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[bookmark: _Toc151035272]Executive summary
In response to Casa Capsa Hotel's concerns, this consultancy research investigates the complex issues that result from outdated rooms and poor housekeeping methods. The comprehensive research provides insights into the challenges, their repercussions, and a strategic plan for significant change.
Identified issue:
Casa Capsa Hotel is faced with two problems: outdated rooms that fail to meet modern expectations and failures in housekeeping standards, both of which result in diminished guest satisfaction and will most certainly have an impact on the hotel's financial performance. These issues require a thorough investigation in order to identify the complexities of their causes and consequences.
Findings: 
Investigating customer reviews on popular platforms like Booking.com and Trivago revealed a consistent narrative of dissatisfaction Guests complained about the damaged carpeting, malfunctioning climate control, and worries about cleanliness. Financial data analysis confirmed these operational difficulties, demonstrating an alarming drop trend in net profit in recent years.
Findings Analysis:
The combination of aged facilities and poor housekeeping immediately correlates to a reduction in overall guest satisfaction. Negative evaluations, along with a noticeable drop in net profit, show the critical need for strategic interventions. Aside from the direct impact on revenue, these issues endanger the hotel's market placement and sustainability over the long term.
Recommendations to the Client: 
A strategic action plan has been developed to address these concerns completely. It includes an organized room renovation program that introduces modern amenities and aesthetics. Simultaneously, a Housekeeping Excellence Program with thorough training modules and modern equipment is put forward. This thorough strategy is completed by proactive advertising, employee training, and constant monitoring measures.
Conclusion:
The recommended solutions are preparing Casa Capsa Hotel for a growth in customer satisfaction and market competitiveness. While the monetary implications of such activities are acknowledged, the predicted expenses are regarded as appropriate and proportionate to the prospective advantages. The expected outcomes go beyond immediate financial measurements, with the goal of revitalizing the hotel's reputation and market status.
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Prime Pulse Consulting, which has been in the hotel industry since 2007, is a market leader in hospitality consulting. The organization has over a decade of broad expertise and is committed to providing businesses with the necessary information to attain the level of profitability they seek.
Prime Pulse provides customized solutions for hotels, guesthouses, and aparthotels, as well as the know-how to help them achieve success. The company's services convert into ideal results, cost efficiency, and a large rise in profit margin by carefully implementing management and marketing techniques specific to each property.
The organization advises hospitality companies on how to operate efficiently, maximize returns, and reduce operating costs in order to increase earnings in a sustainable and sustainable manner.
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Casa Capsa Hotel, a prominent establishment in Bucharest's city center, is a tribute to a rich legacy and a dedication to providing great hospitality. However, it has issues that demand strategic intervention, just like any other organization. This consultation research digs into two major concerns affecting Casa Capsa: out-of-date decorated rooms and inadequate housekeeping processes, investigating the core causes, consequences, and potential solutions.
Casa Capsa Hotel is managed by CASA CAPSA SA, and its activity and operation are in accordance with the Decision of the Government of Romania no. 601 of October 6, 1997, regarding the classification of tourist reception structures, which is made according to the structural characteristics, quality of facilities, and services provided. (www.listafirme.ro, n.d.)
Casa Capsa Hotel, founded in 1852, has been a prominent presence in Bucharest for almost a century. As a result of its strategic location in the commercial, financial, and cultural region, it is an excellent choice for both business and leisure travelers. The hotel's age and historical significance add to its attraction, attracting customers looking for an authentic and restful experience. (Giurescu., 2021)
The hotel is composed of 60 rooms and apartments of various types, some with private patios overlooking Calea Victoriei or the inner gardens. Casa Capsa Hotel’s rooms range in size to cater to diverse guest preferences. (www.capsa.ro, n.d.) The following is an extensive list of the various accommodation types available at the hotel:
· Standard Accommodation:
Area: 18 m2
Double (1.60 x 1.90 m) bed
View from Edgar Quinet Street in the Inner Garden

· Traditional Room:
Area: 16 m2
Type of Bed: Single Bed
Street View: Edgar Quinet

· Double Room
Area: 18 m2
Double (1.60 x 1.90 m) bed
View: Edgar Quinet Street, Hotel Inner Garden

