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[bookmark: _Toc181824297]Executive Summary
This consultancy report proposed by Peasum Consulting Group presents some operational problems that Radisson Blu Hotel in Cluj-Napoca, Romania experiences. These are the areas of challenge that have been deduced from the customers’ responses, self-evaluation, and the existing hotel's organisational procedures. It is, therefore, the aim of this report to offer pertinent recommendations to the hotel management to facilitate the general satisfaction of the guests, increase organisational effectiveness, and, therefore, increase the profitability of the hotel.
These are information on the key problem areas that have been highlighted here and they are under the food and beverage department, front desk services, maintenance, and housekeeping. The hotel has been meeting complaints from guests about the bad quality of coffee and the expensive prices of the beverages, more so the Hugo drink, which affects customer satisfaction. Moreover, there is also inefficiency in responding to customers' complaints issues with the air conditioning system have not been resolved for more than a few days, it was reported. As for negative feedback, it is also possible to focus on the complaints concerning the size of the rooms, which some of the guests did not find appropriate for a five-star hotel. 
A deeper analysis of the root issues that lead to these problems constitutes the following major causes of these operational issues. Some of the problems identified include a lack of trained personnel, especially in terms of dealing with guests and customers, and a lack of effective management in the quality of services delivered. The hotel has a reactive form of maintaining its properties instead of being initiative-taking. This slows them down when handling guests' complaints, including the air conditioning complaint a guest raised. Having prompted such a reaction from its guests, it has led to a deteriorating satisfaction rating and further loss of returning clientele. Also, the lack of any other customer loyalty program has been a major hit to the hotel’s customer retention in this competitive industry.
In response to these issues, the report offers an array of implementation measures. These include:
· Improving the Quality of Coffee and Beverages: Improving the quality of drinks produced to customers will improve the customer experience. This can be done by purchasing high-quality equipment for making coffee and educating the employees on the right preparation methods. Moreover, changing the price range of alcoholic and non-alcoholic beverages can bring new clients closer and offer guests a diverse drinking menu at the hotel without sacrificing quality. The application of this approach will spur demand in guests due to a combination of affordability and quality, making the guests more loyal.
· Enhancing Front Desk and Customer Service: Lodging guest's complaints place attention on being dissatisfied with the front of house and particularly, the complaint resolution process. Hence, the hotel needs to offer capacity training to the front desk personnel, specifically on communication, conflict solving and handling complaints. Failure to promptly follow up on a complaint means that the guest will leave the hotel dissatisfied, thus allowing competitors to eat into the hotel's business. Consequently, following up on the guests' complaints ensures that the hotel retains its customers and thus boosts its reputation.
· Proactive Maintenance and Room Upgrades: The various in-room features are known to affect the experiences of the guests in a noticeably big way. To counter this, the hotel should conduct a preventative maintenance check to correct problems that may affect guests, such as air conditioning malfunction. Furthermore, there is an opportunity to redesign or restructure the rooms more efficiently. By arranging the hotel to offer comfort and contemporary facilities in the room, the hotel can enhance the satisfaction among guests to make the experience more enjoyable.
· Introducing a Loyalty Program: If well implemented, it can increase customer loyalty and(result) increase the number of reservations again. In essence, it is a good way through which the hotel can be able to entice the returning guests and increase revenue. Depending on this, the program should be promoted among the usual flyers and business clients and give exclusive benefits to the two categories. This will build up the firm’s customer portfolio and guarantee continual growth of the hotel.
· Staff Training and Change Management: If high standards of service delivery are to be maintained, there is a need for constant staff development. That means the hotel should set more focus on training to continue offering employees necessary skills for overcoming the new expectations of guests. Integration of a change management plan will enable the employees to transition to new service protocols and operational changes smoothly, hence no resistance to service delivery. This will complement the other recommendations and foster the right organisational culture that will enable other recommendations.
The report also includes measures and procedures which will be useful to achieve the recommendations mentioned above and the time frame, along with cost estimates, are also incorporated alongside. Adopting this action plan will benefit Radisson Blu Cluj through increased satisfaction among the customers, better functioning of the processes, and increased competitiveness in the hospitality sector. The effectiveness of these measures will be assessed qualitatively through customers' feedback perceptions and quantitative through percentages of filled rooms revenue per available room (RevPAR).
Finally, Peasum Consulting Group presents a detailed evaluation of the problems existing in the Radisson Blu Hotel in Cluj-Napoca and offers several useful and feasible advisements. As shown in this paper, several changes in areas such as staffing, communication, and technology could substantially increase satisfied customers, operational performance, and the competitive position of the hotel. These enhancements will, in turn, over time, yield a more satisfying guest experience, coupled with boosts in revenue and sustainable profitability. It is likely that the changes, when properly implemented, would help to shape a responsive guest environment and, at the same time, foster customer brand loyalty and profitability for the hotel.
