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[bookmark: _Toc189277877]Executive Summary
This consultancy report makes a comprehensive review of the issues facing JW Marriott Bucharest Grand Hotel, accompanied by strategic suggestions to overcome the problems in effective ways and raise the performance levels of the entire hotel. As one of the most famous high-end places of stay in Romania, this hotel is experiencing serious operational, financial, and strategic problems. Issues such as lowering customer satisfaction ratings, competition, and economic instability are coupled with understaffing and other similar issues. This report will represent a detailed overview of the significant problems, a critical analysis of causes and impacts, and implementable suggestions for management in improving competition, quality services, and profits at the hotel.
Key Issues and Findings
1. Declining Customer Satisfaction and Negative Feedback: Customer satisfaction scores at JW Marriott Bucharest Grand Hotel have fallen due to inconsistency in service quality, old infrastructure, and shortages of personnel. The hotel’s reputation has suffered on TripAdvisor and Google Reviews because of negative reviews (Tripadvisor, 2024). This, in turn, impacts occupancy and, therefore, the bottom line. Guests have cited examples of late room service, inefficient check-in processes, and outdated facilities. The company increasingly relies on discounting strategies for attracting guests whereas, increasing the occupancy also drags the bottom line through margins.
2. Increased Competition: The luxury hotel market in Bucharest has become more competitive with the entry of new five-star hotels, including international brands such as Hilton, Radisson Blu, and InterContinental. Due to modern services and new prices, the companies have caused their niche markets to suffer competitive pressure, as is currently being experienced by the JW Marriott Bucharest. As competition increased, revenue per available room (RevPAR) has come down and high-spending guests have been switched away to new hotels with more modern design and services.
3. Economic Uncertainty and Changing Travel Trends: The Hotel’s profitability was also affected by economic fluctuations such as inflation and the impact of the COVID-19 pandemic. In the past few years, corporate travel budgets have been reduced and fewer bookings from business travellers as a result are witnessed. Short-term rental platforms such as Airbnb led travellers to deviate from traditional hotels and in turn diminished the revenue of the same. The economic downturn puts further pressure on the already high profit margins of telecom operators as operational costs follow suit.
4. Talent Retention and Staffing Shortages: Employee turnover is a challenge throughout housekeeping, front-of-house and food and beverage departments within the hotel. High turnover rates are causing discontinuity, hence an impact on guest satisfaction. Cited causes include limited remuneration levels compared to international benchmarks, employee exhaustion and a lack of career development opportunities.
Analysis of Findings
Customer dissatisfaction is one of the big issues associated with this hotel, worsened by inconsistent services, and outdated infrastructure. This has further affected the image of the hotel and occupancy level. The negative remarks from guests have, in many ways, diluted the rating of the hotel on review platforms, reducing its visibility and appeal to potential clients. Not to mention, competition from newer and more modern hotels increases the threat directly against the market position of the hotel since they lure high-end guests.
With increasing economic uncertainty and shifting consumer preference toward more short-term rentals, the environment forces the hotel to be highly adaptive. Short-term rentals may be considered an alternative source of competition against traditional hotels, but they have challenged the hotel’s pricing strategies and led to a need for diversified products. Moreover, the effects of staffing shortages and high turnover rates added to the loss in service quality and further resulted in decreased customer loyalty.
Recommendations
Based on these findings, the following is recommended to address these findings at JW Marriott Bucharest Grand Hotel:
Improving Customer Satisfaction:
1. Provide comprehensive service quality training to train staff for the same service in various departments.
2. Rehabilitate the principal areas of the hotel, including guest rooms as well as public spaces, in accordance with the current luxury trends.
3. Increase staffing levels in housekeeping and front desk departments to maintain a consistent guest experience.
Enhancing Competitiveness:
1. Spending time rebranding the hotel to make its legacy, excellent service, and personalised guest experiences serve as the focus.
2. Improve the loyalty program of the hotel to improve repeat business and retain the guests.
3. The hotel should develop its exclusive offers and packages to differentiate itself from its competitors.
Adopting Dynamic Pricing and Diversifying Offerings:
1. Develop a dynamic pricing model by applying the change of room rates according to the fluctuation of demand, external economic conditions, and the price of competitors.
2. Target local tourism markets by offering packages tailored to Romanian residents and regional visitors.
3. Diversify revenue streams by offering non-room services such as wellness programs, premium event hosting, and corporate conferences.
