 
JW Marriott Bucharest Grand Hotel
Bucharest, Romania.
TerraTactics Consultancy - Operations and Quality Management department


[image: ]


Delivery Date: 08 November 2024

Student name – Vasile Alexandru Vasile
Student number - 2207749

Table of Contents
Executive Summary	3
Introduction	6
Analysis	8
Recommendations and Change Management	16
Action Plan	23
Conclusion	27
References	29
Appendix: Investment projects towards hotel industry in Romania	37



[bookmark: _Toc180863059]Executive Summary 
The problem or issue at stake:  The report has focused on the JW Marriott Bucharest Grand Hotel, which is a well-known five-star hotel in Romania. However, it experiences substantial service-delivery problems that harm its customers’ experience. Service delivery is one of the most violated aspects where guests experience a lot of disappointment due to delay in delivering services. Most of these patrons have expressed their dissatisfaction with these long delays resulting from the lack of adequate training of the hotel staff and their inability to cooperate in the processes. In many cases, the employees seem unaware of basic service time frames, which agrees with the poor guest experience. Moreover, the problem is compounded by the limited number of dishes because guests take a long time waiting for their orders to be served. These service delays when coupled with poor performance by the staff dilute the quality of service and the reputation and loyalty of the hotel’s customers. Therefore these challenges are detrimental to the business profitability and growth capacity of JW Marriott within the competitive industry. These challenges are important to be solved in order to improve the customers’ satisfaction and to maintain the hotel’s role as one of the strongest players in the Romanian market.      
Findings: It has been found that JW Marriott Bucharest Grand Hotel has been dealing with the issue of customer dissatisfaction due to the late services that took place due to poor staff performance. It can be said that although Marriott has earned 8,785 properties worldwide in 2023 it does face problems with respect to customer satisfaction rate. It has been found that customers have showcased poor reviews on the online platform which has affected the brand reputation of the JW Marriott Bucharest Grand Hotel. It can be said that poor staff training and ineffective communication practice are the major cause behind the issue. It is important for the business organisation to take tactical measures to gain competitive advantage. It must be noted that the political stability rate of Romania is 0.49 points in political stability in 2022. On the other hand, the economy of Romania grew by 2.1% in 2023.  It can also be said that the legal aspect is mainly followed in Romania where law number 296/2004 is followed in context to the Consumption Code.  Based on the SWOT analysis it is found that the hotel brand has a good reputation. However, poor performance of the staff is an area of concern.  In addition it can gain the opportunity of financial support however it has a threat related to service quality.  A better brand identity can be helpful in the marketing campaign.  Moreover, establishment of service robots, self-check-in/check-out kiosks, and automated itinerary management systems might prove to be beneficial.
Analysis of the Findings: Considering the evaluation of analysis, it has been found that JW Marriott Bucharest Grand Hotel faced the issue of customer dissatisfaction due to poor staff performance. This problem impacted the company’s brand image. From the customer review, it has been found that visitors have commented about cleaning service in rooms. It impacted Marriott Bucharest’s brand image and led to customer dissatisfaction. In this context, it can be commented that the firm needs effective staff training so that customers feel satisfied with the company service. From the PESTLE analysis, it has been found that Romania is a politically stable country and “European Union since 2007” membership positively influenced business in this country. Hence, political factors have a positive influence on Marriott Bucharest. Economic growth is also a positive incident for business growth in this country. The social aspect reveals that Romanian travellers prefer unique hotel experience and it has a positive impact on Marriott Bucharest. Technological development in Romania helps to improve customer engagement for Marriott Bucharest. Apart from this, it has also been seen that maintenance of customer protection law can positively influence the business of Marriott Bucharest. Finally, it has also been seen that environmental factors such as climatic change and high temperature can negatively influence the business of Marriott Bucharest. Via SWOT analysis this has been found that staff's performance has declined in the company which has caused issues for the development of customer satisfaction. This can be found from the TOWS that the hotel can use government support and brand identity to influence the potential customers in the Bucharest branch of JW Marriott in Romania.  
Recommendation to the client: Recommendations for the client, Marriott focuses on developing the operational efficiency of staff capability, identifying the faults, and integrating advanced training mechanisms. Staff training has been designed with a daily training approach for staff with long-term nuances with a beneficial effect on employee effectiveness and ability to manage customers. Streamlining operations can help Marriott Bucharest to increase the power of detecting faults and automated CRM for better customer services. The recommendation can help the client benefit from a high customer base with loyalty. The customer feedback mechanism can be effective in reducing service delays and dissatisfaction in service operations. Integration of AI can help customers generate their concerns over the services of Marriott. Action planning can help the client in implementing the changes recommended by the consultancy firm. Automation in the internal operations and staff training to increase their potential can be the effective actions that need to be taken by Marriott Hotel Bucharest in terms of reducing the issues of service delays and customer dissatisfaction.       
Conclusion: The conclusion entails the scopes for Marriott Bucharest to develop their services as they are in a good position in the market which can lead a competitive edge in Romania.
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Introduction
Issues identified by the hotel