· Deluxe Room:
Area: 22 m2
Bed Type: Double (1.80 x 2.10 m)
View: Edgar Quinet Street, Inner Garden of the Hotel

· Junior Suites:
Area: 40 m2
Bed Type: Double (2.10 x 2.10 m)
View: Calea Victoriei, National Military Circle, Inner Garden of the Hotel

· Presidential Apartment:
Area: 70 m2
Bed Type: Double (2.10 x 2.10 m)
View: Calea Victoriei, National Military Circle
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Prime Pulse Consulting intends to use a strategic combination of theoretical frameworks, including PESTEL, SWOT, and TOWS analyses, to thoroughly evaluate the challenges confronting Casa Capsa Hotel. These frameworks are critical instruments for understanding macroenvironmental elements, internal strengths and weaknesses and developing strategic alternatives.
The PESTEL Analysis framework will assist in assessing the external elements influencing Casa Capsa Hotel, such as political, economic, social, technical, environmental, and legal factors. Understanding these elements is critical for adjusting to a developing business environment. (Asmoro, 2021)
The SWOT analysis will provide a full picture of the current situation, setting up the foundation for strategic decision-making by focusing on Casa Capsa Hotel's internal strengths and weaknesses, as well as external opportunities and threats.
The TOWS matrix, which complements the SWOT analysis, allows the determination and selection of strategic options. Casa Capsa Hotel is going to be guided by this proactive strategy in transforming challenges into opportunities and weaknesses into strengths.
Using these frameworks, Prime Pulse Consulting seeks to generate an accurate assessment that not only addresses the current concerns but also visualizes a course of action for Casa Capsa Hotel's long-term growth and improved guest satisfaction.
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[bookmark: _Toc151035279]Outdated Room Aesthetics

The outmoded room aesthetics at Casa Capsa Hotel are more than just a cosmetic issue; they have serious repercussions for the hotel's overall performance. As guests prioritize modern and visually appealing accommodations, the decor becomes an important factor in their decision-making process. Negative online evaluations are a visible indicator of the problem, affecting Casa Capsa Hotel's reputation and, as a result, its revenue. According to numerous reviews on well-known platforms such as Booking.com, Trivago, and similar channels, the current issues with Casa Capsa Hotel's rooms include an extensive list of faults. For starters, guests frequently mention their discontent with the noticeably old and outmoded carpets. The worn carpet not only affects the general aesthetic and attractiveness of the rooms, but it additionally suggests an impression of negligence and poor housekeeping. Second, concerns with climate control have been an ongoing concern in guest feedback. The malfunctioning temperature control systems have an impact on the general comfort and experience of guests, whether it is due to old equipment or poor maintenance methods. The clients say that during winter, the rooms are very warm, while during the hot season, AC doesn't seem to be working at all. Finally, guests have reported plenty of shower-related issues, ranging from inconsistencies in temperature to leaks. (Booking.com, n.d.)
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The issues with housekeeping at Casa Capsa Hotel are severe, according to guest reviews on booking platforms. Guests have expressed concerns about the hygiene of the bathrooms, describing occasions when the previous guests' shampoo and patterns drawn on mirrors were still visible. A dirty carpet, a stained bathtub, and an overall lack of cleanliness in the rooms were recurring addresses in the criticism. (Booking.com, n.d.)
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The identified issues regarding room aesthetics, such as an old carpet, climate control issues, and shower-related issues, as well as housekeeping-related problems as detailed in guest reviews, have a significant impact on Casa Capsa Hotel. The impact goes beyond basic aesthetics, having a substantial impact on the hotel's reputation, guest satisfaction, and financial performance. (Kandampully and Suhartanto, 2003)

