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Executive Summary
The 5 star JW Marriott Marquis Hotel in Dubai becomes facing various problems in their F&B department. These issues have caused inefficiencies in operations and guest satisfaction as well the reputation of the hotel has suffered (Agarwal, 2025). The principal problems are long customer wait times, uneven service quality and poor resource management. These heartless inefficiencies have led to negative reviews from visitors, lost revenue and costly labour and operating expenses. In order to resolve the issues mentioned above, the hotel engaged Pinnacle Hospitality Solutions to conduct a comprehensive review of the food and beverage division and submit a solid and implementable plan to improve operational efficiency. Here are some of the challenges highlighted in the report that are keeping the F&B department from going the extra mile. Staffing problems, including high turnover and under-staffing during rush hours, have resulted in exhausted workers and uneven service. Staff is poorly trained with little training to accommodate guest requirements elaborately leading to further imbalance in service rendering (Dopson and Hayes, 2021). Manual order taking, inventory tracking and other outdated processes have led to delays, errors, and food waste. Moreover, the limited adoption of modern technology has precluded the department from streamlining operations and enhancing guest experiences. Moreover, the absence of an efficient feedback system has failed to address repeated problems timely. The report analyses the situation using a few strategic frameworks. STEEPED is an acronym that denotes Socio-Cultural, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic forces which have an impact on the functioning of the F&B department. The analysis indicates that the hotel needs to focus on high guest expectations, technology and sustainability (Annelies Zijderveld, 2015). SOAR emphasizes how the department can grow through better training, use of technology and opportunities for guests while summarizing its strengths, opportunities, ambitions, and results. Lastly, it will need to develop actionable plans by utilizing the TOWS matrix to leverage Strengths, mitigate Weaknesses, capitalise on Opportunities, and counteract Threats. The result shows that the major factors behind the inefficiency of F&B department are staffing, training, procedures and technology. The centre of inefficiency which has been generated by shortage of staff and high turnover rates, usually overworked staff find it hard to cater the needs of visitors. Plans so often get lost in translation through lack of outreach, while backend errors and delays have come from outdated systems’ inability to manage modern sales people. These problems have also been exacerbated by the lack of technology integration which made the management of orders and inventories even harder (Hunter, 2015). Guest feedback is gathered but not leveraged for improvement initiatives (Eastwood Supplies, 2020). Here are the recommendations emerged from the analysis that would help to eliminate these problems and improve the functioning of the F&B department. Bringing in a few additional wait staff during peak hours would insure that guests waited as little as possible to take their order and have their food brought to their table. Secondly regular training programs need to be conducted to ensure that the staffs acquire the skills required to handle demanding guests and to meet consistent service standards. Third, implementing digital ordering systems that can streamline the ordering process, reduce errors and improve communication between-front of the house and back of the house staff. Fourth, a streamlined inventory management system should be implemented to minimise food waste and control stock. Fifth, it needs to establish a more effective method for collecting and responding to feedback in order to address guest concerns in a timely manner. Sixth, develop uniformity of service procedures across outlets. Seventh, competitive employee benefits should help reduce turnover and encourage staff morale. Sustainable practices must be implemented to avoid food waste and promote the hotel as an environmentally friendly operation. These recommendations, if implemented, are likely to bring major benefits. Having staff schedules adjusted and training improved will allow the service times to be faster and the satisfaction of guests even more. It has also led to the adoption of digital ordering systems which will reduce errors, minimize food waste and lower operational costs through optimized inventory management. The hotel will then be able to implement enhanced mechanisms of feedback so that guests would be able to talk about their complaints to the management and thus have their feedback addressed in a forward manner and as a result they would leave good reviews and would come back for the stay. Training will standardise service procedures, creating a uniform guest experience while competitive employee benefits will minimise turnover rates and make the position more desirable. Implementing sustainable practices will not only cut down the costs but also improve the hotel’s brand image, attracting eco-conscious guests (Noe, 2020). The cost of each measure recommended respectively includes staff's working hours adjusted to 10,000, staff training to 10,000, digital ordering systems to 50,000, inventory management to 50,000, feedback collection to 5,000, service procedure standardization to 5,000, employee benefits to 30,000 and sustainable practices to 30,000. Although, all of these investments require a fair bit, the long term financial gains, such as lower operational costs, higher revenue and improved guest delight, is likely to surpass initial outlay in time. It is vital to have a strong change management strategy that will help implement these recommendations. The hotel should develop communication plans. As with any management change, clear communication plans should be defined to ensure that all stakeholders are aware of the changes and benefits. Training programs for staff would need to be arranged to bring them on board with the new systems and processes (Sherry Devereaux Ferguson, 2019). Stakeholders should be engaged early and often so that issues created by staff are addressed and employees feel ownership of the solution. Leadership needs to be critical to end the change, set targets and embed accountability across the board. Key performance indicators (KPIs) such as reduced wait times, improved guest satisfaction scores, and decreased food waste should be monitored consistently to ensure progress. The recommendations will not only enhance the F&B department's overall performance with a change management action plan but it will also assist the hotel in being identified as a leading luxury destination in the future.
Introduction
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Figure 01: JW Marriott Marquis Hotel Dubai (JW Marriott Marquis Hotel, 2025).
JW Marriott Marquis Hotel in Dubai is also one of the most famous luxury hotels in the world. This five-star hotel is a beaten track hotel, located in the centre of Dubai and is one of the hotels that is most famous for its outstanding service and services. It has more than 1,600 rooms and suites and is among the biggest hotels in the Middle East. The hotel welcomes business visitors, tourists and event goers alike. Food and Beverage department is an literally the backbone of a hotel where it ensures a unique experience for guests with multiple dining options ranging from lavish fine dining to casual restaurants. But in reality, the hotel has been struggling to improve service in its food and beverage department and its guests have been feeling that in recent months (JW Marriott Marquis Hotel, 2025).
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Figure 02: Pinnacle Hospitality Solutions (Pinnacle Hospitality Solutions, 2024).
To resolve this dilemma, Pinnacle Hospitality Solutions, an elite firm specialising in the hospitality industry, has undertaken this assignment. Pinnacle Hospitality Solutions has years of experience enhancing operational efficiency and service quality for luxury hotels. The firm is recognized for its data-centric, innovative designs that facilitate clients to achieve meaningful enhancements in their processes. Pinnacle Hospitality Solutions thus capitalizes on best practices in the industry and established frameworks to understand the current state of the service processes and recommend solutions to improve value delivery in this domain (Pinnacle Hospitality Solutions, 2024).
The main issue is the lack of proper service in the Food and Beverage area at JW Marriott Marquis Hotel. This issue has caused delayed wait times for guests, inconsistencies in service quality and bottleneck within the operations. Poor guest experience can disrupt workflow, from service delays to restaurants needing to source food during peak periods that can take away from the overall experience of guest, leading to negative experiences during stay and out in the world as they come across brand through reviews, repeat business or revenue lost. In a competitive environment such as Dubai where luxury hotels are striving to surpass guest expectations, combatting these inefficiencies can be critical to ensuring that the hotel remains a first choice to guests, and a profitable business (Lillicrap, 2024).