Addressing Staffing Shortages:
1. Provide higher employment compensation to attract as well as retain talent and execute employee engagement programs for the morale of the employees.
2. Better recruitment practices to stop turnover and fill key positions quickly.
3. Work towards providing career development and training opportunities to enhance the employees’ confidence and skill set, which in turn helps increase employee loyalty and service consistency.
Conclusion
This report has examined the challenges faced by JW Marriott Bucharest Grand Hotel, including low customer satisfaction, increased competition, economic uncertainty, and staffing shortages. It also explores the factors contributing to these issues. These recommendations are intended to solve these problems by improving service quality, increasing competitiveness, introducing dynamic pricing, diversifying revenue streams, and improving management of staffing. However, by using these strategies the hotel can regain its competitive superiority, improve customer satisfaction, and guarantee its primacy of financial future. The hotel’s management is encouraged to act on these recommendations promptly to mitigate the negative impacts of the identified issues.
I wish to express my sincere gratitude to JW Marriott Bucharest Grand Hotel for granting me this consultancy project. I am confident that the successful implementation of these strategies will result in measurable increases in operational efficiency, guest satisfaction, and profitability, positioning the hotel for future success within the luxury hospitality market.
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JW Marriott Bucharest Grand Hotel is one of the most luxurious, five-star hotels located in the heart of the Romanian capital. The hotel has maintained its fame as an elegant, high service standards and international class amenities hotel. Offering 402 lavish guest rooms and suites, it is a business as well as a leisure customer’s delight. The hotel is strategically located right next to famous attractions including the Palace of Parliament which brings in a huge rush of local and international clients to it. The facilities include six fine dining restaurants and bars, 2,000 square meters of event and conference space, a wellness centre and spa, and sumptuous shopping boutiques which turn this venue into the location of choice for corporate events, diplomatic functions, and luxury tourism.
Marriott International Hotel is part of the globally regarded chain and therefore maintains such hospitality standards. Despite their iconic brand, however, some operation and strategy challenges that JW Marriott Bucharest Grand Hotel might face could have a negative impact on the facility’s success in the future. Increases in variability of occupancy rates, RevPAR, and many other expectations of guests have been driven by Post-pandemic travel trends. New luxury hotels raise the competition, customer preferences change, and now there is economic uncertainty which forces the hotel to be profitable and keep the market share. Also, declining guest satisfaction scores, increasing operating costs, staff retention and service consistency problems complicate the situation even more. To avoid such a situation, these issues could influence the hotel’s market position and its financial performance.
In this context, JW Marriott Bucharest Grand Hotel has collaborated with a firm known as the special hospitality consulting firm that is a specialised firm that provides services of management and branding of luxury hotels. With significant expertise in assisting five-star hotels in improving guest experience, scaling operations, and developing novel growth strategies, our company offers our expertise. We have successfully helped luxury hotels around the world improve service quality, optimise revenue streams, and enhance brand perception. We will be a team of industry experts, with data-driven methodologies, and a deep understanding of the hospitality sector to be able to provide JW Marriott Bucharest Grand Hotel with actionable strategies for dealing with its current challenges and securing market leadership.
To analyse properly, this report will use three major strategic frameworks. STEEPLED Analysis would come into consideration for the assessment of the external environmental forces affecting the hotel through external factors consisting of Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic conditions. By understanding these influences, market risks and opportunities that could affect operational and financial performance could be determined. SOAR stands for Strengths, Opportunities, Aspirations, and Results. This will focus on threats and weaknesses. This approach will highlight the competitive advantages of the hotel, explore growth potential, and align strategic goals with its long-term vision. TOWS will convert challenges into actionable strategies, building on insights from the SOAR and STEEPLED analysis. It will trace how the strengths of the hotel can overcome the external threats, how the weaknesses can be addressed, and how opportunities can be maximised.
The purpose of this consultancy report is to analyse key issues in terms of reducing the inefficiencies of JW Marriott Bucharest Grand Hotel’s operation as well as improving guest satisfaction and the firm’s financial performance.
