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Executive Summary 

This report aims to analyse whether the Berlin hotel offers premium services, fine dining, and wellness facilities. It serves both leisure travellers and business professionals from across the world. The hotel’s essential values are excellence, care, integrity, and community service. The purpose of this consultancy project is to support operational improvement. This report addresses service quality and internal process inefficiencies. Moreover, this report emphasises how to expand customer satisfaction and brand reputation. This report identifies issues and proposes effective solutions. This report highlights the main points on helping customer satisfaction and improving the brand's reputation. The role of the consultant is to classify any issues the hotel is facing and suggest practical solutions. First, it aims to find the root causes behind current problems affecting service quality and operational performance (Grobelna, 2020).  It looks at both internal and external factors, for example, staff performance, customer feedback, market trends, and economic conditions that may be prompting how well the report is organised into four easy-to-follow sections. The first section gives a brief background about the hotel and explains why this project is important. It also outlines the report’s main aims. The second section defines the role of the consultant and highlights the main issue being examined. The role of consultants can be either internal employees or external specialists hired temporarily. Internal consultants know the organisation but may lack outside perspectives.  The consultation process includes data collection, analysis, and collaborative planning. A transparent approach builds trust and promotes shared ownership of change. Effective engagement ensures solutions meet both staff and guest expectations. This includes a timeline, data collection methods, and communication strategy. The consultation process is made up of three main stages: data collection, analysis, and collaborative planning. This report is organised into four easy-to-read and clear sections. Each section helps the reader understand the purpose of this report. The first part gives a short background about the hotel’s history. It explains why this project is important for the hotel’s success. This part also tells the main goals and aims of the report. Understanding the hotel’s current situation is important for planning needed changes. JW Marriott Hotel Berlin is a luxury hotel in a busy city. It serves international guests and must offer high service at all times. Recently, service quality has dropped, and guest complaints have increased quickly.
 There is also a shortage of skilled staff during peak seasons. The hotel risks losing its image if these issues are not solved. Therefore, this project will help the hotel improve and fix those problems.
Moreover, the role of the organisational consultant in detail. Consultants can be internal team members or external people hired temporarily. Internal consultants know company systems but may lack wider business knowledge. External consultants bring fresh ideas but take time to understand the culture. In this case, the consultant is an external professional with deep knowledge. Their goal is to help the hotel solve service-related and staff issues. Consultants follow a proper consultation process to study and solve problems well. This process usually includes three steps: data collection, analysis, and planning. Data collection means gathering staff views, guest feedback, and market information. Analysis means understanding this data to find the main root problems. Collaborative planning means making a solution plan with help from all staff.
Working together helps everyone feel involved and accept the suggested changes more easily. A good consultation must also be open and honest from the start. It should clearly explain why the change is needed right now. A transparent process helps build trust and reduce staff resistance to change.
It determines that no person’s opinion is more important than another’s. A transparent process is one where you share the details of decisions, plans, and changes openly. It informs employees on the current state of the organization and explains its reasons. When they understand why something changes, people are more relaxed. Moreover, the workers feel less concerned and opposition. Staff members and managers can trust each other more when transparency is present. If leaders are open in their communication, they appear to have nothing to hide. This approach shows employees that they matter and belong. Such people are likely to accept change and give their best efforts to ensure it succeeds. It’s important to pay attention to what staff members have to say as part of transparency. It demonstrates that everyone’s opinion is valued. When staff feel heard, they become more engaged and motivated. They also offer useful feedback that can improve decisions. Effective communication ensures that both staff and guests are well informed. When everyone knows the plan, they feel confident and ready to act. Economic data will show how wider conditions affect hotel operations today. The timeline explains when each part of the project will take place. Each stage must be carefully planned so the hotel runs smoothly. This includes enough time for training, testing, and reviewing each new step. 
The communication strategy tells how changes will be shared with everyone involved. It includes emails, team meetings, posters, and personal chats with staff members. Good communication makes staff feel part of the change and not left out. The final section will review if the solutions worked well or not. This is done by checking feedback, service ratings, and staff performance. Key performance indicators (KPIs) will measure if the goals were reached. This confirms the hotel keeps improving even after the project is done. Staff support and feedback will also be taken to see how they feel
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1. [bookmark: _Toc199332794]Introduction 

