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Executive Summary
The pandemic has had a huge impact on the hospitality industry. There has been no aspect of the industry that has not been impacted. This consultancy report has been created for JW Marriott Bucharest Grand Hotel, on the Development and Training Department and the way it can be improved from the impact it has suffered from the pandemic. The improvement is aimed to reduce the huge staff turnover that occurs in the department, especially at the supervisory level. The focus has been specifically imparted on the food and beverage and front-of-house areas. The report identifies several causes for the problems: poor employee engagement, motivation, and satisfaction and are responsible for high staff turnover. In the report, several strategies have been recommended to address these issues and solve the problems.
To identify the root cause of the problem several strategies have been recommended in the report. These strategies involve conducting monthly employee engagement surveys, one-on-one chats with staff, and occasional visits by top management. These activities can aid in observing the dynamic between the team and the way daily operations are being facilitated. This can improve the communication and ultimately the relationship  that exists between the management and the staff. The management will be able to understand the problems faced by the staff and address them adequately with various plans and implementations. The findings suggest that the condition of the department and the business of the hotel can be improved, and its problems can be resolved with the aid of group departmental activities, individual personal development programs, such as "train the trainer" where the trainer becomes responsible for training new starters, appraisals, and departmental training. These activities can improve the services that are provided by the employees hugely and helps to satisfy the customers. 
The report prioritises the employees and the customers. The report has found that training conducted on aspects like diversity and equality is beneficial for both employees and customers. The customers are granted good service while the employees gain confidence. The employees must be provided with apt skills training. Through this training, they will be able to provide excellent service to the guests, as they will know how to respond to various situations. These training sessions can include “role play “ activities, in which the employees are provided with situations that could arise in their work and the way they need to react to it will be explored. They must also be provided training with different operational software being used in the hotel like the Opera booking system, as well as Res Diary. This will make the process smoother. Along with training, they must also be provided with activities in which they can wind down and free themselves from stress. This is important as only focussing on guests, and not on employees, might have a terrible impact on employee retention. It is vital that the employees understand that they are also a priority for the management. To achieve this objective, team-building activities must be introduced and practiced. The report also has recommended some stress-management activities to ensure that the employees are able to find the resources, which can help them with their ordeals in the organisation, and do not find it necessary to leave. They must be provided with continuous training, so that they always feel confident about their abilities, and do not feel stressed while conducting their duties. The employees can be provided with incentives like gym memberships, mental health support (to manage their emotions), and healthy food options in the staff canteen. If the employees are happy, and their wellbeing is been looked after then they will also be able to provide efficient service.
The report provides the suggestion that the employees should be involved in the decision-making process. They must be able to provide feedback regarding the various policies and procedures being followed in the hotel. The employees must also be rewarded for their efficient work, as it will enhance their loyalty and reduce their chances of leaving the organisation. This will also motivate the employees in investing themselves in activities designed to improve the performance of the hotel. The rewards will be beneficial, as they will suggest to the employees that the corporation is in a collaborative relationship with them and is not self-interested. Since the employee base is diverse it is important that proper training is imparted to all the employees so that nobody must face any kind of unpleasant situations in their work life. The training also helps in making the organisation a safe place for everyone.
The suggestion of the report is that these changes should first be implemented in the Front of House department and then at Food & Beverage. Thereafter the management needs to again evaluate and access the results to determine if the implementations have been effective. The report also suggests that a new program must be formulated for F&B supervisors in which they send people on a monthly rotation across different bars and restaurants of the hotel. In this rotation, different individuals adopt distinct roles: hosting, food running, restaurant floor supervision or bartending. This method could aid them to enhance their understanding regarding customer journey and provides them with ways in which they can handle difficult situations. These strategies and their implementation can help the hotel in enhancing the engagement of the employees and increase their motivation and satisfaction. This will further help in reducing the staff turnover.
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[bookmark: _Toc137246784]Introduction
The pandemic has led to many issues in the world. The hospitality industry has also been impacted by this phenomenon, especially in the employee retention area. This report intends to consult JW Marriott Bucharest Grand Hotel in the ways in which they can improve their Development & Training department. The hotel is in a crucial area of interest in the capital city, Bucharest, Romania, and it is a 5-star business hotel with great amenities (Marriott, 2023).
