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Executive Summary
The problem or issue at stake
The JW Marriot Bucharest Grand Hotel is a chain of JW Marriot Hotels and Resorts, a five-star hotel operating in Romania. The company has found to encounter challenges notably regarding customer service and experience. The report has been prepared to analyse the issues faced by the company about customer service and satisfaction. Crystal Consultancy is a consultancy team aimed at evaluating issues influencing the performance of the company.
Findings 
The report has undermined the critical issues that have been affecting the organisation in terms of delivery of services and satisfaction of customers. Considering this, the prominent reputation of the hotel with its setup at a prime location in Romania has been damaged due to the poor customer service that has put a strain on their finances due to the decline in rates of occupancy. Through the external analysis of the organisation, it was observed that the stable political environment with the advent of tourism growth could provide significant opportunities for JW Marriott Bucharest Grand Hotel. On the other hand, the instability in economies with the rise in the cost of operations has posed prominent challenges for JW Marriott Bucharest Grand Hotel. With the analysis of the hotel's internal environment, it has been observed that the offerings of various amenities and loyalty of the brand are posited as the strengths of JW Marriott Bucharest Grand Hotel. On the other hand, the limited market adaptability of the organisation with the high operational cost poses as a weakness for the hotel. Moreover, the report has found that there are prominent opportunities that could be capitalised on by JW Marriott Bucharest Grand Hotel considering the leverage of customer loyalty and association of the brand for attracting a diverse range of customers. This further aligns with the societal demand and ongoing trends towards sustainability. The competition from short-term rental-based organisations such as Airbnb and other hotels could pose a significant threat to the organisation. This requires JW Marriott Bucharest Grand Hotel towards innovating measures that could improve the experiences of their customers. Therefore, to address these problems the organisation should tend to enhance their responsiveness while embracing the practices of sustainability and adoption of technologies for improving the satisfaction rates. 
Analysis of these findings
Through the overall findings, it has been undermined that the organisation has negated the overall reputation of the brand while mitigating its poor management of feedback and reputation of the brand. This has significantly affected the financial performance of the brand while affecting the experiences of its guests. This has further led to a reduced rate of occupancy as the customers have switched to the use of other alternatives which has put a significant strain on the finances of the organisation. Moreover, the report has undermined the potential growth prospects of tourism within Romania with a significant challenge related to the costs of operations and fluctuations in economies due to the high rates of inflation that could affect the revenue of the hotel due to the reduced customer spending. Moreover, the report underscored the threats to the organisation considering their limitation towards adapting to current trends and the higher costs of operations. 
Recommendations to the client
Crystal Consultancy has constructed 5 strategic recommendations for Marriot Bucharest. It aimed to improve operational efficiency, customer satisfaction and overall performance. Focusing on personalised services to customers has been assumed to help the company to foster stronger relationships with the customers and increase ROI as guests are more likely to pay for personalised services. The estimated cost of personalising strategy is expected to range from £1000 to £5000. The company has also been suggested to foster staff training regarding customer interaction. This would help in build in boosting emotional intelligence, and crucial guest interaction within the hotel. It is found that training staff has a positive impact on employee performance and increased customer satisfaction. The estimated cost for this strategy is £1000 and its success rate can be indicated in its increased ROI. The third recommendation is to install a customer-centric policy within its culture to boost customer satisfaction. It is assumed to help Marriott Bucharest to boost its reputation and customer loyalty. Its success rate can be assessed through feedback and customer satisfaction surveys. The estimated costs of this strategy are found to be comparatively low as it requires internal resources for assessing, investing, and establishing a new policy. This will not require any robust financial planning. The fourth recommendation includes responding to customer feedback in the loop, in real-time. This is assumed to help Marriott to strengthen customer relationships and improve its decision. NPS is suggested to be used to track the success rate about loyalty. The fifth recommendation is to focus on digital communication by installing self-service kiosks. This is suggested to improve customer convenience and reduce dependency on front desk employees. Self-service technologies would allow Marriott’s customers to operate themselves as a result it will lead to consumer time and organisational resources. The estimated cost of this strategy is £1,5000 to around £20,000. These recommendations are considered to help Marriott Bucharest maintain its position in the market in aspects of customer service.
Conclusion
Therefore, the enhancement of customer service for the organisation is important towards restoring the financial stability and reputation of the organisation. The implementation of services such as training the workforce and adapting to a policy such as customer-centricity could improve the satisfaction of their customers while driving a prominent growth process within the ever-evolving landscape of the tourism sector.
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[bookmark: _u42pyvjxso26][bookmark: _Toc178885933]Introduction
