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Executive Summary
Hospitality management has faced high evolution after the pandemic period and thereby many new changes within operational management have been introduced within the market. Several hotel chains have failed to align their business accordingly da due to a lack of adaptation and faced tremendous competition in the market. A report has been constructed addressing the key issues faced by a hotel chain outside the UK terrain. A case study of Novotel Bucharest City Centre which is a part of Accor group has been presented within the report and key issues have been addressed. Located in Bucharest, Romania, this company has been providing modern accommodations with state-of-the-art amenities for both pleasure and business tourists. Due to its advantageous placements within the Roman city, the Novotel Bucharest City Centre also provides easy access to popular tourist destinations and historical sites. The organisation has faced a tremendously competitive market and failed to align with the evolving hospitality market trend. Major issues of low modern amenities within hotel premises have dissatisfied the customers. Long queue hours and less sustainable approaches within hospitality management have been the major causes of low customer retention. After the pandemic period, technological development has enabled customers to achieve alternatives within competitive pricing strategies. Issues like economic fluctuation, raising the cost of production and low security have been addressed as key issues within the hotel chain. Based on the identified issues analysis has been performed. The causes of issues have been addressed through a secondary graph analysis highlighting the competitive market of the storing causes issues within hospitality management. Fluctuating customer preferences with their buying habits highly impacts organisational performance. The market data has highlighted that 34.3% of the customer have shown high interest in booking their accommodation during tourism through a booking application and websites. Pandemic has been one of the strong causes of economic gaps within the hospitality industry. According to the market data it has been assessed that customer spending within the tourism industry has risen from 2005 to 2019. Whereas a rapid downturn in the business has been addressed during and after the pandemic period. Therefore consistent fluctuation with the availability of the customer has created uncertainty within the hospitality industry. Several regulatory compliances have been imposed to ensure the ethical performance of the hospitality industry. Majority of the hospitality organisations have been addressed to perform low treatment to their workforce. Data protection and corruption are the common issues that bring major threats within organisational operations in the hospitality industry. The statistical data has highlighted that the number of online transactions at hotels has increased over the years. The online transactions in  2014 have more than doubled in 2021. This has enhanced the chance of data threat and loss of important customers. Lack of proper concern in management of natural resources within the hospitality industry is one of the major issues that have been addressed. Catering services used nearly 30% of energy, domestic hot water used 15% of energy and lighting and others consumed the remaining 5% of the energy at hotels. Many other issues have been addressed like low talent management strategies, less effort in developing customer services and many more. A STEEPLE Analysis has been made that has highlighted the social, technological, environmental, economic and many more factors that impact organisational performance (Subramaniam et al., 2011). Findings from the STEEPLE analysis have delivered that high technological advancement has opened a wide scope for Novotel Bucharest City Centre to accomplish better services for customer management. On the other hand, the fluctuating economic condition has negatively impacted the organisational performance of Accor. SOAR analysis has projected the strengths and opportunities of Novotel Bucharest City Centre. High presence and strong finances have been the organisation. This will bring opportunities like increasing online presence within social platforms for organisation. Increasing competitiveness will be the aspiration for the company (Kotter, 2012). Further, a TOWS analysis has been conducted that has interrelated the strengths and weaknesses with each other to identify further opportunities and threats. Critical analysis presentation has helped to deliver strategic recommendations for the organisation (Kipping and Clark, 2012). Focusing on technological development for a better experience of customer experience. Change management practices like competitive training, developing skills and many more strategies have been addressed. Measuring success can be performed through the calculation of RevPAR.  Farther recommendations for diversifying offers, and strengthening brand loyalty have also been suggested. Implications of the suggested recommendation Novotel Bucharest City Centre will achieve varied benefits that will help to uplift the organisation's value within a competitive market. New market exploration will be developed through enhanced customer engagement with organisation. Developing employee empowerment to strategy better employee retention can be achieved. This would help Accor to achieve optimum utilisation of resources. Based on the recommendation an Action plan has been constructed in a tabular manner. The lack of modern services will be reduced through technological innovation within Novotel Bucharest City Centre for six months. Cyber security issues will be nullified through the installation of cyber security software as well as AI and cloud computing to manage data. sustainability issues will be overcome through the installation of solar panels and switching to green electronics to save electric consumption. Lean production will be followed to control waste generation within three months. This will elevate the CSR strategy of Novotel Bucharest City Centre and will bring high customer loyalty. Installation of technology like AI, and Chatbot will help to improve customer service within organization has been planned with a proper time frame and budget. Thereby the report has critically showcased the problem and its impact on organisational performance within the hospitality industry. 
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[bookmark: _Toc166581392]Introduction 
The following report will briefly highlight the issues encountered by Novotel Bucharest City Centre, a part of the Accor group, which is a famous hotel chain while proposing suitable solutions to deal with such issues. The hotel has been a prominent establishment by the Accor group which is renowned for its special hospitality services. This brand is located in Bucharest, Romania and since then the brand has offered contemporary accomodations included with modern facilities serving leisure or business travelers. The Novotel Bucharest City Centre also offers smooth access to major attractions and cultural landmarks using its strategic locations of the Roman capital. Hence, having such a huge heritage of hospitality success, the company is committed to provide memorable experiences. This makes it a desired choice for new guests who seek comfort and convenience during their stay in this location (novotelbucharestcitycentre, 2024). Despite having long-standing presence within the hospitality sector, the hotel chain has gone through major issues which threaten the sustainability processes included with competitive edge. Such issues include different client preferences followed by higher competition from any other alternative lodging options. 
Being a leading consultancy firm, which specialises in strategic management as well as hospitality solutions, the firm is dedicated to help companies like Accor to overcome any operational hurdles. This consultancy firm has a proven track record of providing guidance to companies through any complex difficulties as they deploy a multidimensional approach which integrates various theoretical frameworks. These include STEEPLED, SOAR and TOWS for examining the macro or micro elements which have been influencing the performance of Accor. The STEEPLED structure helps to examine the external factors in which the hotel operates. This is done by knowing the socio-cultural shifts, technological developments, economic trends, environmental issues, political states, legal rules and ethical considerations. After carefully analysing such aspects, important insights are gained regarding rising opportunities or threats which shape the strategic decisions of the hotel included with operational strategies. Furthermore, this framework provides a deeper exploration regarding the internal strengths or weaknesses followed by its aspirations and desired outcomes. After performing a comprehensive evaluation of the company’s core competencies, competitive benefits, operational inefficiencies and other growth objectives, actionable insights can be developed. This can be done to enhance the strengths of Accor while overcoming any weaknesses to increase the performance potential as a whole. Moreover, the TOWS factors will help to formulate effective strategic recommendations which align with the overarching objectives of the hotel while dealing with the external threats faced in this landscape. Hence, after collecting the results from both STEEPLED as well as SOAR analyses, tailored solutions will be made to capitalise on the strengths of Accor by exploiting rising opportunities. Therefore, using the application of such collective frameworks, the consultancy firm will offer the hotel with a comprehensive form of roadmap to go through the challenges that lie ahead. This would help in rebuilding the brand image, client experience and competitive standing in the hotel market. Through the enhancement of strategic insights gained from analysis, Novotel Bucharest City Centre would be empowered to make adaptations towards shifting market situations by enhancing operational efficiencies. 
Ultimately, the following report will dive into the deeper sections of the particular hurdles encountered by Novotel Bucharest City Centre. This would be done by exploring its implication of such issues on the business model or market performance. Along with that, the report will present effective recommendations made to deal with any identified challenges properly. All of these processes would help the hotel to equip itself with actionable data and transformative solutions to grow in a rising hospitality environment. 


