient use of digital technologies, are also quite prominent. Such weaknesses do not exist in isolation. Poor employee engagement creates guest service inefficiency, such as excessive wait times, unresponsive service staff and complaints about cleanliness, all of which directly affect guest satisfaction. The negative online reviews convey a poor service experience, and potential customers may be scared away. Moreover, having disengaged employees means that digital transformation is less likely to take place in the hotel, and it will be more difficult to introduce such technologies as mobile check-ins, AI-based services, or contactless systems. This not only hinders the pace of operations, but also does not keep up with the changing guest demands of convenience and novelty.
The hotel has opportunities such as the implementation of smart technologies and sustainable operations to accommodate increased future needs of eco-friendly travel and digital convenience. Using data analytics can aid the hotel to customise the services to the guests as well as the marketing techniques. An entirely able hotel can also take advantage of marketing its large meeting rooms towards hybrid meetings, since in-person and online events are increasing in size after the pandemic. The threat is denoted by such factors as high competition with boutique hotels and Airbnb, an uncertain economic environment, new and more demanding EU sustainability standards, and changing guest expectations regarding hygiene and technology. Unless the hotel fixes these interconnected internal challenges and coordinates them with the external opportunities, it will fall short in a very competitive and digital-centred hospitality industry.
Table 1 SWOT Analysis of Rome Marriott Park Hotel
	Strengths
	Weaknesses

	The global brand recognition as part of Marriott International, attracting loyal customers (Hemant Mediratta, 2025). The large capacity with over 600 rooms and strong conference or event facilities. The strategic location near Fiumicino Airport and popular attractions. This is supported by the Marriott Bonvoy loyalty program, improving customer retention.
	In the Low employee engagement leading to poor service and bad guest reviews. The complaints about cleanliness, long waiting times, and unresponsive staff. These issues are interconnected: poor staff morale contributes to poor service, which results in negative reviews and harms the reputation. The lack of digital tools like mobile check-in and AI services (Akhilesh and Kumar, 2025). Employee disengagement also hinders the adoption of new technologies, compounding operational inefficiency. It has high operational costs due to large infrastructure, especially when occupancy is low.

	Opportunities
	Threats

	An Adoption of digital tools like mobile check-in and personalised guest services; 70% of guests now expect digital convenience (Menegaki & Tiwari, 2023). The Rising of demand for eco-friendly hotels can be met through green technology and energy-saving systems. This is the Chance to build partnerships with local tourism boards to increase bookings and events.
	There is Strong competition from boutique hotels and Airbnb offering personalised, lower-cost stays. Post-COVID guest expectations now include better hygiene and contactless services (McKinsey & Company, 2023). In the Economic challenges and inflation across Europe may reduce travel and spending (Korinth, 2023). The Negative reviews hurt reputation, especially as many travellers rely on online feedback.
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The Rome Marriott Park Hotel is an establishment that functions within a complicated external environment based on the impact of social, technological, economic, environmental, political, legal, ethical and demographic forces. The hospitality industry in Rome is experiencing a shortage of labour, especially in the kitchen and assistant positions. That is due to the decreased enrollment in hospitality schools and the desire of young cooks to work in other countries, which causes the hotel to rely on non-EU labour that is usually willing to work long hours and for less money (Chiumento, 2024). Most hotels in Rome are technologically advancing by implementing smart technologies such as mobile check-in and voice-activated rooms, yet the Marriott Park Hotel is lagging behind in implementing such technological advances. This slowdown is connected to labor problems, where the lack of sufficient staff and insufficient training of personnel puts problems with implementing and running such technologies in the first place. Inflation pressures are great economically.  The prices in the tourism industry grew by 4.6% in August of 2024, and the price of a hotel room in Rome elevated by 51.4% (Thiong & Maina, 2021). These increased expenses impact the affordability of the guest as well as the profitability of the hotels. 
On the environmental front, there is growing pressure to practice environmental- friendly mechanisms such as energy conservation and food waste. On the political front, the government of Italy has already boosted labour migrant quotas in order to support the hospitality industry. Legally, it is essential to abide by the EU labour regulations in order to treatment of staff fairly. Morally, the crew members are affected by such aspects as insufficient payment and excessive workload, which influence their morale and customer satisfaction (Giousmpasoglon, 2024). These issues are closely connected and affect quality, retention, and reputation of the services. On the demographic front, the guests are ever more demanding digital connectivity, sustainability, and ethics. The knowledge of the relationship between these factors assists in guiding the strategic decision.

