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[bookmark: _Toc159792263]Executive Summary 

The hospitality sector is a vital component of the nation's overall functioning. It offers a diverse range of services such as lodging options, dining facilities, delivery services, recreational activities, and various other amenities. The JW Marriott Bucharest Grand Hotel is a well-known and respected establishment in the field. The hotel has expanded its presence to various locations around the world (Wong, Ou, and Wilson, 2021). The report has listed numerous issues and provided IT solutions to uphold the hotel's standing in the market. The hospitality industry is highly influential and experiencing rapid growth, making it susceptible to various factors. The report has concluded that hotels offer services that cater to various customer preferences effectively. The hotel industry needs substantial modifications and financial investments in its processes. So, the growth and stability of the organisation rely on effectively managing all aspects of and environment. In that case, the report extensively examines all the crucial aspects of a pestle analysis, which highlights the various macro-environmental factors that have a certain influence on the JW Marriott Bucharest Grand Hotel (Williamson, 2017). Additionally, the JW Marriott Bucharest Grand Hotel utilises STEEPLED analysis to assess its social, technological, economic, environmental, political, legal, and ethical factors which determine its competitiveness in the market, meet customer expectations, sustain its operations, and explore potential opportunities for achieving significant growth and success. In essence, the brief touches upon four aspects, ultimately encompassing both the favorable and unfavorable aspects by examining the organisation's challenges and opportunities. JW Marriott Bucharest Grand Hotel is grappling with numerous challenges amidst the expansive hotel industry and fierce competition (Peters, M. and Kallmuenzer, A., 2018). The COVID-19 pandemic had a profoundly detrimental effect on the hospitality sector, which serves as a significant contributor to the economy and consumer spending. Hotels have a crucial role in boosting the economy's GDP and ensuring a balance between supply and demand as regulated by the government. As a result of the pandemic, JW Marriott Bucharest Grand Hotel is experiencing reduced customer interaction, and staff layoffs, and has reached a point where the organisation is neither making profits nor experiencing losses. Furthermore, their growth is hindered due to the substantial costs associated with upkeeping the hotel and its amenities (Wei, Torres, and Hua, 2017). In addition to highlighting the negative effects, the report also focuses on the positive aspects of the JW Marriott Bucharest Grand Hotel's operations. This includes the provision of isolation rooms, the implementation of safety measures for wedding venues, and the successful organisation of parties and business meetings. The hotel is focused on meeting the expectations and personal preferences of its customers. Additionally, individuals are primarily drawn to the standardised offerings provided by JW Marriott Bucharest Grand Hotel, resulting in its classification as a 3-star establishment.
The hotel addressed all the obstacles and their resolutions for future stability, excluding this one. The specific concerns that greatly affect the success or customer satisfaction of this hotel organisation are changes in seasonal needs, advancements in technology, and emerging trends. So, it is important to satisfy customers' desires and demands to gain their attention and receive their feedback. In today's digital and interconnected society, feedback is the essential component that demonstrates how effective an organisation is. Hence, the JW Marriott Bucharest Grand Hotel needs to offer effective customer support services and promptly address any queries or concerns raised by their customers (Webster, Yen, and Hji-Avgoustis, 2016). These customer services aim to simplify processes and attract a larger number of customers to the hotel. With this report, Five Star Horeca Consulting looking to highlight a problem in the Customer Service Department of JW Marriott Bucharest Grand Hotel, where they are failing to meet all customer demands and are not effectively addressing their preferences. The website and hotel reservation system should offer flexibility so that customers are not disappointed and compelled to book a different hotel (Halmi, L., 2020). These are the principal factors that have to be considered in the hotel industry. The websites, customer self-service centers, and hotel reception are the primary factors that influence customers' purchasing decisions. Therefore, this report encompasses numerous suggestions that address various aspects of customer management and support services at the JW Marriott Bucharest Grand Hotel, aiming to improve their effectiveness. (Yao, Wang, and Guchait, 2019). Hotel employees and staff hold the responsibility of receiving proper training and delivering top-quality assistance and elements such as political, economic, and legal factors are beyond an organisation's control, requiring them to adhere to government guidelines to establish a viable business in the market. Five Star Horeca Consulting looking to create a healthy work environment for employees of JW Marriott Bucharest Grand Hotel and project a positive image to the government to be achieved by addressing legal requirements and promoting equality and diversity in cultural aspects (Lai, K., 2019). Finally, this report has been created by Five Star Horeca Consulting which strongly advises JW Marriott Bucharest Grand Hotel to effectively deal with external variables through consistently conducting thorough research. This will enable the hotel to stay informed about changes in two governmental policies and emerging customer trends, which can be incorporated into their establishment. One way to illustrate this concept is through the use of launching events and parties, which may include offering free entries, discounted coupon vouchers, and special deals for loyal customers. The intention behind this strategy is to make customers feel appreciated and discourage them from constantly seeking discounts. (Usoro, And Abiagam, 2018).The implementation of various measures and policies will aid the JW Marriott Bucharest Grand Hotel in effectively dealing with the adverse consequences and getting ready to seize future opportunities for attaining success.
