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[bookmark: _Toc191929730]Executive summary
This consultancy report, prepared by SASK Consulting, focuses on addressing operational inefficiencies at the JW Marriott Bucharest Grand Hotel. The primary issues identified include delays in guest check-in and check-out processes, lack of coordination between internal departments, and inconsistent service delivery. Through an in-depth analysis of these operational challenges, the consultancy provides a set of strategic recommendations aimed at improving overall efficiency, enhancing guest satisfaction, and increasing operational productivity. This executive summary offers an overview of the findings, proposed solutions, and the plan for implementation.
The analysis reveals that the JW Marriott Bucharest Grand Hotel faces significant inefficiencies in its guest service operations. Specifically, the check-in and check-out processes are prone to delays, which negatively affect the guest experience and overall hotel efficiency. This is compounded by a lack of streamlined communication between departments, leading to delays in service delivery and reduced productivity. Additionally, the hotel’s service standards vary, creating an inconsistent experience for guests. These operational inefficiencies have a direct impact on customer satisfaction and the hotel's ability to maintain a competitive position in a rapidly evolving hospitality market (Das, 2024; Symonds, 2024).
The consultancy has identified several areas where strategic interventions can drive meaningful improvements. To address the check-in and check-out delays, the report recommends the implementation of advanced technological solutions. Self-check-in kiosks, mobile check-in options, and an upgraded Property Management System (PMS) would allow guests to bypass lengthy waiting times and simplify back-end operations for hotel staff. These technologies would not only enhance the guest experience by reducing wait times but also streamline administrative processes, improving operational efficiency (Symonds, 2024; Das, 2024). Furthermore, a more efficient PMS would facilitate room management, billing, and guest preferences, significantly improving the hotel's overall responsiveness.
To ensure that the implementation of these technological solutions is successful, the consultancy stresses the importance of a comprehensive change management strategy. Staff resistance to new technologies is a common challenge, and SASK Consulting recommends the provision of extensive training programs to equip employees with the necessary skills (Mukerjee, 2024). The consultancy also suggests a phased implementation plan to ensure smooth transitions, with ongoing support and feedback mechanisms to address potential issues during the initial rollout (Carreno, 2024).
Another key area of concern is the lack of coordination between the hotel’s internal departments, which often results in miscommunication and operational bottlenecks. To address this, the consultancy recommends the adoption of digital communication platforms, such as Slack or Microsoft Teams, to enhance real-time communication between departments. These platforms would enable staff from the front desk, housekeeping, and concierge departments to share updates instantly, reducing delays in response times and improving service delivery. The introduction of these collaborative tools is expected to foster greater teamwork and ensure that all departments are aligned, particularly during busy periods when communication becomes critical (Symonds, 2024).
The implementation of these communication tools, however, may require a cultural shift within the hotel. Employees may initially struggle with adapting to new methods of communication. To overcome this, the consultancy proposes a gradual onboarding process, including training sessions, workshops, and dedicated support. A clear roadmap, with specific objectives and timelines, would help staff understand the importance of these changes and their role in the transformation process (Sinulingga et al., 2024).
Implementing changes requires a robust change management framework to ensure staff buy-in and minimise resistance. The consultancy advocates for the use of Kotter’s 8-Step Change Model, which provides a structured approach for managing organisational change. This model emphasises the need for creating a sense of urgency around the changes, building a guiding coalition to champion the efforts, and developing a strategic vision that aligns with the hotel’s long-term goals (Management Models, 2024). The consultancy recommends enlisting staff champions to lead the change initiatives and to help foster a cheerful outlook towards the transformation process.
SASK Consulting’s recommendations also extend to the development of a comprehensive measurement framework to track the success of the changes. Key performance indicators (KPIs) have been identified to assess the impact of the operational improvements. These KPIs include guest satisfaction scores, revenue per available room (RevPAR), staff retention and productivity rates, and operational efficiency metrics (Sciative, 2024). By regularly monitoring these indicators, the hotel will be able to assess the effectiveness of the changes and identify areas for further improvement. The consultancy proposes a continuous feedback loop, where staff and guests provide regular input to ensure that any challenges are addressed promptly, and that the hotel remains responsive to emerging trends and customer expectations (Rane et al., 2023).