Table 2 STEEPLED Analysis Rome Marriott Park Hotel
	Factor
	Explanation

	Social
	Rome's hospitality sector is experiencing labor shortages, particularly in roles such as cooks and kitchen assistants. This is partly due to a decline in Italian enrollments in hospitality schools and young Italian chefs seeking opportunities abroad. Consequently, there's an increasing reliance on non-EU workers who often accept long hours and lower wages. 

	Technological
	Many hotels in Rome are adopting digital technologies to improve visitor experiences, including mobile registrations and smart room controls. However, some establishments lag in implementing these innovations, potentially impacting competitiveness and guest satisfaction.
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Figure 2 AI adoption in hotel industry
Source:Gajić et al., (2024)



	Economic
		



	The tourism sector in Rome has faced inflationary pressures, with hotel and restaurant prices increasing. In August 2024, inflation in the tourism sector rose by 4.6% annually, affecting operational costs and pricing strategies for hotels (Thiong and Maina, 2021). Considering the value of rooms for June in famous European cities, we notice: Rome is up 51.4%.
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Figure 3Pricing recovery destination comparison - Major European cities
Source: Munir et al., (2024)
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Figure 4: Consumer price index of Italy
Source: Uzuner and Ghoshl., (2020)






	Environmental
	Sustainability is increasingly important in Rome's hospitality industry. Guests are seeking eco-friendly accommodations, prompting hotels to accept green practices such as energy-efficient arrangements and left-over decrease programs.

	Political
	The Italian government has increased quotas for labor migrants to address shortages in sectors like hospitality. This policy aims to alleviate staffing issues in cities including Rome.

	Legal
	The European Commission emphasizes the need for regulatory reforms in professional services, including hospitality. Compliance with labor laws and regulations is essential for hotels to ensure fair treatment of employees.

	Ethical
	There are growing concerns about working conditions in Rome's hospitality industry, including issues related to fair wages and employee treatment. Addressing these ethical considerations is crucial for staff morale and reputation management (Giousmpasoglon, 2024). 

	Demographic
		



	There is a shift in the demographic profile of tourists visiting Rome, including a rise in tech-savvy Millennials and Gen Z travellers. These younger guests expect contactless services, eco-friendly facilities, and digital convenience. The hotel must align with these expectations to remain competitive in an evolving market.
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TOWS analysis assists in turning interior elements into strategic retorts. Its international brand, Marriott Bonvoy program, can help the Rome Marriott Park Hotel to promote eco-tourism packages and appeal to sustainability-oriented travellers. It is in an appropriate location, and its size can facilitate the organisation of intelligent events, following the digital hospitality trends (Menegaki & Tiwari, 2023). To manage the flaws, AI-powered products and mobile check-ins ought to be implemented to enhance the swiftness of service (Akhilesh & Kumar, 2025). Internal training systems can raise employee flexibility and spirits, improving conformity with digital modernisations. As a response to threats, brand trust may be utilised to deliver certified safety packages and compete with Airbnb (McKinsey & Company, 2023). Labour shortage, lack of technology and guest changing demands previously mentioned are related. Addressing them as a combination guarantees strategic clarity and preparedness for the future. The reputation and occupancy of the hotel will also be maintained as a result of constant checking of the guest reviews.
Table 3 TOWS Analysis Rome Marriott Park Hotel
	Strategic Options
	Strengths (S)
	Weaknesses (W)

	Opportunities (O)
	SO Strategies
In the use of marriott’s global reputation and bonvoy program to promote the eco-friendly packages and also attract environmentally conscious travellers.
The leverage location and size to attract corporate events and smart tourism experiences through digital innovation (Menegaki & Tiwari, 2023).
	WO Strategies
The Implementation of AI-based and mobile technologies to improve service speed and efficiency (Akhilesh & Kumar, 2025).
In the launch, internal staff motivation and training programmes to align service quality with digital upgrades. Provide training and incentives to staff to align service with digital and ethical expectations.