[bookmark: _Toc166581393]Analysis 
[bookmark: _Toc166581394]Issues identified 
Novotel Bucharest City Centre is one of the known hotels within Accor group chains in France that has followed a cost-effective strategy to achieve a competitive advantage within the market. Several issues have been identified within the organisation that have deteriorated its market value. The customer has lodged huge complaints regarding their cleanliness and low customer experience. Several negative scenarios have been raised within the organisation that has failed to manage its reputation within the competitive market. The lack of proper security for the guests and improper maintenance provided a bad experience for the guests of Accor  Discriminatory practices within Accor have given legal barriers to the organisation. Thereby low employee retention and poor service quality have been experienced within the organisation. Accor has also been addressed for performing unethical did like low customer data safety.  Lack of innovation and upgradation of skills of the workforce to deliver better service within hospitality service has made  Accor experience high competition within the market. The identified issues have seriously impacted the business strategy of  Accor and failed to generate satisfactory revenue from the market. A negative work environment and low career growth have failed to boost employee motivation to stay associated with the organisation with full dedication. Thereby service and customer management service within the organisation have remained unsatisfactory. Despite an excellent strategy to achieve a wide number of customers, Accor has shown low professionalism in delivering proper accommodation and comfort to their guests. External factors like inflation, economic downturn, and unstable geopolitical situation have also negatively impacted the operation of  Accor. The rise in the cost of production due to inflation has restricted the business from segregating appropriate budgets for proper maintenance and workforce management. Low ethical management and environmental concerns have also been addressed within  Accor. High energy consumption and no initiative towards switching to alternative sources of energy have been urged by the organisation. Apart from that strategic management, ent of waste and sustainable approach are also quite low which has reduced their CSR rating within the hospitality industry market. 
[bookmark: _Toc166581395]Impact and causes of the issue
Issue 1: High competition
[image: ]
Fig: Hotels with most properties
Source: (Williams, 2023)
Analysis
The above graphical presentation has illustrated the current competitive market of the hotel and hospitality industry. Statistical data presented in the graph has highlighted the dominance of big hotel brands based on their number of properties all around the globe. The Wyndham Hotels and Resorts has the highest number of properties, with 8941 units all around the world. Marriott International has held the second place with more than 7500 properties. Choice Hotels International has been in third place with less than nearly 7000 hotels. The Hilton Hotels and Resorts has been in the fourth position on the list with nearly about 6000 hotels. IGN Hotels has nearly 5500 hotels that provided it fifth place in the list. This has highlighted the huge competition experienced by Novotel Bucharest City Centre. As per the current news, the parent company, Accor has around 5584 properties around the globe. 
Issue 2: Changing market trends
[image: ]
Fig: Guest communications with hotels
Source: (Campbell, 2023)
Analysis
The above graph has highlighted the changing market trends for the global hotel and hospitality market. The changing customer preferences has remained a serious matter of concern for the hotels. According to the graph, 34.3% of the customers prefer to book their accommodation through third-party booking websites. 3.3% books from travel agencies, 39.2% books from hotel's websites and 3.3% books from the hotel's mobile applications. Apart from that 18.7% and 1.2% prefer to book by calling and email respectively. This changing customer behaviour has a serious impact on the profitability of Novotel Bucharest City Centre. 
Issue 3: Fluctuating economic factors
[image: ]
Fig: Customer spending in hotels
Source: (Statista, 2023)
Analysis
The changing economic factors in the form of changing customer expenditure on hotels have been illustrated in the above graph. According to statistical evidence, an increase in customer spending has been experienced by the hotel industry between 2005 and 2019. However, due to the emergence of the pandemic, customer spending and demand have greatly fallen in 2020 which has had a serious impact on hotels including Novotel Bucharest City Centre. 
Issue 4: Regulatory compliances
[image: ]
Fig: Business ethics
Source: (IBE, 2022)
Analysis
The regulatory compliances in hotels through the presence of ethical issues have been highlighted by the above graph. Treatment of the employees has been identified as the biggest issue in hotels followed by their behaviour and culture. Treatment of the customers and product or service safety and quality are also other ethical issues presented in hotels. Discrimination, bribery and corruption were the other crucial issues. Lastly, sustainability, data protection and privacy have been another ethical issues presented in hotels. Novotel Bucharest City Centre also has to tackle these issues in their hotels further aiding in making the regulatory compliance process more difficult for them. 