The financial implications of the proposed changes have been carefully considered in the report. The cost of implementing the technological upgrades, such as self-check-in kiosks and mobile check-in systems, is estimated at €100,000 - €150,000, including hardware, software, training, and integration costs. Staff training programs are expected to incur an additional cost of €20,000 - €30,000. While these investments represent a significant upfront cost, the consultancy emphasises that the long-term benefits, including increased guest satisfaction, improved operational efficiency, and higher revenue, will far outweigh the initial expenditures. In particular, the expected increase in guest throughput and the ability to capture higher room rates due to improved service quality will result in enhanced profitability (Fredrik, 2025).
The report also provides a detailed action plan for implementing the recommended changes. This action plan outlines specific tasks, timelines, budgets, and desired outcomes for each area of improvement, ensuring that the hotel can manage the implementation process efficiently and systematically. The plan includes timelines ranging from 2 to 6 months for various initiatives, with clear milestones for monitoring progress and evaluating the success of each intervention (Fredrik, 2025).
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This report has been prepared by SASK Consulting to address operational inefficiencies at the JW Marriott Bucharest Grand Hotel. Situated in the heart of Bucharest, Romania, the five-star hotel is part of the global Marriott International brand and has been operational since 2000. The hotel offers 402 rooms, various dining outlets, meeting and conference facilities, a spa, and other luxury amenities (JW Marriott, 2025).
Despite its prominence in the market, the hotel faces operational challenges, particularly in areas such as guest check-in/check-out times, internal department coordination, and service consistency, which are beginning to negatively affect the guest experience. Reviews on TripAdvisor have pointed out frustrations regarding delayed check-in times, lack of coordination between staff from different departments, and inconsistencies in service quality (TripAdvisor, 2025). These issues are critical, as operational inefficiencies can lead to reduced customer satisfaction, lower loyalty, and decreased profitability, especially during peak demand periods (Talluri et al., 2012).
As the hospitality industry becomes increasingly competitive and technologically advanced, hotels must adapt to evolving guest expectations and operational demands (Giannoukou, 2024). The Marriott Bucharest, as a luxury property, faces significant pressure to maintain high operational standards that align with its brand image (Madar, 2017). Failing to streamline internal processes could put the hotel at a disadvantage, affecting its competitive position in the market (Murniati & Suryaning, 2020).
SASK Consulting is a boutique consultancy firm specialising in operational optimisation and strategic management within the hospitality sector. The firm collaborates closely with hotels to enhance service efficiency, streamline operational workflows, and improve internal communication. The team consists of experienced professionals with extensive backgrounds in the hospitality industry, focusing on delivering tailored solutions to help clients achieve operational excellence and improve guest satisfaction. Through their deep understanding of the hotel industry, SASK Consulting assists clients in navigating complex operational challenges and implementing strategies that lead to measurable improvements.
This report has been commissioned to analyse the operational inefficiencies at the JW Marriott Bucharest Grand Hotel and propose strategies for enhancing service delivery. Using a structured methodology, the report will evaluate the hotel’s current operational practices and identify areas for improvement. The goal is to provide actionable recommendations that will streamline processes, improve staff coordination, and enhance the guest experience.
To guide this analysis, a variety of strategic frameworks will be employed. The STEEPLE framework will assess the external factors impacting the hotel’s operations, including social, technological, economic, environmental, political, legal, and ethical considerations (Cameron & Green, 2015). The SOAR framework will focus on the hotel’s strengths, opportunities, aspirations, and results to help identify growth areas and develop an improvement strategy (Grant, 2019). Finally, the TOWS matrix will align internal capabilities with external opportunities and threats, enabling the hotel to develop strategic initiatives for addressing its operational inefficiencies (Weihrich, 1982).
