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[bookmark: _Toc182242846]Executive Summary 
[bookmark: _Toc182242847]The problem 
Hotel Epoque’s esteemed reputation as a luxury boutique hotel is founded on its commitment to providing guests with a unique and high-end experience. However, the hotel is currently facing challenges in maintaining consistent service standards, upholding the quality of its facilities, and ensuring a fully trained team capable of meeting the expectations of discerning luxury clientele. These issues, compounded by a limited focus on managing the hotel’s online reputation, have led to a decline in guest loyalty and satisfaction, as evidenced by guest reviews and feedback.
Inconsistencies in service quality across various departments have become a prominent concern, particularly in areas where guests expect premium standards, such as the dining and spa facilities. Maintenance issues, including delayed upkeep in high-traffic areas, have further influenced guest perceptions of the hotel’s luxury status. Although the hotel generally maintains high ratings (4.7 stars on Google and 9.2 on Booking.com), recurring concerns highlighted in guest reviews emphasise the need for improvements in both service and facility management. These aspects are essential in today’s competitive digital landscape, where guest feedback significantly influences the decisions of potential clients.
[bookmark: _Toc182242848]Key Findings
An analysis of Hotel Epoque’s performance, supported by guest feedback, industry benchmarks, and internal evaluations, has identified several important areas for improvement:
1. Service Consistency: Guest feedback reveals considerable variability in service quality, particularly within dining and spa services. Many guests have noted inconsistencies in customer care standards, indicating a need for enhanced staff training to ensure that luxury standards are consistently upheld. Such inconsistencies undermine the brand’s reputation and influence guests’ willingness to return.
2. Facility Maintenance: Maintenance issues, especially in the spa, have impacted guests’ perceptions of value and luxury. The inconsistent availability of spa facilities and occasional cleanliness issues suggest a lack of preventative maintenance and upkeep in these high-use areas, which undermines the hotel’s luxury status and reduces guests’ overall satisfaction.
3. Staff Training: Feedback from guests highlights the importance of enhanced professionalism in staff interactions, especially in customer-facing roles such as the restaurant and bar. Reports indicate a lack of attention to detail, impacting the perception of service quality. Continuous development and training of staff are necessary to align service delivery with the expectations of a high-end clientele.
4. Online Reputation: While the hotel has generally high ratings, recurring issues in guest reviews about service consistency and maintenance have impacted its online reputation. Maintaining a positive digital presence is essential for attracting new guests and sustaining market position.
[bookmark: _Toc182242849]Analysis of Findings
PESTEL analysis highlighted several external factors impacting Hotel Epoque’s operations. Social trends, particularly the preferences of millennial and Generation Z travellers, emphasize the demand for authenticity, sustainability, and digital engagement. Additionally, economic factors such as inflation increase operational costs and affect consumer spending, underlining the need for efficient resource allocation. Political and legal factors, including regulatory standards for luxury hospitality, also affect the hotel’s operational strategies.
The SWOT framework provided an overview of the hotel’s internal strengths and weaknesses. Key strengths include its distinctive Belle Époque architectural charm and central location, both of which attract a luxury-seeking clientele. However, the analysis identified notable weaknesses in service and maintenance consistency. Opportunities lie in leveraging digital platforms to engage with prospective guests, while the primary threat is increased competition from other luxury hotels in Bucharest.
Finally, the TOWS analysis facilitated the development of actionable strategies to leverage the hotel’s strengths while addressing its weaknesses. For instance, positioning the hotel’s central yet secluded location as a unique value proposition can attract guests seeking privacy along with accessibility. Additionally, establishing a comprehensive training program and enhancing maintenance protocols can directly mitigate the identified weaknesses, helping the hotel uphold its reputation for luxury.
[bookmark: _Toc182240280][bookmark: _Toc182242850]Recommendations
Based on the analysis, the following recommendations are proposed to help Hotel Epoque improve guest satisfaction, operational consistency, and digital presence:
1. Implement a Continuous Staff Training Program: To address the inconsistency in service standards, Hotel Epoque should establish a structured training initiative across all customer-facing roles. This program should focus on hospitality professionalism, proactive customer engagement, and luxury service standards. By reinforcing skills and etiquette, the hotel can align staff performance with brand expectations and elevate guest experience.