Issue 5: Cybersecurity concerns
[image: ]
Fig: Cybersecurity threats
Source: (24by7security, 2023)
Analysis
The above graphical presentation has shed light on the cybersecurity issue presented in the hotel and hospitality industry. The statistical data has highlighted that the number of online transactions at hotels has increased over the years. The online transactions in  2014 have more than doubled in 2021. This has also increased the occurrence of cybersecurity issues as the increase in online transactions has made the hotels including Novotel Bucharest City Centre vulnerable to online hackers. 
Issue 6: Sustainability concerns
[image: ]
Fig: Energy consumption in hotels
Source: (Warren, 2021)
Analysis
The sustainability issues within the hotels have been highlighted in the above graph by identifying their energy consumption. The heaters and air conditioners were responsible for 50% of the total energy consumption. Catering services used nearly 30% of energy, domestic hot water used 15% of energy and lighting and others consumed the remaining 5% of the energy at hotels. This high consumption of energy has posed sustainability concerns to the hotels including Novotel Bucharest City Centre. 
Issue 7: Talent management
[image: ]
Fig:
Source: (Bogicevic, 2022)
Analysis
The effectiveness of talent management practices in hotels has been highlighted by the above graphical illustration indicating the reasons behind employee turnover. It has been identified that poor compensation and benefits have made the employees leave the organisation while lack of self-development and poor workplace environment also has been noticed. Poor flexibility to maintain work-life balance, lack of personal stability and job security have been identified as other reasons. This issue has restricted the hotels including Novotel Bucharest City Centre from retaining their talented employees. 
[bookmark: _Toc166581396]STEEPLE Analysis
Social factors
The hotel and hospitality industry has experienced a drastic change in the purchasing decisions or behaviours of its consumers over the years. Before the digital advancements, customers preferred to book their accommodations by calling, emailing or from travel providers. However, in this current era, an increase in online booking has been observed. According to a report most of the bookings at Novotel Bucharest City Centre are online. Therefore they need to focus on their website and applications to stay relevant with these changing market trends. 
Technological factors
Technological advancement has introduced many new forms of technology to businesses. The rise of AI, Automation and IoT has drastically changed the operations of the business. The rise of digital technologies also increased the adoption of online payments. However, this has given rise to the cybersecurity issues at Novotel Bucharest City Centre. Though the company has implemented various measures for instance firewall protections to avoid the misuse of their customer's information (Longart, 2020). 
Economic factors
The purchasing power has been identified as the major issue for Novotel Bucharest City Centre. The rising rate of inflation and fluctuations in currency exchange rates combined with heightened interest rates have affected its profitability. The customers also have been affected by inflation and high-interest rates that have reduced their purchasing power. The pandemic has also contributed to this matter. 
Environmental factors
Sustainability is a big issue in the hotel industry that has become more severe due to climate change, global warming and more environmental issues. This has posed various sustainability concerns to Novotel Bucharest City Centre that have also affected its brand image. Adopting sustainability practices for instance reducing waste generation, energy consumption and more can greatly help them in improving their brand image alongside competitiveness in the global hospitality market. 
Political factors
The Novotel Bucharest City Centre has its presence within Romania. Therefore the political stability of its operating country has been crucial for ensuring its smooth business growth. Trade restrictions and tax policies also have been a considerable factor for the hotel (Papadopoulos et al., 2021). 
Legal factors
Novotel Bucharest City Centre has to maintain a number of laws and regulations due to its presence in Romania. The employment protection acts, health and safety acts and more need to be complied with by the organisation that has been currently an ongoing issue for it. 
Ethical factors
Novotel Bucharest City Centre has faced difficulties in maintaining ethics in its business processes. The organisation has been reported to struggle with workplace issues for instance poor workplace environment, lack of benefits and perks for the employees and more. This poses challenges in retaining or attracting talented employees that further decrease their workplace productivity. 
[bookmark: _Toc166581397]SOAR Analysis
	Strengths
	Opportunities