Reputation Damage
Negative reviews that indicate the outdated carpet, broken climate control infrastructure, and shower-related issues could potentially have a negative impact on Casa Capsa Hotel's online reputation. Guest evaluations that specifically mention dirty bathrooms, stained bathtubs, and an overall lack of cleanliness cast an unfavorable light on the hotel's housekeeping standards. In an age where potential guests rely largely on online evaluations and ratings, a damaged image can lead to fewer potential visitors to consider staying at Casa Capsa Hotel. (Sparks and Browning, 2011)
Guest satisfaction
Room appearance plays a vital role in establishing a guest's first impression and overall experience. (Kontic A., n.d.) The worn carpet reduces visual appeal, generating a sense of neglect and improper cleanliness. Inadequate temperature control systems cause discomfort and have a direct impact on the quality of the guest's stay. Furthermore, shower-related difficulties such as inconsistent water temperatures and drainage issues undermine the basic premise of a well-functioning and comfortable accommodation. 
The sense of a well-maintained and pleasant hotel atmosphere is heavily influenced by cleanliness. Guest reviews that specifically address these concerns contribute to a substantial drop in satisfaction. The existence of previous guests' residue, patterns drawn on mirrors, and an overall lack of cleanliness in the rooms clearly contradict the expectations of a high-quality stay or a five-star hotel.
These issues, taken together, decrease guest happiness, potentially leading to poor feedback and a lower likelihood of return business. (Bhatnagar and Dheeraj, 2019)
A decline in visitor satisfaction and reputation can have an immediate impact on the hotel's financial performance. (Xie and So, 2017) Due to poor evaluations, potential visitors may choose alternative accommodations, while existing customers might choose not to return, resulting in lower bookings and revenue.
Another potential financial impact could be the lack of solutions to the identified issues. Because of the outdated rooms, the hotel may resort to room price reduction strategies in order to attract guests. (Sherif, 2018) While this method may increase occupancy, it may have a negative impact on overall revenue. In addition, in order to compensate for the negative impact on its reputation, the hotel will need to allocate resources to marketing and promotional initiatives to regain consumer trust. Allocating funds for marketing campaigns can be an expensive action. In severe circumstances where housekeeping concerns result in legal disputes or regulatory violations, the hotel may be required to pay legal fees and fines. To prevent legal consequences, it is critical to guarantee compliance with cleanliness and safety standards.
The financial performance of Casa Capsa Hotel provides an important perspective through which we may assess the impact of the identified problems on the hotel's bottom line.
The financial accomplishments of Casa Capsa Hotel over the last few years display both opportunities and challenges. The following table summarizes major financial parameters from 2016 to 2022:

	Financial Performance Of Casa Capsa Hotel

	Year
	Revenue
	Net Profit
	Liability

	2022
	1.797.564,80 EUR
	302.948,75 EUR
	299.656,85 EUR

	2021
	932.628,57 EUR
	-53.061,99 EUR
	268.969,89 EUR

	2020
	658.935,36 EUR
	-317.343,97 EUR
	191.436,34 EUR

	2019
	1.622.279,02 EUR
	-28.595,58 EUR
	227.680,98 EUR

	2018
	1.389.283,20 EUR
	-32.269,92 EUR
	237.070,51 EUR

	2017
	1.458.222,53 EUR
	68.563,58 EUR
	302.694,30 EUR

	2016
	1.364.877,98 EUR
	-541.229,47 EUR
	190.897,37 EUR



According to Casa Capsa Hotel’s reported financial figures, the revenue trend suggests favorable growth, achieving  1.797.564,80 EUR in 2022, an increase from 932.628,57 EUR in the previous year. A closer look reveals variations, with a substantial rise in 2019 and a subsequent fall in 2020.
An essential indicator of financial performance, net profit shows the balance between revenue production and operational costs. In 2016, the hotel suffered a significant financial loss of -541.229,47 EUR. In the last 7 years, the company has obtained positive net profit only in 2017 and 2022. (Mfinante.gov.ro, 2023)
The identified issues of outdated rooms and inadequate housekeeping are closely related to the downward trend of Casa Capsa Hotel's net earnings. The worn-out carpets, housekeeping challenges, and defective climate control in the rooms have most certainly contributed to a drop in client satisfaction. This dissatisfaction which is reflected in guest reviews, can have a direct influence on the hotel's earnings. Potential visitors who are convinced by unfavorable online reviews can opt for alternative hotels, resulting in fewer bookings and a negative impact on financial performance.
Further investigation reveals that the financial decline witnessed in 2016 corresponds to the timeline when difficulties linked to outmoded rooms were apparent. The negative impact of poor housekeeping and old decor on the hotel's reputation and client loyalty may be linked to the financial crisis that began in 2016, marked by a significant negative net profit.
Similarly, fluctuations in net profit, particularly the drop in 2020, could be attributed in part to the persistence of previously highlighted difficulties. The COVID-19 pandemic intensified the issues, emphasizing the importance of an environment that is welcoming. Travel restrictions and increased security concerns accentuated the need for comfortable and modern accommodation, making the outmoded features a possible turnoff for guests. The financial difficulties witnessed in 2020, in the midst of a worldwide pandemic, were most probably aggravated by housekeeping worries. (Rosemberg, 2020) As cleanliness and hygiene became more important, any discrepancies in housekeeping standards could have contributed to a drop in guest confidence and, as a result, financial success. (Singh and Singh, 2022)
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	Strenghts
	Weaknesses