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The hotel industry falls under the category of tourism and is considered an economic sector that provides services. Just like any other economic sector, it is governed by a set of rules and regulations that create a consistent framework for conducting business. These rules establish standards for the services offered by hotels and guidelines for appropriate customer interactions. The primary services offered by the hotel industry include lodging and food services. These services cater to the essential requirements of tourists, however, the hotel sector must also address additional needs or demands such as acknowledging social status, the thirst for cultural immersion, and ensuring enjoyable leisure activities.
This marks the commencement of a deep and exhilarating activity, as Five Star Horeca Consulting prepares to examine and assess the various factors and surroundings that influence the hospitality services provided by JW Marriott Bucharest Grand Hotel.  For more than a decade, Five Star Horeca Consulting worked with highly regarded international companies in the hospitality and retail industries, among others. The goal is to create distinct and unforgettable sound experiences that captivate and connect with their audiences (Alnawas, I., 2019). These sounds are carefully crafted to reflect the unique character of each brand and complement the ambiance of the environment. The hospitality sector plays a crucial part in facilitating economic progress and fostering the development of the nation. Therefore, any alteration in the surroundings will necessary influent the financial success and efficiency of hotels. The primary services offered by hotels include lodging facilities, dining options, beverage services, party arrangements, and assistance with event organization (Uğurlu, 2020). The market is witnessing rapid growth in various services offered by this industry. The aim of Five Star Horeca Consulting, as a management consultant firm, is to analyse and evaluate the entire operations and management standards of JW Marriott Bucharest Grand Hotel. By following this approach, the managers will discover issues connected to their activities and implement successful strategies to remove obstacles and enhance effectiveness (Alnawas, and Hemsley-Brown, 2019). Five Star Horeca Consulting will highlight different issues such as a global health crisis, interaction with consumers, services provided to customers, and current trends in the market. This task could be accomplished by employing the most effective internal factors model, known as TOWS analysis. It covers various aspects of the hotel industry and the difficulties faced by departments such as human resources, finances, operations, and IT due to potential threats. In addition, the Five Star Horeca Consulting will incorporate SOAR analysis which will help identify external factors and evaluate their effects, both beneficial and detrimental. This examination assists in the evaluation of external trends and changes that govern bar the organisation, to comprehend and factor them in before formulating any strategic policies (Tariq, MYasir, and Majid, 2020). By utilising STEEPLED, TOWS, and SOAR frameworks, Five Star Horeca Consulting can assess the factors influencing JW Marriott Bucharest Grand Hotel's performance and determine the essential measures required to improve its future outcomes. Additionally, to reflect the profitability and attractiveness, Five Star Horeca Consulting will choose Porter`s five forces framework. Moreover, the emphasis of the report will be on the influence of these evaluations and delivering pertinent suggestions and a course of action to encourage forthcoming approaches to tackle the challenges (Zhang, Zhang, and Huang, 2019).
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JW Marriott Bucharest Grand Hotel is situated in a prime central location, conveniently close to prominent business and government hubs, as well as the renowned Palace of the Parliament. JW Marriott Grand Hotel in Bucharest is situated in the heart of the city and adds an elegant atmosphere to a growing Eastern European metropolis. This urban area designed as a separate entity is ideal for both professionals and travelers. This popular selection among European royalty, presidents, and foreign dignitaries is highly regarded due to its flawless service, luxurious offerings, impressive architecture, and exceptional hospitality (Penela, D., Morais, A.I. and Gregory, A., 2019).
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Description automatically generated]  The issues and beneficial results arise within the operations and customer management divisions of JW Marriott Bucharest Grand Hotel as listed below:
· The hotel is incapable of addressing any concerns or issues that customers may have regarding booking availability, check-in, and check-out procedures, as well as other events;
· The hotel was unable to accept reservations because of government-imposed restrictions related to the pandemic, which had an impact on a portion of their franchise (Bourke, Izadi, and Jand Olya, 2020) ;
· The hotel is experiencing challenges in integrating its software and balancing its website, resulting in a lack of accurate information for customers. The prices and other details are not being displayed appropriately, causing inconvenience;
In addition to this, the hotel offers amenities for isolation by providing individual rooms for patients or their families (Sutrisno and Jazilah, 2019).
The hotel arranges business meetings and events such as weddings, parties, travel, and tourism in locations with lower pandemic impact, while efficiently providing other amenities.