JW Marriott Hotel Berlin is part of a global luxury hotel chain. JW Marriott operates in over 30 countries with high-end properties (Marriott Bonvoy, 2016). The Berlin hotel offers premium services, fine dining, and wellness facilities. It serves both leisure travellers and business professionals from across the world. The hotel’s essential values are excellence, care, integrity, and community service. It aims to make exceptional experiences with consistent service standards globally. However, the hotel now faces some problems that affect its operations.
These include a decline in service quality and low customer satisfaction (Candra et al., 2023).  The competition in Berlin's hotel market is also growing every year. 
Guests today expect more comfort, speed, and personalised experiences. The staff sometimes struggles to meet these changing customer expectations. These problems can reduce the hotel's reputation and long-term success. Therefore, it is important to understand and fix these major issues. This report is prepared by Virtuo Hospitality Partners, a global consultancy firm. Virtuo Hospitality Partners is known for helping top businesses solve important problems (Kipping,2021). They offer professional advice to improve business strategies and operations. Their consultants work with companies to find practical and smart solutions. For this report, Virtuo Hospitality Partners has been asked to help JW Marriott Berlin
The aim is to study the hotel’s problems and suggest clear improvements. The firm uses structured frameworks and tools to guide its research. This ensures that the suggestions made are based on deep analysis. The purpose of this consultancy project is to support operational improvement. This report addresses service quality and internal process inefficiencies (Candra et al., 2023).  Moreover, this report emphasises how to expand customer satisfaction and brand reputation. A consultant’s role is to identify issues and propose effective solutions (Ali et al., 2021). This report also supports management in understanding future opportunities for development. 
The consultancy will evaluate both internal problems and external market challenges. JW Marriott Berlin is chosen due to its strategic European location. It plays an important role in the brand’s European business strategy (Marriott Bonvoy, 2016).
 Its success impacts JW Marriott's reputation across the German market. Berlin is a popular tourist and business hub in Europe. So far, the hotel faces rising competition and increasing customer expectations. This report highlights the main points on helping customer satisfaction and improving the brand's reputation (Girdwichai and Sriviboon, 2020). The role of the consultant is to classify any issues the hotel is facing and suggest practical solutions. 
 It also supports management to recognise future opportunities for development and expansion. The consultant will look at both internal problems, for example, staff performance or operational issues, and external challenges, like market trends or competition (Fowler, 2023).  It plays an important role in the brand’s overall strategy in the European market, and its success affects customer expectations. The performance of this branch is vital to the worldwide plan.
 This report emphasises improving service and competence in a hotel by achieving four main goals. First, it aims to find the root causes behind current problems affecting service quality and operational performance. Second, it looks at both internal and external factors, for example, staff performance, customer feedback, market trends, and economic conditions that may be prompting how well the hotel is doing (O'Mahoney et al., 2024). 