Through this comprehensive analysis, SASK Consulting aims to provide the JW Marriott Bucharest Grand Hotel with strategic recommendations that will improve operational efficiency and enhance the overall guest experience. The goal is to ensure that the hotel remains a competitive player in Bucharest’s luxury hotel market, providing exceptional service while maximising profitability (Pizam, 2012).
[bookmark: _Toc191929732]Analysis of the Operational Inefficiencies at JW Marriott Bucharest Grand Hotel
The primary issue faced by the JW Marriott Bucharest Grand Hotel is the ongoing operational inefficiency in several key areas, such as guest check-in/check-out times, internal department coordination, and service consistency. These inefficiencies are negatively impacting the hotel’s performance across multiple dimensions, including its reputation, customer satisfaction, and financial performance (Heizer, Render & Munson, 2017). This section breaks down each of these issues in detail, analysing their causes, impacts, and broader consequences for the hotel.
1. Guest Check-In and Check-Out Delays
One of the most common complaints in guest reviews is the delay in the check-in and check-out processes. Feedback from platforms like TripAdvisor (2025) indicates that guests experience long wait times upon arrival and during check-out, leading to frustration and negatively affecting customer satisfaction.
Impact on the Hotel:
· Reputation: Delays in these basic services damage the hotel's reputation. Efficient check-in/check-out processes are essential for creating positive first and last impressions (Bayad, et al., 2021).
· Customer Satisfaction and Loyalty: Extended wait times reduce customer satisfaction, potentially harming repeat business (Fasterlines, 2024).
· Income: Slow check-in/check-out processes hinder room turnover, which affects revenue per available room (RevPAR) (Okeke, 2023).
Causes:
· Outdated Systems: Inefficient property management systems (PMS) contribute to delays.
· Understaffing: Peak hours exacerbate delays due to insufficient front desk staff.
· Training Issues: Staff may not be adequately equipped to manage high guest volumes during busy periods (Kipping, 2024).
2. Lack of Internal Department Coordination
A lack of coordination between departments, especially between the front desk, housekeeping, and concierge, is frequently cited in reviews on platforms like Google (2025) and TripAdvisor (2025). Miscommunication between departments results in delayed services and inconsistent guest experiences.
Impact on the Hotel:
· Reputation: Poor internal coordination leads to dissatisfaction and negative reviews, eroding the hotel’s reputation (Schreiber, 2024).
· Operational Efficiency: This hampers overall efficiency, creating operational delays (Operations manager (2023).
· Income: Service disruptions can lead to loss of guests, which may affect future bookings (Soylu, 2024)
Causes:
· Siloed Operations: Departments often operate independently, causing coordination issues (Ganesh, 2024).
· Outdated Communication: Reliance on less efficient methods, like phone calls or paper, exacerbates delays (Spectralink, 2025).
· Inadequate Staff Training: Lack of cross-department training hinders smooth collaboration (Tech Line Media, 2025).
3. Inconsistent Service Delivery
Reviews on TripAdvisor (2025) and Google (2025) highlight inconsistent service delivery, particularly in areas such as cleanliness and maintenance. Service quality fluctuates depending on the staff or time of day, which is detrimental to a luxury hotel.
Impact on the Hotel:
· Reputation: Variability in service quality harms the hotel’s brand, as guests expect consistent high-quality service.
· Income: Dissatisfied guests are less likely to return or recommend the hotel, reducing repeat business and referrals.
· Scope: Lack of standardisation hinders scalability, as inconsistencies lead to operational bottlenecks (Tiwari, 2024).
Causes:
· Lack of SOPs: Absence of standardised operating procedures contributes to variability in service.
· Staff Turnover and Training: High turnover and insufficient training affect service consistency.
· Poor Quality Control: Lack of regular service audits allows inconsistencies to persist unnoticed (Cecilia, 2024).
The operational inefficiencies at JW Marriott Bucharest, including delays in check-in/check-out, poor departmental coordination, and inconsistent service delivery, are damaging the hotel’s reputation, guest satisfaction, and financial performance (Hocus Consulting, 2024). These issues arise from outdated systems, understaffing during peak periods, siloed departments, and inadequate training. Addressing these issues requires process improvements, technological upgrades, and staff retraining to ensure a consistent, high-quality guest experience. Failing to act risks further damage to the hotel’s competitive position, particularly as demand for luxury accommodations in Bucharest continues to grow (Johansson, 2024).
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A STEEPLED analysis is a useful tool for assessing external factors that might be influencing the operational inefficiencies at the JW Marriott Bucharest Grand Hotel.
	Category
	Explanation
	Impact on Operational Efficiency