The report will employ multiple strategic frameworks and tools to assess the situation. To analyse the external and internal factors influencing the Food and Beverage department, the STEEPLED framework will be utilized (Charles Michael Johnson, 2020). The SOAR framework will be utilised to analyse the Food and Beverages department’s strengths, opportunities, aspirations and results (Stavros and Hinrichs, 2021). Then, strategic suggestions will be made through the usage of TOWS matrix (Barth, 2020).
This report is aimed to analyse and reinstate the problems introduced the current state of service process of Food and Beverage department of JW Marriott Marquis which affect the efficiency of operation process and consequently offering suggestion on how to resolve them. The thing is to provide a logical and detailed solution of the case the report will help the company by the use of strategies frameworks like STEEPLED, SOAR and TOWS. And subsequently, discoveries and recommendations that arise from this research project will permit the hotel to retain operational performance, as well as establish the property a leader within the luxury tourism market (Kaydos, 2019).
Analysis
Description of the Identified Issue and Its Impact on the Hotel
JW Marriott Marquis Hotel Dubai is facing issues in its service delivery in its Food and Beverage (F&B) department mainly due to lack of effectiveness. But the issue impacts hotel operations as well as guest experience in way systems that reward instant booking may not be able to correct (Cochrane, 2023). Poor service delivery translates into waiting lines, quality of service and in mercilessly long wait until they receive an order. For instance, at peak hours like breakfast or dinner, guests sometimes wait longer than expected for their meals (Kusluvan, 2023). This leads to frustration and dissatisfaction, which can be detrimental to the hotel’s reputation (Aynalem, Birhanu and Tesefay, 2016). These inefficiencies add up to a significant impact. In the hospitality sector, one of the most critical parameters is the guest satisfaction. When guests are dissatisfied with their dining, they are not likely to revisit that hotel or recommend it to others. Reviews on TripAdvisor and Google indicate that many guests there are complaining about slow service and bad Food and Beverage quality in the F&B department. Negative reviews can hurt the hotel’s reputation in a predominantly competitive market like Dubai, where luxury hotels are plentiful (Min, Luethi and Min, 2017). Another concern is the financial costs of ineffective service delivery. Those guests who are not happy, they spend less when dining, or they may not even dine at the hotel’s restaurants at all (Wentland, 2017). It would result in a loss of revenue for the F&B department. Unforeseen circumstances coupled with operational inefficiencies, such as inventory mismanagement, can drive up costs (Jaber, 2019). For instance, overstocking and improper storage of food leading to wastage is a widespread concern. This both increases costs and undermines the hotel’s sustainability efforts (Stationery Office (Great Britain, 2021). The same problem plagues the hotel’s entire operation. With a poorly working Food & Beverage department, other departments will have to work extra. For example, guests complaints or request for compensation in front office and housekeeping team. This may cause a slow-down in other operational areas of the hotel, ultimately diminishing the service quality presented to guests. Data was analysed from internal reports and external sources to get a sense of the size of the problem. Internal surveys showed that 35% of guests have issues with service in F&B Department (Caccamo et al., 2018). Some of the key grievances are long waits, uneven food quality and unresponsive service. Hence, the need for efficient delivery of service in the luxury hospitality sector as well is widely reported in industry reports. For instance, one study showed that 70% of guests look at the quality of service before selecting a hotel. Alongside guest feedback, they were able to review operational data from the Food & Beverage department (Caccamo et al., 2018). It has been noticed this data last for order delays mostly at peak hours. The worse is that the average wait time for food orders is 25 minutes, compared to the industry standard 15 minutes. Moreover, food waste is 20% higher than from the industry average, proving inefficient inventory management (Caccamo et al., 2018).
Overall, it depicts an inefficient service delivery in the Food & Beverage department which is a major problem for the JW Marriott Marquis Hotel. It is impacting guest satisfaction, ruining the hotel’s name and costing it money. Finding a solution to this problem is vital for enhancing the guest experience and maintaining competitiveness in the luxury hospitality industry. Using data to understand what the problem is and where the problem lies will help build the right solutions to drive better operational efficiency in the Food & Beverage department.
Causes of Inefficient Service Delivery
There are multiple root causes to the inefficient service delivery in the Food and Beverage department at JW Marriott Marquis Hotel (Ford and Sturman, 2023). These include staffing challenges, insufficient training, outdated processes, and underutilized technology. The problem starts with inefficiency and shop floor performance which is a contributing factor to these items and all other contributing factors lead back to them, creating a cycle between the shop floor and guest supports, leading to a lack of performance (Stationery Office (Great Britain, 2021). Staffing problems are one of the major reasons (States., 2023). The department has frequent shortages, particularly in peak hours. It results in the employee working overtime and unable to cope with the high service demand. Furthermore, hotel has speedy or high turnover for Food and Beverage department. With a higher turnover rate of 25% compared to the industry average of 15% according to reports (Jane8364, 2025). This continuous staff turnover causes a disruption in workflow, which hinders the consistency of service quality. One of the major reasons is inadequate training programs. Although new hires obtain basic training, little in the way of ongoing training is provided to either fill skills gaps or educate the staff on new standards. This means that when it comes time to complex guest requests or unexpected challenges, the employees may not necessarily be fully equipped to handle them. This results in service inconsistencies; some staff members perform better than others. Inefficiencies are also caused by outdated processes (Book, 2018). For example, many outlets still rely on manual systems for taking orders and keeping track of inventory. These systems are also rife with errors and delays that slow service. Poor inventory management also results in problems such as overstocking, waste, and stockouts (Muller, 2021). Not only do these problems raise costs, but they also influence the quality of service offered to guests. The Food and Beverage department have not embraced technology as it should have played a key role in modern hospitality. The absence of sophisticated tools systems for automated ordering or real-time inventory tracking and creates bottlenecks. For example, taking orders manually can cause miscommunication among staff and the kitchen and lead to incorrect orders and more waiting time for guests. Another concern is feedback mechanisms (H, 2025).. Although the hotel gathers feedback via surveys and online reviews, there is no standardized approach for analysing and acting upon the data. Consequently, recurring problems are not remedied in a timely manner. Many guests complain about service not coming fast enough but nothing happens. Failure to respond can frustrate guests and tarnish a hotel’s reputation (Kumar et al., 2024). These are interlinked and cause a non-virtuous cycle of wastage. Staffing shortages and high turnover leave overworked employees who may not provide consistent service. Staff processes are poorly trained and many handling challenges are outdated (Waluyo and Tan, 2022).. Absence of technology ties up operations, while weak feedback loops make it difficult for the hotel to capture, identify and solve problems (Humphreys and Public, 2018). The result is that a combination of staffing challenges, inadequate training, archaic processes, limited use of technology and ineffective feedback mechanisms all contribute to inefficient service delivery in the F&B department. All of these combine to form a cycle of inefficiency that impacts guest satisfaction, operational performance, and thus, reputation of the hotel too. Combating these causes is vital to adjust the hotel service delivery and to keep the hotel competitive in the high-end hospitality market (Hassan and Sharma, 2020).
STEEPLED Analysis 
	Factor
	Description and Explanation
	Impact on F&B Department