Finally, it confirms that the proposed solutions match both worldwide hospitality tendencies and the long-term goals of the hotel’s brand (Lu et al., 2023). The report is organised into four easy-to-follow sections. The first section gives a brief background about the hotel and explains why this project is important. It also outlines the report’s main aims. The second section defines the role of the consultant and highlights the main issue being examined. In the third section, a detailed situational analysis is provided using two tools, PESTLE and SWOT. The PESTLE analysis looks at external factors like political, economic, social, technological, legal, and environmental influences, SWOT, TWOS, Implementation Plan for Each Recommendation, Change Management Strategy, Staff Engagement and Communication Plans, Success Metrics and KPIs Cost-Benefit Analysis, action plan, Conclusion, and Recommendations these all are described in the overall report.
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Figure 1 Introduction
Source: (Holly, 2024)
2. [bookmark: _Toc199332795]Analysis 
2.1 [bookmark: _Toc197590836][bookmark: _Toc199332796]Identification of the issue
JW Marriott Hotel Berlin is facing serious service quality problems recently. Guests have reported slow service, unfriendly staff, and unclean rooms (Marriott Bonvoy, 2016). These problems are affecting the hotel’s image and brand reputation badly (Noordzife, 2014).  There has also been a rise in operational delays and miscommunication. Check-in and room service processes are slower than expected by guests. These service delays reduce customer satisfaction and cause negative reviews online (Tripadvisor, 2025). Unhappy guests post complaints on TripAdvisor, Google, and social media platforms. This directly impacts future bookings and lowers customer loyalty significantly. 
The hotel is facing a drop in its service quality and the guests are not happy with the service they receive daily (Rita et al., 2022). Staff often take longer to respond to guest requests now. Rooms are not cleaned properly or restocked with needed supplies. This makes guests feel ignored, uncomfortable, and not valued enough. The check-in and check-out process has become very slow. This causes frustration and long waiting times at the front desk (Sann et al., 2022). 
Employees are not properly trained to handle guest complaints effectively. Many staff do not follow standard procedures for guest services. Poor communication between teams leads to mistakes and missed tasks. 
There is often confusion about which staff member handles which duty. The hotel also faces problems with managing its daily operations. Some systems are old and slow, causing delays in services. Poor planning leads to lack of staff during busy periods. Supplies and resources often run out due to bad inventory tracking. Managers are not always present to guide or support the staff. This makes employees feel lost and lowers their work motivation (Chittiprolu et al., 2021).  High staff turnover affects the quality of service provided to guests. New staff take time to learn, which slows down services. Guests notice these problems and leave negative reviews online. 
Bad reviews harm the hotel’s image and scare future guests. Losing regular customers leads to a drop in hotel revenue (Vo et al., 2022). The hotel is also experiencing high staff turnover in important departments. Many skilled staff members are leaving due to poor work conditions. This causes more pressure on the remaining staff, decreasing work quality further. Low staff morale is affecting guest interactions and daily tasks (Karim et al., 2019). Employees are less motivated and often fail to meet guest expectations (Kim et al., 2023). Root causes include a lack of proper training for hotel employees (Dalgic and Akgunduz, 2020). Many staff members are unsure about their roles and responsibilities. There is poor communication between departments like housekeeping and the front desk. This leads to delays, repeated errors, and confusion during busy times.
 The hotel also lacks a proper feedback and improvement system internally. Customer complaints are not tracked well or followed up with actions (Sann et al., 2022).  Management seems unaware of the growing gaps in service and operations. If these issues continue, the hotel’s reputation will decline even more. It is important to find solutions and make changes very soon. The hotel must act quickly to improve service and staff management.