This report seeks to analyse and investigate significant issues within the hotel’s approach to customer satisfaction, and service delivery. Customer service plays a vital role in gaining a competitive advantage, especially in a highly competitive environment (Sheth et al. 2020). Issues with customer experience or service are detrimental to the reputation of the hotel and long-term sustainability. This report aims to identify issues in JW Marriot Bucharest, Romania and propose actionable solutions for the hotel using suitable frameworks. As the hospitality industry is highly dependent on guest experience, and reduced customer satisfaction within the hospitality industry can majorly impact the hotel’s revenue and performance. This report will delve into this theme and evaluate deeper to identify the issues that have been impacting the organisation in a real-world situation.
[bookmark: _Toc178885934]Background of the company
JW Marriot Bucharest Grand Hotel in Romania is in the national and historical interest area, and it is the only 5-star business hotel within the district. It is located within walking distance of Old Town. This hotel is suited for both leisure hotel travellers and business travellers. There are around 402 luxury guestrooms, and there are large suits of around 23 with intuitive design (Marriott, 2024). The hotel was established in the year 2000 and belongs to a chain of JW Marriot Hotels and Resorts which was originally established in 1984 (Travel Weekly, 2024). It also provides various amenities that include free internet access, telephone, parking, voicemail, television and so forth.
[bookmark: _Toc178885935]Background to the consultancy firm
In response to providing suitable recommendations to Marriot Bucharest, the expertise of Crystal Consultancy will help the hotel regain its confidence, especially in fostering effective customer service. Crystal Consultancy will evaluate and assess the services as well as the operational efficiency of the organisation, situated in Bucharest. We aim to provide deeper insights into the industry and curate effective recommendations for the hotel to address challenges in line with its operation.
[image: ]
Figure 1: Brand logo of Crystal Consultancy 
[bookmark: _Toc178885936]Theoretical framework 
To thoroughly examine the underlying issues, the report will consider various analytical frameworks such as PESTEL, SWOT, and TOWS. As stated by Wajid and Zafar (2021), PESTEL analysis is a strategic technique to identify and investigate the external environment which can negatively or positively influence the business outcomes. It identifies factors such as political, social, technological, economic, legal, and environmental and these factors provide insights into the external situations. This framework was first brought to light by Johnson and Scholes in their book "Exploring Corporate Strategy". SWOT stands for strength, weakness, opportunity, and overarching threat. This framework recognises the significance of external and internal aspects of achieving organisational goals. The internal features help in getting insights into the attributes that are in control of the company and the external factors are the factors that are out of control of the organisation. It is used effectively to generate alternative solutions for the business (Benzaghta et al. 2021). This will help Marriot Bucharest in providing solutions to the issues identified within the hotel. As illustrated by Fitriani (2022), the TOWS matrix can help in developing strategic decisions by focusing on opportunities and strengths. This is a strategic framework that helps in evaluating strategies and solutions by focusing on giving direction and forming strategies. With this framework, the company will be able to assess the risk levels and opportunities in creating actionable strategies. The intention to use these frameworks is that they will help gain a robust understanding of the external as well as internal factors that contribute to the hotel issues and provide strategic guidance during strategy formulation.
[bookmark: _9x6piocobii2][bookmark: _Toc178885937]Analysis
[bookmark: _Toc178885938]Describing the identified problem
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Figure 2: Customer Review
(Source: Trip Advisor, 2024)
JW Marriott is considered a prestigious and luxury brand within the hospitality sector offering various amenities for their guests with a comfortable stay within their premises. However, the organisation has been facing issues related to poor customer service that have impacted the overall behaviour of its target customers while impacting the reputation of the brand. Poor customer service within the hospitality sector negates the experiences of their guests while leading to various consequences that include lowered financial gains and customer retention parity that leads prominently towards decreased reputation (Verma et al. 2020). The poor customer services offered by the organisation has led to a prominent damage towards the reputation of the brand. Within the hospitality industry, the reputation of an organisation is important as it influences the booking decisions made by a customer. It has been observed that over 80% of the customers are likely to switch to another hotel after having a terrible experience while 60% of the customers share their poor experiences on various platforms as a part of reviews (PwC, 2024). The negative reviews within the platform such as TripAdvisor could negate the overall potential of an organisation which directly influences the rates of occupancy. Moreover, it has been observed that JW Marriott Bucharest Grand Hotel has maintained a higher customer rating of 4.3 stars within the service category, however, it lacks in other areas consisting of cleanliness and location (Marriott, 2024). The JW Marriott Bucharest Grand Hotel has been facing prominent issues with the customers. The organisation has not utilised customer feedback effectively to mitigate and address the problems faced by their guests. The adherence to poor management of feedback has influenced the situation while barring the organisation from making the improvements required. It has been observed that organisations that respond to the feedback of their customers efficiently have witnessed a higher average rating (Allard et al. 2020). It may lead the hotel to infer a lack of attention to the feedback of the guests, leading to dissatisfied customers, thus influencing the retention rates. There is a prominent budgetary impact towards poor customer service for an organisation. This has impacted the occupancy rate of the hotel while reducing the loyalty of customers. It has been observed that due to the lower rate of occupancy, the organisation has witnessed a 7% loss in their overall revenue annually (Property Forum, 2024). Moreover, the lower customer satisfaction could further increase the cost of operations as attracting a new customer segment asserts to more cost than the existing ones. 
[bookmark: _Toc178885939]External Factor Analysis (PESTLE)
	Criteria
	Factors
	Impact