	Socio-cultural
	Dubai attracts people from all areas as tourists and residents. Expectations for both luxury service and dining experiences are very high from guests. Demand for global Flavors and unique dining experiences are on the rise.
	The Food & Beverage department should have various types of high-quality dining available to cater to different taste palates. They must be culturally aware and serve guests well in order to keep them happy.

	Technological
	Guests desire that integration of technology, such as online reservations, mobile orders and digital menus. In addition, there are very modern kitchen equipment and systems to manage the inventory.
	The F&B department has to adapt to and utilise technology in a practical manner with an aim to create scalability and convenience in terms of both efficiency and guest experience. Delays and dissatisfaction can easily happen when technology is not utilised.

	Economic
	Factors affect Dubai's economy such as global trends of tourism and business. Rising and falling tourism can impact hotel occupancy and demand for meals out. The price of ingredients and labour can change.
	Stay nimble and be able to adapt to the economic landscape. In order to maintain profitability, The hotel needs to be able to manage costs and control inventory effectively.

	Environmental
	Increasing awareness of sustainability and food waste. Dining choices are increasingly on the minds of diners when it comes to the environmental impact.
	Sustainable measures such as food wastage management and using eco-friendly products will need to be implemented at the F&B department level. This can improve the hotel’s image and appeal to guests with an environmentally sustainable ethos.

	Political
	The policies are based on Dubai Tourism policies and regulations. There are some government tourism and hospitality initiatives
	They need to follow all local regulations and policies; this is the law for the F&B department. This is where government support has a role to play. It can open up opportunities for growth to move beyond the fragility that many businesses experience today.

	Legal
	It has labour laws and food safety regulations. This is essential to maintain guest safety and staff health.
	All legal requirements must be followed by the F&B department. Other aspects cover proper food handling, hygiene standards, and fair labour practices.

	Ethical
	Transparency of ethical business practices is expected by guests. Finding one that treats employees well and sources ingredients responsibly is a must.
	All procedures must follow a high level of ethical standards in food and beverage department. This instils trust in guests and employees, and sets a good mark for the hotel on health standards.

	Demographic
	Dubai community is so broad and can vary their ages & habits. The hotel serves the business and leisure traveller, as well as people in the neighbourhood.
	The F&B department has to understand and match the demographic profile of its guests. This means providing an assortment of restaurant experiences and services (Mairi Macintyre, Parry and Jannis Angelis, 2021).



SOAR Analysis 
	Category
	Details

	Strengths
	· Well known luxury hotel chain brand
· The hotel has a lot of rooms and restaurant options, which means it gets many people.
· Being in the heart of the city makes this hotel a popular one.
· For a fine dining and casual restaurants, the Food & Beverage department is responsible.
· It has a well-experienced team and zeal to provide top-notch service.