STEEPLED Analysis
	Factors
	Positive Impact 
	Negative Impact

	Social Factors
	Expand customer engagement (Zizka, 2017).
	Market variation trends and society culture.

	Technological Factors
	Encourage modernisation and fuller usage of digital advancement (Cho, Lee, Rust, and Yu, 2018).
Online rental service ( Airhub) 
	Difficulty with ineffective usage of websites and online services. 

	Economic Factors
	Sustain the economic ethics and boost the demand and supply from industry (Chibili, 2019).
	Sensitive economic conditions. 
High rate of inflation 


	Ethical Factors 
	Supports human rights, diversity and inclusion, and social responsibility initiatives
	The hotel caters to affluent vacationers and business travelers, but it may not pay fair wages or provide adequate benefits to its staff

	Political Factors
	High demand in promoting tourism and its operations (Zhu, Kim, and
Poulston, 2020).
 
	Multiple changes in government rules due to the COVID-19 period  (Stylos, and Zwiegelaar, 2019).
The danger of terrorism. 

	Legal Factors
	A valid operating license from Romania authorities; The hotel follows the local laws and regulation
	The hotel allows gambling and has a casino within the property, which may pose risks such as addiction, crime, and pollution.
	).


	Environmental Factors
	Establish sustainable business by promoting an eco-friendly environment.
	High demand in seasonal requirements. 
Fuel prices




Social: The hotel is located in an area of historic and national interest, near the Palace of Parliament and the People’s Salvation Cathedral. It caters to affluent vacationers, business travelers, and Viking Cruise passengers(L. Anthony,2023), and offers a variety of dining options, including a pool and spa, a luxury mall, and a casino within the property. It also supports local communities and charities through its Spirit to Serve program (Marriott Bonvoy, 2023). 
Technological: The hotel provides free internet access, electric vehicle charging stations, cable/satellite TV, and coffee/tea makers in all rooms. It also has a fitness center, a business center, and meeting rooms with modern equipment. It uses the Marriott Bonvoy app for online check-in, mobile key, and chat with staff (Marriott Bonvoy, 2023).
Economic aspects: JW Marriott Bucharest Grand Hotel experiences negative consequences as a result of frequent transformation into friends. In today's era, younger age groups have a greater interest in contemporary interior design and innovative methods of serving food. This removes the core of culture and traditional elements that do not appeal to older individuals. This poses a challenge for JW Marriott Bucharest Grand Hotel to keep up with the current technological trends (TripAdvisor, 2023).
Ethical: The hotel adheres to Marriott International’s core values and ethical principles, such as putting people first, pursuing excellence, embracing change, acting with integrity, and serving the world. It also follows the Marriott Business Conduct Guide, which outlines the expected behaviors and standards for all employees and business partners (Marriott Bonvoy, 2023).
Political factors: JW Marriott Bucharest Grand Hotel must adopt various tax strategies in different nations due to the variations in tax policies observed. The JW Marriott Bucharest Grand Hotel adheres to the tax regulations and practices of Romania while operating its business. As a result, they implemented a fresh tax strategy specifically for Romania in 2019 (Marriott Bonvoy, 2019). 
Legal elements: The legislation regarding minimum wage and working hours is having a detrimental effect because JW Marriott Bucharest Grand Hotel prioritises generating high revenue rather than controlling costs (Jung & Yoon, 2018). Also, the hotel is subject to various legal risks, such as lawsuits, fines, penalties, or sanctions for violating any laws or contracts (Marriott Bonvoy, 2023). It also has to comply with data protection and privacy laws, such as the General Data Protection Regulation (GDPR) and the ePrivacy Directive, which regulate how personal data is collected, stored, and used.
Environmental elements: The hotel is committed to reducing its environmental impact and achieving carbon neutrality by 2050. It implements green practices such as recycling, water conservation, energy efficiency, and waste management. It also participates in the Clean the World program, which collects and distributes soap and hygiene products to communities in need (Japaridze, D. and Gitolendia, B., 2019). 