	Social
	The growing demand for personalised experiences and faster services has changed customer expectations in the hospitality sector.
	Delays in the check-in/check-out process or inconsistent service delivery can affect the hotel’s ability to meet customer expectations, leading to dissatisfaction. A more tech-savvy, demanding clientele requires faster, efficient services (Okeke, 2023).

	Technological
	The adoption of technology in the hospitality sector is essential for improving operational efficiency. This includes tools like self-check-in kiosks and automated communication systems between departments (Hollander, 2025).
	The hotel's operational inefficiencies can be mitigated with better technological systems, such as upgraded Property Management Systems (PMS), real-time data sharing between departments, and automated guest services to streamline check-in/check-out times (Hocus Consulting (2024)

	Economic
	The global economic slowdown and inflation have affected consumer spending, leading to a decrease in discretionary spending. This affects the hotel industry as guests may expect more value for their money (J.P. Morgan, 2022)
	Financial pressures on the hotel may limit investments in technological upgrades, training programs, and additional staffing, thereby worsening the operational inefficiencies (Herrera et al., 2024).

	Environmental
	The growing focus on sustainability is influencing the hospitality sector. Guests now expect eco-friendly hotels with energy-efficient systems and sustainability practices (EHL Insights, 2025).
	Sustainable practices can potentially impact the hotel’s operations. For instance, the implementation of energy-efficient systems can improve operational flow by reducing utility costs, but it might also require time and investment to integrate these into existing operations (Ecobnb, 2023).

	Political
	Government regulations regarding employee rights, labour laws, and health and safety regulations are important in managing hotel operations (OSHA, 2025).
	Failure to comply with regulations may impact hotel operations by creating legal liabilities and operational disruptions, potentially affecting customer satisfaction (Travq, 2022).

	Legal
	Labor laws and consumer protection laws can influence staffing levels, service standards, and customer satisfaction (Hasyim & Bakri, 2023).
	Operational issues like delays and inconsistent service may result from legal restrictions on working hours, staff allocation, or other HR-related concerns, making it essential to stay compliant with the legal framework (Masoun, 2024).

	Ethical
	Consumers are increasingly concerned with the ethical practices of the companies they engage with, including fair labor practices and sustainable sourcing (Human Business, 2023).
	Ethical operations affect the hotel’s reputation and its ability to attract guests who prioritise sustainability. Inconsistent service delivery could be seen as unethical in terms of customer satisfaction and quality assurance (Human Business, 2023).

	Demographic
	Changes in the demographic profile of travellers, including younger generations with specific preferences for digital services, affect the expectations of guests (Truyols, 2020).
	The hotel must adapt its operations to meet the demands of younger travellers, who expect faster check-in/check-out, mobile room service ordering, and seamless service delivery. Failure to meet these needs can negatively impact guest satisfaction (Unifocus, 2024).



The STEEPLEED analysis has highlighted several external factors—such as technological advancements, economic pressures, and shifting customer expectations—that contribute to these inefficiencies. These external factors underscore the need for the hotel to adapt to changing demands and improve its internal processes.
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The SOAR analysis offers a strategic look into JW Marriott Bucharest’s positive attributes, focusing on its Strengths, Opportunities, Aspirations, and Results. Understanding these factors is crucial for the hotel to leverage its current advantages and improve its operations amidst the identified challenges (Lang, 2021).
	SOAR Category
	Description
	Impact on JW Marriott Bucharest

	Strengths
	Strong Brand Reputation: JW Marriott is globally recognised for its luxury services and high-end amenities. The hotel's reputation for exceptional service is a major strength (Marriott, 2025a).
	The hotel’s established brand presence helps attract premium clientele, maintain high levels of loyalty, and position itself as a leader in the luxury market (Marriott, 2025b).

	Opportunities
	Leveraging Technology for Operational Efficiency: With a growing demand for automation in the hospitality sector, the hotel can enhance the check-in/check-out process through self-service kiosks and mobile app services (JWU, 2024).
	The adoption of technology can streamline operations, reduce wait times, and significantly improve guest satisfaction, which would address current operational inefficiencies (Rahv, 2023).

	Aspirations
	Expansion of Sustainable Practices: JW Marriott Bucharest could be a leader in sustainability by focusing on reducing energy consumption and incorporating sustainable sourcing in operations (Serve360, 2019).
	Aligning with eco-conscious travellers, this initiative could elevate the hotel's reputation and appeal, particularly to guests seeking environmentally responsible accommodations (Digital Travel APAC, 2024).

	Results
	Consistent Positive Reviews: Despite operational challenges, the hotel continues to receive positive feedback for its location, luxury services, and dining options, particularly on platforms like TripAdvisor (TripAdvisor, 2025).
	Positive customer reviews help maintain customer loyalty, enhance the hotel’s market position, and contribute to its overall profitability (TripAdvisor, 2025).



The SOAR analysis has revealed that the hotel’s strengths, including its strong brand reputation and high-quality service offerings, provide a solid foundation for addressing operational inefficiencies. However, there are clear opportunities for improvement, particularly in leveraging technology and sustainability practices to enhance service consistency and streamline operations.
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The TOWS analysis for JW Marriott Bucharest outlines potential strategies based on the internal strengths and weaknesses, coupled with external opportunities and threats. By using the TOWS framework, strategic solutions can be formulated to convert current issues into opportunities for improvement (Master Class, 2022).
	TOWS Category
	Description
	Strategic Implications for JW Marriott Bucharest

	Strengths-Opportunities (SO)
	Leverage brand reputation and technological adoption
	By leveraging its brand reputation and introducing more advanced technologies (self-check-in, mobile concierge, etc.), JW Marriott Bucharest can increase guest satisfaction and streamline operations. Additionally, incorporating green technologies and sustainability initiatives can create a competitive advantage in the market, attracting eco-conscious travellers (ISS, 2024).