The branch of JW Marriott in Bucharest is considered as the main hotel in the market of Romania that serves a lot of customers and tourists who travel to the country for their vacations. However, there have been various issues with the hotel despite the basic brand image. Among the various issues the hotel is suffering the biggest issue of service delays to their customers. There have been various customers who have faced delays in their services which have rendered them dissatisfied with the hotel services (Tripadvisor, 2024a). The staff of the hotel have been found to be non-cooperating with customers and have no idea and knowledge regarding the late they are conducting. Staff performance has been the major issue that makes the services of the hotel dissatisfied for the customers. The managers of the hotel; have a limited menu for their customers for which they have to wait in longer queues to receive their meals. The employees and staff of the hotel are not well trained to behave with the visitors and tourists. They have no idea about the delay in their services and a small Italian menu of their breakfast (Tripadvisor, 2024b). Thus, it can be said that the issue of service delay and poor performance of the hotel staff that resulted in customer dissatisfaction which in turn is responsible for loss in the customer base and profitability of the hotel.
Brief background of JW Marriott Hotel Bucharest
JW Marriot is one of the leading hotels and hospitality organisations across the UK and different parts of the world. The branch of JW Marriott in Bucharest is the only five-star accommodation in the market in Romania (Marriott, 2024a). In the historical setting the organisation, people can get a satisfactory experience while staying in the hotel. The hotel started its business from the year 1980. Rooms like deluxe, grand superior, executive, and grand executive are available in the market. The hotel has approximately 402 rooms. The amenities availability is also available in the market which can fulfil the needs of the customers on different occasions (Tomczyk et al. 2022). The majority of the room sizes of the hotel are approximately 35-150 square metre. The availability of suites and executive lounge make the satisfactory experience of the customers much increase during their stay in the hotel. On the other hand, the contemporary decor also attracts the attention of the customers and shows the cathedral approach with traditional Romanian motives. 
Brief background of consultancy firm
The analysis study has been done by TerraTactics consultancy firm. The major role of the organisation is to analyse the issues faced by JW Marriot Bucharest Grand Hotel along with the possible strategies. It can effectively help them to mitigate the issues and change their management aspects for different initiatives (Owen, 2020). With the help of a detailed analysis of the current issues and mitigating strategies, the organisation will be able to make effective changes in its business approach and increase customer satisfaction (Rane et al., 2023). The major issues in the brand which they are facing are service delays and customer satisfaction due to poor performance. The issue can reduce the overall opportunity for growth for the hotel in their hotel chain across the market and the world (Khan et al., 2020). 
Framework and theories
The study uses frameworks such as PESTLE, SWOT and TOWS to analyse the external and internal environment and their effects on the operations of the company. With the use of the PESTLE framework which is the process of analysing the external factors that are responsible for affecting the company operations the external market factors which are affecting the business operations of the hotel can be identified (Buye, 2021). The factors associated with the external factors of the market of the operation of the hotel can be identified with the help of the PESTLE framework. The SWOT analysis of the hotel is done for the sake of identifying the internal business factors (Granulo and Tanović, 2020). The internal factors that are responsible for the issue and the development of certain loopholes that have resulted in the issue of weak employee knowledge and training can be identified with the help of SWOT analysis. After the SWOT analysis is done successfully a TOWS framework needs to be included to analyse the possible future directions of the hotel (Fitriani, 2022). The framework can enable the consultancy firm to create solutions to the issues and problems of the hotel.
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Issues identified by the hotel
The issue is giving late service to the customers resulting in customer dissatisfaction due to poor staff performance. It has been found that negative reviews have been received by the JW Marriott Bucharest Grand Hotel. It has impacted the brand image of the hotel brand. It has been found that the staff did not cooperate properly with the customers (Tripadvisor, 2024). The performance of the staff is considered to be the major issue which has created disturbance and dissatisfied the customers in a specific way.  Many visitors have commented that the hotel rooms are not clean enough. Moreover, there have been issues with the occasional service and limited access to the pool (Tripadvisor, 2024). It can be said that the Global hotel change of Marriott has earned 8,785 properties worldwide in 2023 (Statista, 2024d). In this respect, it can be said that there is a need for more effective practice to gain more properties in the future. It must be noted that the issue which has been reflected has affected the brand value. Competitive advantage can be gained by skilfully building the brand image (Keller, 2023). The impact that has been seen is concerning lower customer satisfaction rate. It can be said that the growth of business enterprise is a fundamental aspect concerning a vibrant and healthy economy (O’Mahoney, 2021). The causes which can be considered are poor staff training and ineffective communication practice among the team members. The reason behind the issue is also the lack of solving the query of the customers properly. There can be causes such as feedback and reputation. Giving a negative review on the company's site or on different online platforms which affects the brand image of the stated hotel brand.  On the site of the Trip Advisor some negative comments have been showcased which affected the reputation of the company (Tripadvisor, 2024). It must be noted that the employees are not trained enough to make their interaction with the visitors properly. Embracing workplace flexibility is of a vital aspect (Ter Hoeven et al. 2023). Poor reputation might make the JW Marriott Bucharest Grand Hotel lose its potential customers. In this respect, it can be said that having an effective business practice is essential in this competitive marketplace.
PESTLE Analysis
	Factors 
	Analysis 
	Impact