2.2 [bookmark: _Toc199332797]PESTLE Analysis 
2.2.1 [bookmark: _Toc199332798]Political Factors
Germany is a politically stable country with strong rules for tourism and trade. This stability supports business activities, including international travel and hotel operations. 

However, political decisions can still impact the hotel (Rhou and Singal, 2020). For instance, changes in visa policies or travel bans may decrease international guests. If some nationalities face strict travel rules, fewer bookings may occur (Farmaki, 2019).  Also, hotels must follow German labour laws and health regulations. These rules affect hiring, staff training, and workplace safety (González-Rodríguez et al., 2019). Failure to comply can lead to fines or legal problems. Overall, political stability helps business, but regulations must be respected at all times. The following bar chart shows a stable increase in the number of hotels in Germany from 159 in 2008 to 227 in 2024, indicating consistent development in the hospitality sector. After reaching 187 hotels by 2016, the number rose sharply to 212 in 2019, followed by a slight dip in 2020–2021, likely due to COVID-19. Recovery resumed in 2022.

[image: ]
Figure 3: Number of InterContinental hotels 2008-2024
Source: (Statista, 2024)

2.2.2 [bookmark: _Toc199332799]Economic Factors
The hospitality industry is still recovering from the COVID-19 pandemic. Inflation and rising costs make it hard for hotels to maintain profits (Khatter et al., 2019). Operating expenses such as food, electricity, and wages have increased. At the same time, many guests now want more value for their money. 
This puts pressure on the hospitality industry to propose quality service without raising prices too much. Business travel, once a big part of hotel revenue, is still below pre-pandemic levels. 
[image: ]
Figure 4 Impact of coronavirus (COVID-19) on RevPar of hotels in European capitals 2020
Source: (Statista, 2020)
2.2.3 [bookmark: _Toc199332800]Social Factors
Social trends are changing fast in the hotel sector, and guests now expect personalised, fast, and high-quality services (Khatter et al., 2019).  People want friendly staff, quick check-ins, and clean, comfortable rooms. Many guests prefer vegan food options and inclusive environments. If the hospitality industry fails to meet these social expectations, guest satisfaction will fall (Karim et al., 2019). Poor service affects loyalty and can damage the hotel’s reputation. 
2.2.4 [bookmark: _Toc199332801]Technological Factors
Technology plays a major role in the modern hotel experience. Guests now prefer using mobile apps for check-in and room services (Fu et al., 2020).  They like smart rooms with digital features, such as temperature control or voice assistants. Hotels are also using AI for faster bookings and better customer service. The hospitality industry does not invest in new technology, it risks falling behind competitors (Candra et al., 2023).
 Outdated systems slow down operations and reduce guest satisfaction. Technology also helps improve efficiency, so upgrading systems is both smart and necessary.
2.2.5 [bookmark: _Toc199332802]Legal Factors
The hotel must follow all German and European Union laws. This includes employment laws, tax rules, and health and safety standards (Ali et al., 2021). Data protection is also a major legal issue. The hotel must follow GDPR laws to protect guest information. Failure to do this can result in big fines and loss of trust. Germany also has strong labour rights. Staff unions have influence, and fair working conditions must be maintained. Legal compliance is not optional; it protects the hotel’s reputation and operations. 
2.2.6 [bookmark: _Toc199332803]Environmental Factors
Sustainability is becoming very important in the hotel industry. Guests and business partners now prefer eco-friendly hotels. Issues, for example, energy use, food waste, and plastic reduction, must be addressed (Kalra et al., 2020). The hospitality industry must invest in green practices to stay relevant. Solar panels, waste recycling, and water-saving systems are good examples. These actions help the planet and attract environmentally aware guests. Failing to act on sustainability may lead to lost business and negative publicity (Ali et al., 2021).  Sustainability is becoming a key focus in the hotel industry, and hotels need to adopt eco-friendly practices. 
[image: ]
Figure 5: PESTLE Analysis
Source: (Mishra, 2020)




2.3 [bookmark: _Toc199332804]SWOT Analysis 
 A SWOT analysis further examines the hotel’s strengths and weaknesses.

Table 1: SWOT Analysis
	Strengths
	Weaknesses

	JW Marriott Berlin is a well-known global hotel brand with a strong reputation. 
The JW Marriott Berlin loyalty program helps bring back regular guests. 
The hotel is in a great location in Berlin, close to tourist spots and business areas.
 It benefits from JW Marriott Berlin’s worldwide support, training, and service standards.
	Recently, service quality has dropped, and operations are not running smoothly (Papademetriou et al., 2023). 
There are not enough staff, and many employees leave, which affects customer service. 
 The hotel has not made enough updates to technology, which can slow down service (Buhalis et al., 2019).  



	Opportunities
	Threats

	The hotel can use artificial intelligence (AI) and automation to make check-ins faster and service more efficiently (Prevolšek et al., 2024).
 Training staff again can help improve service and meet Marriott standards (Çeltek, 2024). 
 Working with local tourism groups could help create special experiences for guests.
	 Small boutique hotels and high-end Airbnb places are becoming more popular and offer strong competition. 
 Negative reviews on social media can quickly damage the hotel’s reputation.
 Rising prices and staff shortages mean it costs more to run the hotel.



Source: (Author)
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Figure 6: SWOT Analysis
[bookmark: _Toc197590845][bookmark: _Toc199332805]TOWS Analysis (Strategy Development Based on SWOT Factors)
Table 2 TOWS Analysis
	Factors
	Analysis

	SO (Strengths–Opportunities)
	JW Marriott Berlin is part of a globally trusted hotel brand known for its service and luxury standards. This strong brand reputation creates an opportunity to attract premium guests by reinforcing its service promise (Wilke, 2019. The hotel can collaborate with Berlin’s cultural and corporate institutions to offer curated experiences that appeal to business and leisure travelers. These partnerships can add local value to the guest experience while increasing brand loyalty and market presence.

	ST (Strengths–Threats)
	External threats such as increasing competition, staff shortages in hospitality, and rising guest expectations threaten the hotel’s service quality (Panchapakesan et al., 2022). However, JW Marriott’s strong leadership, established operational standards, and advanced Marriott Bonvoy guest loyalty system offer a defence (Vinod, 2022).Through continuously training staff and reinforcing brand values, the hotel can maintain quality even under pressure, thus reducing reputational damage.