	Political
	The political environment of Romania is significantly stable which caters to a prominent investment for tourism and FDIs. The Government of Romania promotes tourism within the country which amounts to over 3% of their overall GDP (Assets, 2023).
	The JW Marriott Bucharest Grand Hotel benefits from Romania's political stability and government tourism initiatives. Adhering to compliance with EU regulations could increase operational costs.

	
	The government of the country has implemented various initiatives to promote tourism considering the National Tourism Development Strategy with an aim to increase the number of tourists by 50% (OECD, 2024).
	

	
	The status of the country as an EU member necessitates its adherence to the EU Regulations that help the country procure funding for its infrastructural development. It has been observed that over 250 million Euros has been allocated through EU funding for improving rural infrastructure for tourism within Romania (Europa, 2024).
	

	Economic
	The GDP growth rate of Romania stands at 5.9% has been driven by the increase in international tourism and spending of customers (Invest Romania, 2024).
	Economic growth and increased disposable income in Romania can drive domestic and international bookings for the organisation. The prospects of inflation could raise operational expenses while affecting the profitability and pricing strategies of the hotel.

	
	Tourism has contributed to about 2.8% of the GDP of the country (OECD, 2024). This figure is on the lower aspect in comparison to other EU countries but underscores a higher growth aspect in particularity to the areas of Transylvania.
	

	
	[bookmark: _Hlk178880615]The inflation rate of Romania has surged by 15% which has impacted the overall cost of the tourism sector in the country including the utilities, wages, and goods imported (Trading Economics, 2024). This significantly acts as an inflationary pressure while affecting the strategies of pricing.
	

	Social
	It has been observed that over 19% of Romanian citizens fall under the age category of over 65 (Europa. 2023). These trends in demographics have increased the demand for wellness tourism to expand their overall services.
	The changing demographics could encourage the hotel to foster services like wellness amenities and sustainable offerings to meet evolving guest expectations.

	
	The rise in the income of the middle class by 5.6% in the country has led to an increase in domestic travel (Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized, 2024). This shift could help in boosting local tourism within the cultural cities of Romania.
	

	
	It has been observed that over 54% of the population of Romania resides within the urban areas (Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized, 2024). This creates a prominent demand for hotels across the cities as leisure or business travel destinations.
	

	Technological
	It has been observed that over 70% of hotel bookings across Romania have been made through online platforms which cater to the rise of technological adaptation (CORE, 2020).
	Advancements in online booking, mobile payments, and AI tools could provide opportunities for the hotel to enhance guest experiences and streamline operations.

	
	The adoption of solutions for mobile payment has increased prominently which can be observed with 40% of Romanians using mobile wallets (Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized, 2024).
	