Using STEEPLED, SOAR, and TOWS, evaluate the external and internal factors which influence these challenges. The main goal is to deliver strategic recommendations as to how to increase occupancy rates, improve the guest experience, and improve the service quality. Also, it offers an action plan outlining what types of implementation strategies will be used, what outcomes are expected, and what costs are associated with achieving sustainable and practical solutions.
By employing industry, data-driven insights, and strategic framework, this report provides JW Marriott Bucharest Grand Hotel with the necessary tools to overcome its current challenges, strengthen its position in the market, and succeed in the luxury hospitality industry eventually.
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Identified Issues and Their Impact on JW Marriott Bucharest Grand Hotel
JW Marriott Bucharest Grand Hotel is the top luxury hotel in Romania (JW Marriott, 2025). This hotel faces several operational, financial, and strategic problems, which are challenges to its ability to satisfy its customers in a satisfactory manner and to earn sufficient revenues to become more competitive in the luxury hospitality industry. Below is a detailed analysis of the key problems impacting the hotel.
1. Declining Customer Satisfaction and Negative Feedback
One of the key issues that JW Marriott Bucharest Grand Hotel faces is the decrease in guest satisfaction scores (Tripadvisor, 2024). The hotel has been in great shape compared to other hotels, but recent customers who have provided reviews on TripAdvisor, Google Reviews, and Booking.com are dissatisfied with the service quality, cleanliness, and overall experience.
Causes:
1. Inconsistent service quality: Guest reviews indicate that service quality can vary. Some guests have mentioned slow check-in and unhelpful staff (Boukis et al. 2024).
2. Ageing infrastructure: Some rooms and public areas need renovation to keep to five-star standards. However, guests have also noted dated furnishings, overwhelming climate control, and minor repair problems.
3. Delays in room service and housekeeping: Staffing shortages have led to all guests waiting longer for room service and housekeeping requests.
Impact:
1. Negative reviews reduce the hotel’s online reputation, discouraging potential guests (Ruytenbeek et al. 2021).
2. Lower guest retention, lower occupancy rates and increased wastage.
3. Reliance on discounts to attract bookings, which increases the cost of profitability.
2. Increased Competition from Emerging Luxury Hotels
Luxury hospitality in Bucharest has expanded significantly in recent years with the participation of new five-star hotels in the market, including international brands such as Hilton (Hilton, 2025). However, currently, these competitors are providing modern amenities, competitive pricing, and distinctive experiences to JW Marriott to lose the market share.
Causes:
1. The opening of new luxury properties which provide the latest facilities and personalised services.
2. The shift of consumer behaviour with travellers deciding boutique style luxury rooms over traditional five-star hotels.
3. Competitive pricing strategies from new hotels, offer attractive packages to gain market share (Wei et al. 2024).
Impact:
1. Lower rates as the hotel gets forced to lower its prices to compete to attract guests (Pelet et al. 2021).
2. Loss of high-spending guests to newer hotels with better amenities and modern design.
3. Facilities upgrades and service improvements, raising costs of operation.
3. Economic Uncertainty and Changing Travel Trends
Economic fluctuations and inflation are still applicable to the hospitality industry in Romania, whereas, there have been periods where there was an economic slowdown and inflation (Iacob et al. 2023). Tourism demand is indeed influenced by global uncertainties including pandemic aftershocks, geopolitical and increasing energy costs.
Causes:
1. Economic downturns lead to reduced corporate travel budgets and fewer luxury travellers.
2. Profit margins are affected by high inflation and rising costs of operating.
3. Shifts were made in the travel preferences after the pandemic, tourists now only prefer to stay in short-term rentals (Airbnb) rather than traditional hotels (He et al. 2022).
Impact:
1. Lower bookings from corporate clients, a key revenue segment for the hotel.
2. Increase in the cost of goods, utilities & wages affecting the overall profitability.
3. Adaptability of pricing strategies is needed for competitiveness.
4. Talent Retention and Staffing Shortages
The hospitality sector is battling global labour shortages, and JW Marriott Bucharest Grand Hotel has struggled to retain staff. Turnover rates in housekeeping, front desk, food, and beverage departments led to high turnover rates which made the service inconsistent (Nguyen et al. 2023).
Causes:
1. Low wages compared to international standards in the hospitality sector.
2. Employee burnout and dissatisfaction due to long working hours and high guest expectations (Salama et al. 2022).
3. Lack of sufficient training and career development opportunities.
Impact:
1. Low satisfaction scores resulting from inconsistent guest experience.
2. Higher training costs for new employees to onboard.
3. Low capability to deliver five-star service levels, thus reducing competitive advantages (Hossain et al. 2021).
STEEPLED Analysis
The STEEPLED framework evaluates external factors affecting JW Marriott Bucharest Grand Hotel’s operations, reputation, and profitability.
	Factors
	Impact on JW Marriott Bucharest Grand Hotel