	Improved global presence: Novotel Bucharest City Centre has a diversified brand portfolio in economic, midscale and luxury segments that helps in meeting changing customer demands. It also has an impressive distribution platform that has improved its presence in Romania. 
Strong financial position: Novotel Bucharest City Centre has access to high capital thanks to its parent company Accor that has helped it to avail.organic growth. It also helps the company to perform loyalty programs and strategic partnerships (Nunkoo et al., 2020). 
	Increasing online presence: Novotel Bucharest City Centre can utilise its strong financial position to adopt new digital technologies and increase its online presence. This can greatly help in raising customer satisfaction levels. 


	Aspirations
	Results

	Increasing competitiveness: Novotel Bucharest City Centre has aspired to hold a respected position in the Romania hotel industry. However, it requires the organisation to differentiate its brand from the other luxury brands, for instance, Hilton Hotels, Marriott International and more. 
	The organisation can achieve its aspiration by maintaining its customer satisfaction level and building a talented workforce. It also may be required to comply with the regulatory standards and adopt sustainability practices. 
 



[bookmark: _Toc166581398]TOWS Analysis
	 
	Strengths
	Weaknesses

	Opportunities

	Novotel Bucharest City Centre can leverage its strong financial position to mitigate the issue of talent management. The organisation can build academics regarding hotel management in various countries to source talented employees directly from them (Ntounis et al., 2022). 
	The fluctuations in customer behaviour have been identified as a serious issue for Novotel Bucharest City Centre. Therefore the company can leverage the analytical tools to forecast demand and maintain its profitability.

	Threats
	The regulatory compliance and sustainability concerns remain critical issues at Accor. Therefore it can adopt green business practices to improve its brand image and comply with the environmental laws. 
	Poor talent management and lack of sustainability practices have increased the severity of the high competition-related issue for Novotel Bucharest City Centre. Therefore the organisation should maintain its competitiveness through adjusting its business practices to ensure a smooth future growth. 