	
	It has been observed that over 80% of the tourists in the country adhere to high-speed Wi-Fi and SMART rooms while making a hotel booking in the country (Hotel Tech Report, 2024).
	

	Legal
	The hotels within the country are required to adhere to the EU consumer protection laws that mandate the safeguarding of their guests regarding refunds, cancellations, and transparency (Europa, 2018).
	Strict labour laws and consumer protection regulations would require the hotel to maintain compliance, thus increasing the burden on the administration.

	
	The Government of Romania adheres to a significant regulation for their workforce about their benefits and wages. It has been observed that the minimum wage for their employees stands at 3000 RON, thus affecting the costs of operations (Romania Insider, 2019).
	

	Environmental
	There has been an increase in demand for eco-friendly hotels specifically within the rural areas of the country by 30% (Index, 2024).
	The growing demand for sustainable practices could encourage the hotel to adopt eco-friendly technologies and reduce its carbon footprint while aligning with market trends significantly.

	
	Over 80% of the hotels in the country have implemented recycling programs and waste reduction programs that align with the environmental policies levied by the EU for reducing carbon footprints (Europa, 2022).
	

	
	The rise in global warming has led to a change in the patterns of weather that has affected seasonal tourism in the country witnessing a 15% decrease in winter tourism (We Forum, 2023).
	


Table 1: PESTLE Analysis
[bookmark: _Toc178885940]Internal Factor Analysis (SWOT)
	Strengths
	Weaknesses

	Strong Brand Reputation
	The organisation is a significant part of the Marriott International chain, having a customer loyalty rate of 41% due to its luxury offerings and consistent service (LinkedIn, 2023).
	High Operating Costs
	The luxury services and compliance with EU regulations significantly increase the operating expenses, which potentially reduces the profit margins.

	Prime Location
	The organisation is situated near major attractions like the Palace of Parliament, attracting both business and leisure travellers.
	Limited Adaptability
	The overweight size of the hotel may hinder prominent adjustments towards the changing market trends like eco-tourism and technological innovations.

	Diverse Amenities
	The organisation offers luxury amenities including a spa and multiple dining options, which significantly meet the preferences of their clients (Marriott, 2024).
	
	

	Opportunities
	Threats

	Growing Tourism
	The tourism sector of Romania is expected to grow by a rate of 50%, which would provide prominent opportunities for increased bookings (Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized, 2024).
	Economic Instability
	Fluctuations in Romania’s inflation rate reaching 15%, could significantly affect the operational costs and spending of customers.

	Sustainability
	The rise in demand for eco-friendly hotels could significantly offer a chance to adopt green practices and attract eco-conscious travellers.
	Increasing Competition
	The growth in boutique hotels and Airbnb listings may cater to the business growth among younger travellers who seek a prominent experience.


Table 2: SWOT Analysis
Analysis:
The SWOT Analysis for the organisation signifies its strengths and weaknesses. It has been observed that the organisation gains significant benefits from their association with a prominent global brand that ensures prominent recognition and loyalty towards their customers. The prime location of an organisation with the amenities offered by them attracts a prominent business flow and a diverse range of customers (Merrell et al. 2021). On the other hand, the higher operational costs that are associated with the maintenance of luxury standards and regulations could significantly impact their profitability. Moreover, the overweight size of the hotel premises could potentially limit their adaptability towards the emerging trends of technological adaptation and sustainability. Moreover, the opportunities for growth have been evidenced through the expanding tourism that has increased the demand for eco-friendly practices. The implementation of sustainability measures could help an organisation to cater to a diverse segment of customers (Bager and Lambin, 2020). However, JW Marriott Bucharest Grand Hotel should navigate the overall potential of economic fluctuations, particularly the short-term rentals and hotels. This would cater to travellers who have been seeking personalised experiences.
[bookmark: _Toc178885941]TWOS Analysis
	 
	External Factors

	Internal Factors
	 
	Opportunities
	Threats

	
	Strengths
	The association of JW Marriott has provided the organisation with a significant loyalty program having over 150 million members (Marriott, 2024). This could help in attracting various demographics of people.
The hotel could further expand its overall services to eco-friendly options and wellness. It has been observed that over 25% of travellers have been seeking accommodation facilities that provide unique and luxurious experiences (Glion, 2024).
	The proximity of the hotel to the Palace of Parliament could pose concerns of security for their customers. However, the organisation could capitalise on targeted marketing campaigns. It has been observed that Bucharest attracts over 7 million tourists on an annual basis (Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized Public Disclosure Authorized, 2024).