	Social
	Consumer behaviour is shifting towards personalised experiences, digital services, and sustainable tourism (Purcărea et al. 2022). Authenticity and social responsibility are in high demand for luxury stays, especially among younger travellers such as Millennials and Gen Z.

	Technological
	Increasing demands for contactless check-ins, smart room automation, and mobile concierge services are experienced (Arapou and Kapiki, 2023). Further guest experiences can be improved with investments in digital transformation and AI-driven customer insights.

	Economic
	Inflation, rising energy costs, and global economic uncertainty impact operational expenses and profitability (Ozdemir et al. 2022). Fluctuations in corporate travel spending affect business clientele bookings.

	Environmental
	Travellers prefer eco-conscious hotels. There is an increasing need for sustainable practices such as energy-efficient lighting, waste reduction programs, and green certifications to maintain competitiveness.

	Political
	International guest inflow is affected by tourism policies, visa regulations, and government restrictions. Political instability in the region may deter foreign visitors and would affect long-term bookings (Akamavi et al. 2023).

	Legal
	Compliance with labour laws, data protection regulations (GDPR), and health and safety standards are critical (Bakare et al. 2024). Failure to comply can lead to legal issues, fines, or reputational damage.

	Ethical
	Corporate social responsibility (CSR) is increasingly important (Wirba, 2024). Ethical sourcing, fair wages, and diversity and inclusion policies are becoming key differentiators in the hospitality sector.

	Demographic
	The change in direction toward the younger travellers and digital nomads requires a change in marketing strategies. The hotel needs to serve both luxury business travellers and experience-seeking leisure guests.


Table 1: STEEPLED Analysis
SOAR Analysis
The SOAR framework identifies the hotel’s strengths, opportunities, aspirations, and measurable results to support strategic planning and future growth (Unwin et al. 2023).

	Category
	Key Factors

	Strengths (S)
	1. Brand Reputation: Part of the globally recognised Marriott brand, ensuring trust and loyalty among high-end travellers.
2. Prime Location: Situated in Bucharest’s city centre, attracting business and leisure travellers (JW Marriott, 2025).
3. Luxury Facilities: Offers modern amenities, premium suites, fine dining restaurants, and conference spaces.
4. Corporate and Event Hosting: Strong presence in MICE (Meetings, Incentives, Conferences, and Exhibitions), making it a top choice for corporate clients (An et al. 2021).
5. Loyalty Program: Marriott Bonvoy provides customer retention benefits, encouraging repeat bookings.

	Opportunities (O)
	1. Digital Transformation: Implementation of AI-driven personalisation, mobile check-ins, and automated guest services to enhance efficiency and customer experience (Ratnoday et al. 2025).
2. Sustainable Hospitality: Growing demand for eco-friendly hotels presents an opportunity to implement green initiatives, such as solar power and waste reduction programs.
3. Experience-Based Travel: Expanding offerings such as wellness retreats, cultural experiences, and personalised concierge services to differentiate from competitors.
4. Strategic Partnerships: Collaborating with local businesses, tour operators, and airlines to create exclusive guest packages (Prevolšek et al. 2024).
5. Targeting Younger Demographics: Engaging Millennial and Gen Z travellers through digital marketing and unique, tailored experiences.

	Aspirations (A)
	1. Market Leader in Bucharest’s Luxury Hospitality Sector: Strengthen competitive positioning through continuous service innovation and brand enhancement.
2. High Guest Satisfaction Scores: Improve online ratings through enhanced service, upgraded facilities, and personalised interactions (Rane et al. 2023).
3. Sustainable Excellence: Becoming a pioneer in green hospitality by integrating energy-efficient technologies and sustainable sourcing.
4. Diverse Revenue Streams: Expand wellness programs, fine dining experiences, and exclusive memberships to create alternative income sources.
5. Stronger Employee Retention: Develop employee training, career progression opportunities, and well-being programs to enhance staff loyalty (Mampuru et al. 2024).

	Results (R)
	1. Higher Occupancy Rates: Increased repeat bookings and customer retention through service improvements and loyalty rewards.
2. Increased Revenue per Available Room (RevPAR): Leveraging pricing strategies and premium service enhancements.
3. Improved Reputation: Higher ratings on TripAdvisor, Booking.com, and Google Reviews due to positive guest experiences (Rita et al. 2022).
4. Cost Savings and Profitability: Implementing sustainable operations to reduce costs while maintaining luxury service standards.
5. Competitive Differentiation: Offering unique, experience-driven stays to attract both business and leisure travellers.


Table 2: SOAR Analysis
TOWS Analysis
The TOWS framework builds on the SOAR analysis to identify strategies for addressing the hotel’s challenges and capitalising on its strengths, opportunities, and threats (Fitriani, 2022). It helps generate action-oriented strategies by cross-referencing strengths, weaknesses, opportunities, and threats.
	Strategy
	Key Actions

	Strengths-Opportunities (SO)
	1. Leverage Brand Reputation for Digital Transformation: Capitalise on the strong Marriott brand to implement innovative technologies such as contactless check-ins, mobile services, and AI-driven customer experience.
2. Develop Exclusive Experience Packages: Use luxury facilities with local culture as well as wellness offerings to create unique travel packages for the Millennials and Gen Z (Dziadkiewicz et al. 2023).
3. Expand Sustainable Offerings: Leverage Marriott’s global policy of sustainability to promote eco-friendly initiatives, green certification, and energy efficiency in the ecotourism market.