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Figure 1: JW Marriott Bucharest Grand Hotel
(Source: Marriott, 2023)
The objective of this report is to solve the issue of high-staff turnover by enhancing the performance of the Development & Training department (Mehta et al., 2023). The focus has been imparted on the F&B and front-of-house areas. In the report, the main the problems will be explored, and recommendations will be provided regarding the ways in which aspects like employee engagement, motivation, and satisfaction. 
The analysis and identification of the problem will be done with methods like SWOT, PESTLE, and TOWS analysis. The PESTLE analysis will be helpful in identifying the external factors that are affecting the hotel industry situated in Bucharest. SWOT analysis will be conducted to identify the threats and then it will be converted into the strengths using the inferred information from the analysis. This will also help in turning weaknesses into opportunities. The TOWS analysis will incorporate the insights presented by PESTEL and SWOT analysis to formulate a strategic solution to the problem of high staff turnover. The report provides recommendations like departmental activities, individual personal development programs, departmental training, and training on diversity and equality, and language lessons to enhance the business of the hotel and prioritize the well-being of the employees (Khalifa et al., 2022). The suggestions and the plan will be done in such a way that the recommendations are reflected in a clear and concise manner to the management. 
[bookmark: _Toc137246785]Scope & Analysis
The JW Marriott Bucharest Grand Hotel is in the centre of the Romanian capital. The hotel opened for visitors in 2001. The people guests can easily reach the various attractions and landmarks located in the city such as Palace of the Parliament, Old / New Town city centre.  It has almost 400 rooms, 22 suites along with 1 presidential suite and facilities a fitness centre and spa including dining options available. Even to this date, it continues to garner positive feedback : aspects like location, facilities as well as customer service. The recent feedback though has revealed that there have been issues with high-staff turnover. These issues are mostly affecting supervisor-level and above departments. The most affected department regarding this issue has had the biggest impact in the F&B and front-of-house areas (Noordzy and Whitfield, 2016). The high-staff turnover has mostly been caused by problems like poor employee engagement, motivation, and satisfaction. Though the pandemic and its effect can be directed as the root cause of these problems, the mechanism of the hotel also has a part in it. 
The analysis will help in identifying the implementations that must be done to improve the revenue of the business. The implementation of the analysis must be monitored to understand its effectiveness (Burnes, 2014). This analysis will be done with the aid of SWOT and PESTLE frameworks. The objective of the PESTLE analysis will be to explore the macro-environmental elements that are influencing the functioning of the hotel. These are political, economic, socio-cultural, technological, environmental, and legal factors. The internal strengths and weaknesses pertaining to the hotel along with the opportunities and threats facing it will be analysed through the SWOT framework (Benzaghta et al., 2021). 
[bookmark: _Toc137246786]PESTEL Analysis
Political Factors- The political conditions in Romania have been stable in recent years (Hălbac-Cotoară-Zamfir et al., 2019). The political environment has also been favourable for the hospitality industry. The government has invested in projects like highways and airports, which aid in smooth travelling. This helps the tourists immensely in travelling through the country (see appendix 1).
Economic Factors The economy of Romania as a country has also been steadily increasing over the years. The GDP has displayed a growth rate of 4.3% (Pavel and Moldovan, 2019). This reflects that the economic condition of the people in the country has improved. There has been an enhancement in disposable income for such individuals (see appendix 1). 
Socio-cultural factors Romania as a country has a diverse population. This benefits the hotel industry to cater to and provide services to a variety of people. The country puts a strong emphasis on family values. Therefore, there is a lot of appeal for social gatherings and family meals (Buhaș et al., 2020). This appeal benefits the hotel as they provide a place where families can come together and enjoy their time (see appendix 1). 
Technological Factors Since the hotel’s establishment, there have been several advancements in technology. These technological advancements have been incorporated by the hotel. The hotel has incorporated amenities like keyless and mobile check-ins. Customers through these amenities do not need to undergo the traditional check-in process and can enter their room in their own comfort and convenience (Popescu et al., 2019) (see appendix 1). 
Environmental Factors The authorities of Romania prioritize the environment and its safety. The hotel has established itself as a corporation that intends to invest in the environmental objectives of the country. They have supported the country by implementing several eco-friendly initiatives. These initiatives are energy-saving measures and waste management programs. They have a Smart Building Management system in place, to make sure that no resources are being wasted (Johnson et al., 2020) (see appendix 1). 
Legal- The hotel follows all the necessary laws and regulations put forward by Romania. It complies with all the labour laws. The following of these laws makes sure that the hotel is a safe working environment (Kipping and Clark, 2012) (see appendix 1). 
[bookmark: _Toc137246787]SWOT Analysis