	
	Weaknesses
	Having compliance with the EU regulations could increase administrative pressures while adhering to the operational weakness of the organisation.
A prominent shift towards the budget of travel could provide significant measures towards the trends of travel. It has been observed that millennials represent over 30% of the overall market of travel (Condor Ferries, 2024).
	With the increase in rates of inflation, the economic fluctuations could foster a higher cost of operations for an organisation while impacting the spending behaviour.
It has been observed that there has been a rise in boutique hotels in Bucharest with over 15000 short-term rentals (Romania Insider, 2024). This could pose a prominent challenge for JW Marriott Bucharest Grand Hotel that could strain their resources.


Table 3: TOWS Analysis
[bookmark: _p52hoo6hi2wq][bookmark: _Toc178885942]Recommendations and Change Management 
[bookmark: _Toc178885943]Recommendations
Recommendation 1: Incorporate personalised housekeeping and front desk reporting schedules. 
Measures Suggested
Marriot Bucharest can implement flexible front desk or housekeeping schedules that allow customers to choose their own preferred time for services such as cleaning the room, helping with amenities, or easy check-in.
Potential Benefits
The assumed benefits of this strategy are to boost guest satisfaction through personalised service and as a result, reduce complaints and inconvenience regarding housekeeping. As reported, modern consumers want personalised experiences, and it requires hotels to have a comprehensive understanding of customers’ expectations and preferences. The most obvious benefit of personalisation is its influence on guest satisfaction. By showing understanding such as room temperature preferences, and cleaning or dining options, organisations can create a positive environment that not only caters for satisfaction but also understands them. This leads to a sense of loyalty among guests. This also fosters trust relationships gives the hotel a more competitive advantage and serves as a strong differentiator (Nagy, 2024). As per Service Dominant Logic theory, organisations can create greater value for customers through their services as an exchange including all combining factors such as capacities, interactions, knowledge, and resources (Gallarza et al. 2023). This theory can be linked with personalisation as a co-created value where customer data are exchanged into personalised offerings, and thus elevate the value of services.
Impact and Success Rates
Personalised services have a high positive impact. As reported 80% of consumers are more likely to use a hotel that offers personalised experiences and it can help hotel brands to raise revenue by 15%, as customers are willing to pay more for personalised experiences (HTN, 2024). Thus, this suggestion is assumed to provide Marriot Bucharest with optimal benefits to the sales revenue as well as increased customer satisfaction. Repeat guest rates can be checked to understand the impact of personalisation.
Costs Associated
The estimated cost associated with this strategy will be moderate and can range from £1000 to £5000.
Recommendation 2: Providing training to staff on customer interaction. 
Measures Suggested
It is suggested that Marriot Bucharest provide training to its staff members, especially the frontline and housekeeping staff members who are focused on customer service, emotional intelligence, and problem-solving. It can also be suitable to provide this training to all staff. 
Potential Benefits
According to the opinion of Hasan and Chowdhury (2023), training has a positive impact on employee performance and exhibits enhanced job satisfaction as well. It is found that employees who receive training are more well-equipped with the organisational goals and higher job performance, and it leads to enhanced work quality and productivity. As indicated by Prentice and Nguyen (2020), hotel management that has focused on staff training regarding customer service performance has a significant positive impact on customer loyalty and engagement. This is because customers prefer more human interactions during their stay. It is crucial staff inhibit emotional intelligence as it allows them to identify distinct levels of emotion for customers and manage their interaction accordingly.
Impact and Success Rates
As reported, most people believe training and learning to be one of the success factors, whereas 76% believe that learning and training are key to success, and this has been predominant among Gen Z (Prentice and Nguyen, 2023). Training has been found to have a positive impact on the operational efficiency of hotels, such as front desk, housekeeping, as well as food service operations (Kurniawan et al. 2024). It can help the hotel to cultivate exceptional service. It is suggested that Marriot Bucharest provide training through an online platform, which will be flexible for employees to access training from any location. The company can check its Return on Investment (ROI) rate to understand the success rate of training. 