	Strengths-Threats (ST)
	1. Brand Trust to Counter Economic Uncertainty: Use the Marriott loyalty program and standing in the market to encourage bookings during economic downturns or falling international travel because of political instability.
2. Increase Corporate Partnerships for Business Travelers: Strengthen corporate relationships and MICE (Meetings, Incentives, Conferences, Exhibitions) offerings to offset economic volatility, ensuring consistent revenue from business clientele (Abbas et al. 2023).
3. Crisis Management with Reputable Service: Utilise strong brand loyalty to ease any reputation impacts caused by circumstances (economic disruptions, regulatory changes).

	Weaknesses-Opportunities (WO)
	1. Invest in Staff Training for Digitalisation: Invest in digital literacy and training programs to address staffing and increase the guest experience as well as integrate modern technologies.
2. Address Service Gaps through Data Insights: Enhance customer service with data analytics by identifying the gaps in current offerings to provide personalised service for the individual needs of the guest, especially in luxury experiences (Zarezadeh et al. 2022).
3. Increase Social Media Engagement: Utilise social media platforms and digital marketing to attract younger guests by promoting eco-friendly and experience-based stays (Sukand, 2024).

	Weaknesses-Threats (WT)
	1. Revamp Employee Engagement and Retention: Provide better compensation packages, career growth opportunities, and flexible work schedules to lower staff turnover rates to continue providing consistent high-quality service amid a recession.
2. Reduce Operational Costs with Automation: Automation in the operations makes it possible to optimise work, decrease labour expenses, and maintain the same level of service throughout periods of financial disbalance (Tschang and Almirall, 2021).
3. Enhance Crisis Resilience: Develop contingency plans to tackle external threats, such as political instability, which may affect international guests. Implement reputation management strategies to maintain customer confidence during crises.