	Political 
	Based on the latest value of political stability of Romania, it has been found that the country gained	0.49 points in political stability in 2022 (The Global Economy, 2024). Additionally, membership of “European Union since 2007” provides several benefits to Romania in EU markets and funding (European-union, 2024; Oehler-Șincai, 2023). The corruption index of Romania is 46 points which is an area of concern for the country that impacts public trust and business operations (Transparency, 2024; Statista, 2024a).     
	The PSI data indicates Romania as a politically stable country with less changes in government norms and can have a positive influence on Marriott Bucharest’s service delay and customer dissatisfaction problem. Additionally, corruption is an area of concern in Romania for Marriott Bucharest’s business operation.   

	Economic 
	Romania's economy grew by 2.1% in 2023 (Trading Economics, 2024). Additionally, the holiday and hotel accommodation industry in Romania valued €1.6bn in 2024 (IBIS World, 2024). This economic suitability is important for businesses. 
	The steady economic growth and market value of the Hotel industry highlights that economic factors can positively influence Marriott Bucharest’s business and can help to resolve service delay problems.

	Social 
	Romanian travellers mostly prefer experiencing unique and authentic aspects of hotels with local cultural preferences (Statista, 2023a). Digital booking trends are high in the Romania hotel industry which focuses on customer behaviour regarding the selection of hotels and preferred experiences. The Romanian customer’s disposable income has increased by US$0.43k in 2024 (Statista, 2023b).   
	It can be noticed that the social factors with the behaviour of customers can have a positive impact towards the Marriott Hotel Bucharest in terms of understanding customers’ interests. The social nuances in customer interests can help Marriott Bucharest Hotel to increase its staff performance and operational efficiency to reduce service delay issues. 

	Technological 
	Romanian investment in the hotel industry has been observed at 70 million Euros initiated by the project of Nordis Mamaia (Statista, 2024b). It helps explore the efficiency and growth in hotel sectors (see Appendix). JW Marriott Bucharest Grand Hotel has enhanced its lock system in hotel rooms by using mobile access and high-frequency radioactivity to maintain efficiency and security (Hotel Management, 2022). The technological innovation that has been used by this hotel in Bucharest focuses on leveraging technological advancements in Romania. 
	The technological factors are positive for JW Marriott Bucharest Grand Hotel as it can help increase customer engagement keeping an eye on secure hotel services.  