	-The hotel's location and the major characteristics of the surrounding area. Casa Capsa Hotel is located in Bucharest's city center, in the economic, financial, and cultural district, providing easy access to all key places and the opportunity to participate in a variety of activities.
- Because the hotel is located in the capital, where the majority of the commercial, and cultural activities are carried out, permanent activity is ensured.
- Casa Capsa Hotel's culinary offerings, particularly its renowned pastry shop, represent a significant strength. The
- The menu at Casa Capsa Restaurant includes dishes from both Romanian and international cuisines. The culinary services of Casa Capsa Hotel, particularly its renowned pastry shop, are a notable strength.
- A number of well-equipped meeting and event venues such as the Blue Salon conference room, and the Restaurant Salon, comprised of the Marble Salon and the Red Salon, as well as a range of smaller rooms for private meetings or small gatherings.
	-Casa Capsa Hotel promotes and markets its services at a low level. The hotel advertises its services on its website, which is lacking in content and it's outdated, as well as on booking sites such as Trivago and Booking.com.
- The hotel doesn’t have its own free parking space. Therefore, the customers need to park their cars at a nearby paying parking space.

-The hotel’s decor, specifically its rooms, is old, worn out and outdated. Clients expect a high level of quality from all services provided.
- The equipment and
the installations are not properly and periodically checked and do not comply with the classification rules of a 5-star hotel

-The hotel’s rates are big considering its outdated rooms in comparison to its competitors. 
- The location, in the central area,  implies a fairly high noise level.


	Opportunities
	Threats

	-Casa Capsa Hotel's long-standing history and heritage contribute to its unique appeal.

- Romania is getting recognition as an amazing tourist location among other countries, and this influencing directly the number of tourists as well as business travelers alike. (Statista, n.d.)

- The vicinity of the main tourist attractions as well as a relatively short distance from the International Airport
Henri Coanda.

- The ample potential of the targeted consumer segment by the Casa Capsa Hotel, respectively business travelers and international tourists.

- The possibility of improving comfort and attracting new consumers as a result of room remodeling and the incorporation of modern equipment.

-The hotel can leverage the massive popularity of the Casa Capsa Pastry Shop in order to obtain more clients. 
	- The large number of direct competitors
in the area.
- The inflation rate in the Romanian economy.
- The negative reviews left by former clients in which they complain about the poor housekeeping of the hotel as well as the outdated rooms. 
- Economic uncertainties and external shocks, as witnessed during the COVID-19 pandemic.



The SWOT analysis of Casa Capsa Hotel reveals a complex interaction of strengths, weaknesses, opportunities, and threats that create its competitive environment. Casa Capsa Hotel differentiates itself from the competition for a variety of reasons. Its rich historical significance and cultural heritage give the hotel a distinct appeal. The advantageous location in the middle of Bucharest allows guests quick access to important locations. On the other hand, poor housekeeping and aged decor appear as important problems that have a direct impact on client satisfaction.
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	Strenghts
	Weaknesses

	Opportunities
	- The Casa Capsa Hotel could capitalize on its strengths and opportunities by creating upgraded packages for corporate clients and event organizers by taking advantage of the well-equipped meeting and event facilities. Make use of the hotel's central location and proximity to tourist sites to attract business travelers and foreign visitors for conferences, seminars, and events.
- To actively market the accommodation and other services, the hotel could make use of the hotel's gastronomic history and excellence, notably the popular pastry shop. Strategies could include collaborations with local influencers in order to develop targeted marketing initiatives to increase awareness and attract greater numbers of consumers as Romania's popularity as a tourist destination continues to grow.
	- To overcome the weaknesses of outdated room décor and poor hygiene, the location should embrace the chance to remodel its rooms and invest in and incorporate modern equipment and aesthetics to match visitor expectations. Casa Capsa Hotel should market these upgrades as a rebranding initiative in order to not only attract guests looking to receive better accommodations but also encourage returning customers.