Costs Associated
The estimated cost for this can be around £1000 for training employees.
Recommendation 3: Implement a customer-centric policy.
Measures Suggested
It is suggested to assess its organisational culture and review its existing policies that negatively impact some customers and ensure its culture is aligned with guest-friendly principles.
Potential Benefits
According to MARAMBA-TOPEROROMO et al. (2020), hotels are required to create a long-term sustainable relationship with the customers with customer-centric strategies and policies. It has a significant impact on customer satisfaction. Customers are willing to pay for services or products that can meet their expectations. Disconfirmation theory posits that satisfaction is equivalent and comparable to the experience magnitude because of performance. Thus, the perceived quality can lead to customer satisfaction. One of the crucial benefits of a customer-centric policy is its impact on the brand reputation. As stated by Inversini et al. (2020), satisfied customers have a direct impact on the organisation’s returns leading to various positive outcomes such as brand reputation, enhanced loyalty, and lower customer acquisition costs. The implementation of a customer-centric culture is not only beneficial for customers but for the businesses as well. 
Impact and Success Rates
Customer-centric culture and policies are more likely to provide 60% profit than other organisations that do not have such a culture (Martin, 2024). Not only this, but customer also-centric companies have successfully grown their revenues from 4% to around 8% faster than their rival companies. In a survey of over 13000 organisations in more than 80 nations, it was found that 84% of firms that have focussed on customer centricity have positively boosted their revenue along with cost savings by 79% (Meester, 2024). These statistics positively highlight the impact and success rate of this suggested strategy. The success rate can be measured through a customer satisfaction survey post-policy implementation.
Costs Associated
The estimated costs associated with this strategy are comparatively low as it requires internal resources for assessing, investing, and establishing a new policy. This will not require any financial planning. However, the plan included in providing customer-centricity might require changes to services.
Recommendation 4: Incorporate customer feedback loop.
Measures Suggested
It is suggested to Marriot Bucharest to facilitate an effective mechanism to collect and address the customer's feedback and complaints in real time. For instance, it can be conducted using digital tools such as QR codes, surveys, or one-in-one interaction in public areas or in the room.
Potential Benefits
According to Rane et al. (2023), effective management of customer feedback and complaints is crucial to maintaining a positive guest experience. Catering to customer feedback can help organisations make data-driven decisions, improve their services, products, and processes, and get insight into their areas of improvement. Being open to feedback and incorporating it allows business to show their target customers that the brand values them and their opinions. This as a result also strengthens their relationships and trust. According to Waqas et al. (2021), Consumer Culture Theory considers experiences as a means of co-creation through an affective and cognitive state within a set of interactions. This leads to multi-dimensional expressions of customers in the form of feelings and thoughts of customers regarding their experience. Therefore, it is incredibly important to consider the thoughts and feelings of customers' responses while providing services, especially in a word-of-mouth-centric landscape.
Impact and Success Rates
The company can measure through assessing quest ratings and reviews on the online platforms. Furthermore, it can implement a Net Promoter Score (NPS) to measure loyalty and customer satisfaction. It also serves as a predictor of business growth. It is found that organisation that have leveraged customer feedback seriously, and the faster the incorporation of feedback, the faster organisations can outpace their rivals (Sokolovsky, 2024). The company can track the success of this strategy through repeated visits of customers to the hotel.
Costs Associated
Leveraging this strategy is cost-effective as the feedback can be gathered online or face-to-face. However, the cost of incorporating feedback based on customer can differ based on the preferences and needs of customers.
Recommendation 5: Boost digital communication by focusing on self-service options. 
Measures Suggested
It is suggested to Marriot Bucharest to focus on its digital communication such as incorporating self-service technology within the hotel. Such as installing a kiosk system or setting mobile app that allows customers to report issues, make requests or contact housekeepers in real time.
Potential Benefits