2. Enhance Maintenance Protocols: Developing and enforcing a preventive maintenance schedule is critical for preserving the hotel’s luxury appeal. Regular audits, particularly for high-traffic areas such as the spa, will help ensure facility availability and cleanliness. Proactive maintenance practices can prevent issues that might lead to negative feedback, improving guest perceptions of the hotel’s value.
3. Strengthen Online Reputation Management: Hiring a dedicated reputation management professional would allow the hotel to actively monitor, respond to, and encourage positive guest reviews. This role can promote the hotel’s strengths, quickly address any concerns raised in feedback, and engage with potential clients on digital platforms, helping to attract a broader clientele.
4. Optimize the Dining Experience: To meet international guests’ expectations and enhance the luxury dining experience, Hotel Epoque should review and expand its current menu offerings. This could include customizable dining options, high-quality ingredients, and refined ambience improvements in dining areas. Enhancing the dining experience will align it more closely with the luxury standards guests expect.
5. Implement Sustainability Practices: Adopting eco-friendly practices aligns with global trends and appeals to eco-conscious travellers. Initiatives could include energy-efficient operations, biodegradable products, and waste reduction strategies. Emphasizing sustainability not only aligns with modern guest preferences but also enhances the hotel’s brand identity as a responsible luxury provider.
[bookmark: _Toc182240281][bookmark: _Toc182242851]Conclusion
Implementing these strategic recommendations will enable Hotel Epoque to address its operational challenges effectively and enhance its appeal to both existing and new guests. By focusing on consistent service quality, improved facilities, and proactive online engagement, the hotel can reinforce its reputation as a leading luxury boutique destination in Bucharest. The suggested changes aim to provide long-term benefits by fostering guest loyalty, improving revenue streams, and positioning the hotel favourably in a competitive hospitality landscape. Our consultancy team is confident that these initiatives will deliver sustainable improvements and drive success for Hotel Epoque in the years to come.
[bookmark: _Toc182242852]Introduction 
This consultancy report aims to enhance the guest experience and strengthen customer loyalty at Hotel Epoque, a 5-star boutique hotel in the heart of Bucharest. Situated in a dynamic and competitive hotel market within a European capital that is experiencing steady growth in tourism, Hotel Epoque has enlisted our expertise to address the dual challenge of maintaining high levels of guest satisfaction while distinguishing itself amidst the increasing competition. As consumer preferences in the luxury segment evolve, the hotel aims to implement a tailored strategy to meet guests' elevated expectations and deliver the personalised, high-quality experiences characteristic of a 5-star establishment.
Hotel Epoque’s commitment to luxury and personalised service has positioned it as a distinctive player in Bucharest’s hospitality industry. Since opening its doors in 2010, following an €8 million investment, the hotel has become a recognised symbol of elegance and refinement (Roșca, 2018). Its unique architecture, inspired by the Belle Époque era, provides guests with a serene, elegant atmosphere that combines historical influences with modern comforts. The property consists of 45 thoughtfully designed rooms and suites, each crafted to offer comfort and sophistication for both leisure and business travellers (Booking.com, 2024). Furthermore, the hotel boasts a luxury spa, a gourmet restaurant, and private event spaces, making it a top choice for guests seeking an exclusive, highly personalised experience in Romania's capital (Hotel Epoque, 2024).
Leader Hospitality Expert, the consultancy behind this report, is a specialised firm dedicated to improving performance for luxury and boutique hotels through data-driven, customised strategies. Founded with a mission to support hotels in optimising their operational effectiveness and enhancing guest experiences, our firm combines expertise in strategic marketing, operational efficiency, sales optimisation, and loyalty development. Each of our consultants brings a wealth of experience, applying tailored approaches to address the unique needs of each client, ultimately driving sustainable revenue growth and solidifying guest relationships.
The consulting process for Hotel Epoque will involve a close collaboration between the Leader Hospitality Expert and the hotel’s team to develop a deep understanding of the hotel’s business objectives, operational nuances, and market positioning. A structured, methodical approach will be employed, applying frameworks such as PESTEL, SWOT, and TOWS to ensure a comprehensive evaluation and the formulation of actionable, well-supported recommendations that can drive growth and differentiation for the hotel in a highly competitive market.
Firstly, the PESTEL analysis will be used to evaluate and monitor external factors that may impact the hotel’s business. This framework examines macroeconomic, political, economic, social, technological, environmental, and legal factors that are outside the organisation’s direct control but demand consideration in the strategic planning process (BDC, 2024). Through the PESTEL analysis, this report will facilitate the identification of growth opportunities and potential risks in the external environment, forming the basis of a strategy for the hotel's adaptation and development (Asmoro, 2021).