	Legal 
	The legal system of Romania is stable as it has a structured framework. It must be noted that the consumer protection law is given much importance. The law number 296/2004 is followed in terms of the Consumption Code (IGLG, 2024). The monthly wage is determined by the minimum employment terms and agreement (Skuad, 2024). It must be noted that consumer protection law is important to protect the rights of the customers of JW Marriott Bucharest Grand Hotel. In this respect, it can be said that by focusing on the customer’s rights and working rights there can be an immense visibility of the company.
	It might have a positive impact if there is proper maintenance of customer protection law and employability, it might enhance the loyalty rate of the brand.

	Environmental 
	The environmental factor which can be considered as an important aspect is climate change. It is found that Romania has become vulnerable where there is a high-temperature drought (ORG, 2021). It might have a negative impact as there can be less tourist visiting rate in the JW Marriott Bucharest Grand Hotel.
	It might have a negative impact on the business performance of Marriott Bucharest Grand Hotel. Poor climate might lower the visitation rate which might result in poor revenue generation.



Table 1: PESTLE analysis
SWOT 
Strengths: As one of the luxury hotels JW Marriott has a good brand reputation in Bucharest, Romania which helps them to attract customers. The hotel can provide exceptional services through world-class amenities. In Bucharest JW Marriott is located at the heart of the city from where all sorts of transportation can be accessed easily and tourists can visit the nearest historical landmarks (JW Marriott Bucharest, 2024). Marriott uses its exceptional brand identity that helps them to focus on increasing brand identity through effective customer services for all its customers. 
Weaknesses:   One of the major weaknesses of JW Marriott Bucharest Grand Hotel is the poor performance of the staff. The guest complained that staff often ignored their complaints and had blunt answers to the query of the guest. Thus, the guest satisfaction on the service of the Bucharest branch lowered consequently (Tripadvisor, 2024a). The customers only provided two stars which may cause the issues for the company to lose their customers (Tripadvisor, 2024a). The staff was also found to be busy all the time which lowered their capability in performing their role of serving and supporting the customers.  Hence, the issues causing the company to lead to another weakness which is managing the quality of the service for gaining the customer positive remarks.  
Opportunities: Romania offers a wide range of financial and infrastructural support to the hospitality sector to flourish its business activities. The revenue from the hospitality sector in Romania is about USD 2 billion and it has increased about 15% from the previous year (Statista, 2024c). Bucharest is situated at the centre of the country which offers easy access to historical landmarks, wider options for entertainment and easy communication with other areas.  The hotel ensures they provide services with well-trained services with world-class amenities. 
Threats:  As per the view of Handanib et al. (2022), customer satisfaction depends on the service quality in the hospitality sector. The service quality also depends on the staff that are appointed to support the customers. Hence while the staff were unable to meet the expectations of the customers of the JW Marriott Bucharest Grand Hotel then they became utterly dissatisfied.  On the other hand, this can be found in Romania when a bureaucratic barrier was presented in the Romania that affected their skilled labourers' share issues.  Almost 300 thousand workers from the foreign land are yet to be addressed by Romania (Schengen, 2024). Thus, JW Marriott Bucharest Grand Hotel can face the skilled labour shortage issues of those who are skilled enough to manage services.  Thus, this has contributed to the issues of the lower performance quality of the layouts in managing their customers which ultimately led to dissatisfaction.  