This strategy is assumed to foster more convenience while reducing waiting times as well as improving communication between the staff and customers. Self-service technologies allow customers to operate themselves as a result it will lead to consumer time and organisational resources. Self-service technologies can help benefit the organisation by reducing the chances of human error and offering customers with unique experience (Abd El Kafy et al. 2022). In hotels, it enables customers to conduct check-in, check-out, register, choose room types, assess policy, confirm their booking and so forth at a fingertip without the need to interact with any foreign employees. It has positively enhanced customer satisfaction and fostered feelings of security and safety because of efficient, speedy, and convenient services (Abd El Kafy et al. 2022).
Impact and Success Rates
The impact of success rate can be measured by tracking repeat bookings and guest retention rates such as checking the percentage of customers who have used the technology are repeating bookings. Furthermore, the usage rate of the technologies can be tracked to understand how many guests have loved to use the technology. This can also be optimised by seeking feedback from customers.
Costs Associated
It can cost from £1,500 to more than £20,000. This can also include ongoing maintenance of the technology. However, it can save time and resources by reducing dependence on front desk staff.
[bookmark: _Toc178885944]Change management practices and procedures.
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Figure 3: Lewin’s Change Management Model
(Source: LinkedIn, 2021)
The implementation of the changes recommended for the hotel could be guided strategically with Lewin's Change Management Model. This model consists of three significant stages Unfreeze, Change, and Refreeze while providing an approach structured for managing the change and ensuring that the transition is sustainable eventually (Burnes, 2020).
Unfreeze: 
This is considered the primary stage of the change management model and includes preparedness for the organisation through the creation of awareness for the improvements required (Memon, 2021). Within this stage, the organisation would address the issues of operational efficiency and services for their customers. JW Marriott Bucharest Grand Hotel could begin by generating data from the feedback and complaints received from their guests. This would help in signifying the areas that require improvements such as the training of staff and personalised services (McDonald et al. 2020). Within the stage of unfreezing, organisations should adhere to the prospects of effective communication with their stakeholders. For instance, the incorporation of personalised housekeeping would help in enhancing the satisfaction of their guests while improving the morale of their employees while resonating with the preferences of their guests. 
Change:
Considering the preparedness of an organisation towards the changes, this stage prior to unfreeze is considered as change which adheres to the implementation of the strategies suggested (Ratana et al. 2020). This significantly includes the process of introducing personalised services while offering flexible services for their guests that would allow to choose their preferred schedules. Moreover, the employees of the hotel would be provided with a comprehensive training program that would focus on the interaction of their clients with adherence to problem-solving and emotional intelligence. Moreover, the implementation of policies includes the creation of a culture within the work environment that includes the prioritisation of customers while fostering relationships eventually (Libai et al. 2020). Considering this, the management team of the organisation would assess the existing policies of the organisation while aligning them with the preferences of their customers. 
Refreeze: 
After having the necessary changes implemented, the final stage of Lewin's Change Management Model helps to ensure that it is adhered to within the operations and work environment of the organisation. This stage includes the reinforcement of new practices that would adhere to these practices while ensuring that they become a prominent procedure (Harrison et al. 2021). Considering this, the change for the organisation could be implemented by regularly monitoring the overall progress and assessing the impact of these changes. This will significantly help the organisation to cater to the areas that require further improvement. Moreover, the recognition of employees excelling in providing personalised service and rewarding them helps in motivating the other employees to adhere to these practices (Ahmed et al. 2023). This will keep the organisation to gain responsiveness towards the changes in the expectations of their customers.
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	Number
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	Poor personalised service leading to customer complaints
	Implement flexible housekeeping and front desk schedules
	Improve guest satisfaction through personalized service
	3 months
	January 2024
	£3,000