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This report has been prepared with respect to several operational problems which have been encountered by the Radisson Blu Hotel in Cluj-Napoca, Romania, as identified in customers' complaints. More specifically, the hotel says that it has received complaints in such areas as the Food and Beverage Department, Front Desk/Guest Services Department, Maintenance Department, and Housekeeping Departments. Such issues include the poor quality of coffee they serve, high prices of the drinks they offer, sloppy work in serving clients, lack of proper solutions to the air conditioning concerns, and limited space in the rooms (Candra et al. 2023). This report aims to establish the causes of these problems, evaluate their ramifications on the hotel, and recommend efficient solutions that will enable the Hotel to enhance efficiency and customer satisfaction and protect its image.
Hotel Background
The investigated hotel is the Radisson Blu Hotel, located in Cluj-Napoca, Romania. The clients of this hotel are business and leisure tourists. The hotel is located in the central business district, travellers' interest places, and close to the airport. It has newly built facilities such as a quarter and above the standard room of more than 150, multi-function meeting rooms, a fitness centre, and a restaurant (Radisson Hotels, 2024). The Radisson Blu brand is well-recognised internationally for its luxury services and queen-like accommodations. 
Nonetheless, the Radisson Blu Hotel Cluj-Napoca faces operational issues that limit the organisation in providing the best quality services the guests require. These issues were pointed out by the guests in their comments on booking.com, where they complained about the efficiency of services and the quality of facilities (Acampora et al. 2022). In particular, the customer feedback reveals that the problems with the food and beverage department, the room’s cleanliness, and guests’ issues overall influence the image of the hotel.
Overview of the Consultancy Company
The consultancy company is named Peasum Consulting Group, a firm from the United Kingdom. The principal business activities are in offering consultancy throughout the hospitality trade, with particular emphasis on concerns that directly affect the enterprise's viability and effectiveness, on efficiency and customer relations, and on any special activities that would assist the enterprise in becoming more efficient, productive, or profitable or helping it adapt to new circumstances (Peasum, 2024).
Overview of the Issues faced by the hotel
· Food and Beverage Department: The guests have expressed their concern towards poor quality coffee and expensive like the Hugo cocktail which is diluted according to guests (Abdullah et al. 2023). These concerns are a direct line of sight to the customer experience and can incur a loss on both room and F&B income for the hotel.
· Front Desk/Guest Services: Some guests have incurred several grievances, especially on the deficiency of the front desk staff in handling problems that involve, for instance, air conditioning difficulties in guests' rooms (Al-Hyari et al. 2023). The resulting lack of responsiveness, for instance, leads to poor customer experiences and erodes a hotel’s service brand image.
· Maintenance Department: Several of the rooms in the office have issues with air conditioning, and the issues were not fixed even when they have been complained about severally (Arindra et al. 2024). This issue can be due to the inconvenience of the guests, especially during hot weather, and is usually a complaint by guests.
· Housekeeping: Another area that has concerned the guests is the space and cleanliness of the rooms, as they claimed that the available space does not meet the five-star rating of the hotel (Buhalis and Moldavska, 2021). The space comfort: room and cleanliness issues can be among the key factors affecting customers’ retention levels.
Consulting Frameworks
PESTEL Analysis: This framework will evaluate the political operations, economic conditions, social culture, technological factors, and environmental and legal factors affecting Radisson Blu Hotel operations.
SWOT Analysis: When performing the SWOT analysis, one aims to evaluate strengths, weaknesses, opportunities, and threats faced by the hotel.
TOWS Analysis: TOWS will be applied to come up with tactical recommendations by comparing what the hotel does well and what is favourable outside it while at the same time evaluating episodes that the hotel does not effectively offer and possibilities that are negative outside it. 
[bookmark: _Toc181824299]Analysis
[bookmark: _Toc181824300]Description of the issues faced by the guests
Based on the review of the guest posting on booking.com, the reasons include the low quality of coffee and the high price of drinks. Among the guests' complaints, the issue of the low quality of coffee offered by the food and beverage department is one of the main ones. The main guest complaint on the Booking.com website is the quality of coffee served, while the Hugo cocktail is rather expensive (Chan et al. 2021). A guest reported that the coffee was “my beverage was undrinkable, and the taste was worse than in a low-budget tavern.” (Booking.com, 2024). Such feedback is in tune with the hotel's brand promise, especially for a hotel that charges premium prices. Feedback such as this is destructive to the hotel’s reputation, especially in the highly competitive hospitality business where coffee is a key aspect of the guest experience. This can be seen as evidence in the below image.
[image: ]
Figure 1: Guest Reviews
(Source: Booking.com, 2024)
Another review on the same website posted by another guest is related to the poor Management in Dealing with the Air Conditioning Challenges Some of the complaints heard from guests are about the maintenance and inadequacy in the provision of front-desk services concerning problems of air conditioning. There is also the case of a guest who said they could not sleep for three nights due to an air conditioning issue, which they had always complained to the front desk about with no solution (Acampora et al. 2022). Temperature control is a particularly important aspect of guest comfort, especially during the summer period. Failure to fix this problem on time not only influences multiple aspects of guests’ comfort but also leads to a lack of return customers and low ratings on popular platforms. 
[image: ]
Figure 2: Guest Review
(Source: Booking.com, 2024)
This inefficiency is highly disadvantageous, especially for a hotel of the status of Radisson Blu, as the guests' confidence in the ability of the hotel to coordinate and manage simple services is lost. Several inefficiencies of this type of service may, when not addressed, contribute to negative reviews that are damaging to the hotel.
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	Factor
	Details
	Impact on Radisson Blu Hotel Cluj-Napoca