	Threats (T)
	ST Strategies
The use of brand trust and scale to offer competitive event packages against boutique hotels and Airbnb rivals (González-Reverté et al., 2022). An emphasis on hygiene and safety certifications to meet post-pandemic guest expectations (McKinsey & Company, 2023).
	WT Strategies
The improving HR practices to address the low employee morale and retain talent amid industry pressure. The monitor online feedback closely and act on complaints to recover reputation and maintain occupancy.  Monitor digital reviews closely and act quickly on guest complaints to rebuild trust.
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Currently, the Rome Marriott Park Hotel has severe managerial problems, especially with employee engagement, efficiency, and quality of service (Tripadvisor, 2025a). Complaints by guests regarding delays in checking in, unresponsive employees and inadequate maintenance of rooms point to greater systemic issues. In response to these, a number of recommendations are offered which dwell on better management practice, work satisfaction, and general guest experience. To lead the change, the Kotter 8-Step Change Model will be utilised. This model focuses on the establishment of urgency, formation of a guiding coalition, the development and communication of a clear vision, empowerment of the employees, accomplishing short-term victories, and the reinforcement of changes into the corporate culture. Applying the model by Kotter makes change structured and sustainable, which allows overcoming resistance and fostering success in the long term (Núñez-Ríos et al., 2020). This will be a sure way of getting back to business as usual in the hotel and win back the confidence of the workers and the clients.
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The workers often feel disconnected from work, leading to bad service and raising the number of disappointed guests. Giving employees training in providing excellent customer service, managing disagreements and understanding other cultures can greatly improve their ability to perform their duties Agustian et al., (2023) Additionally, running workshops and seminars now and then helps improve employees’ skills and encourages them to feel happier and more pleased with their jobs. The use of an employee recognition system can increase the motivation level of the staff (Vinh et al., 2022). Aside from appreciating all employees who successfully pass an inspection, recognising exceptional performance by the ‘Employee of the Month’ awards or some innovative incentive plans can support build a culture of excellence and accountability. 
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In the undesirable experiences for guests are often due to difficulties they have while being checked in or checked out of their rooms. Sometimes, these issues can harm the enjoyment of the people visiting. The one way to handle this is by relying on Property Management Systems (PMS) that streamline the process for all, making customers happier and reducing waiting periods. Nevertheless, to benefit from these tools, staff must be properly trained. Moreover, with mobile check-in and digital key options, guests can pass smoothly through the process and follow the current trends in the industry. These technologies not only enhance efficiency but also show commitment from the hotel to innovation and ease in terms of the guest’s use.
[bookmark: _Toc199340231]Revise Management Structure and Communication Channels
A hierarchical and stubborn management stratum may disable effective communication and expeditious decision-making. When managers from different departments can decide what to do for themselves, the overall response and versatility of the organisation rise (López‐Gamero et al., 2022). Managers can quickly solve problems and decide based on the immediate requirements of their departments. Regular gatherings of different departments will assist with ensuring more coordination and how information is shared between teams. When a company provides an environment for feedback such as suggestion boxes or digital platforms, all employees at every level feel more comfortable sharing their thoughts and concerns. 
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Quality control must be rolled out with a standardised high service level. It is important to develop standard operating procedures (SOPs) for housekeeping, maintenance, and customer service for uniformity and reliability (Maria et al., 2024). It can identify areas in need of improvement as well as make sure that there is compliance with set standards. The inclusion of guest feedback into quality control procedures is also important. Reviews and feedback in surveys may show common challenges, so management can focus on the most urgent corrections first. To this approach, the areas needing the most attention are tackled first, helping to boost the service and make guests happier (Scheyvens and Hughes, 2021).
[bookmark: _Toc199340233]Develop a Comprehensive Change Management Plan