	2
	Lack of staff training on customer interaction
	Provide training on customer service, emotional intelligence, and problem-solving
	Enhance staff's ability to interact with guests, leading to higher satisfaction and loyalty
	2 months
	December 2023
	£1,000

	3
	Policies not aligned with guest-friendly principles
	Assess and update organisational policies to ensure customer-centric culture
	Increase customer satisfaction and loyalty through guest-friendly policies
	1 month
	November 2023
	Minimal

	4
	Ineffective feedback management
	Implement a real-time customer feedback loop using digital tools
	Improve services and guest experiences by addressing feedback promptly
	2 months
	December 2023
	£500

	5
	Limited digital communication and self-service options
	Enhance digital communication channels and implement self-service options
	Improve guest convenience, reduce operational bottlenecks
	4 months
	February 2024
	£2,000


Table 4: Action Plan
SMART Objectives
	Objective
	Specific
	Measurable
	Attainable
	Relevant
	Time-Bound

	Improving service quality by implementing a real-time customer feedback loop
	Collecting real-time feedback via digital tools such as QR codes, online surveys, and in-person interactions
	Success will be measured by monitoring customer feedback, Net Promoter Scores (NPS), and service improvement timelines
	Low-cost digital tools are readily available and manageable with current resources
	Gathering and responding to guest feedback in real time is essential for enhancing guest satisfaction and operational efficiency
	2 months

	Strengthening customer-centric culture by updating organisational policies
	Reviewing and revising policies to ensure alignment with guest-friendly principles
	Measured by customer satisfaction surveys and internal audits assessing policy impact on guest experiences
	Achievable through internal policy assessments and minimal cost, with leadership overseeing implementation
	Policies need to reflect customer-first principles to maintain competitiveness and ensure long-term guest retention
	1 month

	Enhancing staff skills through targeted customer interaction training
	Providing staff with training in emotional intelligence, customer service, and problem-solving
	Success will be tracked by measuring post-training guest reviews, staff performance evaluations, and service quality scores
	Online training platforms and external training resources make this achievable within a reasonable timeframe and budget
	Enhancing customer interactions improves service quality and directly impacts guest satisfaction and loyalty
	2 months

	Improving guest satisfaction by implementing personalized services
	Introducing flexible housekeeping and front desk schedules allowing guests to choose their service times
	Guest satisfaction will be measured through feedback surveys, complaint tracking, and a 10% reduction in housekeeping complaints
	With existing staff and digital tools for schedule management, this can be implemented efficiently
	Personalization is crucial for enhancing guest experience and loyalty, aligning with modern guest expectations and market trends
	3 months


Table 5: SMART Objectives
[bookmark: _248q278o5lxl][bookmark: _Toc178885946]Conclusion
Within the modern competitive landscape of the hospitality and tourism sector, the procurement of personalised services and customer satisfaction have become prominent differentials to define the success of an organisation. This report has proposed various strategies and recommendations for JW Marriott Bucharest Grand Hotel with an aim to enhance their efficiency in operations and enhancing the services for adhering to the satisfaction of their clients. It was observed that the hotel has been facing these challenges despite having a prominent reputation with the offerings of luxury amenities and being situated in a prime location. However, the issues related to the management of feedback and adaptability of operations have negated the ability of the organisation to maintain a prominent competitive rivalry with other hotels within the location. The report further determined that the hospitality sector thrives towards excellence and enhanced customer service while the organisation has failed to maintain its competitive parity to address the feedback while providing their customers with an enhanced service procurement. This has caused severe reputational damage to their online ratings and overall financial performance. The PESTLE Analysis undermined the stable political condition of Romania with the growth in opportunities for tourism within the country in alignment with the regulations adhered to by EU countries and the increase in operational pressure and costs. The societal trends were also analysed in this report addressing the issues the organisation could face externally considering the rise of sustainability and wellness trends among the ageing population of the country. The internal analysis was also conducted in this report in consideration of the TOWS and SWOT analysis that highlighted the strengths of the organisation which included its advantage of location and luxury offerings. This could be used to leverage into the new demographics of people consisting of wellness-seeking guests. Moreover, the threats from the changes in customer preferences and higher inflation rates required the organisation to leverage its strategies to stay competitive eventually. Therefore, to regain its competitive parity, the organisation should prioritise enhancing the services provided to their guests and improve their responsiveness towards the feedback. By addressing these, JW Marriott Bucharest Grand Hotel could ensure sustainability while improving its performance in operations and finances. The report also suggested prominent methods that could be used to improve its positioning. One of the primary recommendations is to adhere to personalised housekeeping and front office services to report guest scheduling to mitigate the demand of customers for a personalised service experience. This would benefit the hotel by allowing their guests to choose their preferred time schedule and service. The recommendation for training the staff with the necessary skills for emotional intelligence and communication with customers caters to the importance of human connection within the hospitality sector. It was attributed that a proficient staff member has been equipped towards managing the expectations of their customers while contributing to the overall experiences of their guests. Therefore, having a significant focus on the customer-centric policies and personalised service, JW Marriott Bucharest Grand Hotel could adhere towards the creation of a prominent work environment.
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