	WO (Weaknesses–Opportunities)
	Current weaknesses include slow service response, inconsistent housekeeping, and poor internal communication (Luo et al., 2019). These can be transformed by adopting smart hotel technologies like mobile check-in, AI-driven housekeeping schedules, and guest feedback tools. Moreover, employee training on service excellence and operational efficiency can boost morale, decrease errors, and improve guest satisfaction (Choi et al., 2020). 

	WT (Weaknesses–Threats)
	Weak internal processes combined with external threats such as online criticism and high guest expectations pose a serious risk (Boukis et al., 2024). To counter this, the hotel should develop a crisis response plan and a proactive reputation management strategy. Regular audits, anonymous guest evaluations, and real-time complaint handling should be implemented (Kim and Lim, 2021). Social media monitoring and prompt guest engagement will help manage public perception and prevent reputational damage.


Source: (Author)
2 [bookmark: _Toc199332806]Recommendations and Change Management 
The decline in service quality and operational issues hurt the hotel badly. Guests are unhappy and share negative feedback online, harming the reputation (Papademetriou et al., 2023).  On the way to fix these glitches, an uncommon practical and cost-effective changes are needed. These recommendations will improve the guest satisfaction and staff performance over time.
1. Staff Training and Development
It’s important to begin by making sure all staff have the right training. Part of the training is in customer service, housekeeping and communication (Luo et al., 2019). Employees will be capable to understand guest issues and solve them promptly. People in LMSL roles should be trained to be patient and work well as a team (Sao Joao et al., 2019). A well-trained staff will certify better service and handle people politely.

2. Digital Feedback and Monitoring System
The second advice is to present a digital system that’s designed for guest feedback. Guests can now use this system to share their opinions in the moment. Through feedback, management is able to handle problems in their early stages. The system will also help to classify common service issues and areas that are needing improvement.
3. Regular Performance Audits
The third recommendation is to carry out regular service audits and checks (Sao Joao et al., 2019). These audits will help monitor staff performance and operational processes. Managers can track delays in service, room readiness, and staff behavior (Luo et al., 2019). Audits will create accountability and encourage staff to follow high standards.
4. Maintenance and Operational Checks
Fourth, a daily checklist should be used for maintenance and housekeeping. This checklist will ensure that rooms, bathrooms, and public areas are clean (Evryastuti et al., 2022). It will also help the engineering team fix broken items quickly (Chen et al., 2022). Simple checks like this can prevent larger problems from happening later.
5. Employee Engagement Programs
The final recommendation is to launch a staff reward and engagement program. Employees should feel appreciated and motivated at work. Rewarding good performance and regular feedback from managers will improve staff morale. Happier employees will treat guests better and reduce service complaints.
[bookmark: _Toc199332807] Implementation Plan for Each Recommendation 
This section provides a step-by-step plan to implement all the above recommendations.