Undertaking the suggested recommendations would necessitate a planned change management strategy that can be achieved through Kotter’s 8-Step Change Model, which offers a practicable scheme to accomplish such alteration. The process of urgency is initiated by creating a sense of urgency which can be done by focusing on the guest feedback and performance metrics showing the need for a change at the time. According to the news of Tripadvisor (2025b), this may refer to reviews online, for example, TripAdvisor, employee exits interviews, and slumping trends in bookings, all indicating that there is dissatisfaction with the current practice. Swift responses to these concerns will help avoid long-term effects of damaging brand reputation and customer’s loyalty. Subsequently, a formidable coalition ought to be developed involving key employees who can support the change agenda and proliferate the engagement. This is then followed by establishing a clear vision and strategy of improvement which should then be communicated effectively at all levels in the organization in order to create alignment and commitment (Volk and Zerfass, 2020). In order to make progress it is crucial to ensure the removal of the barriers to the change in terms of outworn processes or staff opposition (Alshahrani and Basahal, 2024). 
[bookmark: _Toc199340234]Monitor and Evaluate Progress
Key performance indicators (KPIs) setting is imperative for ensuring that the changes that are instituted are exercised (Mahmoud et al., 2020). Such metrics as the employees’ satisfaction scores, and the guest satisfaction rating and the operational efficiency indicators can serve as measurable indicators of a progress. The periodic examination of these KPIs enables us to modify them and use them to benefit our improvement. This in-depth approach for the evaluation of the hotel guarantees that the hotel is always tuned to the needs of the stakeholders and provides high-quality services at all times.
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Every recommendation will be introduced gradually using a phased rollout plan. All company staff can expect training after three months, with department heads starting first (Ngoc et al., 2021). Contained in the training are courses on understanding other cultures, resolving disagreements and helpful customer service. At the same time, staff will use PMS and check in with their phones and IT specialists will support both with deployment and explanation. Feedback about communication channels will be collected every two weeks using interdepartmental meetings and anonymous forms (Özgen, 2025). Extra guidelines are in place with each recommendation, providing everyone with defined schedules and roles. A module’s training will run for two weeks and judgments will be made through reviews of both lessons and exercises (Morris, Perry and Wardle, 2021). 
Implementation team members will keep up the progress by reviewing it biweekly with all participants. Any challenges or setbacks found in the process will be handled immediately as they appear (Dulac-Arnold et al., 2021). HR assists line managers to guarantee that the employee uses their learning immediately in practice. Every month, learning modules will be part of team sessions and employees will find training materials in our internal LMS (Kapp et al., 2020).
[bookmark: _Toc199340236]Change Management Strategy
The model created by John Kotter will guide us through the process, urge people to support the change, gather a strong group for the change, decide on a vision, communicate that vision, empower employees, gain initial achievements, hold onto those gains and include the new ways in our culture. Montano et al. (2023) This method, adjustments are applied in a designed way that leaves little to chance and encourages all team members. At this stage, the hotel’s staff must be informed by highlighting the advantages of the change for everyone (Grynko et al., 2024).  Efficient employee feedback systems allow staff to mention their challenges and talk about what could be improved (Ghani et al., 2022). Certain key staff from different divisions will be chosen as change champions to proselytize for change, serve as good examples and help others make the switch. If everyone is trained well, resistance often goes away because employees feel equipped to use the new tools and adopt the new procedures. While improving skills is a focus, the workshops will help participants change how they think to better face changes (Mínguez et al., 2021). Moreover, recognition and incentive systems will encourage employees who support and help drive the change for its reward (Hansamali et al., 2024). Because it motivates individuals, adoption happens and momentum grows. Constant monitoring and evaluation by using KPIs and employee opinions will give management the chance to spot problems early and alter the change steps as needed (Pop et al., 2021). 
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A detailed evaluation method will be applied to measure how well the proposed plans are being performed at the Hotel (Anica-Popa et al., 2025). The Balanced Scorecard will lead the process by focusing on four key perspectives: money, customers, important internal activities and employee development.
The (KPIs) are comprised of the following.
· A decline in the turnover rate suggests that staff are satisfied and want to stay on.
· How much time does it take guests to check in and check out? A shorter stay means that services are now done faster.
· Resolving guest complaints quickly will make the experience more enjoyable for guests (Morgeson et al., 2020).
Every month, these KPIs are reviewed, outcomes are shared in group discussions, and the results are presented on visual dashboards located in both staff and management areas (Nunes et al., 2024).  To create the dashboard, business intelligence software will be used. In this way, departments can observe and report on their performance indicators at any time (Conboy et al., 2020). 