	Strengths-Threats (ST)
	Strengthen service consistency in a competitive environment
	JW Marriott Bucharest should emphasise its strengths, such as its luxury services and prime location, to maintain its market position. Offering loyalty programs, exclusive deals for repeat customers, and premium packages will differentiate it from competitors (Mariott, 2025b). Additionally, the hotel can mitigate economic risks by offering flexible booking and cancellation policies (RateGain, 2025).

	Weaknesses-Opportunities (WO)
	Address operational inefficiencies through technology and staff training
	The hotel should invest in technology for self-check-in, mobile apps, and room service automation. In addition, it should focus on staff training to improve internal communication and service consistency. This approach can reduce operational inefficiencies and improve the overall guest experience. Implementing technology solutions can also allow for smoother post-pandemic recovery (Verot, 2024).

	Weaknesses-Threats (WT)
	Mitigate negative guest feedback and local competition
	The hotel must prioritise improving operational efficiency and addressing negative feedback on platforms such as TripAdvisor by implementing quick service recovery strategies and focusing on improving guest interactions. Strengthening its service delivery will help retain loyal guests and prevent the erosion of the hotel’s reputation (Hocus Consulting, 2024).



From a strategic perspective, the TOWS analysis has identified several potential solutions, including the integration of modern technologies, improved inter-departmental communication, and targeted staff training. By capitalising on these opportunities and addressing the identified weaknesses, the JW Marriott Bucharest Grand Hotel can enhance its operational efficiency, strengthen customer satisfaction, and maintain its competitive position in the luxury hotel market.
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The operational inefficiencies identified at the JW Marriott Bucharest Grand Hotel, particularly regarding delays in guest check-in/check-out, lack of internal department coordination, and inconsistent service delivery, require immediate attention. SASK Consulting has developed a comprehensive set of recommendations aimed at improving these areas and enhancing overall operational efficiency. These recommendations focus on upgrading technology, improving staff training, implementing standardised operating procedures (SOPs), and introducing effective change management strategies to ensure smooth transitions throughout the hotel.
This section discusses the recommended actions in detail, providing an implementation plan, addressing potential challenges, and outlining a strategy for managing the change process. Additionally, the success of these strategies will be measured using specific performance indicators to ensure that the hotel can track the improvements made and evaluate their impact.
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To address the delays in check-in and check-out times, it is recommended that the hotel implement technological upgrades, including self-check-in kiosks, mobile app services, and automated communication systems between the front desk and housekeeping. Self-check-in kiosks and mobile check-ins would allow guests to bypass long lines and expedite the check-in process, improving the guest experience by significantly reducing waiting times (Okeke, 2023; ESS, 2024). Implementing an advanced Property Management System (PMS) will automate back-end processes, allowing staff to manage room availability, billing, and guest preferences more efficiently (MacRae, 2021).
From a change management perspective, introducing such technologies may encounter resistance from staff members who are accustomed to traditional systems. To ensure a smooth transition, it is crucial to provide comprehensive training to the staff on the new systems, followed by support during the initial rollout phase. Regular feedback sessions should be organised to address concerns, monitor progress, and adjust training materials if necessary. Staff must also be reassured about the benefits of automation, such as more efficient workflows and increased time for customer engagement (Ghosh, 2023). This approach will contribute to a seamless implementation and help in overcoming potential resistance.
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The lack of coordination between departments has been identified as a significant operational inefficiency. To address this, the hotel should adopt collaborative platforms such as Slack or Microsoft Teams, which have been effective in enhancing communication between the front desk, housekeeping, and concierge departments (Castañer & Oliveira, 2020). This would allow real-time updates, reducing the chances of miscommunication and improving the overall service delivery. Research has shown that digital communication tools can significantly enhance internal collaboration and reduce operational bottlenecks (Zhu, et al., 2021). These platforms can facilitate quicker response times, ensuring that the various departments are coordinated, especially during busy periods.
The implementation of these communication tools will require a shift in the way departments operate, and employees may feel overwhelmed by the sudden change in their communication habits. To manage this, the hotel should introduce gradual onboarding for the use of these platforms, starting with pilot programs in certain departments (Dennison, 2024). Staff training should include firsthand demonstrations, workshops, and dedicated support to ensure a smooth transition. Change management strategies, such as providing clear objectives and timelines, would help staff understand the reasons behind the changes and motivate them to embrace the new tools (Mukerjee, 2024).