[bookmark: _Toc166581399]Recommendation and change management
[bookmark: _Toc166581400]Recommendations 
1. Embracing technological innovation to leverage guest experience
Implementation strategy
Novotel Bucharest City Centre is recommended to make investments for guest-based technologies like mobile check-in/check-out and digital concierge services. Moreover, smart room amenities like voice-activated assistants followed by smart thermostats and automated lighting processes could help in offering a convenient experience for the guests (Arapou and Kapiki, 2023). This also includes optimisation of energy usage to reduce operational expenses. Along with that, the hotel is recommended to enhance data analytics as well as AI for acquiring insights regarding guest behavior and needs through feedback. Therefore, after evaluating guest information, the brand can tailor their personalised experiences to provide targeted promotions that would leverage client satisfaction or loyalty (Zarezadeh et al., 2022). 
Change management practices
There are various management practices which need to be deployed for this process. Thus, Novotel Bucharest City Centre is required to offer comprehensive training sessions for equipping workers with the sufficient skills for using new technologies properly. Providing ongoing learning processes would help to encourage staff engagement combined with adaptability (Lui and Goel, 2022). Further, the hotel is recommended to communicate the advantages of technological advancements to the workers, demonstrating the ways it would enhance guest experience while streamlining overall operations. Any concerns would be conducted using open dialogue and transparency. Lastly, the management is needed to deploy pilot programs to select locations for testing new technologies and collecting feedback from staff and visitors. Using this feedback would assist to refine methods while dealing with any issues for full scale deployment (Mathews, 2021). 
Measurement of success
Guest satisfaction scores would be tracked using feedback surveys included with online reviews for understanding the effect of technological developments regarding guest experience (Mariani and Borghi, 2021). Moreover, the operational efficiency would be measured through check-ins and check-outs followed by increased room occupancy rates. Additionally, revenue growth would be analysed that would include average daily rate (ADR) combined with revenue per available room (RevPAR) for examining the effect of technological developments on economic performance (Green and Tran, 2023). Lastly, cybersecurity cases or data breaches would be tracked for understanding the success rate of cybersecurity measures to protect guest information and internal systems. 
2. Diversifying offerings for tailoring towards changing customer preferences
Implementation strategy
Novotel Bucharest City Centre is recommended to widen its portfolio by bringing boutique or lifestyle brands by targeting niche marketplaces having unique preferences. Such brands can provide special amenities and immersive experiences followed by personalised services for particular client segments like luxury travellers and wellness enthusiasts. Moreover, the hotel explores alternative accommodation models like serviced apartments and vacation rentals. This could be done by partnering with different property owners to enhance the previous infrastructure or distribution channels to tap into the rising need for flexible lodging options. Moreover, the brand is also required to enhance the food or beverage offerings by collaborating with renowned chefs followed by releasing innovative dining concepts (O’Bree, 2020). Hence, by curating memorable culinary services, the hotel can bring food enthusiasts while positioning itself as the ground for gastronomic experience. 
Change management practices
While deploying the above processes need different management practices. Thus, the company is needed to make more engagements with key stakeholders which include staff, partners and investors regarding the diversification procedures. This would be done to take in their input and deal with any issues to foster buy-ins for any changes. Further, training or development sessions would be needed to equip staff with the necessary skills required for adapting to a new set of roles and responsibilities consisting of diversified offerings. Cross-functional collaborations need to be fostered among departments to bring smooth integration of fresh brands or services for the existing operations or infrastructure (Suprapto et al., 2022). Lastly, performance metrics must be established combined with feedback processes for tracking the diversification success and finding areas to develop. This process would help in continuously refine and optimise overall offerings. 
Measurement of success
Market share growth could be monitored in the intended segments for assessing the efficiency of diversification processes to expand the client base or revenue streams of Novotel Bucharest City Centre. Moreover, brand perception could be evaluated using surveys and social media engagement for understanding the effect of this process regarding guest satisfaction as well as loyalty. Additionally, revenue diversification metrics like non-room revenue sources to total revenue would be used to understand the diversification success to generate other income streams (Sainaghi et al., 2020). Competitive positioning would be assessed through product differentiation, coverage in market and client appeal for understanding the success of this process to maintain a better competitive edge in this market. Ultimately, through this method, the hotel company can adapt towards shifting client needs by capitalising on new market processes and rank itself for more success in this hospitality sector. 
3. Strengthening brand differentiation and loyalty programs
Implementation strategy