Secondly, the SWOT analysis will provide a detailed overview of the hotel's position by identifying strengths, weaknesses, opportunities, and threats within the business environment (Roney, 2004). To transform vulnerabilities into opportunities, the TOWS analysis will then be applied to develop concrete adaptation and innovation strategies designed to sustain the hotel’s competitive advantages in the long term (Weihrich, 2007).
By implementing these frameworks and methodologies, Leader Hospitality Expert will be able to present Hotel Epoque with well-founded recommendations that not only address immediate operational and service-related issues but also support the hotel’s ambition to lead Bucharest’s luxury hospitality sector. By implementing the proposed strategies, Hotel Epoque can reinforce its reputation and continually exceed guest expectations, setting a benchmark for excellence in the luxury hospitality market.
[bookmark: _Toc182242853]Analysis 
In this section, I will describe in detail the key issue identified by Hotel Epoque, which involves maintaining a high level of guest satisfaction while differentiating itself from the competition in an increasingly crowded hotel market. The impact of these challenges on the hotel is evident in terms of reputation and revenue, both of which are highly dependent on the guest experience and reviews.
Following a detailed online research of Hotel Epoque, we found that the hotel appears in articles and news reports as a luxurious and unique destination (sfin.ro, 2023), reflected by a 4.7-star rating on Google and a 9.2 score on Booking.com (Booking.com, 2024). These ratings indicate a high level of overall satisfaction among guests; however, a deeper analysis of the reviews reveals a pattern of recurring negative aspects mentioned by some visitors.
The problems identified at Hotel Epoque have a profound impact on the hotel's reputation and, by extension, on its profitability and customer loyalty. Specifically, online guest reviews highlight a number of shortcomings that affect the overall guest experience and undermine the hotel's positioning as a luxury destination. The main issues reported by guests include inconsistencies in service standards, limitations in the dining experience, and shortcomings in maintaining comfort and tranquillity in the hotel's spaces. According to Burnes (2014), such quality management challenges are also common in high-standard hotels where guest loyalty and satisfaction are critical to long-term success.
Studies show that negative online reviews, arising from unsatisfactory experiences, can significantly impact hotel profitability, as customers interpret such feedback as a direct indicator of the hotel's quality and standards (Anagnostopoulou et al., 2019). Perceived service quality also plays a crucial role in customer loyalty (Kimes, 1999), aspects such as service reliability and timeliness influence guests' intention to return and recommend the hotel, which is essential for long-term success (Luo & Qu, 2016).
Another issue is the quality and availability of facilities, where guests often complain about the lack of basic breakfast items and issues with spa maintenance, such as problems with the swimming pool and saunas. These shortcomings affect the perception of the hotel's overall quality and create an incongruity between the prices charged and the actual value of the services (Noordzij, 2014). In this context, studies show that deficiencies in the provision of basic services and facility maintenance reduce guest satisfaction and may negatively affect their intention to recommend the hotel to others (Zagade & Tyagi, 2017).
In terms of staff service, many guests have reported unprofessional attitudes and lack of attention to detail on the part of staff, particularly in the restaurant and bar departments. There were instances of explicit requests for tips and inappropriate behaviour that disrupted the tranquil atmosphere of the hotel, undermining the luxurious experience that Hotel Epoque is trying to provide. According to Newton (2010), inappropriate staff behaviour can significantly affect guest satisfaction and perceptions of the hotel's service. Deficiencies in staff training and lack of effective management in terms of professional behaviour and etiquette are key contributing factors. Implementation of a continuous training program and supervision of staff in direct contact with guests is essential to maintain luxury standards (Kotter, 1995).
Another major factor affecting guest satisfaction is noise management, especially during on-site events. The lack of staff intervention to ensure quietness negatively impacts the perception of luxury and can cause guest dissatisfaction. Thus, it is essential to establish a noise management policy for events to maintain the luxury standards expected by all hotel guests (Subramaniam et al., 2011). In this context, negative reviews undermine the hotel's positioning as a luxury destination, leading to a decrease in guest retention rates and, consequently, a reduction in revenue. These findings underline the importance of consistently high standards to secure guest loyalty and protect the hotel’s reputation and competitive position in the market.