	Threats
	- A strategy to differentiate Casa Capsa Hotel from the direct competition would be by emphasizing its historical relevance and legacy. The hotel could create themed events, or guided tours to give guests an authentic experience that defines the hotel in a competitive local market.
-To respond to various economic uncertainties, Casa Capsa Hotel could design and implement price strategies. In order to remain competitive and appealing to budget-sensitive guests, strategies such as flexible pricing schemes, discounts, or bundled services are necessary.
- 
	- To reduce the threat of negative evaluations, Casa Capsa Hotel could implement proactive reputation management practices. The hotel’s management has to address issues as quickly as possible, actively engage with online reviews, and highlight improvements made to demonstrate a dedication to responding to guest feedback and improving the overall experience.
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	Political factors
	The recently adopted cash restriction policy will have an impact on cash payments in hospitality, both customer to accommodation and hotel to providers and partners. Companies will have to transact with one another and make payments using electronic systems. The single cash payment per day cannot exceed the equivalent of 1000 EUR. (Garaiman, 2023)

	Economical factors
	According to Eurostat data, Romania ranked 12th among 27 EU member states in terms of GDP last year, with a value of approximately 286 billion euros. (Eurostat, 2011)

The National Institute of Statistics reported that the inflation rate fell to 8.07% in October from 8.8% in September. (INSSE, 2023)


	Social factors
	  The population is a major force to be considered because it is the people who make up the marketplace. The primary demographic aspects with implications for the hotel's activity are as follows: According to information from the National Institute of Statistics (INS), the population of Romania reached 21.873 million people on July 1, 2023, a 0.3% decrease from the same month in 2022. 
According to INS data, the demographic aging process has accelerated from July 1, 2022, with the old population (aged 65 and over) increasing by 0.4 percentage points and the share of young people (0-14 years) decreasing by 0.1 percent. (INSSE, 2023)
According to statistics, approximately 9,37 million Romanian individuals represent tourists that stayed in tourist structures in the year 2022, and of those 6 306 315 were accommodated in hotel-type structures. In the same year, a number of 6 788 816 international tourists in Romania was recorded. (INSSE, 2022)

	Technological factors
	Casa Capsa Hotel has an online presence, including an active engagement on social media as well as on platforms such as Booking.com. 

	Legal factors
	The Casa Capsa Hotel charges rates based on the quality of services provided, in accordance with the provisions of the Competition Law 21/1996 and the Order of the Minister of Tourism No. 16/1997 approving the tariff policy in tourist reception structures, which state that rates are determined "freely, based on demand and supply, and the quality of services provided." (Oecd.org, 2023)


	Environmental factors
	Currently, there is no information available about the hotel's environmentally friendly strategies.


[bookmark: _Toc151035285]

Recommendations and Change Management

Following a comprehensive analysis of Casa Capsa Hotel's current challenges and opportunities, a number of significant recommendations are brought to solve the identified concerns regarding outdated rooms and poor housekeeping. These suggestions are intended to improve visitor satisfaction, the hotel's reputation, and long-term growth. To guarantee an easy adjustment and minimize potential resistance from staff members, the adoption of these measures will necessitate a correctly planned change management strategy.
[bookmark: _Toc151035286]Room renovation

Change:
Casa Capsa Hotel must employ a gradual approach to room renovation in order to minimize disturbances while improving the guest experience. Collaboration with renowned interior designers and construction professionals is required for this strategic initiative. Prior to implementation, effective communication of the renovation plan to visitors is critical for managing expectations and ensuring an effortless adjustment.
Management of Change
To ensure an easy transition for employees, management needs to organize extensive training sessions that introduce them to new room layouts and amenities. Creating a reward system is critical for recognizing and inspiring employees throughout the change. Furthermore, encouraging employee involvement implies addressing employee concerns and developing channels for constructive feedback.