	Opportunities
	· Services in the hotel can be better using new technology in orders and inventory.
· It is also another area that training programs can help the staff learn better service skills.
· Guest feedback enhances experience. There are many ways in which it can work on guest feedback.
· Local supplier partnerships can create fresher ingredients and more relevant menus.
· Increasing tourism can be done with digital marketing and positive guest reviews.

	Aspirations
	· Aim to be the best Dubai luxury hotel with a gorgeous view of the sea and various facilities.
· It aims for fast and high-quality service across restaurants.
· The idea is that when the guests leave, they will be happy and they will return and recommend the hotel to others.
· The new hotel seeks to improve service through modern technology.
· Another of the main objectives is sustainability and minimizing food waste.


	Results
	· Service times are much faster and guest satisfaction is higher.
· Better ratings and online reviews.
· Higher liquor, room service, and dry cleaning income.
· Lower staff turnover through better training and support.
· More efficient operations at lower costs and reduced food waste (Al-Kodmany, 2018).



TOWS Analysis
	Strategy
	Explanation

	Strengths-Opportunities (SO)
	Leverage the hotel’s established brand identity by launching new culinary experiences that align with guest’s interests, whether that is through themed dining or pop-up events. So it can draw in new customers and elevate the dining experience.

	Strengths-Threats (ST)
	Mitigate Labor Shortages by Retaining More Employees Provide more superior benefits, competitive salary packages, training programs, career advancement opportunities etc. This will decrease turnover and sustain quality of service.

	Weaknesses-Opportunities (WO)
	Technology investment for efficient operations. It could automate ordering systems and enable current inventory monitoring systems, etc. These reductions will lead to fewer mistakes, quicker service and less food waste.

	Weaknesses-Threats (WT)
	Develop new training programs to fill in skills gaps. Empower staff with the training needed to manage complex guest requests and unexpected situations. This will help maintain service quality and minimise guest complaints (MindTools, 2023).



PEST Findings
· Political: The regulatory framework of Dubai supports tourism and hospitality and has crafted regulations that support luxury tourism. The F&B department is essential for running the business from an operational perspective, ensuring food safety compliance and adherence to labour regulations with high operational standards.
· Economic: Economic factors, such as the increasing costs of food and labour, affect operating costs. Because the hotel development and operation is dependent on tourism, any global economic downturn may shrink the market of guests and reduce revenue.
· Social: The diverse population of Dubai and elevated guest expectations require bespoke dining developments. Sustainable cuisines and unique dining experiences demand that the F&B department re-evaluate what it can offer.
· Technological: Industry-wide adoption of modern technologies, including digital ordering and inventory management systems, is still limited, contributing to inefficiency. This pulls the data together and implementing these systems would increase the service speed, data accuracy and overall guest experience.
Recommendations and Change Management
Detailed Recommendations
Several recommendations should be implemented to enhance the F&B service efficiency at JW Marriott Marquis Hotel Dubai. The recommendations span staffing, training, operational processes, technology and customer service strategies.
· Change Employee Scheduling and Hours of Operation: Staff shifts must be changed to coincide with high demand for service times. The hotel should make breakfast and dinner service less painfully slow by hiring more staff. It can also do a split shift where it makes employees work two different times a day. It will also minimise employee burnout and ensure proper staffing during peaks in volume (Douglas Robert Brown, 2017).
· Improving Staff Development and Training: As an improvement to the service, a formalized training program would need to be the implemented. This should hopefully help in dealing with complaints from guests, customer service techniques and increasing food preparation and serving this can be done by conducting regular training sessions to inform employees regarding the developments in food presentation and hospitality service. Moreover, training employees to do multiple jobs can keep service levels high when there are shortages (Boller and Fletcher, 2020).
· Implement Digital Ordering Systems: The hotel should replace manual processes with a digital ordering system. This includes the implementation of tablets for tableside ordering, mobile applications for pre-ordering and self-service kiosks. These technologies will minimize order errors, facilitate order tracking, and expedite money preparation. The integration will improve the coordination between waiters and kitchen staff by providing real-time order tracking (Collins and Malik, 2018).
· Optimize Inventory Management: A new inventory management system should be implemented to help monitor stock levels in real-time. This will help reduce food waste and avoid overstuff and keep the most critical part of ingredient always available. Automated inventory alerts will warn staff when supplies are dwindling, helping to avoid last-minute shortages (Vandeput, 2020).
· Improve Feedback Collection and Response: At each of these occasions, a digital feedback form should be made available to capture real-time data. Take immediate corrective measures for negative reviews Staff should be taught how to respond constructively to feedback.
· Standardize Service Procedures: Standardization of service processes would help ensure consistency. A well-defined service protocol must be followed by each staff member to reduce variations in guest experience, such as regular pre-service and post-service duties checklist to ensure smooth operations (Road, 2017).
· Offer Competitive Employee Benefits: Retention of staff may be achieved by providing more attractive salaries, performance-based incentives and career development opportunities. Offering all three can also help lower turnover rates and improve employee satisfaction (Biswas, 2014).
· Implement Sustainable Practices: Waste reduction programs for food should be implemented. Food excess can be given to charities, composting programs can be started. For instance, a sustainable restaurant incorporates things like the use of biodegradable packaging and energy-efficient kitchen equipment, etc (Sánchez-García and Hernández-Sánchez, 2021). 
Implementation Plan 
	Recommendation
	Implementation Steps
	Timeline
	Responsible Parties
	Resources Required
	Potential Challenges

	Adjust Staff Working Hours
	Create new shift schedules; ensure proper staffing at peak hours
	1 month
	HR, F&B Manager
	Scheduling software
	Employee resistance to new schedules

	Improve Staff Training
	Develop training materials; conduct weekly workshops
	3 months
	Training Team, F&B Manager
	Training materials, trainers
	Time constraints for training