[bookmark: _Toc182242854]PESTEL Analysis
According to Asmoro (2021), the PESTEL analysis is crucial in the hospitality industry, helping hotels adapt to external factors. For Hotel Epoque, this analysis can highlight the impact of factors such as the 2020 restrictions, which reduced revenue by 95% in Q2, underscoring both the risks and development opportunities (Popescu, 2020). Therefore this analysis provides a solid foundation for strategic decisions in the current 2024 context.
	Factor 
	Description

	Political
	Political factors, such as government instability, the 2024 elections, and the Russia-Ukraine conflict, significantly influence the hotel sector. Additionally, rising fuel prices driven by the European energy crisis may reduce tourist inflows, affecting revenue. In this context, Hotel Epoque needs to adapt to these challenges (Hill & Jones, 2008).

	Economic	
	Economic factors strongly influence the hotel sector, often correlating with political issues and impacting both consumer spending and operational costs. Currently, the global economy faces high inflation, spurred by the energy crisis due to the Russia-Ukraine conflict. This crisis has led to increased energy costs, affecting hotel operating expenses and indirectly consumer spending, as tourists become more cautious. According to the European Commission (2023), rising inflation, driven by higher energy and commodity prices, will continue to impact purchasing power and demand in the tourism sector.

	Social 
	Boutique hotels like Hotel Epoque primarily attract clients aged 25-45, represented by the millennial and Generation Z demographics, who are known for their preference for personalised, authentic, and sustainable experiences. Millennials value accessible luxury tourism, while Generation Z places particular importance on ethics and sustainability (Gretzel et al., 2019). To enhance client satisfaction and loyalty, Hotel Epoque needs to adapt its services to these standards. Given that both generations actively use review platforms, it is essential for the hotel to deliver high-quality experiences that generate positive feedback, reinforcing its reputation and attracting new clients from these demographic groups.

	Technological
	Implementing CRM technologies, virtual concierge, and chatbots can significantly improve guest experiences in hotels like Hotel Epoque. Firstly, CRM systems allow for personalised services by collecting data on guest preferences, increasing satisfaction and loyalty (Kandampully et al., 2015). Secondly, virtual concierge and chatbots provide 24/7 support, promptly answering FAQs and facilitating reservations or service requests, thereby reducing staff pressure and optimising hotel operations (Ivanov & Webster, 2017).

	Environmental	
	Growing global environmental concerns and the climate crisis necessitate sustainable practices across all sectors, including hospitality (Khatter, 2023). To respond to these pressures and attract eco-conscious guests, Hotel Epoque can implement green practices, such as reducing energy consumption, using biodegradable products, and minimising waste. These initiatives help lower the hotel’s carbon footprint and align its operations with EU sustainability and recycling directives. Such measures not only address environmental requirements but also enhance the hotel’s reputation among a growing segment of clients who value ecological responsibility (Jones, Hillier & Comfort, 2016).

	Legal 
	According to legislation available on Romania’s legislative portal (Ministry of Justice, 2024), hotels must comply with health and safety regulations. 
1. Health and Safety Regulations: The hotel adheres to the standards imposed by Law No. 319/2006 on health and safety at work, ensuring safety conditions for both employees and clients.
2. Employee Rights: In accordance with the Labour Code (Law No. 53/2003), the hotel must respect employee rights, including working hours, breaks, and wage conditions. 
3. Data Protection: In line with the General Data Protection Regulation (GDPR) - Regulation (EU) 2016/679, the hotel must carefully manage clients’ personal data. 
4. Tax and VAT Regulations: The hotel is obliged to comply with Romanian tax regulations, including Law No. 227/2015 on the Fiscal Code. 
5. Advertising Regulations: Hotel advertising must adhere to Law No. 158/2008 on misleading and comparative advertising, which prohibits messages that mislead consumers.Reglementări fiscale și TVA: Hotelul este obligat să se conformeze reglementărilor fiscale românești, inclusiv Legea nr. 227/2015 privind Codul Fiscal.
Reglementări de publicitate: Publicitatea hotelului trebuie să fie conformă cu Legea nr. 158/2008 privind publicitatea înșelătoare și publicitatea comparativă, care interzice mesajele care induc în eroare consumatorii.
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	Category
	Identified Elements

	Strengths
	- Positioned as a luxury boutique hotel with a unique Belle Époque-inspired design, attracting tourists interested in premium experiences. 
- High-quality amenities, including a luxury spa, gourmet restaurant, and private event spaces, offering guests a diverse experience (Helms & Nixon, 2010). 
- Positive reviews on booking platforms, reflecting high guest satisfaction and supporting the hotel’s reputation (TrustYou, 2022). 
- Centrally located, close to tourist attractions yet secluded, providing peace and accessibility.

		Weaknesss



	



	- Inconsistencies in service standards affect the luxury perception and guest experience. 
- Deficient maintenance in certain facilities, particularly the spa, impacting the overall impression of the hotel (TrustYou, 2022). 
- Staff does not always meet professionalism standards, potentially compromising the hotel’s image, a critical aspect for luxury hotels according to Kotter (1995).

		Opportunits



	



	- Increased interest in luxury and personalised tourism in Bucharest allows the hotel to attract international guests seeking authentic experiences. 
- Developing staff training programmes to improve service quality and enhance guest loyalty. 
- Integrating responsible and sustainable tourism practices to appeal to eco-conscious guests.