Evaluation of Success:
The introduction of guest satisfaction surveys to assess progress is critical for post-implementation success evaluation. Continuous monitoring of positive feedback through internet reviews and ratings serves as an important performance metric. Indicators of financial success, such as higher bookings and income, confirm, as well, the good impact of the remodeling project. (Schall, 2003)

Potential Benefits:
The space remodeling not only improves the overall guest experience, but it additionally encourages constructive criticism, resulting in increased guest loyalty. The development of modern and appealing accommodations places Casa Capsa Hotel competitively in the market, allowing significant opportunities for greater revenue and the ability to charge higher room rates.

Analysis of Costs:
A complete cost evaluation that includes materials, personnel, and possibly temporary room closures is required for informed decision-making. A sufficient budget ensures that the remodeling process progresses smoothly, indicating the hotel's dedication to a successful change.  As a result, the following costs are involved in correcting this issue: A total of 250,000 EUR will be allocated for materials and equipment. The labor cost is anticipated to be 100,000 EUR.
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Implementation:
A strong housekeeping training program is crucial for reaching higher cleaning standards. (Gazija, 2011) This requires thorough training modules for all housekeeping workers that cover not only the fundamentals of cleanliness but also emphasize attention to detail, effective time management, and the use of modern cleaning equipment. Additionally, periodic training sessions should be conducted in order to keep staff informed and up to date on industry best practices.
Regular performance assessments and audits are essential for maintaining consistent service quality. These assessments should be performed by qualified professionals (staff team leaders and housekeeping department manager) who evaluate room cleanliness, protocol adherence, and task completion speed. These evaluations act as a feedback mechanism, identifying areas for development and recognizing exceptional performance.
Investing in modern cleaning equipment and supplies is critical for increasing efficiency and productivity. This involves purchasing ecologically friendly cleaning products and modern equipment These improvements not only increase hygiene but also contribute to long-term cost savings.

Management of Change:
Hotel management is critical in outlining the value of housekeeping quality to employees. It is critical to draw attention to how great housekeeping directly affects visitor satisfaction and the hotel's reputation. This includes holding frequent staff meetings, sending out newsletters, and maintaining open lines of communication to ensure that every employee is on board with the hotel's dedication to excellence.
Staff should be trained and assisted on a regular basis to reinforce the importance of their role in maintaining high standards of cleanliness. Regular workshops and training sessions help address and solve rising challenges. Management should engage frequently with the cleaning team, addressing problems and providing assistance as needed.
Boosting morale is critical for long-term performance in housekeeping. To acknowledge exceptional input, recognition and appreciation programs should be created. Employee of the Month awards, performance bonuses, and open acknowledgment of excellent housekeeping contributions are examples of this. (Shahane and Fernandes, 2021)

Success Evaluation:
Guests' feedback on housekeeping through surveys and reviews is an important criterion for success evaluation. Collecting and analyzing feedback on a regular basis provides insights into areas that may need improvement and aids in the maintenance of a guest-centric approach to cleaning.
An effective program should result in a significant decrease in complaints about housekeeping. The change reflects improved service quality and guest satisfaction.
Monitoring worker turnover rates is critical to retaining skilled housekeeping professionals. A low turnover rate indicates a happy and engaged workforce, which contributes to the program's long-term success.
 
Potential Advantages:
Positive internet reviews and higher guest satisfaction are expected if the Excellence in Housekeeping Program is implemented successfully. Satisfied guests are more likely to become repeat customers.
The program attempts to increase the hotel's cleanliness and attention to detail. This not only improves the guest experience but also helps the overall brand image.
Potential cost reductions balance investments in training programs, new equipment, and performance evaluations. Reduced visitor compensation for poor housekeeping services, increased operational efficiency, and higher staff retention rates are some examples.