	Implement Digital Ordering
	Install POS systems, train staff, integrate with kitchen
	4 months
	IT Department, F&B Manager
	Tablets, software, technical support
	Cost of implementation, staff adaptation

	Optimize Inventory Management
	Implement automated tracking system
	3 months
	Procurement, IT
	Software, database, training
	Technical issues, staff adaptation

	Improve Feedback Collection
	Launch digital surveys, analyse data weekly
	2 months
	Customer Relations
	Tablets, feedback software
	Guest participation rate

	Standardize Service Procedures
	Develop standard operating procedures
	3 months
	Operations Manager
	Checklist documents
	Ensuring staff compliance

	Offer Competitive Benefits
	Review salary structure, add incentives
	6 months
	HR, Finance
	Budget adjustments
	Financial constraints

	Implement Sustainable Practices
	Establish waste reduction program
	6 months
	Sustainability Team, F&B Manager
	Waste management solutions
	Cost of eco-friendly materials (Sjoerd Gehrels, 2019)


 
Costs Associated with Recommendations
	Recommendation
	Estimated Cost
	Cost-Saving Measures
	Long-Term Financial Benefits

	Adjust Staff Working Hours
	$10,000 (Scheduling software, overtime pay)
	Optimized staff schedules reduce overtime costs
	Reduced employee fatigue, better efficiency

	Improve Staff Training
	$15,000 (Training materials, trainers)
	Use in-house trainers instead of external consultants
	Higher service quality, lower guest complaints

	Implement Digital Ordering
	$50,000 (POS system, tablets)
	Bulk purchase discounts
	Faster order processing, higher table turnover

	Optimize Inventory Management
	$20,000 (Software, training)
	Avoid food wastage
	Reduced costs due to better inventory control

	Improve Feedback Collection
	$5,000 (Survey tools, data analysis)
	Use existing digital platforms
	Better guest retention and improved service

	Standardize Service Procedures
	$3,000 (Training, SOP materials)
	Utilize internal teams for development
	Consistent service, improved efficiency

	Offer Competitive Benefits
	$30,000 (Salary adjustments, incentives)
	Improved staff retention reduces hiring costs
	Better staff loyalty and motivation

	Implement Sustainable Practices
	$10,000 (Composting, biodegradable materials)
	Partner with sustainability organizations
	Enhanced brand image, reduced waste management costs



Sigma 6 Framework
Define:
The key identified problem in F & B department in JW Marriott Marquis Hotel. Major issues are lengthy wait times for customers, inconsistent quality of service and inadequate resource management. These inefficiencies decrease guest satisfaction, revenue, and the hotel reputation.
Measure: 
The current average wait time is 25 minutes industry standard 15 minutes. Internal surveys, however, show that guest complaints are many regarding the poor service quality, and the staff turnover rate is 25%, above the industry average of 15%. Moreover, food waste is 20% above the industry average, showcasing that they don't manage their inventory well.