Strengths- The main strengths associated with the hotel are its location, amenities as well as focus on business customers. They also ensure that their workforce is diverse which helps in maintaining their positive reputation in the market. The diversity in the workforce makes it an appealing place to visit as well as invest for individuals.
Weaknesses- The hotel is facing issues with its staff turnover. The employees do not seem to be satisfied with the establishment. They feel overburdened and find the job challenging. Some have also stated that the organisation was toxic. This is also affecting the revenue, as without an appropriate workforce, the organisation is also not able to provide apt services to their clients. There have not been any proper resources present within the organisation, which prioritizes and provides proper training to the employees. The hotel can utilise the staff turnover weakness as an opportunity, by recruiting and building up a new team with a fresh start.
Opportunities- There are several opportunities present within the hotel. Tourism, especially after the pandemic has been healthy in Romania. The hotel needs to take advantage of this enhancement in tourism. There is also an increase in demand for sustainable hotels. To take advantage of these opportunities the hotel can improve its services and cater to different kinds of customers and markets, extend from business meeting to parties like engagements, reunions, corporate, Christmas parties, etc.
Threats- The hotel is functioning in a very competitive market. It regularly faces competition from other hotel establishments in Bucharest. The competition is also coming from alternative establishments like Airbnb. This competition can help strengthen the ability of the hotel to perform better. The hotel,  by identifying itself with 5 star service, can take advantage to turn it into strength.
To provide strategic solutions to the problems a TOWS analysis will be conducted through the insights provided by SWOT and PESTLE analysis. This will aid in identifying the crucial priorities and actions that need to be taken. 
[bookmark: _Toc137246788]Discussion
[bookmark: _Toc137246789]Wide range of management techniques
In the hospitality industry, there are five different segments such as the Food and Beverage industry, the Lodging industry, the Recreation industry, the Travel and Tourism industry, and the Meetings and Events industry (Camilleri and Camilleri, 2018). In the case of employee engagement and employee motivation within the hospitality industry, the Food and Beverage industry is most affected if employee management is not appropriate (Kipping and Clark, 2012). In this context, employee management depends on the core factors such as communication, delegation, knowing the staff, hiring right, rewarding star employees, incentives, creating a positive work environment along with bottom-line tips for hotel management. At JW Marriott Bucharest Grand Hotel, employees have stated that the work environment is highly stressful as there is a lack of transparency and communication between the employees and the senior officers (Indeed, 2023). On the other hand, it has been also argued by Indeed (2023), another employee has reviewed the company addressing the workplace as toxic and abusive. There is also no work-life balance along with salary issue. 
[bookmark: _Toc137246790]The need of enhancing the staff training program
Staff training programs have huge significance in making employees become more productive and quicker in their tasks (Low and Siegel, 2020). Alternatively, training helps the employees to get familiar with their responsibilities and tasks. In addition, training also helps the employees gathering product knowledge and people skills which, essentially will build confidence enhancing staff satisfaction and employee morale. On the other hand, training and development have the role of improving productivity and performance. A well-developed training program helps in retaining employees while decreasing turnover rate and hiring rates. 
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Figure 1: Number of employees in Bucharest in 2019
(Source: Statista 2023, a)
From the above figure, it can be found that the number of employees in Bucharest hotels is increasing day by day based on which TBRCM has a huge rate of employee retention. On the other hand, as argued by Statista (2023, b), there were approximately 120 to 150 thousand employees working from 2007 to 2015 and almost 226 thousand employees working from 2016 to 2017 Marriott International. However, in 2022, the number of employees in Marriott International is only 140 thousand worldwide. Therefore, there has been a sharp drop of 50 thousand employees in the last year. Hence, it can be said that training and development must be improved and enhanced within Marriott International Grand Hotel.
As per the report of ACAS (2023), employees must be set free while ensuring impartial advice such as rights, best practices, and rules at the workplace. Employment topics and rights are also trained by each of the employees based on ACAS guidelines. On the other hand, it can be stated from the above discussion, that employee satisfaction in Marriott International Grand Hotel is not at all great. Some employees have also reported that very long hours of duty at the workplace have caused a high turnover rate. Conversely, as argued by IES (2023), employee engagement should be apolitical and independent so that the practical experience of employment and training policy can be delivered. As the company environment is not that great, it certainly questions its lack of training and development program. As the company faces such employee management issues, refurbishment can be also conducted between four to six years in relation to increasing resilience and improving employee engagement day-by-day (Baron and Armstrong, 2007).
[bookmark: _Toc137246791]Analytical and Cognitive Skills in Hospitality Management
In the hospitality industry, the management department must be focused on conducting effective planning, organising, leading, and controlling the employees and the overall workplace (Hodder, 2020).
[image: A picture containing text, screenshot, diagram, line