TOWS 
	
	Threats
· Volatile nature of customer satisfaction in the hospitality industry
· Bureaucratic barriers in Romania
	Opportunities
· Infrastructural and financial support for sector
· Accessibility to various historical landmarks and key tourist attractions

	Strengths
· Brand reputation and brand identity.
· World-class amenities
	ST strategy:
1. JW Marriott Bucharest should use its brand identity to design attractive marketing campaigns, to attract more footfall at the facility. Brand identity can help organisations in their marketing efforts as more customers are likely to resonate with a brand if it has a positive brand reputation (Bakri et al., 2020). 
2. Furthermore, the hotel should ascertain regular maintenance and audit of its world-class amenities to ensure due customer satisfaction. 
3. Finally, the hotel should use its brand reputation to undertake strategic consultations with national officials to overcome bureaucratic hurdles. 
	SO strategy:
1. JW Marriott Bucharest should arrange for specialised tours for its guests so that they can explore key historical attractions. To attract more customers for this service, the hotel could utilise its enviable brand reputation. 
2. Furthermore, the hotel should use the various infrastructural and financial support initiatives available in Romania to maintain its facilities, train its staff and further transform its services to ascertain adequate customer satisfaction, which will further accentuate its brand reputation. Customer satisfaction in the hospitality industry is largely positively correlated with the state of the facilities available at such establishments (Ali et al., 2021). 

	Weaknesses
· Inadequate staff performance
· Delayed service
	WT strategy:
1. The inadequacy of the hotel staff is a major concern for the establishment as it could significantly aggravate a negative customer stay experience at the hotel. Staff performance issues is a key problem for all hospitality establishments as it might lead to a negative customer review which is especially deleterious in the modern-day digitally-connected world (Liu et al., 2020). 
2. Additionally, bureaucratic delays in the country could hamper the progress of key developmental initiatives that the hotel may launch in order to restore customer satisfaction (Monteiro and Adler, 2022). Thus, the hotel should seek to implement such modifications in its key service infrastructure which are already pre-approved by the national regulatory bodies. This would help avoid major disruptions or delays in the hotel’s developmental process.
	WO strategy:
1. In order to overcome the weakness of service delays, the hotel could utilise the funding and infrastructural support available for the Romanian hospitality industry and opt for service automation. This could include establishing service robots, self-check-in/check-out kiosks, automated itinerary management systems and many more. Digital transformation of services is one important tactic used by hospitality organizations around the world to attain sufficient customer satisfaction and prompt resolution of their complaints (Srivastava et al., 2021). 



