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1. Introduction
Bucharest, the capital of the Eastern European country, Romania, welcomes annually more than 1,3 million guests,  (Romanian National Institute of Statistics, 2023), and a significant number of visitors choose to stay in one of the 10 hotels rated with 5*. With the increased demand of customers for quality and innovation and with loyalty being difficult to maintain, it became imperative for luxury hotels to create “moments of truth“ for their guests. (Hayes, Ninemeier and Miller, 2020). But a WOW moment can be only created by a WOW person, and one of the biggest challenges in the hospitality industry today is to find and retain engaged personnel, happy to work with passion and to help the organization flourish. 

Considering these facts, the present report will examine the challenges that J.W. Marriott Hotel from Bucharest, Romania is currently facing, and how are these provocations impacting business performance, while also analysing potential improvements in the recruitment process and personnel retention in light of this exigent environment. The report will be handed over to the General Manager of J.W. Marriott Bucharest, showcasing answers and recommendations in regard to these challenges. 

The first chapter of the paper will look at the hotel overview, identifying the location, the type of accommodation and its customers and it will examine the main issues this hotel is facing nowadays. The second part of the report will dive deeper into the business analysis, generating a SWOT and a PESTLE examination, will look at other 5 stars hotels’ “best practice“ examples and will suggest some solutions for the explored problems. The last part of the report will focus on evaluation and conclusions, highlighting some key recommendations for the future success of the business. 
2. Marriott International
The Marriott brand was created in 1927 by J. Willard and his wife, Alice Sheets, with the first location opened in Washington. After almost one century of expansion, today it reached 31 brands and 8,500+ locations spread across 138 countries and territories, providing the most robust portfolio in the business. After acquiring, in 2016, Starwood Hotels & Resorts Worldwide, it became the #1 leader in hospitality worldwide. 
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Number of Marriott International hotel rooms worldwide from 2009 to 2022  (Statista, 2023)
3. J.W. Marriott Bucharest - Hotel Overview

J.W. Marriott Hotel Bucharest, Romania, part of the international Marriott chain, is the only five-star business hotel in the neighborhood and is adjacent to the Grand Palace of Parliament and People's Salvation Cathedral. It is situated in a region of historical and institutional relevance, being a top luxury location for travelers on business, vacations, and with families. Henri Coandă International Airport is only 30 minutes away by car, and according to the hotel website, Old Town can be reached on foot from the property. It has 402 Deluxe rooms, 6 restaurants, a conference center, a wellness center, a health club, a commercial gallery, and a Grand Casino. Although the location is a great one, there is still a considerable distance to the nearest respectable shopping center, as well as to the vivid Old Town, while Radisson Blue and Marmoroch hotels, both 5* deluxe establishments, are located in the heart of the pedestrian old city.  (Radisson Blu, 2023)
3.1. SWOT Analysis
SWOT analysis is a tool used by businesses to determine the company's Strengths, Weaknesses, Opportunities, and Threats. It's an organisational structure for aligning the objectives, plans, and resources of an organisation with the context in which it functions.  (CIPD, 2017)
J.W. Marriott Hotel Bucharest SWOT Analysis
	Strengths:

· Worldwide presence
· Outstanding reputation

· Good location, close to relevant national institutions;
· Loyal guests
· Rigorous procedures
· Marriott Voyage Program  (Marriott, 2017)
· Social impact platform, Serve 360: Doing Good in Every Direction;

	Weaknesses:

· Rigorous code of conduct
· Family-oriented, while the trend leads to Single millenials

· Poor management
· Lack of staff
· Far from the Old Town;
· Cleaning-related difficulties;
· Late response to the guests’ diverse demands;


	Opportunities:

· Changes in demographics, with the possibility of positioning as fresh and trendy business
· Brexit – many Romanian people returned home after Brexit
· Diverse offer – millenials, gen Z
· National Cathedral as a new major touristic attraction in the area;

	Threats:

· New 5 stars hotel will be built in its proximity
· Pandemics
· Inflation

· Rise of populism

· Airbnb (Deluxe options)
· Young professionals and workers leave the country;



3.2. PESTLE Analysis
This type of analysis gives human resource professionals information on external factors influencing their company. Being a flexible tool, J.W. Marriott Bucharest may utilise the analysis in a multitude of scenarios, including when creating workforce planning.  
J.W. Marriott Hotel Bucharest PESTLE Analysis
	Politics:

· Unstable government;

· Increasing taxes imposed by a left wing of Romanian politics;
· Policies discouriging young Romanian people to remain in the country;

	Economics:

· Inflation;
· Increasing prices for consumables;
· Lower disposable income;

· High social benefits from the government;

· Increasing taxes imposed by a left wing of Romanian politics;

· Increasing of minimum salary;

· Covid
· 

	Social:

· Social trends: less international travels;

· Increased demand for vegan/ organic products;
· The workers’ demand for flexible working hours;

· Covid impact, with people being still caution about traveling; 
· Changes in demographics;
· Brexit – many Romanian people returned home after Brexit;
· National Cathedral as a new major touristic attraction in the area
	Technology:

· Chat bots replacing some human workforce;
· Artificial intelligence allowing translation;
· Self check-in and check-out;
· Increased attacks of hackers and potential data breaches

· Supply chain intelligence;

· New ways of communicating with customers;



	Legal:

· Taxation;

· Wages;
· Employee’s status;
· GDPR complying;
	Environment:

· The demand for decreasing the carbon print, requiring a close monitor of the aquisition of products and services;
· Customers’ demand for fair traded products;
· Climate migrants around the world;