Step 1: Staff Training Program
First, conduct a training needs assessment for all employees. Then, prepare custom training sessions for customer service, soft skills, and task-specific duties (Papademetriou et al., 2023).   Trainers will be hired for a period of one to two months. Regular performance evaluations will follow to check the training results.
Step 2: Install Feedback System
Second, select a digital platform that fits hotel operations and guest needs. Set up feedback tablets at reception and links on Wi-Fi portals (Iranmanesh et al., 2022). Train staff to monitor the feedback dashboard and respond within 24 hours. Weekly reviews will be conducted to discuss common complaints and action points.
Step 3: Start Regular Audits
Third, assign a quality assurance team to perform monthly performance audits (Sao Joao et al., 2019). Use a checklist for each department and grade staff based on service quality  (Nam et al., 2021). Share the results with all teams during monthly meetings. Create improvement plans for staff or departments with low scores.
Step 4: Create Daily Operational Checklists
Fourth, supervisors must prepare daily checklists for maintenance and cleaning tasks. Housekeeping and engineering teams must sign off completed duties every day (Özdemir et al., 2019). Managers will verify reports and act on any incomplete tasks immediately. This will reduce delays and ensure smooth daily operations.
Step 5: Launch Staff Engagement Program
Fifth, set up a recognition program to reward good staff behavior and achievements. Offer monthly bonuses or “Employee of the Month” awards (Wang et al., 2019). Organize small events, team-building sessions, and open feedback forums. This will keep staff happy and reduce employee turnover.
Through following this step-by-step plan, JW Marriott Hotel Berlin can resolve the service and operational issues effectively. Staff morale will improve, guests will feel satisfied, and the hotel will rebuild its reputation.
[bookmark: _Toc199332808] Change Management Strategy 
The Lewin Change Management Model has three stages: unfreeze, change, and refreeze. In the unfreeze stage, the hotel should raise awareness about improvement (Benhadda and Chibili, 2019). Management can use guest feedback from TripAdvisor to assess service quality. They must communicate clearly about changes and new recruitment processes. Hiring skilled staff is needed to meet high hospitality industry standards. Newton (2010) said creating urgency helps reduce resistance to change. Open discussions with staff can ease fears about new improvements. In the change stage, service standards and systems are introduced and applied. 
The hotel should hire a trained and talented workforce for its services. supported implementing new service delivery methods. Training programs help staff understand roles and improve guest experiences. These programs also ensure that staff know how to meet expectations well. Burnes (2014) said training supports consistent and high service quality. Managing role changes within departments will reduce confusion and disruption (Shin and Jeong, 2022). Shifting job roles properly helps maintain balance during the transition process. The final stage is refreezing, where the changes become permanent routines. 
SOPs must reflect new policies and support ongoing performance checks. Kotter (2012) believed standards should be used for future evaluations. Ali et al. (2021) said rewarding good behavior boosts staff morale. Management should keep monitoring performance and collecting guest satisfaction surveys. Kipping and Clark (2012) stated that feedback ensures the system stays on track. These changes will improve hiring and raise service levels at JW Marriott. They will also strengthen the brand’s image in the luxury hotel market (Peng and Chen, 2019). Guests will receive better experiences, and staff will feel more supported. 
Therefore, a structured approach helped for planning, implementation, and monitoring of the changes in the organisation. It will help in providing smoother translation reduction in the disruptions within the services (Lo and Yeung, 2020). For the competitive hospitality sector, there must be stronger adaptations to develop technological advancements, management of customer expectations, and learning of the market condition (Phillips and Klein, 2023). 
It will be helpful to determine effective change management process for aligning the staff members, streamlining the operations, and maintaining higher quality in the service industry.
[image: Guide to Change Management Models: Three Types, Examples,… | Quickbase]
Source: (Phillips and Klein, 2023)
[bookmark: _Toc199332809]Staff Engagement and Communication Plans 
Staff engagement is very important for the success of any change. At JW Marriott Berlin, staff will be involved in every step. The management team will first hold meetings with department leaders.
They will explain the problems and the reason for the upcoming changes (Luo et al., 2019). This builds trust and helps remove fear or confusion among workers. Staff will also join focus groups to share thoughts and ideas. These sessions will allow open discussions in a safe and honest space. Employees will feel valued when their views are respected and used (Sao Joao et al., 2019).  This increases motivation and makes change easier to accept. Weekly updates will be shared through internal emails and notice boards.
These updates will include progress, important news, and plans. Line managers will hold daily briefings to explain new actions. Clear, short talks help staff stay informed and work better. A suggestion box will be placed in staff areas for feedback (Chen et al., 2022).  This will let staff give input even when busy or shy. Every month, feedback will be reviewed and discussed by managers. Special training sessions will be arranged for all new procedures. Trainers will use simple language, examples, and step-by-step guidance (Luo et al., 2019). This certifies every employee knows what to do and why.
 Appreciation days and staff rewards will boost morale and encourage effort. Staff who show great service will be praised throughout monthly meetings. A staff newsletter will also highlight individual achievements and team progress.
Staff engagement and communication plans are applied to the hotel management of JW Marriott Berlin to offer successful implication of the smoother operations. The application provides exceptional guest services to gain loyalty and trust. The use of effective communication strategies will be applied like arranging regular team meetings, daily workshops, and educational meetings for keeping the departments and services aligned on using priorities, managing events, and fulfilling guest needs (Chen et al., 2022). There must be open and transparent communication channels like introduction to the digital platforms and collection of the anonymous surveys to learn about areas of improvement. 
It will support in encouraging the employee by collecting feedback and definite participation. It allows fostering a definite and positive working culture. The introduction of the training and team building activities are helpful to make enhancement in the employee motivation factors. It is helpful to make direct collaboration with different departments. The consideration helps engagement of the employees to offer them values and well-informed system. It will help in providing more productive activities higher service quality and contribution towards the improvement in the level of satisfaction and loyalty of the customers (Iranmanesh et al., 2022). Therefore, the implementation of a dynamic staff engagement and an effective communication plan will help the hotel management to reduce emerging errors, fostering the morale, and strengthening the reputation of the hotel. 
[bookmark: _Toc199332810]Success Metrics and KPIs 
Table 3 Success Metrics and KPIs
	Perspective
	Objectives
	Goals
	KPIs
	Initiatives