Description automatically generated]
Figure 2: The causes of new hotel opening delays.
(Source: Noordzife, 2014)
According to Noordzife (2014), new hotel opening processes can help many ways in avoiding issues in employee management. In addition, culture is one such factor that has extreme difficulties in a change in which a long-term strategy and timeframe are required (Kottor, 2012). Moreover, as the workplace culture in Marriott Bucharest Grand Hotel is not good for employees, it can be stated that there is a lack of cognitive or emotional empathy for employees. On the other hand, as argued by Lanier (2017), the connection between different backgrounds and cultures is also required to be established by the strategic HR in an organisation. In this context, there is a chance of lacking diversity within JW Marriott Bucharest Grand Hotel due to a lack of training and development of employees. 
There are many potential operational and employee training difficulties, which might affect the efficiency and client retention of the JW Marriott Bucharest Grand Hotel. Possible problems and challenges with hotel instruction involve the following:
Inadequate staffing: Some areas of the hotel could be understaffed, which would have negative effects on customer service, guest satisfaction, and the capacity of the employees to handle the current workload (Astawa et al., 2019).
Poor customer service: The hotel's image might suffer if their staffs are unable to meet visitors' needs, which would lead to complaints from those who stayed there.
Inefficient processes: The hotel's procedures might be inefficient, leading to unnecessary wait times, mistakes, and higher expenses (Cismaru and Iunius, 2019). This may be due to the use of antiquated methods, or tools, or a general absence of automation.
Low employee morale: Low compensation, difficult work environments, a lack of opportunity for advancement, and insufficient acknowledgment are all potential causes of dissatisfaction among employees.
Inadequate training: Employee skill gaps, subpar work quality, and low output might result if the hotel does not give sufficient training. Services to customers, cleaning, meals and drinks, and even business and marketing education might be on the agenda.
Language barriers: It is possible that customers and employees of the lodging facility will have trouble communicating with one another due to issues with language (Dhyani et al., 2022). Insufficient instruction or obstacles to language among employees may hinder the efficiency and output at the JW Marriott Bucharest Grand Hotel..
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Based on the above discussion, it can be addressed that there is no need to change the overall process. Rather, JW Marriott Bucharest Grand Hotel must be focused on improvising inadequate staffing and employee morale. On the other hand, as the company belongs to the hospitality industry, diversity and inclusion are the major factors that need to be maintained (Prentice et al. 2020). This way overcoming language barriers can be also possible within JW Marriott Bucharest Grand Hotel. However, there is no need to change its process and customer service as employee management and satisfaction can automatically help in improving such areas. 
[bookmark: _Toc137246793]List of issues in JW Marriott Bucharest Grand Hotel
In the Food and Beverage management department, there is a higher rate of employee turnover due to workload and lack of motivation. As stated by Burnes (2014), there is a need to understand the rise and fall of rational organizations as it helps in change management and strategy development. On the other hand, the hotel has been losing customer interest at the workplace due to the huge workload and poor management altogether. The company has also been reviewed to value the employees. The management of the company also does not focus on employees while being unapproachable and unwilling at the same time (Newton, 2019). 
[image: A picture containing text, screenshot, font, diagram