	Political
	This includes government policies, stability, and regulations that play an important role in hospitality. Tourism policies, together with legislation within the European Union, affect the Romanian economy in terms of the devised structure for the industry (Buhalis and Moldavska, 2022).
	Stability in the political systems and favourable policies for tourism are the main factors that encourage development. Still, in the hospitality sector, rules and acts related to the quality and pricing of services may impact hotel services (Jabbar et al. 2024). Urgent employment laws and employee protection issues affect staff and customer service changes.

	Economic
	Other variables, inclusive of inflation rates, foreign exchange, and economic development affect the expenditure of tourists in tourism (Fukey et al. 2024). Downlight in the economy may lower the client's expectations of the quality and special services offered by the best hotels.
	High inflation levels lead to a rise in the costs of doing business by escalating the prices of food and beverages. If high prices are not supported by quality products, customers are dissatisfied (Karim and Rabiul, 2024). Fluctuations in the economy within the European Union can have an influence on domestic and inbound tourism, which in turn will result in changes in occupancy and revenues of the hotel.

	 Social
	Growth in demographics, changes in lifestyle and choice, and expectation levels all keep influencing downstream hospitality demand (Fukey et al. 2024).
	Customers’ expectations of the quality of food, the comfort of the accommodation, and the price all bear the reputation of the hotel. Lack of quality coffee and customer complaints (for instance, poorly fixed air conditioning) reduces patronage, the key to customers offering their business in a saturated market (Li et al. 2020).

	Technological
	Technological innovation is a key factor in describing operational developments throughout this hotel and delivering improvements to the guests (Das, 2023). It should be noted that technology is used to cater for online reviews, as well as consumer feedback.
	The use of social media has advanced, and this makes a negative review spread quickly, affecting the hotels (Huang et al. 2024). There was also a suggestion that technology-supported guest services could be optimised, and that investment must be made.

	Environmental
	Guest expectations have risen to these expectations, and guests prefer environmentally sustainable facilities. This is also important where circumstances such as weather and climatic conditions affect one’s status hence the kind of travel (Acampora et al. 2022).
	Different types of travellers use hotels with environment-friendly policies. Environment conservation might be an incentive to those who prefer to get the hotel’s products since it applies sustainable resources and energy.

	Legal
	Policies tend to control and regulate the operation of the hotel through acts and policies that control health, safety, and some pricing policies of the industry (Li et al. 2020). Trademark infringement, rights of workers, employee protection, service quality, and much more plague is bound to obey EU norms and requirements.
	Legal requirements ensure compliance with quality standards, especially in the F&B industry impacting on the justification of price in the F&B department and quality assurance. By affecting staffing flexibility, it is possible that other guest concerns and complaints cannot be addressed swiftly, especially during peak seasons.
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	Factor
	Points
	Details

	Strength
	Prime location, brand reputation, and amenities and facilities.
	· The hotel is situated in the city of Cluj-Napoca and since it is situated in a busy area with many attractions, the hotel is well suited for domestic consumption and foreign tourism.
· This hotel is in the group of Radisson Blu recognised internationally as offering quality service, which makes the first impression of the guests to be positive (Radisson Hotels, 2024).
· The hotel provides additional luxurious facilities like a gymnasium, swimming pool, in-house massage parlours, conference hall, an., thus expanding the target market.