TOWS Analysis 
	Strengths (S)

	Weaknesses  (W)


	Historic and National Interest: The hotel’s location in an area of historic and national significance provides a unique appeal. Five-Star Rating: As the only five-star hotel in the district, JW Marriott Bucharest Grand Hotel boasts a reputation for luxury and quality. Proximity to Key Landmarks: Its proximity to the Palace of Parliament and the People’s Salvation Cathedral enhances its allure



	Distance from Old Town: While it is within walking distance of Old Town, some guests might find the hotel’s location less convenient for exploring the vibrant city center.
 Limited Accessibility: Although it’s just a 30-minute drive from Henri Coanda International Airport, guests relying on public transportation may face challenges



	Opportunities (O)

	Threats (T)


	Expanding Culinary Offerings: The hotel can explore further culinary diversity by introducing new dining concepts or collaborating with local chefs (Shapoval, V., 2019). 
Enhanced Guest Experience: By leveraging its spacious guestrooms and intuitive design, JW Marriott can create a memorable and comfortable stay for guests.
	Competition: The luxury hotel market in Bucharest is competitive, and JW Marriott needs to stay ahead by continuously improving its services.
 Economic Factors: Economic fluctuations or unforeseen events can impact travel and hospitality, affecting the hotel’s business 
 




In summary, JW Marriott Bucharest Grand Hotel’s strengths lie in its historical context, five-star status, and landmark proximity. Addressing weaknesses related to accessibility and capitalizing on opportunities like culinary innovation can help maintain its position as a premier luxury destination in Bucharest (Stylos, N. and Zwiegelaar, J., 2019).

SOAR Analysis 
	Strengths
	Opportunities

	The hotel has a reputation for intuitive service, culinary distinction, and notable grandeur, and has received many positive reviews from guests (Marriott, 2023).




	The hotel can leverage its location and amenities to attract more business travelers, especially those who are attending events or meetings at the Palace of Parliament or nearby venues. It can also appeal to more leisure travelers, especially those who are interested in exploring the historic and cultural aspects of Bucharest, by offering packages or discounts that include tickets or tours to nearby attractions. 

	Aspirations
	Results

	
The hotel aspires to be the leading luxury hotel in Bucharest and to provide a restorative setting and a holistic offering that is both distinctive and deeply enriching for its guests (Marriott Bonvoy 2023). The hotel also aspires to be a responsible and sustainable business, by reducing its environmental impact, supporting local communities, and promoting ethical practices (Bounatirou, M.,2020).






	The hotel measures its success by tracking key performance indicators, such as occupancy rate, revenue per available room, guest satisfaction, employee engagement, and social responsibility. The hotel also evaluates its progress by comparing its performance with its competitors, industry benchmarks, and best practices (Koestler, C., 2011).







Porter`s Five Forces Model 
	Threat of New Entrants: LOW - JW Marriott Bucharest Grand Hotel is an established hotel brand, making it difficult for new entrants to compete. The capital investment required for infrastructure and advertising is substantial. Additionally, stringent rules and regulations for international hotel businesses can deter new players. The pandemic’s impact on business travel may discourage new entrants, as many large businesses have shifted to remote work.


	Threat of Substitutes: HIGHT - The rise of home-sharing platforms like Airbnb poses a significant threat to luxury hotels. Innovative concepts (e.g., bubble rooms, and treehouses) provide unique experiences that compete with traditional luxury hotels. However, JW Marriott’s Bucharest Grand Hotel's strong brand value still attracts loyal customers seeking standard and quality service (McCartney, G. and McCartney, A., 2020).

	Bargaining Power of Customers: MODERATE -  JW Marriott’s Bucharest Grand Hotel customers (both leisure and business travelers) have some bargaining power due to the availability of alternative accommodations. Customer preferences and demands can influence pricing and service quality.
	Bargaining Power of Suppliers: LOW -  JW Marriott’s Bucharest Grand Hotel suppliers (e.g., food, linens, amenities) may have moderate bargaining power. The hotel industry relies on consistent and high-quality supplies, but Marriott’s scale and reputation give it negotiating leverage.

	


	Competitive Rivalry:  MODERATE - JW Marriott Bucharest Grand Hotel faces competition from other luxury hotels and resorts. The rivalry intensifies as hotels vie for market share, guest loyalty, and differentiation. JW Marriott’s Bucharest Grand Hotel's unique offerings, service quality, and brand reputation contribute to its competitive edge (Porter, M., 2008). 



In summary, JW Marriott Bucharest Grand Hotel operates in a competitive landscape, balancing customer demands, supplier relationships, and the evolving hospitality industry. Its established brand and commitment to quality position it well despite challenges from substitutes and changing travel trends (Heubel, M., 2023). 