Table 3: TOWS Analysis
Key Takeaways from the Analysis
1. Organisations must deal with unsatisfied customers and bad online reputations by teaching staff improved services and building better facilities while enhancing guest relationships (Sann et al. 2022).
2. The entry of new luxury competition forces the hotel to build distinction through extraordinary guest experiences along with specialised promotional deals.
3. The hotel must react to economic conditions through adaptable pricing plans together with investments in sustainable practices as client preferences transform (Seyfi et al. 2024).
4. The hotel must enhance staff retention by providing better pay and training programs along with professional advancement opportunities.
[bookmark: _Toc189277880]Management recommendations and changes
Since its inception, the JW Marriott Bucharest Grand Hotel has stood as a respected leader in Romanian luxury hospitality by serving corporate and leisure guest segments through its excellent service and upscale facilities. The hotel maintains its elite position however it confronts various operational and strategic obstacles which endanger its competitive performance in the high-end hotel industry. Low customer satisfaction levels and increasing market competition exist alongside economic turbulence and employee talent maintenance issues as the main market challenges facing the hotel (Michael and Fotiadis, 2022). The hotel needs an organised series of chosen recommendations to simultaneously solve existing problems while driving sustainable growth for its future operations.
1. Improving Customer Satisfaction and Service Quality
Issue: JW Marriott Bucharest Grand Hotel faces decreased guest satisfaction because multiple negative reviews appear across TripAdvisor Google Reviews and Booking.com platforms where users complain about service inconsistencies alongside delayed room services poor housekeeping and out-of-date infrastructure.
Recommendations:
1. Renovate Infrastructure
The JW Marriott Bucharest Grand Hotel needs to address its outdated physical aspects without delay as a primary matter. The hotel needs to refresh its whole facility with public places and guest rooms to compete effectively in the market. The hotel must renovate rooms with contemporary furniture along with smart heating and ventilating systems and fresh wall paint to improve guest welcome areas (Stringam and Gerdes, 2021). The hotel should spend capital to improve essential facilities that match the standards adopted by increasing market competition such as lighting systems wireless internet quality and bathroom equipment. The updated facilities will enhance every stage of the guest journey which leads to better reviews and guest satisfaction. The renovation project requires extensive work therefore its cost calculation spans between €3 million and €5 million. The hotel COI based on ROI would develop through improved guest satisfaction which results in better reviews higher room occupancy rates and potential rate increases (Prahadeeswaran, 2023).
2. Service Quality Training
The hotel needs to establish an extensive staff training system to solve service inconsistency problems (Ghani et al. 2022). The training program should concentrate on enhancing guest happiness by teaching employees to communicate well while providing attentive services and solving problems ahead of time. All front-line personnel including housekeeping and reception employees and food service workers must obtain capabilities which help both manage complaints rapidly and strengthen guest relations. The hotel should set up a guest experience management role to supervise service quality and work directly with guests who wish to offer feedback (Vo et al. 2022). Establishing the new managerial position with related training will require a cost estimate of €100,000. The allocated investment funds will improve service efficiency and establish guest-oriented practices which lead to better satisfaction among hotel visitors.
3. Use of Technology to Improve Service
A complete upgrade in advanced technology establishes itself as a vital recommendation that both improves guest experiences and operational functioning. Guests should benefit from self-check-in kiosks along with mobile check-in functions which enable them to bypass regular check-ins and access their hotel rooms right away (Mustafa, 2022). Smart-room features which enable guests to control lighting and temperature and entertainment functions through mobile devices would increase customisation for guests as well as room convenience (Yadav and Raju, 2025). The adopted technologies will optimise operational management while shortening service times and bettering the quality of guest satisfaction. The total expense for this first phase of technical implementation amounts to €200,000. These incorporated technologies fulfil guest requirements while establishing enhanced operation efficiency thus delivering an unimpeded guest experience.
Implementation:
The planning needs to happen in stages to avoid interrupting guest visits during the renovation process and technology upgrades. A full-time project manager should manage the timeline alongside department heads to conduct successful project execution. The training curriculum would spread across six months and would implement ongoing evaluation systems to modify the content according to employee execution alongside guest feedback (Tusell-Rey et al. 2021).
1. Change Management Strategy: The effective management of change serves as an essential factor for implementing successful improvements. A direct communication system needs to exist between supervisors and staff members. Enrolment of employees runs through the entire implementation process followed by scheduled updates and meetings to control expectations and provide necessary clarity (Noordzife, 2014). Staff members must perceive changes as professional development opportunities for their careers and skill development because this will enhance their engagement throughout the process (Kumari et al. 2021). The company should provide rewards to employees based on both guest satisfaction results and worker performance achievements.
2. Metrics of Success: A successful measurement of these changes relies on the following three indicators such as customer satisfaction scores, guest feedback through online review platforms and internal mystery shopper assessments (Liu et al. 2021). The hotel management team should aim to elevate TripAdvisor ratings by 0.5 points with a simultaneous 10% boost in guest occupancy throughout the coming year.
2. Addressing Increased Competition from Emerging Luxury Hotels
Issue: New hospitality competition in the luxury hotel segment of Bucharest has entered the market through Hilton which provides contemporary amenities along with personalised service at competitive rates. The hotel market has become more crowded thus it has reduced JW Marriott Bucharest Grand Hotel’s share within the market segment while pushing prices downward.
Recommendations:
1. Strengthen Brand Positioning: The hotel must draw from its well-established brand by advertising its prolonged existence and highlighting the skills of staff alongside delivering superior service. The hotel should launch its rebranding strategy by promoting the brand through key global advertising channels while using content marketing to display its unique value proposition to potential customers (Almeida et al. 2021). Establishing clear brand differences between itself and modern rivals allows this hotel to serve guests who favour classic companies alongside unique personalised luxury vacations. The digital marketing and advertising campaigns will need an estimated budget of €150,000.