	Weakness
	Service deficiency, high food and drinks prices, constraints of room space, and limited adaption of the feedback
	· Excess charges critical to guest dissatisfaction have an issue to do with high food and beverage prices, where guests complain that even a cup of coffee or a cocktail causes air conditioning issues, which can frustrate guests and harm reviews (Saut and Bie, 2024).
· The hotel’s food and beverage pricing, especially for items like coffee and cocktails, is a recurring complaint. Guests perceive the pricing as disproportionate to the quality, which may deter repeat visits.
· Limited room space has been criticised by guests expecting a more spacious experience in a five-star setting, affecting overall comfort and satisfaction (Tan and Despotis, 2021)

	Opportunities
	Rising tourism in Romania, growing demand for sustainable practices, enhanced guest satisfaction, and expanding event facilities
	· Increasing concerns about sustainable measures and adopting green measures can appeal to the increasing number of travellers who are more conscious of environmental issues (Tavitiyaman, 2022). 
· Increasing conference and event space If the city of Cluj becomes even more involved in the conference business, perhaps it would be a good idea to add or popularise the hotel's conference spaces, as they would retain business travellers and entice corporate guests.


	Threats
	Increasing competition, online reputation risk, and regulatory changes
	· Some economic instabilities in Europe that affect tourism may lead to a decrease in the amounts of disposable income for luxury hotels.
· Threats to online reputation booking more negative comments on any website such as ‘Booking.com’ may discourage many people from using the hotel.
· The EU hospitality regulations may go through a shift regarding the quality and service standards, which may force the firms to spend a huge amount of money to offer the required service standards (Youssofi et al. 2024).
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	TOWS Factors
	Strategic Action

	Strengths + Opportunities (SO)
	· Expand on Cluj-Napoca’s increasing attractiveness as a tourist destination to sell the hotel location and Radisson Blu brand with the help of regional tourism and marketing contacts. 
· Boutique hotel markets the hotel’s event and conference spaces to corporate clients and package services that host meetings and events with accommodations to appeal to both corporate business and leisure business travellers (Zarezadeh et al. 2022). 
· Adopt environmental measures, including cutting down on the use of plastics and increasing energy conservation, explaining the hotel's commitment towards environmental conservation. 
· Focusing on greens will make such travellers flock in large numbers because they believe in environmental conversation (Wu et al. 2023).

	Strengths + Threats (ST)
	· Distinguish the place from competitors by providing and advertising excellent services which include service quality in the F&B department. 
· There are also areas such as room space and air conditioning as well as Food and Beverage that guests freely express what they feel about on social media and other online forums, so it is important to keep track of these remarks and follow up with customers (Wu et al. 2023). 
· By addressing these concerns pre-emptively, potential reputational loss will be prevented, and guests' impressions will be improved.
· New tariff plans, offers, or promotions can be developed to retain or gain a share of business while maintaining value and portray its market position without having to necessarily compete on price (Wang et al. 2023).

	Weaknesses + Opportunities (WO)
	· It involves lowering the F&B rates or enhancing the menu portfolio to represent quality, priority should be on niche, locally sourced produce. 
· Staff training on how to maintain or improve the quality of their delivery will guarantee improved quality, therefore increasing guest satisfaction (Song et al. 2022).	
· Implement new technologies such as tracking of maintenance and guest feedback forms so that the front desk can respond to complaints like air conditioning immediately and advance the general performance of services (Sann et al. 2023). 
· Market the rooms as ‘efficiency luxury’ if it wants to attract the kind of wise clients who desire value for their money.