Positive aspects of analysis 

Multiple positive aspects are meaningful based on the above analysis and help to identify things about JW Marriott Bucharest Grand Hotel, which will assist businesses in overcoming issues and unfavorable situations during operations (Mehrez, 2019).
Positive aspects of an organisation :
1. JW Marriott Bucharest Grand Hotel is well-known in the market, especially among loyal customers. The most appealing feature of the Hotel is the exceptional five-star services and quality they offer. These factors enhance customer loyalty to the company, causing them to refrain from changing their purchasing preferences (Kim and Pomirleanu, 2021).
2. Global existence: The JW Marriott Bucharest Grand Hotel is renowned in the field of global tourism and operates as a multinational chain. The hotel aims to establish a consistent brand identity through its worldwide presence, ensuring increased profitability and reduced risk of financial losses. Because it operates globally, the government and other stakeholders are in favor of JW Marriott Bucharest Grand Hotel as it helps mitigate their concerns about endemic issues as much as possible. As a result, it assists in identifying the customers' perception of the brand's potential and becomes their top choice for utilising resort and accommodation services. 
3.  JW Marriott Bucharest Grand Hotel is implementing technological upgrades by offering various amenities and support on its websites and using social media platforms to advertise the hotel (Peters and Kallmuenzer, 2018). It updates the product and events according to what customers want by allowing them to give feedback through social media, which allows them to stay up to date with the latest trends.
4. Diversified services: JW Marriott Bucharest Grand Hotel has expanded its range of offerings and has branched out into various categories and services, thereby offering a wide selection and multiple options for its customers (Penela, Morais, and Gregory, 2019). It is spread out across a variety of activities and supports a range of tourism events. As a result, aim to have a beneficial influence on their development and enlargement. 


Negative aspects of the analysis 

1. Insufficient safeguarding of data: as the digital industry expands, the lack of adequate data protection measures is increasingly causing obstacles within organisations. The JW Marriott Bucharest Grand Hotel has a wide customer base worldwide and possesses their contact information and other payment-related data. All the data has been hacked due to inadequate software and weak password protection. The JW Marriott Bucharest Grand Hotel is experiencing problems with its software configuration, which is affecting the satisfaction of its customers (Koestler, 2011). The government is also offering instructions on the General Data Protection Act to safeguard consumer rights, and if these rights are eliminated, it will result in severe consequences for JW Marriott Bucharest Grand Hotel.
2. Inadequate positioning has a significant influence on customer purchasing behavior. This demonstrates the brand's presence in the market and highlights their areas of expertise. The JW Marriott Bucharest Grand Hotel is well-known for appealing to older individuals through the use of traditional methods when it comes to service and lodging (Ozturk, 2016). This resulted in discontentment among the younger population and adversely impacted their involvement, which is vital for their future development. Since the youth represents the upcoming generation, JW Marriott Bucharest Grand Hotel needs to prioritise them and offer contemporary amenities (Jung, H. and Yoon, H., 2018).
3. Enforcing stringent regulations: it is a proven fact that implementing strict rules and guidelines will lead to achieving goals more quickly and eliminating errors. However, being excessively strict can be harmful, including JW Marriott Bucharest Grand Hotel's approach towards their employees and code of conduct. The employees experience discouragement due to making a single mistake, which leads to the fear of getting fired. This can negatively impact JW Marriott Bucharest Grand Hotel's potential for future expansion (Koseoglu, Law, and Dogan, 2018). 
The JW Marriott Bucharest Grand Hotel is primarily affected adversely by the escalating competition. Hotel brands such as Intercontinental, Hilton, and Radisson Blu are offering strong competition in terms of hotel rates, dining options, and accommodations that are appreciated by numerous tourists. JW Marriott Bucharest Grand Hotel faced difficulty in devising innovative and contemporary tactics to offer exceptional services that could not be replicated by any rival (Motta and Sharma, 2020). To succeed, it is crucial to conduct regular research on competitors' actions and develop a counter-strategy that can reduce their market dominance.
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Issues identified by the hotel 
Numerous issues arise within organisations, resulting in challenges in running their operations. Businesses need to acknowledge these challenges and devise strategies to deal with them when they occur. The JW Marriott Bucharest Grand Hotel is facing the following difficulties in its daily activities :
Adjustments in marketing directions: Businesses need to adjust their strategies in response to changing marketing trends to maintain competitiveness (Rosa and Hastings, 2018). Businesses face challenges due to changes in marketing strategies and advertising techniques. Businesses are still using traditional marketing approaches that are no longer effective in today's industry. To achieve success, organisations need to embrace contemporary marketing strategies like digital marketing and social media marketing. Monitoring your long-term position is essential to develop a solid short-term plan. It is not possible to accurately predict the exact future of marketing, but experts in the field can provide valuable insights and predictions on several potential opportunities in the coming years.
The rise in employee turnover: can potentially hurt the company. Organisations exert an overwhelming level of influence on their employees, leading to considerable stress and strain on them. It also negatively affects the performance, production, and operations of their employees (Metaxas, Chatzoglou, and Koulouriotis, 2019). The organisation's strict code of conduct is causing employees to feel demoralised and discontented. This leads to their departure from the company, increasing employee turnover. This situation is unfavorable for any company because it increases their expenses as they are compelled to hire additional employees to effectively operate in the market.
Challenges with managing software and technology: Companies employ a range of software and technologies to improve the efficiency and effectiveness of their operations. The booking orders at JW Marriott Bucharest Grand Hotel are handled using different tools and technology. Customers have the option to book rooms using the websites and applications provided by the company. Nevertheless, there are difficulties in effectively overseeing their websites and hotels due to their failure to provide precise details to customers concerning room bookings and expenses (Mejia, 2019).
Customer complaint management is a crucial task for organisations as they have a responsibility to enhance customer satisfaction and enhance the overall service encounter. The organisation has the responsibility to tackle client issues and provide answers to their questions. The JW Marriott Bucharest Grand Hotel is facing difficulties managing consumer grievances due to its prolonged waiting time for addressing complaints. They are failing to address customer complaints on their social media accounts as well. To ensure their long-term survival and continued presence, businesses are required to effectively handle customer complaints and address their feedback (Maurer, R., 2018).
Variation in customer confidence:  The hotel industry faces operational challenges due to evolving customer expectations. In the modern era, consumers are seeking entertainment systems, complimentary WiFi, and a comfortable experience during their stay. These changing demands compel businesses to enhance customer experiences as a requirement for success in the marketplace. Due to the global pandemic, there is now a heightened focus on guaranteeing the well-being and security of employees in the workplace. Customers expect a secure and hygienic environment, resulting in the establishment of trust between the company and its clientele. The increased cost of doing business creates difficulties for the JW Marriott Bucharest Grand Hotel (Chibili, M.N., 2019).