Costs:
The program's successful implementation necessitates funds allocations for training sessions, new equipment, and ongoing performance evaluations. This expenditure is crucial for reaching and maintaining high cleanliness standards. Performance bonuses and recognition programs, for example, are critical in keeping professional housekeepers motivated and engaged. These incentives help to foster a happy work atmosphere and highlight the importance of housekeeping excellence.
If necessary, dealing with staff changes might require further investments. This could include hiring, training new employees, and ensuring a smooth transition without compromising service quality. The costs are estimated to reach 22,000 EUR.
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Implementation:
The development of a new marketing plan is the first step in adopting effective marketing and communication tactics. This strategy should highlight the hotel's newly renovated rooms and enhanced housekeeping services. The focus should be on pointing out the improved guest experience as a result of these modifications. (Meng et al., 2018)
To point out the recent developments, the hotel's marketing team should use various internet platforms, such as social media and travel websites. High-quality images, virtual tours, and customer testimonials can effectively communicate the beneficial changes to future guests. (Aydin, 2019)
The hotel should actively collaborate with online influencers to reinforce the message and broaden its reach. Collaborative campaigns with influencers that align with the hotel's target audience can have a major impact on the marketing message's visibility and trust. (Yetimoğlu and Uğurlu, 2020)

Management of Change:
Effective communication starts within the hotel. Employees must be educated on the significance of open discussions regarding hotel improvements. (Shen, Qian and Chen, 2020) This includes staff training to ensure that they are well-informed about the upgrades and can comfortably discuss them with customers. Staff should be given discussion points to help them conduct discussions with clients. These can contain highlights of the renovated rooms, highlights of the increased cleaning services, and any special discounts or packages linked with these upgrades.
Implementing a feedback funnel is critical for continuous marketing messaging growth. (www.hihtworld.com, 2022) This cycle of feedback allows the hotel to improve its messaging in real-time and adjust to changing market circumstances.

Success Evaluation:
Online engagement and reach can be tracked using social media analytics. Likes, shares, comments, and the increase in the hotel's social media following provide significant data on the effectiveness of marketing campaigns. (Raudeliūnienė et al., 2018) Following marketing efforts, tracking booking patterns and reservation inquiries is a practical approach to measuring success. A rise in bookings and inquiries indicates that the marketing methods are being received favorably by potential guests.
Guest surveys are essential for measuring awareness and perception. Specific questions on the renovated rooms and improved housekeeping services can help evaluate client satisfaction and provide vital feedback for future marketing activities. (Pizam and Ellis, 1999)

Potential Advantages:
Increased occupancy and income can result from improved marketing initiatives. A well-executed marketing strategy that properly communicates the hotel's upgrades can bring in more customers, resulting in increased income. When guests see the value in the upgrades, they are more inclined to stay at the hotel.
Marketing and communication techniques that are successful contribute to a better brand image. As a result, the hotel's competitiveness in the market improves, making it an increasingly popular option among travelers. (Bilgin, 2018)

Costs:
The successful implementation of the marketing and communication strategies requires a dedicated budget. This budget should cover expenses related to marketing efforts, influencer partnerships, and internet promotions. The costs are estimated to reach 15,000 EUR.
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Implementation:
A detailed tracking system should be implemented by the hotel to monitor the status of customer satisfaction and operational performance. This system should include visitor direct feedback, online reviews, and essential operating metrics. Using modern monitoring software allows real-time data collecting and analysis, providing significant insights into problem areas. (Mala, 2022)
Regular review sessions are required to assess the effectiveness of adopted interventions. These meetings should include key stakeholders such as management, department heads, and frontline employees. The primary focus should be on assessing performance data, detecting patterns, and brainstorming jointly on areas that require improvement.
Within the organization, an adaptive culture should be promoted. (Elshaer and Saad, 2021) This involves developing a mindset that accepts change as a constant in the hospitality industry. Employees can be equipped through training programs and workshops to respond to difficulties and adopt new solutions.

Management of Change:
It is critical to motivate staff to take a proactive approach to change. Employees should be encouraged to share ideas, make comments, and actively participate in the process of continuous improvement.
Clear communication regarding each employee's involvement in the hotel's ongoing development is critical. Employees should understand how their contributions, regardless of how minor, contribute to the organization's overall success. This communication instills in the personnel a sense of ownership and accountability.