	Threats
	- Growing competition in Bucharest’s hospitality sector, including the entry of other premium hotels, which may draw clients away from Hotel Epoque. 
- Potential brand image damage from negative online reviews, which can significantly impact clients’ perceptions of service quality. 
- Economic vulnerabilities globally and regionally: economic fluctuations or instability could reduce revenue and demand in the hspitality industry.
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	Strategy
	Details

	SO: Using Strengths to Exploit Opportunities
	- The hotel can leverage its strong reputation and positive reviews to attract premium international tourists interested in authentic and unique experiences by promoting exclusive and personalised packages, such as private tours (Weihrich, 1982). 
- The hotel’s central location, close to tourist attractions yet in a quiet area, can be marketed as a unique advantage for tourists seeking both accessibility and privacy.

	ST: Using Strengths to Minimise Threats
	- Continuously improving service quality to ensure a consistent luxury experience, thereby retaining existing clients and reducing the risk of losing them to other hotels. 
- Strengthening online reputation through marketing campaigns focused on positive reviews and quality experiences, minimising the impact of negative reviews (LiveCOM, 2020).

	WO: Eliminarea punctelor slabe prin exploatarea oportunităților
	- Implementing an intensive staff training programme to provide a consistent professional experience for guests and raise service standards to the expected level for a luxury hotel (Lingio, 2024). 
- Modernising the menu and expanding breakfast options to meet the needs of premium clients, adapting the culinary offerings to current market demands.