Solutions
Throughout the progression of a business's operations in the market, some obstacles emerge. Recognising these issues and challenges within a company helps in developing different strategies and measures to tackle them. JW Marriott Bucharest Grand Hotel. provides a range of services to their customers, which consist of the following: 
Staff training and progress:  JW Marriott Bucharest Grand Hotel should provide high-quality training to its employees to help them overcome various challenges in the business. Some of the problems that need to be addressed are increased employee turnover, creating a friendly environment, and meeting health and safety requirements (Su, and Chen, 2020). This training and development program enhances employee efficiency and productivity, while also fostering higher employee engagement. Due to the global pandemic, people's understanding and concern regarding health and safety measures has grown. In this particular scenario, the company has the opportunity to provide its staff with training in sanitisation, cleanliness, and other measures that will meet the expectations of customers. The organisation helps employees understand and embrace strictness positively through this training, enabling them to improve their productivity (Raimi, L., 2017).
Acceptance of digital marketing: The acceptance of digital marketing is becoming necessary due to the evolving marketing trends that are no longer suitable for traditional marketing methods (Sutrisno and Jazilah, 2019). JW Marriott Bucharest Grand Hotel can utilise online marketing strategies to promote and publicise their business. It additionally allows businesses to interact with their customers and handle their issues. To attract customers to their establishments, JW Marriott Bucharest Grand Hotel should employ digital advertising strategies. Organisations have the option to employ various digital marketing techniques such as social media marketing and email marketing. However, social media stands out as an exceptionally successful method due to its extensive user base and the minimal effort required (Adams, R., & Tovey, W., 2012).
Attractive customer service: The market is getting more competitive, creating challenges for businesses. Businesses can employ different approaches to customer service to deal with these concerns and stand out from other competitors in the market. Customers can anticipate receiving a prompt reply to any issues or inquiries they might have (Lee, 2019). The utilisation of social media platforms for communication, provision of satisfactory health and safety procedures, availability of room service, and maintaining a hygienic atmosphere are all services that contribute to the satisfaction of customers. These services in turn enhance customer loyalty to the company. Rapidly addressing customer complaints not only improves the company's reputation among its customers but also gives it a competitive edge (Koseoglu, M.A., Law, R. and Dogan, I.C., 2018).
Impressive leadership: refers to the act of convincing and motivating others to attain the goals and objectives of a particular group. Leadership aids in enhancing the motivation of individuals and providing them with guidance for the progress and prosperity of the organisation, which ultimately boosts the dedication of consumers to put in their best efforts. Organisations need to embrace a fresh leadership approach that enables effective employee management and encourages their dedication to work efficiently. These leadership approaches help JW Marriott Bucharest Grand Hotel achieve its company's objectives and cater to the needs of its employees. Leaders in the business field ought to offer their employees the option to freely express their viewpoints within the workplace since it promotes the creation of innovative solutions (Uğurlu, K., 2020).