Success Evaluation:
Key success indicators include quantitative data on visitor satisfaction, internet ratings, and revenue growth. Analyzing these indicators on a regular basis gives a measurable indicator of the success of the continuous monitoring and adapting processes.
Employee feedback on the effectiveness of procedures is crucial for continuous monitoring and change. Understanding how employees view and participate in these projects provides information about their feasibility and potential areas for development.
A broad measure of success is the hotel's ability to remain competitive and responsive to market conditions. This includes evaluating the hotel's capacity to adapt to changes quickly while maintaining a competitive advantage in the marketplace.

Potential Advantages:
Continuous monitoring and adaption result in improved responsiveness to changing guest expectations and market conditions. The hotel becomes more responsive to evolving trends and adapts its services accordingly.
The dedication to continuous improvement has a favorable impact on guest fulfillment and loyalty. Loyalty is fostered as the hotel adapts to meet and exceed visitor expectations, resulting in repeat business and excellent referrals.
A proactive approach to resolving emerging barriers helps to limit their negative consequences. The hotel reduces the impact on client satisfaction and operational efficiency by identifying and addressing issues before they worsen.

Costs:
Investing in advanced monitoring software is an unavoidable expense for successful continuous monitoring. This software facilitates real-time data collecting and analysis.
It is necessary to allocate resources for regular review meetings. These discussions bring important stakeholders together to analyze performance metrics, debate trends, and design improvement plans together. 
The total cost required is 9,000 EUR. 

Implementing these recommendations requires a thoughtful and planned approach to change management. Casa Capsa Hotel may successfully manage these changes by involving personnel, communicating effectively, and monitoring success through key performance metrics. The potential benefits, which include increased revenue and a stronger brand image, exceed the accompanying expenditures. The hotel's determination to constantly improve and adapt will position it as a market leader in the competitive hospitality business.
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	Problem
	Outdated rooms
	Poor housekeeping standards
	Poor marketing and communication strategies

	Solution
	Implement a gradual room renovation approach
	Implement a comprehensive housekeeping training program focusing on superior cleaning standards.
	Establish a new marketing plan emphasizing remodeled rooms and upgraded housekeeping services.

	Desired outcome
	Improved guest experience and satisfaction through modern and appealing accommodations and positive feedback and ratings on internet reviews.
	Improved cleanliness and attention to detail throughout the hotel and decrease in housekeeping-related complaints.
	Improved brand image and market competitiveness.

	Time scale
	12 months
	Ongoing
	Ongoing

	Completion date
	30.11.2024
	-
	-

	Budget
	Materials and Equipment: 250,000 EUR.
 Labor Costs: 100,000 EUR
Marketing: 7,500 EUR
	22,000 EUR + Marketing: 7,500 EUR
	15,000 EUR
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In conclusion, a thorough investigation into the challenges faced by Casa Capsa Hotel was conducted, revealing the serious issues of outdated rooms and cleaning concerns. The extensive research has provided a deeper comprehension of the aspects impacting visitor satisfaction, reputation, and the potential ramifications for the hotel's financial success.
The important findings, as thoroughly documented in previous sections, have shown the special issues associated with room aesthetics and cleanliness requirements. These findings, generated from a blend of guest reviews and financial data analysis, serve as the foundation for the report's proposed action plan.
The action plan is significantly more than a set of ideas; it is a strategic roadmap designed with care and vision. The gradual room remodeling program aims to not only upgrade the appearance of the rooms but also to involve guests in the process, creating a sense of expectation and support. At the same time, the Housekeeping Excellence Program seeks to raise cleanliness standards through training, examinations, and the incorporation of modern cleaning equipment.
As the consulting business responsible for this study, we would like to express our profound gratitude to Casa Capsa Hotel for allowing us to work on such an important project. The hotel's drive to quality was clear throughout the engagement, and we applaud the commitment to ongoing development.
In expressing our gratitude, we realize the importance of collaborations formed in the interest of mutual growth. We are confident that the insights and recommendations contained in this report will not only help to address the current issues at hand but will also build the framework for a more resilient and competitive Casa Capsa Hotel in the dynamic hospitality industry.
We appreciate the confidence given in our consulting firm as well as the disposition to accept change for the improvement of the hotel's services. If new opportunities materialize, we look forward to expanding our cooperation and leveraging our expertise to bring Casa Capsa to long-term success.
Thank you once more for having had the privilege of being a part of this remarkable journey.
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