2. Offer Exclusive Packages: The hotel should develop customised package options that specific groups will appreciate such as wellness retreats alongside food tours and deluxe tours of Bucharest (Colesnicova et al. 2024). The hotel increases its appeal toward wealthy guests by developing exclusive services which other hotels struggle to duplicate. The hotel requires €50,000 for package development together with marketing expenses.
3. Enhance Loyalty Programs: The loyalty program at the hotel requires expansion through the addition of premium benefits which include rare hotel upgrades complimentary access to deluxe amenities and periodic price discounts for regular visitors (Kang and Lee, 2022). Loyalty programs show demonstrated success at retaining hotel guests while making them spend more money especially when targeting regular clients. The system upgrade and reward implementation project require €75,000 in estimated funding.
Implementation:
The targeted clientele should be reached through both online and offline marketing efforts that deliver the approved recommendations (Fatiha, 2024). A resolute team needs to establish itself for developing customised packages together with its marketing strategies. A partnership between customer service and sales departments will lead to the smooth integration of loyalty program upgrades during the booking process.
1. Change Management Strategy: A training program needs to be developed for marketing, sales, and front desk staff to teach them about communicating the hotel’s strengths along with new package and loyalty benefits to hotel guests (Kusuma et al. 2022).
2. Metrics of Success: The hotel tracks success through three key figures such as direct bookings ascent, loyalty program participant growth and changes in revenue per available room (RevPAR). The hotel should pursue a first-six-month objective of boosting repeat bookings by 10% and RevPAR by 5%.
3. Adapting to Economic Uncertainty and Changing Travel Trends
Issue: Economic slowdowns in Romania together with global uncertainties produce diminishing travel demand in the hospitality industry (Bahar et al. 2022). Evolutionary consumer preferences between short-term rentals and conventional hotels make it more difficult for the hotel to generate revenue.
Recommendations:
1. Dynamic Pricing Strategies: The hotel needs to implement dynamic pricing as a strategy to modify its room prices through an assessment of current market demand together with surrounding economic conditions. Through this method, the hotel can achieve peak revenue optimisation by boosting prices during busy times along with preserving its market position in quiet periods through price reductions (Whittington et al. 2020). Additional elements such as economic conditions and competitor prices together with local events are included in dynamic pricing models for enhanced revenue optimisation. The hotel achieves maximum revenue per available room (RevPAR) through the operational implementation of modern pricing algorithms. The expansion of a sophisticated pricing system will require €50,000 together with employee training to use the advanced software.
2. Focus on Local Tourism: The primary strategy to survive pandemic challenges relies on developing a campaign which promotes domestic visitors instead of international guests. The hotel will design personalised package offers for Romanian citizens together with people from surrounding areas that highlight appealing price deals for spa treatments weekend vacations and cultural heritage tours (STUPARIU et al. 2023). By focusing on local tourism, the hotel maintains a dependable source of revenue throughout reduced international visitor periods while fostering improved connections between residents. The hotel should establish business alliances with nearby attractions and local vendors for better guest satisfaction. The targeted advertising plan local promotional materials and exceptional discounts require a budget of €30,000.
3. Diversify Offerings: The hotel should adopt multiple services that go beyond accommodations to reduce variations in room usage patterns. The hospitality establishment supports diverse revenue streams through its delivery of upscale facilities that cater to business meetings along with weddings and wellness and spa operations (Burnes, 2014). The establishment of quality facilities for events together with prime service offerings in food service and active programs and spa services will draw diverse customer groups to the hotel. The business continuity comes from varied offerings which provide regular income during times of changing room reservation rates. The renovation of event facilities together with new service expansion requires an investment of €100,000.
Implementation:
AI-powered software needs implementation to establish dynamic pricing which modifies rates according to market demand. The hotel should use regional media channels for local tourism promotion and its event planning departments must start marketing hotel venue spaces and unique attributes.
1. Change Management Strategy: The hotel’s revenue and sales teams need complete training in dynamic pricing systems before they begin implementing such models (Kotter, 2012). Hotel managers need to work together with local tourism agencies and their partners to promote tourism activities for domestic visitors when international uncertainties prevail.
2. Metrics of Success: The hotel should monitor the success of its strategies through observations of revenue increases from non-peak times and statistics for regional bookings and established multiple income sources. As a target metric, the facility should develop 15% revenue from alternative services as its year-one goal.
4. Improving Talent Retention and Addressing Staffing Shortages
Issue: The hotel confronts difficulties maintaining staff members primarily throughout housekeeping and front desk as well as food and beverage sections. The hotel suffers from high turnover rates as well as employee burnout which directly impacts the quality of its services.
Recommendations:
1. Competitive Compensation and Benefits: The hotel must assess its compensation offerings to make sure they match the prices in the local tourism industry (Barua and Kaiser, 2024). The implementation of performance-based incentives with health benefits and career development opportunities will help the company decrease employee turnover and recruit professionals with higher qualifications. The organisation needs €200,000 annually to cover pay hikes together with benefits packages.
2. Staff Engagement and Development Programs: Staff morale improvement requires the hotel to establish a complete employee engagement system which features recurring performance feedback and career development pathways together with group bonding initiatives (Singh and Kumar, 2024). A structured development program that shows employees their professional advancement possibilities within the organisation helps decrease employee departures (Buttrick, 2009). The implementation of this program together with events will cost €75,000 per year.
Implementation:
A partnership between HR personnel and department heads must take place to determine current compensation structure elements while making sure engagement programs address staff requirements. Employee satisfaction should be measured through regular feedback processes as well as survey initiatives (Gunn et al. 2022).
1. Change Management Strategy: Clear communication that highlights employee satisfaction and engagement importance should be established to manage these organisational changes (Susanto, 2022). Workers at HR need training to execute both new compensation policies and engagement strategies successfully.
2. Metrics of Success: The success indicators consist of reduced employee turnover, and better staff satisfaction scores combined with decreased recruitment expenses from improved workforce retention.
[bookmark: _Toc189277881]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion date
	Planned Budget