Findings and results 
The hospitality sector includes various services such as catering, lodging, amusement parks, travel, and event management. The company needs to locate different possibilities. This study aimed to identify the strategies employed by the hotel industry to ensure its survival and capitalise on opportunities. Here are a few of the items that were talked about and assessed during the discussion:
1. Based on the investigation's results, the company is experiencing various problems concerning market trends, employee retention, software and technology administration, and handling customer complaints. As market dynamics change, organisations must confront numerous obstacles in their quest to enhance productivity and maintain a competitive advantage(Cho, S.,2018). One such challenge is the negative impact of employee turnover on the organisation's overall productivity and performance. Companies are using different technologies to enhance their productivity, but this has caused problems with software management and the availability of suitable data (Koestler, C., 2011).
2. The company's success is greatly influenced by both internal and external factors, and the company must acknowledge and understand these influences. To assess their results, the company employs a TOWS and SOAR analysis to discover the external and internal factors that impact the company's operations. This report discusses the effects, both positive and negative, of each element to gain opportunities and solve problems (Hawkins, P., & Smith, Nick. 2013).
3. Additionally, it has been found that the organisation obtains financial aid from the government to enhance its effectiveness and make a positive impact on the economy of the country. The company is making a financial commitment to enhance its technology and introduce new ideas, aiming to provide a range of benefits and services to existing customers and capture the attention of potential customers. It offers the company various opportunities to increase its popularity and gain advantages over competitors (Saltor Clavero, M. and Kukushkina, D., 2019).
4. The company implements various measures to overcome challenges and find satisfactory resolutions to address their concerns. The company offers impactful training and development programs to its staff to decrease employee attrition, cultivate a more adaptable work environment, and meet the health and safety demands of both customers and employees. Therefore, by offering training and development opportunities, the company can enhance the skills and efficiency of its employees, enabling them to deliver better outcomes and contribute to the success of the organisation (Quinn, K. and Buzzetto-Hollywood, N., 2019).
5. To overcome these challenges, the company is employing digital marketing as a means to connect with their customers, resolve their issues, and enhance their overall efficiency. JW Marriott Bucharest Grand Hotel utilises various digital marketing strategies, such as social media marketing and email marketing, to enhance its success and provide customers with important and up-to-date information. Based on the information mentioned above, the company is using advanced technologies and strategies to achieve greater success and meet its goals and objectives more quickly. This strategy helps the company to overcome challenges and enhance its effectiveness (Jones, P. and Comfort, D., 2019).
6. This report additionally discusses the various effects of climate change on operations, as well as the different laws and regulations established by the organisation. The organisation must adhere to these regulations to achieve success. Based on the previous analysis, it has been determined that JW Marriott Bucharest Grand Hotel adheres to all the rules and regulations established by the government. This allows the organisation to capitalise on opportunities and mitigate potential threats, ultimately leading to success and effectiveness (Yao, S., Wang, X., Yu, H. and Guchait, P., 2019).