	Weaknesses + Threats (WT)
	· The common and frequent complaints will be helpful when dealt with to minimise the effect of negative images, thus protecting the hotel's reputation. 
· Some of the solutions include ensuring that the F&B inventory is used optimally and reducing employee numbers based on the season without compromising on the quality of service provided (Peng et al. 2022).
· Meet the regulations of the EU concerning hospitality very often and allocate some money for immediate response to new requirements connected with services or guests’ security.
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Recommendation 1: Improve Coffee Quality and Pricing in the Food and Beverage Department: When it comes to a response to unsatisfactory guest experiences with hotel coffee quality and concerns over expensive drinks, thus, it is suggested that the hotel enhance both coffee and beverages. Improving the quality of coffee and changing the price for the drinks will correlate the quality of products with the level of customer expectations.
Implementation
· Source Premium Coffee: Replace the current brand of coffee beans for higher polished brand that can be sourced from reputable suppliers’ café/hotel recommendations.
· Staff Training: It is recommended to conduct barista training among the F&B staff so that they can deliver consistent quality with a cup of coffee (Li et al. 2020).
· Menu Redesign and Pricing: Launch a new item on the menu where clients must pay for normal drinks and the extended versions of the same depending on the client’s financial capability (Ali et al. 2021).
· Guest Feedback System: Use feedback forms that can be quickly filled by customers immediately after taking coffee and other beverages.
Change Management
· Staff Engagement: Make F&B staff as well as responsible for choosing coffee suppliers and engaging in training as the first step to getting them to become as effective as possible at what they do.
· Transparent Communication: Ensure that both guests and staff understand other change implications, such as quality enhancement and new pricing methods, as part of improvements to guests' experience (Lashley, 2024).
Evaluation of Success
· Guest Satisfaction Surveys: Supervise guests’ comments on coffee quality in both the Booking.com website and in-house questionnaires.
· Sales Performance: Evaluate monthly sales of the latest coffee and other speciality drinks and check if they can be considered revenue generators different from the reference point (Madu and Ahmed, 2024).
· Feedback Analysis: Daily analyse guest comments, search for positive sentiments about the quality of coffee, and modify the plan correspondingly.
Estimated Cost
· Supplier Shift to Premium Coffee: £5,000
· Staff Training Program: £3,500
· Menu Redesign and Marketing Materials: £2,000
· Total Estimated Cost: £10,500
Recommendation 2: Improve On Front Desk Operation and Customer Satisfaction: Optimise the front desk to reduce customer dissatisfaction with a perceived lack of order in processing their service and complaint requests and in response to their specific complaints, such as that of the air conditioning system (Ozturk et al. 2023).
Implementation
· Staff Training in Customer Service: Provide specialised training regarding customer management and customer care, which should put into practice the aspects of responsibility, responsiveness, and emotionality.
· Implement a Ticketing System: Implement a ticketing system to help the front office to sort their work. When guest requests come in, the front desk staff can investigate them and address the requests promptly (Jevtić et al. 2024).
· Improve Cross-Department Communication: Provide a direct linkage between the front desk and the maintenance department to ensure that the time of response to facility requirements, such as air conditioning, is perfect (Baquero, 2023).
Change Management
· Incremental Rollout: Phase in the ticketing system to give the staff enough leeway to develop acclimatisation and make suggestions on improvement.
· Continuous Training: Continually update training to maintain high standards of guest contact and, where possible, demonstrate to front desk personnel how to solve problems (Das, 2023).
Evaluation of Success
· Response Time Tracking: Record the meantime taken to meet the guests’ demands before and after applying changes.
· Guest Satisfaction Scores: Such sources as Booking.com should be monitored regarding such keywords as service quality and efficiency (Kim and Chung, 2022)
· Internal Audits: It is suggested that each site should conduct a monthly audit to assess the success of the ticketing system and determine where changes can be made.
Estimated Cost
· Customer Service Training: £4,000
· Ticketing System Setup and Software: £3,500
· Ongoing Communication Training: £1,000
· Total Estimated Cost: £8,500
Recommendation 3: Maintenance and Ultimate Dependability for Air Conditioners: This plan should provide a detailed schedule for preventive measures to be taken to provide guest comfort while eliminating daily AC problems (Fang et al. 2024).
Implementation
· Preventative Maintenance Program: Schedule routine maintenance for air conditioning, so that the units will be checked before they break down.
· Upgrade Equipment: Where required retrofit old units with new energy-efficient ones to cut down on the regularity of maintenance as well as to enhance the comfort level of the rooms (Leutwiler-Lee et al. 2023).
· Immediate Response Protocol: Adopt an emergency maintenance plan whereby special attention is paid to guest room conditioning breakdowns to avoid many days without repairs.
Change Management
· Maintenance Staff Training: Brief train maintenance personnel on the special needs of the new preventative maintenance program.
· Departmental Coordination: Maintain a constant follow-up with the front desk and the maintenance department to ensure that guests’ complaints about air conditioning are resolved on lame (Li et al. 2020).
Evaluation of Success
· Reduction in AC Complaints: Monitor records on the guest complaints and feedback that are common to the air conditioning systems to measure the degree of improvement (Olorunsola et al. 2022).
· Maintenance Logs: Read maintenance logs weekly, if possible, to discover that some routine checks are performed, and problems are detected.
· Energy Savings: Maintain a record of energy utilisation to check whether upgrades over time are realising expected gains (Lo and Yeung, 2020)