	WT: Minimising Weaknesses and Threats
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Following a detailed analysis of Hotel Epoque’s current situation, several strategic directions have been identified to significantly enhance the guest experience, reputation, and competitive positioning of the hotel in the luxury hospitality market. Each recommendation will be discussed in depth, focusing on methods of implementation, change management, and strategies for measuring their effectiveness and impact. The overall goal is to create a sustainable framework that drives continuous improvement, positioning Hotel Epoque as a leader in the luxury segment within Bucharest.
Recommendation 1: Implementing a Continuous Staff Training Programme to Standardise Service Quality
Internal analyses and customer reviews show that inconsistencies in service quality are a major barrier to maintaining Hotel Epoque’s luxury standards (Hussain & Khan, 2020). The proposal is to establish an intensive, continuous training programme to ensure a consistently high level of quality in client interactions. Research shows that ongoing employee training in hospitality increases customer satisfaction and loyalty (Waqanimaravu & Arasanmi, 2020).
The training programme should include specialised sessions focused on developing effective communication skills, handling challenging situations, and applying advanced service techniques, which are essential for creating a positive hospitality experience. It is crucial for this programme to be conducted and reviewed periodically, as clear, well-structured communication improves both staff-client relations and overall hotel performance, thus helping adapt services continuously to meet guest needs (Bansal et al., 2020).
Recommendation 2: Strengthening Online Reputation through Proactive Feedback Management Campaigns
In the digital age, online reputation plays a crucial role in attracting and retaining customers. Studies show that positive reviews and online feedback influence over 85% of customers’ decisions when selecting a hotel (Vermeulen & Seegers, 2009). With the prevalence of review platforms and social media, Hotel Epoque’s online presence directly impacts its brand perception and competitive positioning. It is, therefore, essential to manage this reputation proactively to safeguard and enhance the hotel’s image.
To achieve this, Hotel Epoque should implement an active reputation management strategy that includes marketing campaigns dedicated to promoting positive reviews and showcasing the hotel’s unique experiences (Rialti, Kvítková & Makovník, 2023). An important component of this strategy is maintaining responsiveness to all guest feedback, addressing both positive and negative comments. Proactively engaging with reviews demonstrates a commitment to guest satisfaction and provides an opportunity to highlight improvements or correct misperceptions. Additionally, targeted campaigns encouraging satisfied guests to share their experiences online can increase the volume of positive feedback, which may help to counterbalance occasional negative reviews (Lim & Rasul, 2022).
Recommendation 3: Preventive Maintenance and Facility Modernisation
The quality and upkeep of facilities are essential to maintaining luxury standards, and preventive maintenance is an effective strategy to avoid disruptions, ensuring comfort for all guests (Ghazi, 2016). Well-maintained facilities not only meet high guest expectations but also reduce the risk of unexpected repair costs, which can affect the hotel’s operational budget. Hotel Epoque should establish a comprehensive plan for regular checks and inspections, covering all essential equipment and facilities. 
	The spa area, in particular, should receive special attention, as guest feedback has highlighted the importance of maintaining this space to meet the luxury experience promised. Preventive maintenance for high-use areas like the spa helps to ensure that equipment and facilities are always in optimal condition, preventing breakdowns that could negatively impact guest experience. Regular investment in updating and modernising key facilities, such as the spa and dining areas, can also contribute to a fresher, more appealing environment, attracting repeat visitors and enhancing the hotel’s reputation (Longart, 2019)
[bookmark: _Toc182242858]Implementation
The implementation of these proposed changes requires a strategic change management approach to minimise resistance and ensure a smooth transition (Kotter, 1996). The following change management strategies are essential:
1. Creating a Sense of Urgency and Engaging Employees: Communicate to employees why these changes are crucial for the hotel’s success and for maintaining luxury standards (Kotter, 1996). Research indicates that employees who understand the reasons behind change are more likely to actively engage in the transition process (Van den Heuvel et al., 2020).
2. Adapting Work Schedules and Updating Responsibilities: With the implementation of continuous training, work schedules may require adjustments to accommodate these sessions. Clear restructuring of responsibilities can reduce resistance and improve team efficiency (Suhag, 2017).
3. Identifying Change Champions among Employees: Selecting informal leaders from within the team can facilitate the adoption of changes by colleagues. This strategy has proven effective in implementing organisational changes, especially in industries with high service standards (Kirsch, 2006).Măsurarea și revizuirea impactului
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An essential element of consultancy recommendations is measuring and reviewing the success of each initiative to ensure that the implemented changes positively impact the guest experience, as well as the hotel’s operational and financial performance. Evaluating these initiatives for Hotel Epoque will involve continuous monitoring of key performance indicators (KPIs), strategic adjustments based on measured outcomes, and ongoing alignment with the hotel’s long-term objectives (Harris & Mongiello, 2001).
Customer Satisfaction: Customer satisfaction is essential to the hotel’s reputation and revenue growth, as positive guest experiences directly influence future bookings and brand loyalty (Anagnostopoulou et al., 2019). Feedback will be collected through structured questionnaires post-checkout, targeting specific aspects of the hotel experience, such as staff service quality, room comfort, facilities, and dining options. In addition, guest scores and reviews on major booking platforms will be analysed to identify trends and patterns (TrustYou, 2022).
Operational Performance: Maintaining high operational standards is key to sustaining guest satisfaction and optimising workforce efficiency at the hotel. Regular monitoring of operational performance can be achieved by tracking key metrics, such as the frequency and nature of guest complaints, response times to service requests, and the rate of monthly maintenance interventions. According to Kandampully, Zhang, and Jaakkola (2017), improvements in these areas positively reflect on the hotel’s overall efficiency. Additionally, by implementing standardised procedures for complaint management and providing consistent service, the hotel can reduce the need for corrective actions and enhance the guest experience.