Analysis: The root causes of the inefficiencies are-
· A high turnover of staff and staffing shortages during peak periods.
· Lack of adequate training of personnel on customer service and technical skills.
· Grossly manual ordering and inventory systems.
· Poor integration of technology.
· Poor feedback collection and response efforts.
Improve: Considering the key issues the following recommendations were made to improve:
· Modify staff working hours based on peak service hours.
· Conduct training at regular intervals to sharpen the service capabilities.
· Implement digital ordering systems to facilitate communication between staff and the kitchen.
· Real-Time Inventory Tracking Software To Maximise Inventory Management
· Create a system for receiving guest complaints and promptly addressing them.
· Foster Service Consistency: Train standard operating procedures
· Offer good employee benefits to prevent poor employee turnover.
· Implement sustainable initiatives that minimize food waste.
Control: The effectiveness of these improvements will be measured with key performance indicators, including:
· Decrease in mean wait times
· Enhanced guest satisfaction metrics.
· Decreased food waste.
· Lower staff turnover rates.
· Increase in revenue from F&B services
Change Management Strategies
Kotter’s 8-Step Change Management Model
· Create a Sense of Urgency: Demonstrate guest dissatisfaction, increase wait time, increase the time it takes for guest service in the average F&B department showing that there is a need for action to be taken urgently
· Build a Guiding Coalition: Establish change leaders and form a cross-functional change team (managers, supervisors, critical staff) from the F&B department.
· Develop a Vision and Strategy: Focus on becoming the top restaurant to dine at, through increasing operational efficiency, using the right personnel, adopting technology and sustainability.
· Communicate the Vision: Regular meetings, newsletters and feedback sessions can be used to explain the business case for the new digital ordering systems, training programs and service standardization.
· Empower Employees for Broad-Based Action: It is unrealistic for leaders to take all constructive action in a more decentralized manner. Make sure that staff get full training, ensure input in decision making and silence a concern in Q&A to reduce resistance.
· Generate Short-Term Wins: Within the first three months, monitor rapid wins like decreased waiting times, more favourable guest comments, and enhanced order processing.
· Consolidate Gains and Produce More Change: Implement technology expansion, standard service protocols at all spreads outlets, and iterative stock management based on the feedback.
· Anchor New Approaches in the Culture: Integrate these practices into the hotel’s culture. Implement service excellence, use of technology, and sustainability into performance reviews, reward systems and staff development programmes.
Change Management Practices
When implementing new processes or systems, change management is essential to ensure a smooth transition (Britain., 2017). When there are no proper change management processes in place, employees may oppose changes resulting in confusion and inefficient operations. With a proper change management process in place, employees can clearly understand why it is necessary to implement certain changes, helping minimise resistance and aligning everyone with the new objectives (Ball et al., 2020).
· Communication Plans: As changes arise, a clear communication plan will be needed to ensure that everyone is informed. Staff should be regularly updated in meetings, emails, or internal newsletters. This is necessary to help employees understand what is changing, why it is changing and how the change will impact them and the organisation. Open and honest communication builds trust and reduces uncertainty (Sherry Devereaux Ferguson, 2019b).
· Staff Training: An essential component of change management is training. For instance, employees must receive adequate training on how to use computerized ordering systems if they are implemented. It is necessary that all training sessions are continuous and interesting to ensure that each person becomes comfortable with the change. So if needed training aids, such as manuals or films, can be presented to the staff (Cain et al., 2019).
· Stakeholder Involvement: Change only happens when managers, employees and outside partners are involved. Stakeholders need to be involved in the planning process to explore their perspectives. This swells the ranks of new supporters, in addition to ensuring that the changes are palatable to all sides. A way to resolve disputes and achieve consensus is to hold regular stakeholder meetings (Fetterman, Rodríguez-Campos and Zukoski, 2018).
Addressing Staff Concerns
· Involvement of Workers in Decision Making: This is one possible approach to reduce resistance. Employees are more open to the new change and work better when they feel their voice matter. For example, staff members could be polled on new training initiatives or scheduling schemes. This also helps create a smoother transition and instils a sense of ownership (Heller et al., 2020).
· Communicate Clearly: In order to implement changes to address staff complaints, open, honest and regular communication are key. Workers must understand what to expect and how the changes will affect their jobs. The hotel can help to curb the anxiety of this change by providing detailed information on the timeline, benefits and any support that will be available. Regular updates and Q&A sessions can also go a long way in demystifying the process (Thomas Roy Packard, 2021).
· Offering Support: Change is hard, so support team. This could be like training for additional skills, mentorship programs or even requisitioning additional resources. For instance, if new technology is adopted, there is a helpdesk or support team available to help employees in the transition period. Additionally, addressing individual concerns can provide employees comforting as they transition (Mary, 2025).
Leadership and Accountability
Role of Leadership
Leaders should lead to team to adopt the change themselves. For example, if new technology is introduced, leaders must use it and promote its use by others (Worrall, 2013).. The vision covers why the change needs to happen and the work leaders to do to inspire and motivate employees. Their positive energy and support can set the tone for the rest of the organisation (Hesselbein, Beckhard and Goldsmith, 2021).
Ensuring Accountability: 
The changes are actually implemented managed to a good level of accountability. It is important that everyone involved with the process of change has their roles and responsibilities clear. For example, managers can be responsible for certain tasks like training or running the implementation of the system. Frequent progress updates will assist in tracking the triumph or failure of these changes and will provide the opportunity to correct early failures immediately (Savage, 2016).
Goal Setting and Progress Assessment:
The hotel should set goals and track progress in a measurable way. Metrics are used to measure finer aspects of the goal (Blomberg, 2017). If the goal is to reduce wait times in F&B, metrics should be created to measure improvement in wait times. It will help in spotting areas that it can work upon and see if the changes implemented are achieving the required results (Christodoulou, 2017).
Measuring Success
Success can be measured by monitoring KPIs including shortened wait times, increased guest satisfaction recorded in guest reviews and the increased return on investment (ROI) realised in the Food and Beverage (F&B) department. To assess the impact of the changes, the hotel would regularly monitor online reviews and feedback. Statistics on employee turnover rates and staff satisfaction surveys can reflect the success of training and benefits programs. Operational efficiency will be proven through inventory management metrics, such as reduced food waste and improved stock control. The hotel must also follow the adoption of new technologies and procedures standardised that will ensure the changes are being made. Progress should be monitored monthly with a view towards continuously improving (Giertz, 2021).
Potential Benefits
The potential benefits include sped-up service, improved guest experience, more positive online reviews and a better reputation for the hotel. Careful inventory management will increase food usage and help reduce costs. Electronic ordering systems and standard processes will reduce errors and improve staff coordination. A flexible employee benefit and training program, is likely to reduce employee turnover and increase workforce morale. The environment-friendly practices will attract eco-friendly clients and enhance the overall reputation of hotel. Overtime, these changes will generate more revenue, improve operating efficiency and establish a greater competitive advantage in Dubai’s luxury hospitality sector (Ford and Heaton, 2020).
Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost

	Long wait times for guests
	Adjust staff working hours and schedules to align with peak service times.
	Reduced wait times, improved guest satisfaction.
	1 month
	$10,000

	Inconsistent service quality
	Improve staff training with regular workshops and skill development.
	Consistent service quality, better handling of guest requests.
	3 months
	$15,000

	Outdated manual ordering systems
	Implement digital ordering systems (tablets, mobile apps, kiosks).
	Faster order processing, fewer errors, improved coordination between staff.
	4 months
	$50,000

	Inefficient inventory management
	Optimise inventory management with real-time tracking systems.
	Reduced food waste, better stock control, lower costs.
	3 months
	$20,000

	Lack of guest feedback utilization
	Improve feedback collection with digital surveys and real-time analysis.
	Faster response to guest complaints, improved service based on feedback.
	2 months
	$5,000

	Inconsistent service procedures
	Standardise service procedures with clear checklists and protocols.
	Consistent guest experience, smoother operations.
	3 months
	$3,000

	High staff turnover
	Offer competitive employee benefits and career development opportunities.
	Lower turnover rates, higher employee satisfaction and retention.
	6 months
	$30,000

	Food waste and sustainability
	Implement sustainable practices like composting and biodegradable packaging.
	Reduced food waste, improved brand image, cost savings (Tex, 2022).
	6 months
	$10,000



SMART Goals
	Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Improve Customer Wait Times
	Reduce customer wait times by adjusting staff schedules and hiring additional staff during peak hours
	Decrease average wait time from 25 minutes to 15 minutes
	Hire 5 additional staff and optimize staff schedules
	Aligns with operational efficiency and guest satisfaction objectives
	Within 2 months