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To improve service consistency, the hotel should establish clear Standard Operating Procedures (SOPs) for key operations like guest services, housekeeping, and maintenance. SOPs help standardise processes, reducing variability and enhancing the guest experience (Symonds, 2024). 
Implementing SOPs requires staff buy-in, as resistance to change is common. Clear communication about the benefits of standardisation is crucial, with workshops and meetings to review procedures and address concerns. Leadership should highlight the role of SOPs in boosting the hotel’s reputation and ensuring consistent service. Performance metrics should track SOP adherence and ensure quality standards are consistently met. Regular reviews will ensure SOPs remain effective (Sinulingga, 2024).
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The proposed operational improvements at the JW Marriott Bucharest Grand Hotel, including technological upgrades, enhanced staff training, and improved interdepartmental communication, require effective change management to ensure seamless implementation (Grundfos, 2024). Kotter’s 8-Step Change Model provides a comprehensive framework for guiding the hotel through this transformation process. By aligning the change management strategy with this model, the hotel can address staff concerns, overcome resistance, and ensure long-term success (Management Models, 2024). Below, the steps of Kotter’s model are applied to the recommended changes.
· Create a Sense of Urgency  
The hotel should emphasise the impact of operational inefficiencies on guest satisfaction and revenue, highlighting guest feedback on delays and service issues (TripAdvisor, 2025). Communicating competitive pressures and industry trends on tech-driven improvements will help generate urgency and mobilise staff for change (Lah, 2025).
· Build a Guiding Coalition  
A coalition of department heads, key staff, and technology specialists should lead the change. This team’s credibility will ensure clear communication and inspire the broader workforce (Carreno, 2024). Their role will be to engage staff and ensure the vision is effectively communicated and executed.
· Form a Strategic Vision and Initiatives  
The hotel should define a sharp vision focusing on a tech-driven guest experience, such as mobile check-in and improved internal communication. This vision will include specific initiatives for smoother operations and staff alignment, enhancing engagement (Das, 2024).
· Enlist a Volunteer Army  
Identify enthusiastic staff to champion the changes. These volunteers will help spread positive messages and train others on innovative technologies and practices (Carreno, 2024). They will also foster peer support and function as liaisons between the coalition and staff.
· Enable Action by Removing Barriers  
Address potential barriers like resistance to modern technology and inadequate training. Invest in training programs, provide clear guidelines, and introduce communication platforms to streamline operations (Walker, 2023). Removing these barriers will empower staff to embrace change.
· Generate Short-Term Wins  
Achieve quick wins, such as faster check-ins and improved departmental communication. Publicly celebrate these successes to build momentum and reinforce the benefits of change (Franz, 2024).
· Sustain Acceleration  
After initial successes, the hotel must maintain progress by monitoring the changes, adjusting strategies, and addressing any issues. Regular feedback and communication will ensure continued focus on long-term goals (Carreno, 2024).
· Institute Change  
To embed changes into the hotel's culture, update SOPs, integrate new practices into performance evaluations, and train new hires on revised processes. Ongoing review of metrics like guest satisfaction will ensure sustainability (Fredrik, 2025).
[bookmark: _Toc191929741]Measuring the Success of the changes
To assess the effectiveness of the changes, the hotel should track several key performance indicators (KPIs), which will offer both qualitative and quantitative insights into the success of the implemented strategies. By closely monitoring these KPIs, the hotel will be able to gauge whether the changes are yielding the desired outcomes and identify areas that may require further attention or adjustment (Change Plan, 2024). The following KPIs are particularly relevant:
· Guest Satisfaction Scores
Guest satisfaction is the most direct indicator of the success of operational changes. Regular surveys, feedback forms, and online reviews from platforms like TripAdvisor (2025) can be invaluable in measuring guest experiences in areas impacted by the changes. Specifically, the hotel should focus on guest feedback related to check-in and check-out times, as well as the consistency and quality of service throughout their stay. This data can be analysed to identify trends, pinpoint problem areas, and adjust ensure that the guest experience continues to improve over time. An increase in guest satisfaction is expected as streamlined processes and new technologies, such as mobile check-ins, help reduce wait times and improve overall service (Das, 2024).
· Revenue per Available Room (RevPAR)