	1.
	Declining Customer Satisfaction and Negative Feedback
	1. Renovate guest rooms and public areas to modernise facilities.
2. Introduce comprehensive service quality training for staff.
3. Implement advanced technology for check-ins, room service, and guest interactions.
	1. Improved guest satisfaction.
2. Higher ratings on online review platforms.
3. Reduction in guest complaints and service delays.
	6–12 months
	End of Year 2025
	1. €3–5 million for renovation,
2. €100,000 for training and new roles
3. €200,000 for technology upgrades.

	2.
	Increased Competition from Emerging Luxury Hotels.
	1. Revise the hotel’s branding to emphasise its legacy and superior service.
2. Offer exclusive and bespoke guest packages.
3. Enhance loyalty programs with better rewards.
	1. Increased market share and brand differentiation.
2. Higher guest retention rates.
3. Increased direct bookings and RevPAR.
	3–6 months	
	Mid 2025
	1. €150,000 for marketing campaigns
2. €50,000 for bespoke packages
3. €75,000 for loyalty program upgrades

	3.
	Economic Uncertainty and Changing Travel Trends
	1. Implement dynamic pricing strategies.
2. Focus on local tourism through targeted promotions.
3. Diversify revenue streams by enhancing event space and non-room services.
	1. Improved occupancy rates even in downturns.
2. Stable revenue from local and niche markets.
3. Increased non-room revenue.
	6–12 months
	End of Year 2025
	1. €50,000 for pricing software upgrades
2. €30,000 for local tourism campaigns
3. €100,000 for event space and services

	4.
	Talent Retention and Staffing Shortages
	1. Review and enhance compensation and benefits for staff.
2. Introduce staff engagement programs.
3. Increase recruitment efforts through hospitality schools and referral bonuses.
	1. Reduced turnover rates.
2. Improved employee morale and satisfaction.
3. Faster recruitment and onboarding.
	6–12 months
	Mid-2025
	1. €200,000 for compensation and benefits
2. €75,000 for engagement programs
3. €25,000 for recruitment campaigns and bonuses


Table 4: Action Plan
This action plan delivers systematic solutions to resolve hotel challenges by considering time-bound parameters and cost-related concerns. The solutions are suitable for the organisational targets to enhance the competitive position of guest contentment and hotel operational excellence.
[bookmark: _Toc189277882]Conclusion
This report discusses the problems that JW Marriott Bucharest Grand Hotel faces and gives solutions that might help to solve these problems. The hotel is confronted by major problems such as a declining in customer satisfaction rate, development of new luxury hotel competition, and worries for economic stability as well as workforce shortage.
The main deterioration of customer satisfaction at JW Marriott Bucharest Grand Hotel results from service inconsistencies occurring, as well as outdated property infrastructure, and insufficient staffing levels. The negative factors will negatively affect the hotel’s occupancy levels and profitability as well as its reputation. The hotel should train its staff to service quality skills, hire additional staff, and rebuild facilities on time. These improvements will counter detrimental present-day market occurrences and establish more legitimate visitor connections, which bring about higher client retention rates.
The market for luxury hotels in Bucharest is becoming increasingly competitive with the entry of new luxury hotels offering modern amenities and better accommodations. To compete the hotel needs to double its effort at providing historically high-quality service and providing tailored guest service combined with awesomeness in customer loyalty effort. JW Marriott can also still hold high-value customers and continue bringing in new clients to respect its identity with new competitive hotels. Essential rebranding campaigns that the hotel will need to initiate are about its historical heritage to come back to its market dominance.
The hotel faces extra hurdles from unstable economic markets as well as changing travel habits which bring more people into short-term rentals. Hotels should change their room rates concerning the dynamic pricing models based on the changes in the market demand as well as external influences. This will create reliable revenues for the hotel from local tourists, especially in times of down decent international bookings. Also, the hotel can expand its service to diversify the source of its income except for room bookings such as corporate conferences, wellness programs and premium events.
Staff shortages and unambiguously high employee departure rates worsen service delivery inconsistency. As a strategy for improving the service quality of the hotel, the strategy is to introduce better employee compensation and engagement programs as well as strategic recruitment initiatives. The reduced costs in terms of employee turnover and training minimise the help the hotel gives in the delivery of better service quality, which results in higher guest satisfaction and improved work motivation for the staff.
The action plan offers concise solutions to act, which spell out both the budget and the implementation periods. These tactics need to be executed through a staged process of deployment that must involve routine performance checks to verify achievement. The hotel should dedicate time to continuous evaluation and adaptive changes to adjust its approaches for reaching its optimally desired results.
I extend deep appreciation to JW Marriott Bucharest Grand Hotel’s management for allowing me to create this consultancy project. The recommended approaches will significantly advance every operational aspect along with financial success and market leadership for the hotel. I deeply value the opportunity to work on this project and I welcome more future business opportunities. Finally, I strongly want to appreciate your time devoted to this matter.
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