Recommendation 
Five Star Horeca Consulting advised JW Marriott Bucharest Grand Hotel to enhance its efficiency and address the difficulties it is facing. Also is advised to implement an efficient strategy for effectively managing events to achieve repeated success in the marketplace.
Five Star Horeca Consulting also recommends utilising new technologies and implementing innovative approaches to enhance the customer's experience and ensure the efficient provision of services ( McNeill, and Nienaber, 2020). JW Marriott Bucharest Grand Hotel is advised to comply with all government rules and regulations as it will facilitate the enhancement of their customers' understanding.
It is recommended that the business implement successful strategies to address the challenges they are facing and enhance their productivity. Additionally, it is proposed that the company utilise digital marketing techniques to create recognition for their organisation and engage with their customers to resolve their concerns (Poretti, C. and Blal, I., 2020).
JW Marriott Bucharest Grand Hotel should prioritise delivering exceptional customer service due to the heightened competition in the market. The organisation must address these challenges by offering efficient customer service, which will make customers feel appreciated and compelled to choose the organisation  (McGinley, Wei, and Gao, 2019).
There is also a recommendation from Five Star Horeca Consulting for JW Marriott Bucharest Grand Hotel to develop a strong position in the market to fully utilise the advantages of large-scale operations and provide excellent service to their customers.
JW Marriott Bucharest Grand Hotel is facing multiple obstacles due to the pandemic. The company must prioritise the creation of a strategy to effectively address climate change and the various issues arising from the outbreak. This organisation is exploring potential future options to gain a competitive edge and accomplish higher levels of success ( McGinley, S.P., Wei, W. and Gao, L., 2019). JW Marriott Bucharest Grand Hotel also utilises various legal tactics to enhance its achievements and effectiveness in the overall market. The Five Star Horeca Consulting further elaborates on the obstacles that arise within the industry and how businesses detect and resolve these challenges to take advantage of potential opportunities (Kloutsiniotis, P.V. and Mihail, D.M., 2020).


[bookmark: _Toc159792267]Action Plan  

	Number 
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion date
	Planned budget

	1
	Difficulties encountered when handling software and technologies.

	Traditional marketing is not suitable for the changes in current marketing trends ( Meja, and Torres, 2018)
	Various methods of marketing, such as social media marketing, email marketing, and other digital marketing techniques, are accessible to businesses. Among these options, social media stands out as a highly effective and economical approach, particularly due to the large number of users on social media platforms
	3 months
	30/04/2024
	£30 000

	2
	Modifications in the trust of the guests 

	Problems arise in the hospitality industry due to shifts in customer expectations. Customers today have high expectations and are seeking entertainment options, free access to Wi-Fi, and a memorable experience.
The surroundings or conditions that surround living organisms and impact their existence.
	The competitiveness of the market is growing due to the challenges that organizations are facing (Mehrez, 2019). To overcome these difficulties and stand out from other businesses in the market, organizations can implement different customer service strategies.
	3 months
	30/04/2024
	£30 000

	3
	The rate of employees leaving their jobs is on the rise.

	The potential consequences for the company could be detrimental. The organisation imposes excessive rules on its employees, causing them to feel pressured. It also impacts the effectiveness, productivity, and functioning of its employees (Zhang, J. and Huang, R., 2019).
	The competition in the market is growing, leading to difficulties for companies. To tackle these inquiries and set their service apart from competitors, organisations can utilise various strategies in their customer service approach. Customers can expect a prompt response to any concerns or problems they may have.

	3 months 
	30/04/2024 
	£20 000

	4
	Issues with overseeing and controlling software and technology

	Companies utilise various software and technology tools to enhance their daily activities and processes.

	Efficient management refers to the act of influencing individuals to achieve the objectives and ambitions of a collective. Effective leadership is essential for the growth and prosperity of any organisation as it encourages customers to put in extra effort and guides the firm towards progress and triumph.

	6 months 
	30/06/2024
	£30 000






















[bookmark: _Toc159792268]Conclusions 

Based on the previously cited research, the hospitality industry is a relatively new field that encompasses providing civic services to customers. Consequently, the hospitality industry must recognise the difficulties that the organisation is facing to enhance its efficiency and importance. The Five Star Horeca Consulting examines the factors, both external and internal, that impact the success of the organisation. The report reveals that the government is assisting the hotel industry to uplift the country's economy and cater to the organisation's benefits. The pandemic is causing the organisation to face multiple difficulties. JW Marriott Bucharest Grand Hotel must create a strategy to tackle climate change and the difficulties related to the outbreak (Lashley, C., 2018). This organisation is exploring future possibilities to gain an edge in the market and accomplish bigger achievements. Five Star Horeca Consulting also utilises several legal methods to enhance its accomplishments and improve its effectiveness in the overall market (Kim, E.J. and Pomirleanu, N., 2021).
This report also details the difficulties that emerge in the industry and business sector when attempting to recognise and address obstacles to make the most of opportunities. In addition, Five Star Horeca Consulting is provided with guidance on addressing the challenges and problems they face, as well as enhancing their productivity and effectiveness to gain increased prospects and achievements. This report explores the challenges and initiatives that the organisation is undertaking to enhance its success in the marketplace and improve its revenue. To gain popularity in the marketplace, it is crucial to boost productivity and efficiency and overcome obstacles (Bourke, J.G.,2020).
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