RevPAR is a key financial metric used to evaluate a hotel’s ability to maximise its room revenue. By monitoring this figure, the hotel can assess whether improvements in operational processes, particularly those affecting service efficiency, are positively influencing its financial performance. An increase in RevPAR would indicate that the changes are leading to better use of the hotel’s available inventory, either through more efficient operations or higher room rates resulting from improved guest experiences. This metric will also help determine whether the hotel is able to capture more revenue without compromising service quality (Sciative, 2024).
· Staff Productivity and Retention Rates
The morale and productivity of staff play a crucial role in the success of any change initiative. As the hotel implements changes that affect staff roles, working hours, and duties, monitoring staff satisfaction through regular surveys and feedback sessions will be essential. This will provide insights into how employees are reacting to the changes, particularly about workload distribution, stress levels, and engagement. High retention rates and positive feedback about job satisfaction will indicate that the changes are having a favourable impact on staff morale, which, in turn, can improve overall performance and service delivery. Conversely, increased turnover or dissatisfaction may suggest the need for adjustments in work processes, training, or communication (Mallik, et al., 2019).
· Operational Efficiency Metrics
To measure the impact of changes on operations, the hotel should track efficiency metrics such as average check-in times, room turnover rates, and inter departmental communication failures (Alice, 2021). Monitoring these indicators will show if the new technologies, staff training, and communication improvements are enhancing operational efficiency. For instance, reduced check-in times or faster room turnovers would signal smoother processes, while fewer communication breakdowns would suggest better coordination (Hocus Consulting, 2024).
To ensure accurate measurement, regular reviews should be conducted at three and six month intervals. These reviews should analyse data, include follow-up interviews, and focus groups with staff to gather their feedback (HCA-PRO, 2020). For example, if guest satisfaction improves but staff productivity remains low, further workflow streamlining or additional training may be necessary. If RevPAR increases but service consistency is lacking, service protocols or performance expectations may need to be revisited (Sciative, 2024).
By regularly tracking KPIs and adjusting based on feedback, the hotel can ensure that the changes effectively improve both efficiency and guest satisfaction, supporting long-term success in a competitive market (Masters, 2024).
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Implementing the recommended changes will require initial investments, but the long-term benefits should far outweigh the costs. The costs involved in upgrading technological infrastructure for self-check-in kiosks, mobile services, and communication platforms can be estimated at around €150,000 - €200,000. This includes the purchase of hardware, software licenses, staff training, and integration costs (Mortimer & Dootson, 2017). These investments are expected to result in quicker check-ins, reduced staffing during peak periods, and increased guest throughput, which would lead to higher revenue and improved profitability (Chekin, 2024).
Staff training programs will incur additional costs of approximately €20,000 - €30,000 for workshops, training sessions, and materials (Fredrik, 2025). However, these costs should be viewed as an investment in both service quality and employee satisfaction. The adoption of SOPs may require some administrative resources to develop and distribute documentation, with an estimated cost of around €5,000 - €10,000 (DiBari & Diaz, 2024a; DiBari & Diaz, 2024b).
The expected benefits from these changes include improved guest satisfaction and loyalty, increased operational efficiency, and higher financial performance due to enhanced revenue generation through optimised room turnover and service consistency (Rane, et al., 2023). Furthermore, the hotel will strengthen its market position by offering a more seamless and modern guest experience, which is likely to lead to positive reviews and increased bookings (Sabre, 2024).
By implementing these recommendations, the JW Marriott Bucharest Grand Hotel can address its operational inefficiencies, improve the guest experience, and solidify its position as a leading luxury hotel in Bucharest. The changes will be phased in with careful attention to staff engagement, ongoing training, and clear communication, ensuring a smooth transition and long-term success.
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Below is an action plan for addressing the operational inefficiencies (Creately, 2025) identified at the JW Marriott Bucharest Grand Hotel. This table breaks down the problem areas, solutions, desired outcomes, time scales, and estimated costs, providing a clear roadmap for the hotel to implement the recommended strategies effectively.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Guest Check-In and Check-Out Delays (TripAdvisor, 2025)
	Upgrade Property Management System (PMS) and implement self-check-in kiosks. Introduce mobile check-in/check-out options for guests.
	Reduced check-in/check-out time, increased guest satisfaction, and enhanced operational efficiency (Okeke, 2023).
	3 months
	31/05/2025
	£50,000