Description automatically generated]
Figure 3: Number of employees worldwide 
(Source: Statista 2023, b)
Due to the abusive and inappropriate environment of Marriott Bucharest Grand Hotel, the company lost almost 50 thousand employees by the end of 2022. On the contrary, as argued by the report of Romania Insider (2019), the company has been able to raise almost 4% of turnover in 2018. In 2018, the company achieved a total turnover of RON 133 million or EUR 28.6 million by achieving membership in one of the largest players of the Grand Avenue shopping gallery and the overall hotel industry. Even though the company has a high employee turnover rate, it has still ensured customer satisfaction at its best. As a result, the company has been able to make a net profit of RON 20 million that is EUR 4.3 million and is able to achieve a net profit margin of 15% (Romania Insider, 2019).  
Conversely, it has been argued by Tiron (2019) that the company faced a huge loss of RON 140,000 in 2017 due to a lack of training and development of employees. Lack of employee productivity has sometimes caused delays in customer service; however, that has never been a major risk to the company due to its brand image and value in the international market. As per the Annual Report (2022), the company has not only faced issues with employees but has also been able to achieve more than 177 million members at year-end in 2022 in the powerful Marriott Bonvoy program. On the other hand, the company has also reported that almost 377,000 associate employees have been managed by the end of 2022.
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Figure 4: Turnover of hotels in Romania 
(Source: Băneș, Raicov and Iosim Iasmina, 2018)
As per the report of Băneș Raicov and Iosim Iasmina (2018), a record of the largest turnover in small as well as in medium enterprises has been found. For example, hotels that used to have 9 employees have been able to increase employees by 10 to 49. The large and luxury hotel industries have increased to a minimum of 250 employees in Romania. In case, JW Marriott Bucharest Grand Hotel has been losing employees, due to a lack of employee satisfaction and morale, then it should be a matter of discussion for resolving this issue. 
It can be stated that employees have revealed that the company has not been willing or approachable of listening to the concerns of the employees. However, the annual report of the company states that it encourages continual feedback based on the Associate Engagement Survey in which the company has achieved the best employer benchmark 2022. Employees have also reported that the Marriott Bucharest Grand Hotel offers low salaries yet schedules long working hours. However, the company report argues that it has contributed $137 million in the year 2022 and $80 million in the year 2021 as its compensation costs in relation to encouraging employees. 
Budget
	Particulars
	Value
	Amount (£)