Estimated Cost
· Preventative Maintenance Setup and Tools: £4,500
· Replacement of Outdated Units: £15,000
· Staff Training: £2,000
· Total Estimated Cost: £21,500
Recommendation 4: Space efficiency and cleanliness of rooms: To eliminate guests' complaints about space and tidiness of the rooms, standards of housekeeping should be improved as well as the organisation of the space in the rooms, which are to be redesigned to look less cramped (Latinopoulos, 2020).
Implementation
· Housekeeping Training Program: Lastly, provide a detailed training program to enhance the level of cleanliness and make sure each time the guest is asked to leave the room for cleaning, the employees pay much attention to guest comfort.
· Redesign Room Layouts: Make a room space survey to determine the changes in the room’s layout or decoration to provide the most space (Manfreda et al. 2023).
· Guest Satisfaction Metrics: Develop a post-cleaning checklist to help see that all the current and changes in the new cleaning policies are adequately and effectively covered (Wu et al. 2024).
Change Management
· Staff Involvement: In this regard, the staff responsible for housekeeping should be involved in the formulation of new standards and layouts by asking for their opinion, which would make them more compelled to work as per the laid down standards (Zarezadeh et al. 2022).
· Progressive Room Layout Changes: Implement layout changes in a few selected rooms at first and wait for the guests’ response before introducing changes into all of the rooms.
Evaluation of Success
· Housekeeping Inspection Scores: The record of inspection should be kept so that one can have an insight into the hygiene status of the venue to be used.
· Guest Feedback on Room Comfort: Check the response to the room's cleanliness and space to see the positive shift in the score (Wirtz et al. 2020).
· Room Occupancy Rates: Monitor the number of resident units and all related bookings, as guest satisfaction must manifest in a higher number of bookings (Widiyanti and Tukiran, 2024)
Estimated Cost
· Housekeeping Training: £3,000
· Room Layout Audit and Redesign: £6,000
· Post-Cleaning Checklist Implementation: £500
· Total Estimated Cost: £9,500
Recommendation 5: Reevaluate the price structure while increasing the level of transparency: Optimising guests' perceived value by looking at the effectiveness of pricing for the services, especially the Hugo drink, and delivering clear pricing mechanisms (Moreno Brito et al. 2024).
Implementation
· Pricing Review: There is a need to conduct a detailed audit of prices of food and beverages and other related hotel services to have fair rates that are market competitive.
· Transparent Pricing Policy: Practice operational accountability and price transparency including all ingredients costs on the menu and provide a value-add note for certain expensive dishes (Papademetriou et al. 2023).
· Guest Communication on Value: Educate personnel to share with the customers about the significance of expensive products through the use of high-quality compounds and cooking techniques.
Change Management
· Involvement in Pricing Decisions: Consult F&B and the front desk on pricing matters, with the intent of coming to understand what value-priced guests are willing to pay.
· Transparent Menu Layouts: Menu: Modify the menu layout to spell out what the guests are being charged for and give short explanations of the nature of premium products (Sadhu et al. 2024).
· Evaluation of Success: Monitor guest feedback, especially on the issue of the fairness of price levels and Food and Beverage options (Li et al. 2020).
· Revenue Impact: If possible, changes in overall revenue from these products and methods should be measured to compare pre- and post-adjustment sales to determine if adjustments are beneficial.
· Increased Orders of Premium Items: Keep records of total sales on products such as Hugo drink to determine whether transparency increases the acceptance of the product, hence increasing its sales (Pizam et al. 2024).
Estimated Cost
· Pricing Analysis and Adjustments: £2,500
· Menu Redesign for Transparency: £1,500
· Staff Training in Guest Communication: £1,000
· Total Estimated Cost: £5,000
Recommendation 6: Develop and Build a Strong Online Presence and Improve Online Image: To change guests’ perception and boost room bookings it is suggested that Radisson Blu Hotel Cluj Napoca intensify its presence online and respond to guests’ feedback more initiative-taking. This includes the continued development of the hotel's social media strategy and actively monitoring the hotel's reputation on most of the social media review sites (Salem et al. 2023).
Implementation
· Social Media Strategy: Craft a specific social media marketing strategy for the hotel to introduce the visitors to the specific entertainment options and new offers at the hotel as well as changes made during recent years.
· Online Review Management: Hire someone from the staff to solely manage the reviews on the internet, particularly on booking.com, TripAdvisor, or Google reviews and ratings, and ensure that it quickly responds to either positive comments or criticism (Yörük et al. 2024).
· Guest Feedback Analysis: Gather information on what needs to be changed continuously to make an impact by evaluating the reviews and comments made online by regular consumers (Tsiotsou, 2022).
Change Management
· Staff Training in Reputation Management: Educate selected employees on the best policies for responding to guests' complaints online, using appropriate and understanding languages (Perdomo-Verdecia et al. 2022).
· Weekly Team Meetings: Conduct weekly meetings in every department with the aim of dealing with guests' complaints and feedback (Wu et al. 2024).
Evaluation of Success
· Review Ratings: Observed changes in average ratings in important sites such as Booking.com to assess the change (Shin and Jeong, 2022).
· Social Media Engagement Metrics: To measure the extent of the marketing message, consider the number of followers, likes, shares, and other comments on social media (Olorunsola et al. 2022).
· Occupancy and Booking Rates: It means tracking occupancy rates because visibility online will attract more bookings than what the current improved reputation can offer (Liu et al. 2022).
Estimated Cost
· Social Media Marketing Campaign: £4,000
· Training for Online Reputation Management: £2,000
· Guest Feedback Analysis Software: £1,500
· Total Estimated Cost: £7,500