Table 2: TOWS analysis for JW Marriott Bucharest
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Issues the hotel is experiencing:
The hotel JW Marriott Bucharest Grand Hotel has faced some issues like poor service at times, hard beds, fewer meals options and rude contact with few employees. Some of the guests noted that the hotel had let them down with the service delivery, and others were charged for early check-in service or got occasionally unsavoury meal experience in the hotel’s Italian restaurant (Tripadvisor, 2024b). Still, the overall value and the majority of the hotel facilities has brought positive comments from the visitors. 
The causes:
JW Marriott Bucharest Grand Hotel faces service issues due to several key problems mainly focused on low staffing levels and guests waiting for long hours, very poor housekeeping and sanitation where rooms are not cleaned and maintained well (Tripadvisor, 2024b). Further, compelling guests to wear swim caps, room allocations and availability not properly managed and arranged, misrepresent some of their services as for instance the so-called limousine service, impacted rooms and questionable cleanliness including managerial disconnection with guests’ complaints, limited and very low. 
Scope: 
Skilled and well-behaved Staff are one of the major pillars of the hospitality industry. As per the view of Lagiewski and Perotti (2023), effective and skilled staff are able to work for the positive experience of the customers. Thus, the staff performance issues in JW Marriott Bucharest can affect the customer's negative experience during their stays.  On the other hand, this can be found from the study of Chung et al. (2021), the staff's performance in the hospitality industry related to the activities that provide customer services. Hence, the declination of staff efficiency also led to the issues of quality of service declinations in the JW Marriott Bucharest.
Scale and impact of the said issues:
The repetitive complaint about the staff of the JW Marriott Bucharest may lead to the issues of losing the potential customers. It has been found that in Romania almost 62.6% of the people daily used social media which shaped their thought process (Tuyadigital, 2024). The content that has been posted online impacts their decision before making a purchase of any service or product.  Thus the constant complaints about the JW Marriott Bucharest may drive away the customers who are supposed to stay in the hotel in the future. 
Recommendation 1: Staff training and development for employee engagement for service recovery
Justification
In order to address the issue of service delay and customer dissatisfaction with low-grade staff's performances, it is recommended to arrange staff training and development sessions. It is crucial to provide staff training sessions regularly that work to improve the skills of staff, their knowledge and attitude to handle customers with efficiency.
Implementation and change management process
In order to adjust to difficult circumstances, change management is the tool that enables the management of organisational changes made to the personnel and the property (Hotello, 2024). The application of arranging regular training and development helps the organisations to enjoy its long-term solutions which is the development of comprehensive services (Ozuem et al. 2021). In order to service the recovery of the organisation, developing a recovery strategy by addressing customers' complaints can be necessary. 
Review and measurements of the success rates 
It is necessary for employees to understand the value of staff and they need to focus on making effective communication that works for resolving organisational problems and removing staff queries (Arslan et al. 2022). As per the concept of expectancy-value, belief in giving better efforts leads to belief in better performances through performance rewards (Wigfield et al. 2020).  Thus, Employee key performance indicators can be used by the organisation for measuring their staff's performance of the hotel fayre offering their rewards for successfully impressing the customers.  .  
Potential benefits 
As per the opinion of Waqanimaravu and Arasanm (2020), training of staff plays a critical role in the hospitality industry as it updates the existing employees’ knowledge base, and changes their behavioural patterns to reflect better organisational performance. For example, Spirit to serve policy gives priority to stewardship for guests and commitment to the world as a whole through Marriott Serve360 taking into account the UN SDGs (Notified, 2024). The policy covers and encourages employee volunteerism, environmentalism, employee charity, employee social involvement, and others (Marriott, 2024b). Therefore, JW Marriott Bucharest Grand Hotel also implied this policy in their staff training process to improve their customer delivery process.  
Associated costs
The company can provide the third-party staff training to their employees in the exchange of RON 2,250 per year. RON 500 also will be the cost for arranging amenities for the training of the staff.  Trainers would cost almost RON700 while the rest of the cost will be allocated for the equipment and assessment of the staff after the training period.    
Recommendation 2: Customer feedback mechanism to recover the issue of service delay and customer dissatisfaction
Justification
Considering the issue faced by JW Marriott Bucharest Grand Hotel, it can be said that the company needs to implement a customer feedback mechanism. Establishing a robust feedback mechanism can allow the organisation to respond to customer needs proactively. Mazhar et al. (2022) mentioned that customer feedback mechanism is important for businesses because it allows them to understand customers, improve product and services, and build strong relationships with customers. Implementation of this recommendation can be suitable for Marriott Bucharest to address the problem of service delay and improve overall satisfaction of customers. Establishing a robust feedback mechanism will assist to create more positive experience for guests and lead to customer loyalty and profitability.      
Implementation and change management process
Burnes (2014) mentioned organisational change management is necessary for improving the service gaps. The change management process can include creating digital and physical feedback for guests to share their experience. Implementing a system for customers so that they can report their issue can help in the change management process. In this context, it can be said that holding regular meetings for discussing customer feedback and implementing necessary changes can assist in the change management process.    
Review and measurements of the success rates
Teaching the number and nature of feedback received over time can assist in measuring the success rate of the application of recommendation. Additionally, assessing the improvements in customer satisfaction metrics based on the feedback is also necessary for implementation of the recommended plan. 
Potential benefits