	 
	 
	 

	Project Basis
	 
	 

	Professional services
	 
	 20,000.00 

	 
	 
	 20,000.00 

	 
	 
	 

	Hourly Basis
	 
	 

	Professional charges (Per hr)
	       200.00 
	 

	Number of visits in a week
	           2.00 
	 

	Total number of weeks
	         10.00 
	 

	Hour engaged
	           6.00 
	 

	Total charges
	 
	 24,000.00 


Table 1: Budgeted professional expenses
(Source: Self-created)
As per the information provided in Table 1, it may be concluded that the consultancy company responsible to develop a report based on the Development and the Training department in the suit may be considered that the charges for the professional services provided on the project basis is £20,000.00. However, if the same service is provided by the organisation on an hourly basis based on two visits per week for ten consecutive weeks may stand at $24,000.00. Therefore, it may be considered that appointing consultants for professional services on project basis may be beneficial for the organisation considered in this report namely JW Marriott Bucharest Grand Hotel (Refer to appendix 2)
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	PESTLE
	Description of the findings

	Political factors
	The “Marriott Bucharest Hotel” is in the country of Romania, which has a safe government. Romania is a part of the “European Union”, and it gets along well with its neighbours. The Romanian administration gives foreign companies a variety of benefits, which can bring in more money for the hotel industry (Koc, 2019).

	Economic factors
	The industrial sector, farming, and especially service industries have been driving the expansion of Romania's economy, which is currently expanding at a consistent rate. Both the tourist sector and the number of multinational corporations coming into the nation have seen tremendous development over the last few years (Škorić and Jovanović, 2019). Because of this, the “Marriott Bucharest Hotel” stands in an excellent position to take advantage of the uptick in travel, which has the potential for resulting in increased rates of occupancy and income.

	Social factors
	Romania is a nation that has an extended past and a wide range of cultural traditions. The Marriott Bucharest Hotel may capitalize on this by providing its visitors with opportunities to participate in cultural activities and trips. Additionally, the resort can provide food that is suitable for vegetarians or people who practice halal diets, both of which have the potential to bring in additional customers (Opute et al. 2020).

	Technological factors
	There has been an increase in the usage of technological devices in the tourism sector, along with the “Marriott Bucharest Hotel” can exploit on this trend by providing cutting-edge services and amenities. For example, the hotel may provide customers with the most up-to-date technology, including media centers in their rooms, electronic check-in, and checkout, or mobile applications for reservation and service requests (Chibili, 2019).

	Legal aspects
	The Romanian judicial framework is established for a long which means it offers security for both commercial enterprises and individual customers (Hameed et al. 2021). The Marriott Bucharest Hotel is obliged to abide by all the local rules and restrictions, particularly those that concern job opportunities, security, and healthcare. Additionally, the hotel is responsible for ensuring that it complies with all regulations pertaining to fire protection to guarantee an adequate level of security for its visitors.