	Enhance Staff Training Programs
	Implement weekly training workshops for customer service and food handling
	Conduct 12 training sessions with 80% staff participation
	Use internal trainers and digital learning platforms
	Improves service quality and customer satisfaction
	Within 3 months

	Digital Ordering Implementation
	Install digital ordering systems across all restaurants
	100% system installation with staff trained
	Purchase POS systems and train staff
	Increases operational efficiency and order accuracy
	Within 4 months

	Reduce Food Waste
	Implement an automated inventory system
	Reduce food waste by 20%
	Use real-time inventory tracking software
	Supports sustainability and cost reduction goals
	Within 3 months

	Increase Employee Retention
	Offer competitive employee benefits and performance-based incentives
	Reduce staff turnover from 25% to 15%
	Adjust salary structure and introduce incentives
	Improves employee satisfaction and reduces operational disruptions
	Within 6 months



Conclusion
The inefficiencies in the Food and Beverage department at JW Marriott Marquis Hotel Dubai were assessed in this report. Results show that the key factors that affect service delivery include long waiting times, quality of service, shortage of staff, staff training, old practices and low levels of technology. These issues have created poor guest experiences that can damage the hotel’s reputation and result in lost revenue. It pinpointed staff challenges, little training and no technology integration as the core of its inefficiencies. Additionally, the department is reeling from both high staff turnover and poor scheduling which have amplified the issue, causing the department struggler to remember any of the guests' specific expectations due to the chaos of peak service hours. In addition to delays and errors, outdated manual systems for taking orders and managing inventory have added to confusion, while the absence of a structured feedback system has prevented the hotel from effectively addressing recurring complaints. Some recommendations were provided in order to address them. These strategies involve adjusting staff schedules, improving training methods, implementing digital ordering, better controlling inventory, and promoting sustainability. Investing in technology and staff development will allow the hotel to reduce operating costs, enhance guest experiences, and streamline services. Analysis of guest feedback will also enable the hotel to address issues in a timely manner and foster a culture of ongoing improvement. All of these recommendations should be implemented in a plan to take actionable steps to do so. Communication, staff engagement, and leadership are key to changing. Continued training initiatives, performance monitoring and open dialog will go a long way in ensuring that everyone is on board with the dreams and aspirations of the hotel. Giving competitive employee benefits and career development opportunities will help the retention of staff and increase their morale as well. When the hotel implements these systems according to JW Marriott Marquis Hotel Dubai needs, it can help to boost service delivery and make operations smoother. Improved service times, consistency in quality, and decreased food waste create a better experience for the guest and strengthen the hotel offering in this competitive luxury hospitality segment. In addition, implementing sustainable practices will become increasingly popular among eco-friendly travellers, while also allowing for potential cost savings. Pinnacle Hospitality Solutions would also like to thank JW Marriott Marquis Hotel Dubai for the facilitation of this project. It is valued the partnership that has taken place and thanks for trusting the consultancy. With the hotel striving to lead in luxury hospitality, the deductions and recommendations within the report will aid the cause. Pinnacle Hospitality Solutions continue to support the hotel and look forward to working with Pinnacle Hospitality Solutions.
Reference list
Agarwal, R. (2025). Operations Management. Educohack Press.
Al-Kodmany, K. (2018). Skyscrapers in the Twenty-First Century City: A Global Snapshot. Buildings, 8(12), p.175. doi:https://doi.org/10.3390/buildings8120175.
Annelies Zijderveld (2015). Steeped. Andrews Mcmeel+ORM.
Aynalem, S., Birhanu, K. and Tesefay, S. (2016). Employment Opportunities and Challenges in Tourism and Hospitality Sectors. Journal of Tourism & Hospitality, [online] 05(06). doi:https://doi.org/10.4172/2167-0269.1000257.
Ball, K., Creasey, T., Ganvik, K., Hazelton, E., Kempton, L., Stise, R., Garside, J. and Emond, S. (2020). Best Practices in Change Management 11th Edition. Prosci Research.
Barth, V. (2020). The TOWS matrix in strategy work. Usage, experience and usefulness. GRIN Verlag.
Biswas, B.D. (2014). Employee Benefits Design and Compensation (Collection). FT Press.
Blomberg, I.E. (2017). Goal setting. Waterford, Conn.: Bureau Of Business Practice.
Boller, S. and Fletcher, L. (2020). Design Thinking For Training And Development. S.L.: Association For Talent De.
Book, I. (2018). Inventory Ledger.
Britain., G. (2017). Change management. London: Stationery Office [For] Ccta.
Caccamo, A., Taylor, J.Z., Daniel, D. and Bulatovic-Schumer, R. (2018). Measuring and improving food safety culture in a five-star hotel: a case study. Worldwide Hospitality and Tourism Themes, 10(3), pp.345–357. doi:https://doi.org/10.1108/whatt-02-2018-0010.
Cain, J., James Hallie Cain, Clare Marie Hannon and Knobbe, D. (2019). Essential Staff Training Activities.