Recommendation 7: The introduction of what can be called a Guest Loyalty Program is equally important: Introduce a customer loyalty program aimed to significantly improve the clientele refill rate of Radisson Blu Hotel, Cluj-Napoca, providing additional facilities that will increase customers' perceived added value of the hotel services (Shahid and Paul, 2022)
Implementation
· Loyalty Program Structure: The idea is to introduce a loyalty rewards card: assign guests point for each visit and let them use the points to get a discount upgrade or a service during the next visit.
· Partnership with Local Attractions: Partner with local businesses such as restaurants, tourist sites or function halls to provide a member-only discount, which is a big selling point for loyalty programs (Wong et al. 2020).
· Guest Enrolment: Attract new clients by providing bonuses to those clients who signed up for the first time, free services, or a discount for the first time (Premathilake et al. 2023).
Change Management
· Front Desk Training: Teach the front desk persons to educate the visitors on the program, the advantages of membership, and the path to follow to join.
· Pilot Program: Evaluate its capabilities in a closed pilot with business travellers only and then adapt to a broader rollout after receiving their feedback (Saut and Bie, 2024).
Evaluation of Success
· Loyalty Program Enrolment Rates: Count the same number of guests who subscribe to the loyalty program monthly.
· Repeat Booking Rates: One measure the company can track is repeat booking rates, which help to identify whether the established loyalty program is effective (Shu et al. 2023).
· Revenue Impact: Monitor the increases in reputable figures by comparing the increment with loyalty members' revenue (Praharaj et al. 2023).
Estimated Cost
· Loyalty Program Development: £3,500
· Partnership Development with Local Businesses: £1,000
· Marketing Materials for Program Promotion: £2,000
· Total Estimated Cost: £6,500
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	Number
	Issues
	Solutions
	Desired Outcome
	Time Scale
	Completion Expected Date
	Planned Budget