	Environmental factors
	Additionally, the environmental influence of the Marriott Bucharest Hotel's business activities is something that must be taken into consideration. To diminish its impact on the environment, the hotel may choose to employ energy-saving technology, increase its waste disposal efforts, and cut down on the amount of garbage it produces (Sampson, 2018). The hotel may also help promote environmentalism by providing activities that contribute to the preservation of the natural environment.


Table 2: Results of PESTLE analysis
(Source: Self-created)
The PESTLE study demonstrates that the JW Marriott Bucharest Grand Hotel has been functioning in a favorable outside setting, which may present possibilities for development and development (Buttrick, 2013). In summary, these possibilities can be found at the hotel's location. To maintain its position as a competing player in the hospitality business, nevertheless, the lodging sector must stay alert and flexible in response to the ever-shifting external variables (Yu, 2020).
[bookmark: _Toc137246796]Findings of TOWS analysis
	TOWS
	Description of the findings

	Threats
	· The marketplace for high-end hotels is growing, which might mean increased rivalry for the Marriott Bucharest Hotel (Alreahi et al. 2023).
· Economic and political unpredictability on a worldwide scale might influence the hotel.
· Natural catastrophes, global epidemics, and terrorist strikes are all potential threats to the hotel.
· There may be an increase in consumer and stakeholder demands that accommodations implement sustainable practices.

	Opportunities
	· The Marriott Bucharest Hotel may draw more guests by broadening the range of facilities it provides to include wellness options, cultural events, and unique local attractions (Baicu et al. 2019).
· Technology may be used to improve the hotel's service to guests and optimize internal processes (Iorgulescu, 2020).
· The hotel may expand its clientele by appealing to non-traditional guests like businesspeople and families.
· The hotel may win over eco-conscious guests by emphasizing eco-friendly policies.

	Weaknesses
	· The hotel might not be able to find and keep qualified staff.
· It is possible that the hotel's significant operating expenses contribute to the steep room rates.
· The Marriott Hotel Bucharest might be easily outcompeted by other five-star establishments in the area.
· The lodging facility might be at risk if the economy were to decline or if guests' tastes were to shift.

	Strengths
	· Marriott remains a household name all over the world because of its high standard of service and luxurious accommodations (Nae, 2021).
· The hotel is conveniently located in the center of Bucharest, which renders it ideal for both vacationers and businesspeople.
· The hotel has a variety of amenities, such as high-end guest rooms, dining options, event spaces, and fitness centers.
· A wide variety of skill sets are represented at the Marriott Hotel in Bucharest.


Table 3: Results of TOWS analysis
(Source: Self-created)
The results of this TOWS study provide the foundation for an action plan that will help the hotel improve its efficiency, seize advantageous possibilities, and guard against potentially disastrous ones. 
The action plan would help to provide recommendations for the further improvement of the hotel’s operations and managerial prospects. In addition, the day-to-day operations of the “Marriott Bucharest Hotel” need to be improved by a thorough evaluation of present procedures, the simplification of redundant tasks, the concentration on excellent client service, the improvement of staff training, the incorporation of technological advances, tracking of efficiency, plus the constant pursuit of excellence(Nguyen, 2020. The hotel's efficiency, client happiness, and future profitability will all improve thanks to the implementation of these procedures.
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	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned budget (£)

	1
	Toxic environment
	· To train employees to engage with their co-workers in positive ways.
· To create a safe space for healthy discussions
	If the management of the hotel focuses on positive training and development program, it can certainly help achieve a positive and productive environment at the workplace.
	Within 3 months
	04/08/2023
	Aprox. 20,000

	2
	Unwillingness and unapproachable management 
	· To ensure active listening.
· To maintain consistency and behavioural feedback.
· To manage the self-talk of the management.
	The management can develop an understanding of employee behaviour and motivation.
	Aprox. 6 months
	04/02/2024
	Almost 25,000

	3
	Long Hours and lack of work-life balance 
	· To hire a greater number of employees for scheduled workload and part of the daily task.
	The HR manager can also get a balanced workplace with a greater number of employees.
	Within 1 year
	30/08/2023
	Not more than 30,000