Charles Michael Johnson (2020). Strategic Frameworks. DIANE Publishing.
Christodoulou, D. (2017). Making Good Progress? Oxford University Press - Children.
Cochrane, A.L. (2023). Effectiveness and Efficiency.
Collins, G.R. and Malik (2018). Hospitality Information Technology.
Dopson, L.R. and Hayes, D.K. (2021). Food and beverage cost control. Hoboken, N.J.: John Wiley & Sons.
Douglas Robert Brown (2017). Restaurant managers handbook - how to set up, operate & manage a financiall. Atlantic Publishing Co.
Eastwood Supplies (2020). Guest Feedback Book.
Fetterman, D.M., Rodríguez-Campos, L. and Zukoski, A.P. (2018). Collaborative, participatory, and empowerment evaluation : stakeholder involvement approaches. New York: The Guilford Press.
Ford, R.C. and Heaton, C.P. (2020). Managing the Guest Experience in Hospitality. Delmar Thomson Learning.
Ford, R.C. and Sturman, M.C. (2023). Managing Hospitality Organizations. SAGE Publications.
Giertz, E. (2021). Measuring success: : identifying performance indicators. Malmoe, Sweden: Celemiab International Ab, Cop.
H, A. (2025). Stay at JW Marriott on Abu Baker Al Siddique Rd, Deira better bang for your buck! [online] Tripadvisor.com. Available at: https://www.tripadvisor.com/ShowUserReviews-g295424-d3447941-r234819438-JW_Marriott_Marquis_Hotel_Dubai-Dubai_Emirate_of_Dubai.html [Accessed 1 Mar. 2025].
Hassan, A. and Sharma, A. (2020). The Emerald Handbook of ICT in Tourism and Hospitality. Bingley: Emerald Publishing Limited.
Heller, F., Eugen Pusic, Strauss, G. and Bernhard Wilpert (2020). Organizational Participation. Oxford University Press.
Hesselbein, F., Beckhard, R. and Goldsmith, M. (2021). The Leader of the future : new visions, strategies, and practices for the new era. San Francisco: Jossey-Bass.
Humphreys, P.C. and Public, O. (2018). Improving service delivery. Dublin: Institute Of Public Administration.
Hunter, J. (2015). Technology integration. New York: Routledge.
Jaber, M.Y. (2019). Inventory Management. CRC Press.
Jane8364 (2025). Most attentive & personable staff I have ever met. [online] Tripadvisor.com. Available at: https://www.tripadvisor.com/ShowUserReviews-g295424-d3447941-r335036916-JW_Marriott_Marquis_Hotel_Dubai-Dubai_Emirate_of_Dubai.html [Accessed 1 Mar. 2025].
JW Marriott Marquis Hotel (2025). Tong Thai Dubai | JW Marriott Marquis Dubai | Marriott Bonvoy - Home page. [online] Marriott.com. Available at: https://www.marriott.com/en-us/hotels/dxbjw-jw-marriott-marquis-hotel-dubai/dining/explore-culinary-delights/tong-thai/?gad_source=1&gclid=Cj0KCQiAq-u9BhCjARIsANLj-s17VW8cj5qxfB1m2r-p7A3g630BKk4DY8x18YoozQmnWvp6HDrDe2saAhNSEALw_wcB [Accessed 23 Feb. 2025].
Kaydos, W.J. (2019). Operational performance measurement : increasing total productivity. Boca Raton, Fla.: St. Lucie Press.
Kumar, P., Gupta, S.K., Korstanje, Maximiliano E, Rout, P.C. and Madhurima (2024). Managing Tourism and Hospitality Sectors for Sustainable Global Transformation. IGI Global.
Kusluvan, S. (2023). Managing employee attitudes and behaviors in the tourism and hospitality industry. New York: Nova Science Publishers.
Lillicrap, D.R. (2024). Food and beverage service..
Mairi Macintyre, Parry, G. and Jannis Angelis (2021). Service design and delivery. New York: Springer.
Mary, S. (2025). The Employee Engagement Handbook: Creating teams that love their work. Recorded Books.
Min, D.-J., Luethi, A. and Min, K.S. (2017). The Underdog Effect in the Face of Negative Reviews. Urbana: Association for Consumer Research.
MindTools (2023). The TOWS Matrix. [online] www.mindtools.com. Available at: https://www.mindtools.com/auqstul/the-tows-matrix.
Muller, M. (2021). Essentials of inventory management. 2nd ed. New York [Etc.] Amacom.
Noe, R.A. (2020). Employee training and development. 8th ed. New York, Ny: Mcgraw-Hill Education.
Pinnacle Hospitality Solutions (2024). Pinnacle Hospitality Group. [online] Pinnacle Hospitality. Available at: https://www.pinnaclehospitalitygroup.com/ [Accessed 23 Feb. 2025].
Road (2017). Supportive Service Manual Standardized Procedure.
Sánchez-GarcíaJ.C. and Hernández-SánchezB.R. (2021). Sustainable organizations : models, applications, and new perspectives. London: Intechopen.
Savage, N. (2016). Accountability. Glasgow: Strathclyde Convergencies.
Sherry Devereaux Ferguson (2019a). Communication Planning. SAGE Publications.
Sherry Devereaux Ferguson (2019b). Communication planning : an integrated approach. Thousand Oaks, Calif: Sage.
Sjoerd Gehrels (2019). Employer branding for the hospitality and tourism industry : finding and keeping talent. Wagon Lane, Bingle, Uk: Emerald Publishing.
States., U. (2023). Staffing Procedures and Problems in the Soviet Union.
Stationery Office (Great Britain (2021). Service delivery. London: The Stationery Office.
Stationery Office (Great Britain (2021). Service delivery. London: The Stationery Office.
Stavros, J. and Hinrichs, G. (2021). Learning to SOAR. Soar Institute.
Tex, A. (2022). Action plan. Austin, Tex.: Parks And Recreation Dept.
Thomas Roy Packard (2021). Organizational change for the human services. New York, Ny: Oxford University Press.
Vandeput, N. (2020). Inventory Optimization. Walter de Gruyter GmbH & Co KG.
Waluyo, A.B. and Tan, L. (2022). Mobile Computing and Technology Applications in Tourism and Hospitality. Hershey: IGI Global.
Wentland, D.M. (2017). Strategic training : putting employees first. Amherst, Mass.: Hrd Press.
Worrall, D. (2013). Accountability Leadership. Accountability Code.




image3.png




image.png
360 )
PINNACLE




image2.png