4. Identified challenges and solutions
Following a deep examination of the internal and external factors that may impact J.W. Marriott hotel in Bucharest, this report found 4 main challenges which will be looked at in the present chapter. 
4.1. Recruiting and engaging employees
Finding and retaining competent workers has always been one of the industry's major problems. Since the hospitality industry is one that fosters memories, interactions, and feelings, its employees play a critical role in creating these types of unique experiences. Thus “managers in the hospitality industry encounter more challenges in the management of people than in many other work environments“. (Mullins, 2019, p. 396). As such, the most important component is the personnel, the employees being considered by some companies as “ladies and gentlemen serving ladies and gentlemen“  (Ritz-Carlton, fără an) they should be inspired to create magic moments, because “The Hospitality Industry transforms essentials […] into an experience that is […] memorable and even magical“ (Solomon, 2016).
It is well known that “talented people have the power to turn ordinary companies into industry leaders“  (Sowjanya & Navaneetha, 2022). Thus, Marriott Hotel must have competent staff on all levels and that is why it treats its employees as “associates“. However, with the increased exod of Romanian young people to Western European countries, it became difficult to attract talent. (Romanian state secretary for Diaspora, Gheorghe Cârciu, cited by Romanian-Insider magazine, declared, in 2022, that “At least 8 million Romanians live outside the country's borders“, while the Romanian population is 21 million).  (Insider, 2022). In this context, Marriott Bucharest can attract potential employees while they are still in school, before they decide to emigrate, with placement programs and increased brand awareness among young people. It can also advertise in Romanian communities that live abroad, especially in UK, Spain and Italy, in order to attract people to return home, with fair working benefits. However, despite of projecting themselves as having a very transparent recruitment process (Marriott Careers, 2023), Marriott Bucharest’s family of employees is a closed community, hired more by family connections and friends’ recommendation rather than based on competitivity. Moreover, the Z generation is not very much encouraged to work in the hotel.  
4.2. Increasing prices for consumables
Over the past few years, there has been a sharp increase in prices for supplies, food, and other items used on a regular basis. While it has had an impact on many businesses, it accounts for a sizable share of the problems and difficulties the hospitality sector faces. Maintaining a continual eye on the inventory, managing stock, and minimising waste would be an obvious solution to this. Considering implementing practical cost-cutting measures at the property to assist the team in managing the escalating costs (Rossini & Zanghieri, 2008) and sourcing locally would also be part of the solution. However, being an international brand, Marriott Bucharest must adhere to the centralised acquisition system, which is still based on a global purchase. 
4.3. Cleaning-related difficulties
 
Cleanliness is a basic expectation of every visitor. Most hotel visitors would choose a clean room over free facilities. With long shifts and increased working hours, it became difficult for Marriott Hotel to keep the staff engaged and attentive to cleanliness and high-standard details. The solution for this challenge would be shorter working hours, (Wheatley, 2011) increased bonuses based on positive reviews  (Hulett, 2001) and more innovative cleaning procedures, with increased attention to the common spaces. At the same time, to address the lack of personnel in the Housekeeping Department, Marriott can follow the example of the Marmoroch 5 stars Hotel, which had a successful hiring campaign in the countryside, succeeding to attract staff from some of the most remote Romanian villages. 
4.4. The diverse guests’ demands 
Another challenge of the hotel industry is the evolution of visitor expectations, with modern travelers wanting a lot more from lodging establishments, with millennials anticipating vacations that are more exclusive and genuine and baby boomers wanting technology to make their vacations more memorable, more educational, and more unique. Initiatives like Snapchat influencers, where 
"Snapisodes" are created in order to look like TV travel documentaries,  (Gibson, 2017) or M Live, a command post where social media experts monitor the company's online presence across a wide range of platforms, are meant to meet the young visitors’ expectations. However, with the average age of the personnel being 36, it is difficult to bring fresh blood to the team and generate ideas that fits to the younger generation. This issue can be addressed by improving the working force planning and including more people from Generation Z in the team (Evans, 2011). In the same time, the hotel should hire people based on their skills and capabilities, and not only by following some family or friends connections and obligations. 
5. Conclusions and recommendations
Acknowledging the importance and the impact that the actual challenges are having on J.W. Marriott Bucharest’s business performance, this report emphasized the significance of taking concrete actions for addressing them. Starting with a brief hotel background and continuing with a deeper examination of the business, using tools like SWOT and PESTLE analysis, this paper found 4 major provocations that this hotel is facing: personnel issues, increasing consumables costs, housekeeping difficulties and the variety of guests’ expectations.  Following a critical analysis of these challenges and based on the findings, this paper suggests that in order to address problems related to personnel, Marriott Bucharest should organise placement arrangements in cooperation with high schools in Romania and raise brand exposure among the young generation. In addition, it can run ad campaigns in Romanian expat communities in order to encourage people to return and work in their native country. 
For the second identified problem, the hotel is recommended to manage inventory, reduce waste and keep a close check on the stocks, while in order to manage the rising expenditures, Marriott Bucharest should think about establishing realistic cost-cutting initiatives at the property. A valuable suggestion regarding this issue would be to use more local resources. The housekeeping problems may be solved if the hotel would pay more attention to the rewards policy, which should be more based on customers’ feedback, and if it would adopt more creative cleaning techniques. 
Recruiting staff from the most isolated towns in Romania, who are happy to get jobs and who are more willing to pay attention to details, improving the workforce strategy and recruiting more employees of Generation Z would successfully address the issue related to the customers’ demands for high-quality services and for innovation. 
In conclusion, this report recommends to the General Manager of J.W. Marriott Bucharest to be aware of the challenges that his hotel is facing and to address them based on the findings of this report, constantly considering the sensitive aspects of the HR provocations, in order to create a thriving, prosperous business. 
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