Implementation of a customer feedback mechanism can allow an organisation with potential benefits. It can enhance the ability of JW Marriott Bucharest Grand Hotel to address issues faced by customers quickly and improve services. In this aspect, it is also necessary to note that improving customer loyalty is necessary as guests see their feedback as a valued aspect and based on this, make repeat purchases.       
Associated costs
The minimal cost for creating as well as distributing feedback tools can be 40,000 RON. Additionally, potential software cost for real-time feedback system can be 90,000 RON. Hence, it can be said that for fulfilling the implementation of customer feedback mechanism, a specific amount of capital is required. An effective factor for an organisation is to value customer feedback and understand their pain points. The feedback mechanism can allow Marriott Bucharest to make improvements in its service delivery system as well as satisfy the needs of customers.    
Recommendation 3: Streamlining operations for reducing the service delays with bottleneck identification and leveraging technologies with automated customer relationship management tools
Justification
Streamlining operations can tackle the identification of faults regarding any operations with the process of bottleneck identification (Tellis et al. 2021). Streamlining operations by incorporating automated customer relationship management tools can increase the potentiality of the staff actions regarding services towards customers which can be justified for reducing the issues faced by Marriott Bucharest. 
Implementation and change management process
The implementation of the streaming operations of identifying faults and key issues can be designed with workflow modelling, simulation and optimisation techniques which are essential for reducing the reason behind service delays. Also, a change management process needs to be implemented in managing staff where integrating automated CRM can be designed through organisation data analytics software. Automation in the workplace can be designed with robotics that can support human efforts and increase efficiency (CIPD, 2020). Implementation and change management are needful for the technologies used for staff training and detecting faults that can help reduce service delays and identify the reason behind the activities. 
Review and measurements of the success rates
A detailed analysis of the implementation and planning can be integrated to measure the success of the streaming operation plan. Also, the value chain analysis can help understand the faults in operations and the success rate of automation planning in the workplace. KPI tracking and ROI analysis are the two important factors that help measure success factors for employee satisfaction and efficiency (Cruz Villazón et al. 2020). Continuous reviewing and tracking are necessary for this hotel to measure the issues they are facing in service delays and customer dissatisfaction.   
Potential benefits
The planning of streamlining the operations is effective in order to improve efficiency and enhance customer satisfaction, the potential benefit of this recommendation focuses on the enhanced customer engagement approach and identifying the issues creating the reason behind the service delays. The beneficial effect of the operational streamlining process and advanced mechanism with technologies can improve the value system and attract a large base of customers (Rudnitckaia et al. 2020). 
Associated costs
Data analysis software cost can be around 179,090 RON and streamlining operations cost can be around 89,545 RON. It can help in the success of the current initiative for Marriott Bucharest.
Recommendation 4: Implementation of Artificial Intelligence in customer support
Justification 
The recommendation of implementing AI in the process of customer support of the hotel can be the major implementation that can help the restaurant workers keep an eye on the support system of the customers of the hotel. Implementing artificial intelligence within the process of customer support can be justified as it can lower the cost of customer services (Reim et al. 2020). AI can be the major provision that can make the hotel owners and managers responsible for customer service get repetitive tasks done with the help of AI. This process can enable the customer service providers of the hotel to save time by innovating unique ideas and processes to provide better customer service (Anica-Popa et al. 2021). They can be able to analyse the feedback of customers to get into the issues deeply and give personal human assistance to the customers that can help the hotel to develop better customer service, trust and loyalty. 
Implementation and change management process 
The hotel has to be involved in the process of implementing AI within the customer service processes. The company have to focus on implementing AI in their customer service departments with the help of the recruitment of skilled professionals (Buhalis and Moldavska, 2022). People skilled and experts in AI and other related digital provisions have to be appointed who can make better use of AI in the process of customer service. The personnel have been focused on implementing AI-powered chatbots in the customer service portals that can collect exact information and address basic issues of the customers automatically. For the change management process, the company have to integrate training programmes related to the change that has to be implemented (Enholm et al. 2022). This can make the process better and smoother which can create the same value as intended and solve the issue faster.
Review and measurements of the success rates
In order to review the overall success rate of the brand and hotel organisation after implementing the strategy, the concerned authority can take serious measures. One of the major effects will be collecting customer feedback. Tracking the overall experience of the customer throughout their stay in the hotel can help the organisation to identify the current flaws and help them to improve those factors for future improvement (Mercan et al., 2021). Conducting the customer analysis can be significantly beneficial for the brand in that they can maintain a better relationship with their customer and improved their services according to the concept of personalisation and specialisation. 
Potential benefits
One of the major benefits after implementing Artificial Intelligence is that it can help to improve customer service and customer can get rapid response for their issues and challenges while staying in the hotel (Chen et al. 2022). This process can be significant for improve the quality of services and effectiveness of the experience of the customers while staying in the hotel in the market. 
Associated costs
The associated cost of the adaptation of AI is approximately 100,000 RON. The digitalisation can be significant for adapting the strategies and operational management software and more than 20,000 RON will be used for improving the service quality. 
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Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time
scale

