
Survival

By #MarinaAlex

Agile Transformation

in the Hotel



Hotel 
Difficulties
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1. Unhappy guests leading to bad social media reviews.

2. Slow response to guest requests.

3. Employees afraid to make mistakes or speak up about problems.

30%

The occupancy rate

was below
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Mikhail Bichenkov
CEO of Porto Mare Hotel



Business
Agility:

How
to Save
the Business
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3 Pilot
Teams

1. Agile Sales &
Marketing Team

2. Housekeeping Team

3. Top Management
Team
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Agile Sales &
Marketing Team

1. Why

▪ 30% sales targets

▪ Did not collect feedback

from Guests

▪ Did not know the Guest profile

and the Guest journey
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Agile Sales &
Marketing Team

1.

▪ Completely self-organized and

welcoming team that was collecting

feedback from the Guests, testing

hypotheses, and implementing

improvements

▪ 152 improvements
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Housekeeping
Team

2. Why

▪ The Guests were complaining
about the quality of cleaning

▪ Bad reviews about the quality
of the service in social media

8#MarinaAlex



Housekeeping
Team

▪ Stopped using plastic bottles

and plastic garbage bags

▪ Began to tell the Guests

about the products available

in the hotel

2.
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Top Management 
Team

3. Why

▪ Changes start from within

▪ By changing how senior 

managers approach work, 

we are changing the entire 

company
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Top Management
Team

▪ Collaboration between all departments

▪ Continuous process of receiving

feedback from the Guests

▪ Hundreds of hypotheses

and dozens of improvements

3.
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Challenges
of Agile Transformation

40%
of employees

quit their jobs

Performance indicators

suffered a drop

from 30% to 20%

Employees

did not want

to take

responsibility
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Results
of Business Agility
Transformation: 

▪ Occupancy rate of the hotel
increased from 30% to 100%

▪ More than 400 improvements

▪ Doubled the profit plan for 2020

Download
SWAY Guide 2.0

marina@uba.school

Marina Alex

mailto:marina@uba.school