Customer Loyalty: Loyalty metrics, such as the percentage of returning guests and positive feedback from loyal clients, are essential indicators of long-term retention (Akbar & Mat Som, 2011). Creating a loyalty programme that offers special benefits to returning guests, along with personalised communication strategies, can significantly strengthen the relationship between the hotel and its clients. These measures not only reward loyalty but also enhance guest satisfaction, fostering long-term relationships and encouraging direct recommendations, which are essential for boosting both the hotel’s reputation and revenue.
[bookmark: _Toc182242860]Potential Benefits and Cost Analysis for 
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Implementing the proposed recommendations for Hotel Epoque will yield considerable benefits, measurable in terms of customer satisfaction, enhanced online reputation, and increased guest loyalty. By consistently delivering high-quality experiences, Hotel Epoque can strengthen its market position and build a loyal client base, especially within the luxury sector. Research shows that hotels offering superior, consistent experiences see significant increases in occupancy rates and long-term revenue (Viglia et al., 2016).
Customer satisfaction is crucial to success in the luxury hospitality market. Implementing a continuous staff training programme, proactive feedback management, and preventive maintenance ensures the hotel maintains high standards in guest experience. Studies demonstrate that consistent service quality is critical to customer retention, encouraging them to return, which contributes to stable revenue growth (Kandampully & Suhartanto, 2000). Furthermore, improvements in service quality create positive guest experiences, bolstering the hotel’s reputation in an increasingly competitive market (Oh, 1999).
In the digital age, online reputation is crucial in influencing guest booking decisions. Satisfied guests tend to leave positive reviews, strengthening the hotel’s image as a top luxury destination. An effective online reputation management strategy can ensure the broad distribution of positive guest experiences, counteracting potential negative feedback and increasing the hotel’s appeal to prospective clients (Tepeci, 1999).
[bookmark: _Toc182242862]Cost Analysis
The proposed initiatives involve specific costs, tailored to Hotel Epoque’s size and projected revenue, based on comparisons with similar hotels and industry standards to ensure a realistic and sustainable investment strategy.
Staff Training Programme
A continuous training programme is essential to maintaining high service standards and meeting guest expectations. Associated costs include curriculum development, trainer fees, and regular training sessions, estimated at £9,500–£11,000 annually. These expenses cover consultancy fees (£4,300–£6,000) and periodic workshops (around £4,300 annually), according to industry data (Waqanimaravu & Arasanmi, 2020). The investment is justified by improved service consistency and customer satisfaction, fostering loyalty and higher occupancy rates. Additionally, optimising staff skills contributes to the organisation’s operational efficiency (Schmidgall, 2016).
Online Reputation Management
Active online reputation management requires a dedicated budget, directly impacting customer booking behaviour and revenue. Allocating a budget of £36,000–£37,000 annually will enable hiring a digital marketing specialist (£26,000), subscribing to review monitoring platforms (£1,700–£2,600), and conducting promotional campaigns (£8,700). An active online presence influences guest perceptions and boosts conversion rates, making it an essential investment for Hotel Epoque’s competitive image.
Preventive Maintenance and Facility Monitoring
A preventive maintenance strategy ensures the hotel’s luxury standards and guest comfort. The annual budget of £32,000 covers the initial technical audit (£2,600), maintenance contract (£13,000), and facility upgrades (£17,400). This investment supports both aesthetic and functional appeal, preventing costly repairs. Well-maintained facilities contribute to guest satisfaction and loyalty, directly impacting long-term revenue (Sahid et al., 2021).
Digital Marketing Strategy
Enhancing digital marketing is crucial for expanding visibility and attracting new guests. An annual budget of £22,000 funds strategy development (£4,300), advertising campaigns (£13,000), and content creation (£4,300). This approach is vital for luxury hotels targeting a global audience (Venkatakrishnan, Alagiriswamy & Parayitam, 2023).
Strategic Partnerships
Collaborations with local suppliers offer cost reduction opportunities and support for the local economy. These partnerships incur minimal costs, mainly related to management efforts to develop relationships. Such partnerships reduce supply costs and contribute to a positive brand image, demonstrating the hotel’s community involvement.
[bookmark: _Toc182242863]Estimated Total Annual Cost
The total annual costs for implementing these initiatives are estimated between £100,000 and £103,000, representing a strategic investment to improve operational efficiency, customer satisfaction, and Hotel Epoque’s competitiveness. Adopting a balanced approach, these initiatives aim for sustainable value and alignment with long-term growth objectives.
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Allocating financial resources to the proposed initiatives is supported by industry data demonstrating the importance of these investments in achieving Hotel Epoque’s key objectives: increasing guest satisfaction, enhancing reputation, and building customer loyalty. Each cost category was strategically selected to support a competitive position in the hotel market, anticipating significant financial gains and a strong return on investment (ROI) over the long term (Kim, Boo & Qu, 2018).
Based on KPI (Key Performance Indicator) analysis, these investments are justified by their potential to increase revenue and improve operational performance (Hostfully, 2024). RevPAR (Revenue per Available Room), for instance, is essential in measuring room use efficiency and revenue generated per available space (Harris & Mongiello, 2001). Growth in this indicator reflects successful pricing strategy and marketing efforts.
Furthermore, GOPPAR (Gross Operating Profit per Available Room) provides a broader view of profitability by integrating operational costs, ensuring that investments contribute to efficient expense management and profit maximisation (Mun, Woo & Paek, 2019). ADR (Average Daily Rate) reflects the hotel’s ability to attract guests willing to pay premium rates, an indicator of its positioning in the luxury segment, while occupancy rate measures market demand and capacity use, providing insights for seasonal strategy adjustments (Anagnostopoulou et al., 2019).
By applying these KPIs and efficiently allocating resources, Hotel Epoque is well-positioned to achieve a positive anticipated ROI, based on increased guest satisfaction and loyalty, ensuring sustainable revenue growth and stability.
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In terms of the action plan for Hotel Epoque, our consultancy firm proposes a series of strategically structured steps to efficiently address the identified issues. Through the recommended solutions, desired outcomes, timelines, and allocated budgets, this plan provides the hotel with a clear and well-founded direction for implementing suggested strategies, ensuring measurable progress and a lasting impact on performance and customer satisfaction.
		No.