Table 4 Balanced Scorecard – Rome Marriott Park Hotel
	Perspective
	Key Performance Indicator (KPI)
	Target/Goal
	Measurement Frequency
	Tool/Method

	Financial
	Revenue Per Available Room (RevPAR)
	10% increase in RevPAR
	Monthly
	PMS and finance reports

	
	Average Daily Rate (ADR)
	Increase by €15 per room
	Monthly
	Financial dashboard

	
	Cost-per-hire
	Decrease by 20%
	Quarterly
	HR cost analysis

	Customer
	Net Promoter Score (NPS)
	Increase by 15 points
	Monthly
	Online review platforms, surveys

	
	Guest complaint resolution time
	Resolved within 12–24 hours
	Weekly
	Guest feedback logs

	
	Average check-in/out time
	Reduced by 20%
	Monthly
	PMS time tracking

	Internal Processes
	SOP compliance rate
	90% adherence
	Monthly
	Internal audits

	
	Guest service issue response rate
	Resolved within 24 hours
	Weekly
	Operations dashboard

	Learning & Growth
	Staff turnover rate
	Reduced by 10%
	Quarterly
	HR reports

	
	Staff training completion rate
	100% of target staff trained
	Monthly
	LMS tracking system

	
	Staff engagement score (from surveys)
	80% positive engagement
	Quarterly
	Anonymous employee surveys



[bookmark: _Toc199340238]Cost-Benefit Analysis
Altogether, the Hotel estimates the cost for new initiatives will be €58,000. The money will be put to good use in several areas of improvement: staff training and recognition programs will receive €25,000, helping to improve how guests are served and lifting staff morale, while the PMS and mobile check-in solutions will receive €18,000 to modernise the technology used by guests and improve efficiency. €5,000 will go toward making organizational improvements and introducing better internal communication, supporting the growth of leaders and close cooperation among teams (Grass et al., 2020). 
The expected return is a 15% higher level of guest satisfaction which is believed to bring about more guest loyalty and encourage them to reserve again. Add on to this, if employee turnover is down by 10%, the company will pay much less for recruiting and training new staff (Choy and Kamoche, 2020). By improving how check-in/check-out and service activities are managed, it is expected that the firm will reduce costs by about €20,000 each year (Bharti and Sharma, 2023). The company expects to achieve break-even in about 12 months, primarily benefiting from more booked rooms, better reviews from guests and a better place in the market (Westcott, 2020). 
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	Solution

	Desired Outcome
	Timescale

	Low employee morale & engagement	
Implement 

	Strengthening the communication channels and leadership training programs will use Kotter’s 8-Step Change Model 
	Increased workforce motivation, cooperation, and lower turnover rate
	3 to 6 months

	Poor workers’ rights enforcement
	Review and update HR policies to strengthen compliance with labor laws
	Obedience to regulations and increased satisfaction of the worker culture.	

	2 to 4 months	


	Negative guest feedback & reputation	

	Empower the customer service training of the staff and loops (Kirkman et al., 2020).
	Amplified guest satisfaction scores and favourable reviews	

	4 to 6 months	


	Resistance to change	

	Demeanor workshops to involve staff and combine the change model of Lewin with Kotter’s (Adelman-Mullally et al., 2023).
	Smooth transition with reduced resistance	