Novotel Bucharest City Centre is needed to refine the whole brand positioning as well as messaging for effectively communicating its special value proposition or brand promise to intended audiences. This process mainly consists of knowing the key brand attributes like affordability, reliability followed by sustainability to integrate them into advertising campaigns or communication channels for connecting with clients. Furthermore, Novotel Bucharest City Centre is required to revamp the loyalty programs for providing greater personalised rewards and exclusive benefits to loyal visitors (Shin et al., 2020). Hence, by dividing the clients as per their individual needs, behavior combined with spending patterns, the hotel can offer rewards or incentives to bring more repeat visits while increasing traveller lifetime value. Along with that, the hotel can collaborate with any complementary brands or companies for leveraging the brand appeal and offering added value for guests. Lastly, Accor has to give more priority to leverage the complete guest experience throughout every touchpoint. This includes beginning from booking or check-ins to accommodation and interactions after the stay. Such a process would need investments in client service training, upgradation of facilities or amenities by deploying technological solutions to streamline overall processes and increase guest satisfaction. 
Change management practices
Novotel Bucharest City Centre has to make more engagements with frontline staff for developing and executing the complete brand differentiation or loyalty processes by including their feedback and offering training. This would help in empowering the workers to offer unique client services or experiences. The brand is needed to communicate regarding the significance of brand differentiation as well as loyalty programs to every staff throughout departments or levels in the company. Such a process has to be done to ensure better clarity regarding objectives and expectations to foster effective alignment and accountability. A continuous development culture is required to be fostered by acquiring necessary inputs from guests and employees and later using those insights to refine the loyalty processes over time. Lastly, performance metrics have to be deployed regarding recognition programs to monitor progress related to brand differentiation and later celebrating achievements as well as milestones (Xia et al., 2020). 
Measurement of success
Repeat visitors could be tracked through customer churn rates for assessing the success of loyalty programs or brand differentiation to foster better client loyalty or retention. Further, revenue growth and repeat business can be tracked through Net Promoter Score (NPS) surveys to understand the chance of visitors recommending the hotel to others. This would help in knowing any areas of development related to brand perception and loyalty (Baquero, 2022). Revenue growth metrics could be calculated through average spend per guest to understand total revenue generated using loyalty programs. Such a method would assist in examining the effect of brand differentiation related to financial performance as a whole. Lastly, brand perception surveys need to be performed to monitor brand awareness that would evaluate shifts in client perceptions or attitudes. 
[bookmark: _Toc166581401]Potential benefits
The key benefits that  Accor will experience through introducing the change management and recommended strategy have been listed below.
High employee engagement
The recommended strategy will ensure  Novotel Bucharest City Centre can bring major change within the workforce management, better training and career development of the employee will impact positively the motivation of the workforce (Baron and Armstrong, 2007). This will ensure  Novotel Bucharest City Centre achieves high employee retention within the organisation. Proper employee wellbeing and excellent management will uplift the reputation of the work environment within the market (Brierley, 2006). This will help  organisation to get a constant flow of skilled and eligible employees. A dedicated workforce and a constant flow of talented employees will help the organisation to deliver high-end customer service.  
Controlled cost of production
Skilled as well as technologically sound workplace will make  Novotel Bucharest City Centre experience a strategic control on cost of production. A dedicated and talented workforce will ensure the optimum utilisation of resources and their best utility (Newton, 2010). Therefore generating waste within hospitality service can be minimalised. Incorporating technology will help human resources to eliminate repetitive work and make a systematised balance operation within the organisation. Farther reduction of unnecessary work will urge the employees to foster innovation and a creative approach within organisational activity. 
New market exploration
Escalltation of brand reputation through change management will bring more business for  Novotel Bucharest City Centre. A New upgraded organisational structure and dedicated employees will be used for the 0orgasnitin to expand its business within the market (O’Mahoney, 2021). A high scope of expanding the hotel within the new country can be achieved through the incorporation of the addressed recommendation discussed above. 
Positive review
Customer review is the ultimate thing that will deliver sustainability to Novotel Bucharest City Centre. Therefore bringing new changes and developments to the organisation will achieve customer trust (Mavridopoulou and O’Mahoney, 2020). Better amenities and proper accommodation experience will help the customer to deliver positive reviews and bring upward fluctuations of brand goodwill within the competitive market. 
[bookmark: _szni6qu77fos][bookmark: _Toc166581402]Cost associated
According to the recommendation delivered to  Novotel Bucharest City Centre, an approximate cost of 100000 Euros is required to implement change within the organisation. Major expenses are required to incorporate new technology and diversify offerings. Technological integration is one of the costly processes that would be a one-time investment for the organisation. Apart from that expenses will be budgeted for a loyalty program to achieve new customer inflow. In the financial year of 2023, the company earned a revenue of 5.06 billion euros (Statista, 2023). Thereby it will be affordable;e for the organisation to bear such expenses for better functioning. 
[bookmark: _pziw5kecg6kq]
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	Number