Table 4: Action plan
(Source: Self-Created)
In a workplace of a luxury brand like Marriott, there is a need for financial implications, as it is also a part of change management. In relation to introducing change in the F&B department, the company must be aware of avoiding toxic environments while ensuring work-life balance. On the other hand, the company must invest £20,000 for the training and development of employees. With that, it can also help in achieving a positive workplace. On the other hand, the management can improve its understanding regarding willingness to listen to the issues of employees. For that, £25,000 must be invested to achieve positive outcomes 6 months. As the company needs to be improved as soon as possible, offering a work-life balance is highly needed. As per the statement of Fisman and Sullivan, (2014), work-life balance is most needed for making employees engaged and satisfied in the workplace. Therefore, the company can invest not more than £30,000 in relation to hiring more employees for a balanced work schedule. Consequently, this justified assumption can help in achieving success regarding employee management of Marriott Bucharest Grand Hotel. 
[bookmark: _Toc137246798]Recommendations
The JW Marriott Bucharest Grand Hotel must strengthen its operations by figuring out the things that are not working and fixing them. The hotel's activities may be enhanced by adopting the following procedures:
· Conducting a comprehensive review of the present operations- A comprehensive evaluation of all relevant procedures, methods, and systems is required for this. Customer service, staff development, financial oversight, and promotional tactics should all be at the forefront of the audit's scope.
· Streamline processes- The next stage, after problem areas have been identified, involves attempting to optimize operations by doing things like getting rid of unnecessary steps and making complicated ones easier (O’Mahoney, 2021). Automation, using outsourcing, and the implementation of suitable software all fall under this category.
· Focusing on customer services- The future of a lodging establishment depends on the quality of what it provides to its guests (Nae, 2021). This may be done through educating workers on the importance of putting customers first, responding quickly to guest complaints, and enhancing two-way dialogue with visitors.
· Improving the training of employees- The hotel's bottom line may benefit greatly from funds allocated to staff training. Staff should leave the program with the ability to provide high-quality support as well as the confidence to adapt to a variety of conditions.
· Implementing technology- The use of technology has the potential to increase productivity and simplify processes. Hotel businesses may benefit from technological investments in areas that include property administration, management of client relationships, and internet booking systems.
· Monitoring performance- To guarantee the effectiveness of the modifications made, it is crucial to assess productivity on an ongoing basis. This may be done with the aid of “key performance indicators” (KPIs), which track how well various hotel functions are doing (Johnson et al. 2020).
· Continuous improvement: There should be a commitment to ongoing development at the hotel, with staff members always looking for ways to better the establishment.
The JW Marriott Bucharest Grand Hotel has several options to solve these concerns and training challenges. The hotel may increase its investment in areas such as staffing, instruction for staff members, internal and external communication, as well as the use of effective procedures and technologies (Dragan and Hirgau, 2021). The hotel may incentivize its personnel by conducting frequent performance reviews that highlight opportunities for growth. Hotel activities, customer happiness, and long-term performance may all be improved by fixing the training challenges and shortcomings. 
Here are some of the recommendations to be implemented from of the action plan , including individual staff training program identified by job titles, role and responsibilities: 
For F&B
· Host: They need to learn the steps in the customer journey from the door to the table. They should ask about allergens and make sure they have all the specifications on each booking and pass it on effectively to the head chef, including special occasions such as anniversary, birthday, or engagement (Kipping and Clark, 2012). They need to learn the software for bookings, table plan arranging, including up selling techniques, answering emails and maintain a good relationship with different departments and collaborate on daily basis.
· Restaurant floor: Teach them how to deal with complaints face-to-face in a calmly, respectful and empathic manner and how to deal with difficult situations, such as missed allergens, overbooked, angry customer etc. They need to learn how to take orders and write the correct position on the food checks, how to send clear and understanding messages to the bar and kitchen including (Noordzy and Whitfield, 2016). They need to learn to organize the table plan, split sections and need to know where to focus the relays on a busy shift.
· Bar: They need to keep the food hygiene standard books up to date ready for any unexpected visit which includes wastage records, daily fridge temperatures, keeping out of date or use by labels for fruits and juices, do stock rotation. I need to train people in difficult tasks such as coffee making, cocktail making, sending the requisition/necessary list to stores each night, placing the fruit order (Johnson et al., 2020). They also need to serve at a fast pace while keeping calm and always approachable. Product knowledge is a must, as it improves up selling and revenue growth.
· Food runner: They need to learn how to keep a tidy working area, read, organise, and prioritize the tickets based on first-in, first served system.  (Băneș et al., 2018). They also need to be able to read and recognize any of the 13 allergens on a ticket along with the steps of service and following a certain procedure when having one. This can include washing the hands before and after delivering the food, and double check with the chef for the correct information.
For Front of House:
· Have communication skills training, role play group activities;
· Teaching them how to behave under pressure and how not to let the guests know how stressed they really are.
· Have language and cultural awareness program (as above mentioned) also for F&B.
· Give them training on up selling to the guest the activities, restaurants or upgrading the rooms available in the hotel, and as well as weekly monetary incentives to help them built motivation and confidence, with vouchers, membership discount, etc. 
· At least one week induction on learning Opera booking system, as well as Res Diary for restaurants along with checking dining availability.
· Have 1 night out fun team building.
· The group brainstorming on the improvement of the service and helping employees achieve confidence.
· Have a course on the hotel policy and emergencies along with what to do in case of an emergency.
[bookmark: _Toc137246799]Conclusion
The conclusion segment would help to demonstrate the overall findings of the research analysis in a summary so that the whole understanding of the research can be understood in a blink. This section would elaborate on the main discussion of the research analysis regarding how this study and its variables are tested to obtain useful results and to recommend further improvements to expand operations and staff training appropriately, particularly in the Food & Beverages department of the hotel Marriott Bucharest. F&B is an important department for any hotel business and in the case of Marriott Bucharest Hotel; this is an important factor for the visitors and local people. Local communities of the hotel are too prone to taste the F&B in the hotel as well as sophisticated room services. 
SWOT, PESTEL, and TOWS analysis were conducted to find out the internal and external obstacles that might hinder the hotel's operations and services and it should be removed immediately. The inefficiencies are pointed out in the main body and analysis portion along with its modification strategies to further improve the services to customers. An action plan has also been framed to address problem solving depending on the issues generated during the research of the hotel's services and operations for each department. Similarly, the recommendations would help to provide a better insight to handle the operational and service gaps that have been addressed in the report, which might include effective staff training, focusing on customer services, improving services of F&B supplies, monitoring performance, implementation of the technologies, etc.
As inferred from the action plan, the toxic culture in the workplace environment will be reduced by implementing new strategies on assessments and reassessments to the individual and personalised training programs provided to the personnel. The unapproachable management culture will end due to the engaging communication applied by the managers. Inclusion of more employees will eventually improve the work-life balance of the employees.
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Political- The authorities have implemented a reduction in taxes and VAT in renovations, which also supports the business of the hotel, as they can easily introduce new amenities in their infrastructure with solid support. The government has been regularly introducing new initiatives to benefit the hotel industry at large and Marriott Bucharest Hotel in general. These factors support the hotel in maintaining its profitability.
Economic- This improvement enables them to stay at hotels like Marriott Bucharest and dine in that establishment. Romania’s place in the world economy has made it an appealing place for tourism and has been attracting many foreign visitors every year. Foreign investment and increased tourism have benefited the hotel industry immensely. 
Social- The distribution of classes also provides the hotel with different markets in which they can provide their services. It is important that the hotel understands the diversity in the Romanian population and properly makes the necessary amendments to respond to the demands of the diverse population.
Technological- The hotel also prioritizes the customer with technological amenities like high Wi-Fi. This feature helps visitors to enjoy the internet at a high speed and not miss anything just because they are travelling. The hotel also has inventory management software and a feedback system to make sure that the opinions of the guests are registered and followed. The enhanced technology has aided in improving the guest experience in the hotel.
Environmental- This system reduces heat and cold in accordance with the needs of the place. The hotel attempts to adopt as many sustainable practices as possible. It also makes sure that electricity and water are not being used in the place where it is not needed. These practices enhance the reputation and appeal of the hotel.
Legal- The hotel because of the legal factors faces issues in the acquisition of hiring as well as retaining skilled workers. Therefore, it is necessary that the hotel provide competitive wages to its employees in order to maintain the quality of its service.


[bookmark: _Toc137246803]Appendix 2: Budget
Furthermore, appointing consultants for professional services on project basis may enable the organization to implement cost-effective strategies in the process of developing consultancy report for the benefits of the stakeholders and further progress of the organization over the period. It may also enable the organization to enhance the generation of revenue and increase the potential of the business to generate profit by reducing the operational expenses for the period. 
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