	1
	Poor food and drink quality
	Upgrade the procedure of choosing coffee and other beverages using high-quality beans and improve staff skill level.
	Increasing the quality of the coffee provided to guests standardise the prices, thus providing in line with the quality.
	3 months
	12/02/25
	£8000

	2
	Inefficiency in guest handling
	Improve instructor training at the front desk concerning how to manage complaints and how to document them, with a special focus on efficiency.
	The goals of the service centres are to increase customer satisfaction and to decrease complaints overseeing time and rating.
	2 months
	29/12/24
	£5000

	3
	Maintain ace delays in several key facilities
	Regular maintenance program and put in place a chain of what is considered an emergency repair.
	Shorten the time lost by key establishments and ensure maximum customer satisfaction.
	4 months
	15/03/25
	£12000

	4
	Limited room space and concerns with layouts
	Evaluate room location and present adaptive furniture and appliances for enhancing comfort based on the room location.
	Enhance guest satisfaction and make guests believe their rooms are bigger than they are.
	5 months
	25/04/25
	£20000

	5
	Poor online reviews and reputations 
	Setting up a digital reputation management team to deal with the reviews and highlight only the positives.
	Raising online reputation, improving brand image, and increasing sales of rooms.
	3 months
	12/02/25
	£7500



The proposed action plan shows the clear and specific measures to tackle specific problems affecting the place where Radisson Blu Hotel is located. They comprise enhancing the quality of coffee and changing the price of drinks, which would indirectly make a positive impact on the guests and the value that is being charged to them (Wang, 2024). This also addresses the problem of the inefficiency of the front desk in addressing complaints that are normally related to air conditioning. To sum up, the initiative-taking maintenance schedule will ensure that issues that lead to facility downtimes are fixed. Some of the considerations will include maximising comfort in rooms with limited space. Last, a reputation management tactic will enhance the reviews, and a guest loyalty program will enhance the repeat patronage. Every undertaking is tied to the timeline and cost structure associated with it.
[bookmark: _Toc181824306]Conclusion
In other words, this consultancy report reveals that several key problems within the Radisson Blu Hotel in Cluj-Napoca already affect the guests as well as the general operating results of the facility. Some of these issues are low quality of coffee and high prices of the beverages, guests' concerns are not promptly managed especially on issues to do with air conditioning, slow maintenance services, and limited space in their rooms that compromises comfort. In addition, the hotel has another vulnerability in the electronic word of mouth and no rewards program to maintain its clients. Mitigating these concerns will not only lead to an enhancement of the standard of service delivery but also bring the reputation and profitability of the hotel to better standards.
Information gathered from evaluating the current state of the hotel, along with using the PESTEL analysis, SWOT, and a TOWS analysis, has given insight into these challenges. The research conducted showed that internal factors like training of the staff and the hotel's maintenance practices are also contributing to the hotel's problems, just like the external firm environment like market expectations and competition. Nevertheless, the picture reveals certain strong suits of the hotel, such as the advantageous geographical location and stable customer following that could be capitalised on to advance the performance of the company.
The recommendations given here are intended to address these challenges systematically and systematically. The solutions that will be proposed in this research – these include quality of coffee and other beverages, training of staff, maintenance schedule for rooms, proper design of rooms and a loyalty program- will all translate to a measurable level of guests' satisfaction. The staff and management will be introduced to change management strategies, which will warrant a positive work culture for the adoption of these changes. 
For all the above recommendations to be successful, the hotel should either measure the successes of these changes or gauge the performance of the new initiatives in such aspects as guests’ satisfaction, operation efficiency, and profitability. The strategies presented herein provide a clear roadmap as to how the recommendations laid here shall be implemented, both as regards time and expenses and therefore the actionable plans laid herein assure the hotel of a tangible ROI within a reasonable timeframe and cost.
On behalf of Peasum Consulting Group, the management would also like to express gratitude to the management of the Radisson Blu Hotel for the opportunity to address these challenges. Here, the management is sure that by applying these actions, the hotel should not only solve its existing problems but also achieve further success in the existing competitive field of the hospitality industry. The management would like to work again with the hotel in the future and develop further cooperation for the benefit of the hotel’s success.
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Marius Reviewed: 6 October 2024
I Romania Bad
Standard Ro e o y - .

A stndard Room ® lItis inadmissible that with a contribution of up to 900%, you will not be able to make at least a

normal coffee. It can be seen that the administration has neither scruples nor common sense. |
hope that whoever needs to will read it and in the future people will enjoy normalcy. Ok, it's 20
&3 Famiy ron.. 50 ron, yes, make a good coffee, not a liurca that you drink in the worst tavern. You want a
Hugo ... it fills you up boys the glass with ice and then pour the liquids ..t turns out high
profitability and also expects a tip ... Terrible .. This is not how reputation is earned! ..Shame! .
Otherwise, good functionality.. however, you don't have the square meters in the room for 5
stars, so that can be “solved" too..

2 nights - October 2024

Translated by Google -

® Hotel response:

Stimate domnule Marius,

Va multumim pentru rezervarea...
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Jerome Reviewed: 2 May 2023
France Dec

B Premium Room © a big air conditioning problem for 3 days yet reported to the reception and nothing in fact,

impossible to sleep.
1 am very disappointed.

3 nights - May 2023

& Solo traveller
@ repairing the air conditioning

Translated by Booking.com -

® Hotel response:

Dear Jerome,

Thank you so much for staying with us and...

1 person found this review helpful.

Efendi Reviewed: 31 December 2022 m
1 Romania memnun kalmadim
& standord Room ® Bir daha tercih etmen!

1 night - December 2022
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