	Issues

	Solutions

	Outcomes

	Time scale

	Completion Date
	Probable Budget

	1
	Lack of modern services

	Technological incorporation and development of the organisational activity with a smart approach will bring modern hospitality service within Accor (Whittington et al., 2020). Installation of new amenities like mobile-controlled electronic accessories within rooms will help the customer to achieve a high-class staying experience. Apart from that installation of robotics within room service will eliminate time and mismanagement.  Aligning supply chain management with new technology like AI and GPS trackers will ensure the availability of raw materials required within hospitality management in Accor (Noordzife, 2014). 
	Low wastage will be generated and smooth functioning of service within hospitality management will be ensured. Farther better amenities and fewer que hours will enhance customer satisfacation with Novotel Bucharest City Centre. 
	6 months
	10/10/2024
	£45000

	2
	Cyber security

	Installation of high cyber security software will ensure data safety within Accor. Transferring all the data management through AI and cloud computing will enable Accor. to centralise its data and control access. High security and minimum access points will eradicate the chance of data mishandling within the organisation (Burnes, 2014). 
	Ensuring high data safety and ethical performance for Novotel Bucharest City Centre. Will be improved. This will enable the organisation to gain customer trust and proper management of data leads from the market. Optimum utilisation of accumulated data can be done within the marketing activity of Novotel Bucharest City Centre.
	Four months
	04/08/2024
	£15000

	3
	Low sustainability

	Switching to alternative sources of energy like the installation of solar panels, and switching to green electronics will develop the sustainability factor of Accor. Apart from that ocean management within the production of Novotel Bucharest City Centre ensures the generation of low waste (Buttrick, 2009).  
	A high CSR value will be generated for Novotel Bucharest City Centre. Customers will be more loyal to the organisation and generate awareness within society towards a sustainable approach. 
	Three months
	5/07/2024
	£15000