	Financial
	Improve service value to retain revenue
	Reduce guest compensation costs due to service errors by 20%
	Cost per complaint, guest compensation total, RevPAR impact
	Improve service systems to reduce errors and complaints

	Customer
	Improve guest satisfaction and loyalty
	Raise guest satisfaction scores by 25% over 6 months
	Guest satisfaction scores (daily surveys), complaint rate, return booking rate
	Conduct daily guest surveys and monthly comment card reviews

	Internal Process
	Improve response time and complaint resolution
	Respond to guest requests within 10 minutes consistently
	Average response time, number of unresolved requests, and complaint resolution rate
	Monitor staff response time daily, and use internal audits to certify quick handling (Sao et al., 2019).

	Learning & Growth
	Improve staff satisfaction and skills
	Reduce employee turnover by 20% in one year
	Turnover rate, staff satisfaction survey results, and training completion rate
	Conduct quarterly surveys, regular performance reviews, and monthly training.


Source: (Author)
[bookmark: _Toc199332811]Cost-Benefit Analysis 
The JW Marriott Hotel Berlin is currently facing a decline in service quality and operational inefficiencies, resulting in poor guest experiences and a growing reputational risk. Core issues include delayed response times, inconsistent housekeeping standards, undertrained staff, and the absence of efficient digital service tools (Madanoglu and Ozdemir, 2019). To resolve these challenges, three targeted and cost-effective recommendations are proposed. The first recommendation is the implementation of a comprehensive Staff Training and Development Program, with an estimated annual cost of €50,000. This investment will lead to more consistent service delivery, improved response times, and better-trained staff (Al Aina and Atan, 2020). Furthermore, enhancing the staff’s ability will directly influence guest satisfaction, growing the likelihood of positive reviews and repeat bookings.
For the second recommendation, a Digital Guest Service Platform is introduced. The first installation will involve €30,000, and regular maintenance is estimated to cost €10,000 each year. 

Moreover, by using this platform, the hotels can manage guest communication and execute services easily, which means they suffer fewer delays and their guests have a better stay experience (Genikomsakis et al., 2021). Improving your online system benefits the person to get more bookings yourself and fewer from third-party platforms, which can increase how much you earn.
 
Table 4 Cost Benefit Analysis
	Initiatives
	Description
	Cost (€)
	Timeline
	Expected Benefits
	ROI Timeline

	Housekeeping Quality Audit and Incentive Program
	Launch a program to certify high cleanliness standards, improve room readiness, and reward staff
	€15,000
	6 months (implementation)
	- Consistent cleanliness
- Enhanced room readiness
- Motivated housekeeping staff
- Increased guest satisfaction
- Strengthened brand image
	12–18 months

	Total Cost for All Recommendations
	Includes all three recommendations proposed
	€105,000
	
	- Improved operational efficiency
- Higher occupancy rates
- Improved guest loyalty
- Protected brand reputation
	


Source: (Author)
3 [bookmark: _Toc199332812]Action Plan 
Table 5 Action Plan
	Month
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor planning and unclear roles
	Conduct structured planning meetings with department heads to define all team roles, daily responsibilities, and accountability. 
	Clear role definitions and transparent planning will create a unified direction. Feedback will help managers understand and address the most frequent and critical complaints.
	1 month
	31/07/2025
	No extra cost

	2
	Untrained staff and poor systems
	Launch a professional development program including workshops on customer interaction, teamwork, time usage, and problem-solving. 
	Employees gain critical skills to improve service delivery. Efficient systems reduce delays, overbookings, and miscommunications across departments. 
	1 month
	31/08/2025
	€50,000 (training + IT)