	2 to 3 months	



 
This action plan covers the major threats of Rome Marriott Park Hotel. Boosting the morale among the employees through efficient leadership and communication enhancement through Kotter’s model is the first priority. At the same time HR policies need to be rewritten to protect workers’ rights that would guarantee compliance and can help establish trust (Hossain et al., 2025). Supporting guests well reduces the number of negative comments which can be harmful to the hotel’s overall business (Padma and Ahn, 2020). Resisting change is a big problem in hospitals, so encouraging employees to join workshops and training helps manage the situation. The timescales are realizable for a medium sized hotel, and the costs associated with the establishment are acceptable for the hotel size and turnover and are therefore possible and efficient in its implementation (Slavković et al., 2023).  
As a outcome, dividing the execution of the plan allows the hotel to adapt smoothly without disturbing regular activities. These morale initiatives which are leadership workshops, forums open to employees and recognition schemes, are being rolled out gradually to review their effectiveness and address any concerns as soon as possible. Training for customer service will start with staff who meet customers first and will gradually be applied to all customer service areas to ensure similar performance standards (Zhang et al., 2021). They are not meant just to fix the present, but to drive lasting changes in the organization’s culture.
The middle management carry out the plan is crucial because they must connect senior leaders with the front-line staff (Khalifa et al., 2023). The leaders’ involvement and strong communication will help keep change moving forward. Getting regular opinions from employees through suggestion platforms and frequently reviewing performances together will uncover what needs improvement. At the same time, changes to HR policies will be compared to international standards in the hospitality industry to match Marriott International’s worldwide reputation (Wesley et al., 2024). Strong compliance with the law will reduce the risk of disputes and help the company retain its workers (Nguyen, 2020). Merging actions on employee support, customer care and improving the company’s structure will result in a strong organizational culture. If applied well, the plan will resolve today’s issues as well as prepare the hotel for future challenges and guest expectations.
[bookmark: _Toc199340240]Conclusion
This project for the Rome Marriott Park Hotel critically assessed significant challenges that hinder its operational efficiency and well-being of the employees. Via the Introduction, it was evident that the problem of unsatisfactory workers’ rights and the unfriendly working environment was emerging that threatened the staff morale and the guest satisfaction (Tripadvisor, 2025a). The Problem Statement brought forward the contradiction between the prevailing management practices and the outlook of employees getting further deconstructed in the Situational Analysis, with pieces of feedback available on platforms such as TripAdvisor and internal performance metrics (Pérez-Rodríguez and Acosta-González, 2021). The Literature Review referenced the contemporary management and leadership theories, such as the transformational leadership and ethical HR practices, whereby a tight connection between empowered employees and potential service quality in the hospitality business was established. The Methodology took a qualitative nature based on secondary data to provide a rounded view (Guest et al., 2020). In the Analysis, findings supported the fact that the issues of unclear communication, lack of recognition, and inefficient HR policies were at the core of recurrent matters. Due to this, the Recommendations suggested the use of Kotter’s 8-Step Change Model in addition to a stricter policy enforcement, employee engagement plans, and customer service lectures. These were transformed into a practical and affordable Action Plan, with priority issues in measurable periods of time (Núñez-Ríos et al., 2020). In general, the execution of these plans will aid in staff satisfaction, ensure better services and restore the hotel’s name, guaranteeing the long-term success.
To maintain progress, the consultancy suggested making use of KPIs and feedback that are directly linked to the Balanced Scorecard. Because of this, it becomes simple for management to respond in a timely way to any problems that arise. Importantly, the team has agreed on specific KPIs like NPS, the completion of training, the level of engagement among staff and RevPAR and will check their progress on a monthly or quarterly schedule. Using these metrics, the leadership of a hotel can identify strengths and weaknesses and strengthen accountability among everyone.
Numerous technologies, including mobile check-in, automated log systems and AI assistance for guests, provide much more value for hotels. According to the report, Rome Marriott Park Hotel has had problems applying these solutions, but their use can lead to quicker service, happier guests and less human mistake (Akhilesh and Kumar, 2025). Besides, introducing these changes allows the hotel to satisfy the expectations of users who are tech-focused and always on the road.
It is also mentioned in the report that culture should be transformed, not just the ways of working. Workshops, leadership growth and reward programs are established to encourage a workplace where staff feel valued and share the company’s aims. A welcoming environment helps keep skilled employees, reduces the need for recruiting and enhances what customers experience. To sum up, the report gives direction towards achieving greater competitiveness by using operational methods, new technology and strengthening staff through training.
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