	4
	Low employee retention

	Delivering proper training and career growth within the organisation will help to generate motivation for the employee. Providing appropriate rewards and recognition will also ensure effective talent management within Novotel Bucharest City Centre. Delivering medical expenses and innovative employee well-being will also ensure effective talent management for the organisation. 
	Dedicated employees will bring new innovative ideas within the hospitality management activity of Novotel Bucharest City Centre. High employee retention will ensure the optimum utilisation of organisation resources and reduce the cost of production. 
	Four months
	15/08/2024
	£15000

	5
	Low customer service
	Installation of the latest technology like AI, Chatbot, IoT and many more will ensure better customer service. Focusing on digital marketing will bring better customer analysis and identifying market trends. 
	Alignment of the hospitality service according to customer needs and produce innovative staying options within Novotel Bucharest City Centre. 
	Five months
	20/9/2024
	£10000



[bookmark: _qwop3nojaabc]

[bookmark: _c7r5agq7uxvj][bookmark: _Toc166581404]Conclusion
During the pandemic, hospitality management saw rapid evolution, which led to the introduction of numerous new operational management innovations into the market. A study that addresses the main problems that a hotel chain outside of the UK is facing has been created. Key topics have been addressed and a Novotel Bucharest City Centre case study is included in the report. The company has to contend with an extremely competitive market and hasn't been able to keep up with the changing hospitality industry trend. Customers are not pleased with the hotel's modern amenities, which is a major problem. The main reasons for low client retention in the hotel industry have been long wait times and less environmentally friendly methods. The hotel company has identified low security, production costs, and economic volatility as major concerns. A secondary graph analysis that emphasizes the competitive market of storing produces problems with hospitality management has been used to address the reasons for the problems. Customer preferences and purchasing patterns that fluctuate have a significant impact on an organization's performance. Numerous other issues, such as inadequate people management practices and reduced effort in providing customer support, have been addressed. A STEEPLE Analysis has been made that has highlighted the social, technological, environmental, economic and many more factors that impact organisational performance.  The STEEPLE analysis's conclusions show that Novotel Bucharest City Centre now has a lot more room to improve its customer management services thanks to significant technology advancements. Conversely, the unstable state of the economy has had a detrimental effect on organisational effectiveness. Novotel Bucharest City Centre’s prospects and strengths have been projected by SOAR analysis. The organisation has a strong financial foundation and a high global visibility. Opportunities such as a greater online presence on social media platforms for Novotel Bucharest City Centre will arise from this. Increasing competitiveness will be the aspiration for the company. Further, a TOWS analysis has been conducted that has interrelated the strengths and weaknesses with each other to identify further opportunities and threat from it. Critical analysis presentation has helped to deliver strategic recommendations for the organisation. concentrating on technology advancement to improve the consumer experience. Change management techniques have been discussed, including developing skills, competitive training, and many other tactics. RevPAR can be calculated as a means of measuring success. More suggestions have also been made for enhancing brand loyalty and broadening offers. Consequences of the proposed recommendation: Novotel Bucharest City Centre will reap several advantages that contribute to increasing the organisation's worth in a cutthroat market. Improved client interaction with Accor will lead to the development of new market research. Enhancing employee empowerment is a means of achieving improved staff retention. This could assist organisation in making the most use of its resources. A tabulated action plan has been created based on the advice. For six months, Novotel Bucharest City Centre will use technological innovation to lessen the lack of contemporary services. By installing cyber security software and using AI and cloud computing to handle data, cyber security risks will be eliminated. Sustainable energy problems will be resolved by installing solar panels and switching to energy-efficient electronics. In three months, waste creation will be under control with the implementation of lean production. The implementation of artificial intelligence and chatbots is expected to enhance customer service at Novotel Bucharest City Centre, and it has been budgeted and scheduled accordingly.  
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Exhibit 4 - Primary Reasons Why Former Employees Left the
Hotel Industry

Survey question: Which of the following best describe your reason for leaving your job
in the hotel industry?

Former hotel industry employees (%)
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3
o
Compensation Identity Workplace Flexibility and Personal Job stability COVID-19 Childcare Other
and benefits and self- climate worklife reasons
development balance

Source: 2022 BCG-NYU Survey.

Note: Because of rounding, the bar chart totals do not add up to 100%.
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