	Completion
Date

	Planned
Budget 
(in RON)


	1
	Service Delay 
	In order to address the issue of delayed services the integration of automation technologies can be beneficial. Automation service helps answer simple questions without complexities and reduces the cost of the company (Wirtz et al. 2021). 
	The desired outcome of integration of automated technology helps to address issues of customers quickly and reduces wait time. It is desired that it will help to reduce the level of frustration of customers. 

	3 months 
	1/1/2025
	25,000
(Single
site)


	2
	Customer Dissatisfaction 
	By fostering technological integration and improving internal service will be helpful to support customer satisfaction. Improve staff performances can take serious and quick actions to overcome the issues of staff. From pricing to training there is a need to bring improvements in every aspect to give their customer satisfaction. 
	Giving staff training and development helps to address the desired outcome which is customer retention. The hotel of that specific location is dealing with customer retention issues, but it is necessary to provide them with quality services and offer customer service that helps in improving the overall performance of the hotel sector. 
	4 months 
	25/01/2025
	35,000
(Single
site)


	3. 
	Poor staff performance
	Staff training and development for improving performance standards. For this, the hotel could hire 3rd party training and development agencies or arrange for online training courses for its staff. 
	The hotel staff will be able to better address customer issues and pay due heed to their grievances. Staff training and development will help improve staff job satisfaction while giving them additional impetus to undertake challenging job roles and provide more dedicated services (Misra and Mohanty, 2021).  
	6-8 months
	26/04/2025
	15,000 (staggered use)



Table 3: Action Plan for JW Marriott Bucharest
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[bookmark: _GoBack]Based on the above analysis, it is found that JW Marriott Bucharest Grand Hotel in Romania is facing essential and important challenges that threaten their organisational profitability and reputation. Another challenge is that service delays and poor staff performance have led to widespread customer dissatisfaction and also undermined the reputation of the hotel as a prime destination in Romania. However, it has been observed from the analysis lack of staff training and their awareness of organisational business service deadlines contributed to a disappointing experience for guests. On the other hand, a limited menu creates problematic situations that lead to long waiting times. As customer expectations increase, Hotel JW Marriott Bucharest Grand Hotel in Romania must prioritise the development of their organisational staff and employees training that will improve service efficiency and diversify available food choices. However, based on the analysis it may be said that the challenges originate from staff performance and service delays of JW Marriott Bucharest Grand Hotel's is impacting customer satisfaction. PESTLE analysis has been used to guide the organisation in making strategic decisions on a range of challenges. Despite Romania's stable political and economic environment, weaknesses in employees training and their high customer expectations threaten the reputation of its business process. Addressing all types of challenges through developed training and operational expertise is critical to enhancing the guest experience and maintaining a competitive advantage. However, it can be sated that the SWOT analysis showed that JW Marriott Bucharest highlighted their strengths in terms of brand reputation and positioning, while underscoring weaknesses in employee performance affecting customer satisfaction. Additionally, there are opportunities in the growing hospitality sector in Romania while the threats of bureaucratic barrier and service quality challenges must be assessed to develop guest loyalty. 
The JW Marriott Bucharest's assets, including its world-class amenities and solid brand reputation, are highlighted in the TOWS study. These strengths can be strategically used to address both opportunities and threats in the hospitality sector. The hotel may increase customer satisfaction and draw in more visitors by using its brand identification in marketing campaigns and making sure that its facilities are maintained on a regular basis. Additionally, JW Marriott is able to enhance staff training and service quality by utilising Romania's financial and infrastructure assistance programs. By planning customized trips to historical sites, the hotel can further use its advantages while lessening the effects of administrative roadblocks. All aspects considered, these strategic moves put JW Marriott Bucharest in a position to not only overcome present obstacles but also strengthen its position in the market, guaranteeing further expansion and improved visitor experiences in a cutthroat setting. In conclusion, JW Marriott Bucharest must address customer dissatisfaction and service delays if it hopes to keep its competitive edge. The hotel can improve employee performance and guarantee a higher level of service by putting in place extensive staff training and development programs. Additionally, the hotel will be able to pinpoint areas for improvement and proactively address guest problems by putting in place a strong customer feedback platform.
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