	2
	Lack of Internal Department Coordination (Google Reviews, 2025)
	Introduce a unified communication platform (e.g., Slack or Microsoft Teams) for real-time updates between departments (Walker, 2023).
	Improved coordination, fewer communication breakdowns, faster service delivery.
	2 months
	30/04/2025
	£10,000

	3
	Inconsistent Service Delivery
	Develop and implement Standard Operating Procedures (SOPs) for all departments. Provide ongoing staff training (Symonds, 2024).
	Consistent, high-quality service across all departments, improved guest satisfaction.
	4 months
	30/06/2025
	£15,000

	4
	Staff Morale and Retention Issues
	Implement a staff engagement and retention program including recognition initiatives, competitive benefits, and professional growth opportunities (Mallik, et al., 2019).
	Increased staff satisfaction, reduced turnover, and improved service consistency.
	6 months
	30/09/2025
	£30,000

	5
	Operational Inefficiencies and Low Productivity
	Streamline operational processes by automating routine tasks such as room service orders, housekeeping requests, and maintenance reporting (JWU, 2024).
	Increased productivity, quicker room turnovers, improved staff focus on guest experience.
	5 months
	31/08/2025
	£40,000

	6
	Lack of Real-Time Guest Feedback
	Implement a real-time guest feedback system via mobile apps and in-room tablets to gather instant reviews on guest experience (Das, 2024).
	Continuous real-time data on guest satisfaction, enabling prompt issue resolution.
	2 months
	30/06/2025
	£25,000

	7
	Sustainability and Environmental Responsibility
	Implement energy-efficient systems (e.g., LED lighting, water-saving fixtures) and a sustainable sourcing policy for amenities (EHL Insights, 2025).
	Enhanced hotel sustainability, attraction of eco-conscious guests, potential savings on utilities.
	6 months
	30/09/2025
	£60,000

	8
	Lack of Technological Integration
	Introduce an integrated mobile concierge service, allowing guests to make requests and manage their stay via mobile devices (ISS, 2024).
	Higher guest satisfaction, increased operational efficiency, and improved guest experience.
	4 months
	31/07/2025
	£35,000
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This consultancy report has thoroughly examined the operational inefficiencies within the hotel and provided strategic recommendations to improve service delivery, operational efficiency, and overall guest satisfaction. The analysis was conducted considering several key challenges, such as inconsistent service standards, delayed check-ins, poor communication between departments, and the lack of streamlined processes. These challenges were identified through guest feedback, staff surveys, and industry best practices, which have been utilised to inform the proposed solutions (Symonds, 2024; Das, 2024).
The recommendations offered in the report focus on implementing Standard Operating Procedures (SOPs) to improve service consistency, streamlining operational processes to reduce inefficiencies, and introducing innovative technologies to enhance guest experiences. Key elements, such as guest satisfaction tracking, staff training, and technology upgrades, have been presented as integral parts of the change management process (Sinulingga et al., 2024; Mukerjee, 2024). The implementation of these measures will not only address current inefficiencies but also position the hotel as a competitive player in an industry that is increasingly driven by technology and customer expectations (Das, 2024).
The change management strategy, which follows Kotter’s 8-Step Change Model, was carefully designed to guide the hotel through the transition. Establishing a sense of urgency, building a guiding coalition, forming a strategic vision, and enabling action were all highlighted as essential steps in ensuring the successful adoption of the recommended changes (Management Models, 2024). This approach will help to secure buy-in from both management and staff, reduce resistance, and promote long-term sustainability of the improvements (Carreno, 2024).
The implementation plan, broken down into clear action steps, provides the hotel with a roadmap to follow in order to achieve the desired outcomes. This action plan ensures that the necessary resources, timelines, and budgets are considered, making it easier for the hotel to execute the proposed solutions efficiently (Fredrik, 2025). The success of the changes will be tracked through key performance indicators (KPIs), including guest satisfaction scores, revenue per available room (RevPAR), staff retention rates, and operational efficiency metrics (Sciative, 2024). Regular reviews and feedback mechanisms will be critical in refining the implementation process and ensuring that any emerging issues are promptly addressed (Rane et al., 2023).
In addition to the operational improvements, the report also emphasised the importance of staff involvement in the change process. By fostering an environment of trust and engagement, the hotel can ensure that employees are not only prepared for the changes but are also actively contributing to the hotel's success (Mukerjee, 2024). The recommendation to engage staff champions, who can help communicate and implement changes within their departments, further enhances the potential for smooth transitions (Carreno, 2024).
The recommendations made in this report offer a comprehensive strategy for addressing the hotel's operational challenges while enhancing its service delivery and guest experience. The hotel is now equipped with a clear action plan, an effective change management strategy, and performance metrics to track success. This collaboration has been a valuable opportunity, and the consultancy team expresses gratitude for the hotel’s trust in allowing insights and actionable solutions to be provided. There is confidence that the hotel will thrive as it implements these recommendations and continues to build on its strengths (Fredrik, 2025). This partnership holds promise for future collaborations aimed at further elevating the hotel’s success in the industry.
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