	3
	Poor internal communication
	Introduce weekly team briefings, internal newsletters, and digital or physical suggestion boxes. Encourage department leads to promote two-way communication among staff.
	Staff feel more valued, listened to, and involved in decision-making. Team cohesion improves, and misunderstandings are reduced across shifts and service areas.
	1 month
	30/09/2025
	€5,000

	4
	No service quality tracking
	Form a Quality Control Team responsible for monitoring weekly KPIs such as guest review scores, housekeeping ratings, and response time. 
	Performance trends will be visible in real-time, allowing proactive decisions. 
	1 month
	31/10/2025
	€5,000

	5
	Low staff motivation
	Develop a transparent incentive program featuring “Employee of the Month” awards, peer-nominated recognition, and small monetary or gift rewards to celebrate service excellence.
	Employees feel appreciated and recognized for their efforts, encouraging higher engagement. 
	1 month
	30/11/2025
	€10,000

	6
	No review or long-term planning
	Management will conduct a strategic review of all initiatives, measuring outcomes versus goals. Draft a future action plan with quarterly reviews, long-term KPIs, and budget forecasting.
	The review ensures accountability and documents lessons learned. A structured forward plan will sustain improvements and help avoid future performance lapses.
	1 month
	31/12/2025
	€5,000

	7
	Limited use of guest feedback in improvements
	Introduce a digital guest feedback system accessible via in-room QR codes and post-checkout emails. Set up monthly feedback review meetings with the department 
	Real-time feedback provides insight into the guest experience. Acting on suggestions helps boost satisfaction, brand trust, and continuous service improvement.
	1 month
	31/01/2026
	€7,000



Source: (Author)
4 [bookmark: _Toc199332813]Conclusion 
According to this report, poor service and how the hotel runs daily tasks at the JW Marriott Hotel Berlin are damaging both customer happiness and the hotel’s brand image. Slow service, unfriendly behaviour by staff, and difficulty between departments have resulted in many guest complaints. When there is high staff turnover, the extra demands on those who remain may cause both the standards of service and company efficiency to drop. There is no strong way for employees to share their problems within the company, causing the company to act slowly. Boutique hotels and Airbnb are two examples of the increased competition the hotel is seeing outside, especially from guests wanting more personalised options. Having to deal with the cost of inflation and the ongoing effects of the COVID-19 recovery means companies are finding it difficult to add new improvements (Abu et al., 2024). The growing traveller trend now covers digital conveniences, as well as a desire for environmentally aware hotels and services. 
Should JW Marriott Berlin not respond to changes, there is a risk it will drop in popularity and harm its future success.
The analysis shows that being politically secure enables tourism, yet firms need to be extra careful about following all laws, especially GDPR, to prevent trouble and damage their image. Smart systems for booking and feature-rich guest rooms provide a way to boost efficiency at workplaces and the happiness of guests. Furthermore, social development. According to the SWOT report, the hotel has a strong brand and chooses an ideal location, but it needs new technology, more staff, and better service. You can take advantage by giving employees new training, using automation, and working with area tourism businesses to design different experiences.  Hotels should also deal wisely with harmful feedback online and the growing costs of running the business to ensure their reputation and bottom line are safe.
Based on these issues, the report advises using Lewin’s Change Management Model and beginning by alerting staff and management to issues in services. If the company adds good training and brings on experienced staff, its service and work will improve. Through automating and adding AI, hotels can improve check-in and room service, which meets what guests expect from the service. Taking the time to add new practices to standard operations and checking feedback from guests will ensure that your business maintains its improvements. They will make it possible for JW Marriott Berlin to suit today’s hotel trends, raise customer satisfaction, and prevent many staff exits. 
Through concentrating on sustainability, hotels can cut waste, use less energy, and attract those who care about the environment, which improves their competitiveness in the market. By encouraging teams to keep learning and stay motivated, the hotel can maintain its top standards and match rivals in the market. In short, adjusting both how the hotel is organised and what happens in the market through updates to operations, technology, and sustainability will help JW Marriott Hotel Berlin thrive. Through these actions, the hotel can handle today’s problems, as well as benefit from changing trends in luxury travel, which will support both its reputation and its business results in the European sector.
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