	



	Problemă
	Solution
	Desired Outcome
	Timeframe
	Completion Date
	Planned Budget

	1
	Inconsistent service standards
	Implement a continuous staff training programme
	Increased customer satisfaction and loyalty
	6 months
	30/04/2025
	£9,460–£11,180

	2
	Insufficiently managed online reputation
	Hire a digital marketing specialist and actively monitor reviews
	Improved online image and increased online bookings
	4 months
	20/03/2025
	£36,120–£36,980

	3
	Inadequate maintenance and facility upgrades
	Establish a preventive maintenance and regular upgrade plan
	Maintain luxury standards and reduce repair costs
	Ongoing
	N/A
	£32,680/year

	4
	Low online visibility
	Develop a digital marketing strategy with advertising and content campaigns
	Attract new clients and increase online presence
	3 months
		16/12/2024



	



	£21,500



The action plan provides Hotel Epoque with a clear, organized approach to addressing specific objectives that improve both customer experience and operational efficiency. Each measure is carefully structured with timeframes and budgets to ensure effective implementation and resource optimization. The ongoing staff training program addresses inconsistent service standards, directly enhancing customer satisfaction and loyalty by equipping employees with essential skills (Ismail, 2011). Similarly, employing a digital marketing specialist to manage online reputation ensures improved customer perceptions, leading to increased bookings (Arbelo, Arbelo-Pérez & Pérez-Gómez, 2020).
Furthermore, the preventive maintenance plan emphasizes maintaining luxury standards, which helps the hotel avoid costly repairs and sustain its high-quality facilities. The digital marketing strategy, focused on targeted advertising and content, strengthens the hotel's online visibility, attracting a broader client base.
By following these timelines and monitoring progress, Hotel Epoque’s management can assess the impact of each initiative, making real-time adjustments if needed (Jones, 2008). Additionally, dedicated budget allocations for each solution allow for stricter financial management, giving the hotel better control over expenses and optimizing return on investment (Moutinho, 1987). Ultimately, this action plan provides a structured response to current challenges and serves as a strategic tool for Hotel Epoque’s sustainable development and long-term competitiveness.
[bookmark: _Toc182242866]Conclusion 
In conclusion, this consultancy report for Hotel Epoque highlights essential strategies through which the hotel can strengthen its position in the luxury hospitality market and enhance the guest experience. Our analyses, based on SWOT, PESTEL, and TOWS evaluations, reveal that while the hotel benefits from a favourable location and a solid reputation in the local market, certain critical aspects require attention to maintain excellence standards.
Specifically, observed inconsistencies in service standards and facility maintenance issues represent weaknesses that may impact the luxury perception and overall client experience. To address these issues, we recommend implementing a continuous staff training programme aimed at elevating professionalism and ensuring consistent interactions with guests. Additionally, preventive maintenance and the modernisation of certain facilities, particularly the spa, are essential to sustain the hotel’s reputation as an exclusive destination, ensuring guest comfort and providing a memorable experience.
Another key aspect identified is online reputation management, a crucial factor in modern booking decisions, heavily influenced by user reviews. Hotel Epoque could benefit from an active strategy in managing reviews and online feedback, promoting positive reviews and effectively handling less favourable comments. Such an approach would not only improve the hotel’s general perception but also attract a new generation of travellers who value transparency and digital interaction with the brands they choose.
Beyond reputational benefits, implementing the recommendations in this report is also justified by the anticipated financial gains. By increasing guest satisfaction and loyalty, the hotel may experience long-term growth in occupancy rates and revenue. Investments in staff training, facility upkeep, and online reputation enhancement can lead to a more stable guest flow and a solid reputation, ensuring sustainable competitiveness in an increasingly dynamic market. Additionally, adapting to the preferences of the millennial and Generation Z demographics by promoting an authentic and sustainable experience will allow the hotel to stand out from competitors and attract international guests from relevant demographic segments.
Through this report, Leader Hospitality Expert wishes to thank Hotel Epoque for the opportunity to collaborate on this strategically important project. The support provided in gathering information and openness to innovative ideas have been essential in developing a robust growth plan. We appreciate the trust placed in our analysis and are enthusiastic about the prospect of implementing these recommendations. We believe that executing the presented strategies will lead to a significant improvement in guest satisfaction and the hotel’s financial outcomes, reinforcing its status as a luxury hospitality leader in Bucharest.
This partnership offers us a valuable opportunity to demonstrate the impact our expertise in hotel consultancy can bring to Hotel Epoque’s success. We hope this collaboration serves as a starting point for future joint initiatives that support and promote excellence in hospitality services, thereby contributing to the sustainable growth of luxury tourism in Romania.
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