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Executive Summary 
The current paper is focused on developing a consultancy report on behalf of the Aro Palace Hotel situated in Brasov, Romania. The entire purpose of the paper was to identify the significant operational issues of the hotel that are continuously impacting the organizational performance as well as its business resilience in the hotel industry of Romania.
Based on the entire consultancy report, the consultant has identified significant operational problems such as the continuous reduction in net income, irrespective of the total revenue increase over the past few years and the innovative marketing strategies continuously reducing the market share percentage of the hotel in the Romanian market segment. While identifying these issues, the consultant has offered a few analytical framework-based judgments such as PESTLE analysis, SWOT analysis, and TOWS analysis which have significantly identified that the continuous aggressive competition existing within the hotel industry of Romania is directly impacting the organizational operations as well as financial performances. Along with that, it has also been evaluated through the consultancy report that the organization lacks an appropriate marketing strategy due to its lack of investment in marketing activities and promotional strategies. The organization is continuously failing to retain customers for which the customer conversion rate is continuously increasing. 
These findings are identified with the TOWS analysis to interlink the strains, opportunities, weaknesses, and threats of the organization appropriately. While incorporating these factors, a few recommendations have been drawn to have an informed decision in hand.
Simultaneously, these findings have been identified and analyzed appropriately with the help of operational improvement plans, and a few recommendations have been provided such as training and development programs to improve the skills sets of staff, and members, evaluating and optimizing the social media platforms for marketing activities and implementing a change management plan and subsequently operating through ISO 9000 standards for quality management, systems of its services.
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[bookmark: _Toc136712885]Purpose
The current study offers a detailed consultancy report produced on the Aro Palace Hotel in Brasov, Romania. The consultancy report is created for Aro Palace to help them identify the appropriate problems and issues within the organizational strategies and operations that directly impact its financial and operational performance. Additionally, the consultant is utilizing PESTLE, SWOT, and TOWS to identify the strategic position and internal-external environment of Aro Palace within which it operates. Through the PESTLE Analysis, the consultant is evaluating the macro-environmental factors based in Romania which has a direct impact on the organizational performance and sustainability within the hotel and hospitality industry. 
The SWOT Analysis is conducted to identify the internal environmental factors of the company itself which are evaluating opportunities or creating threats for the company. In this report, the consultant offers a detailed understanding of SWOT-TOWS to evaluate a root cause analysis in a strategic manner that contributes to the problems and issues faced by the organization. These three frameworks are analyzed to get a better and closer overview of the contributory factors to the problems. 
The consultant conducts a detailed analysis of the current operational strategies and practices used by the hotel along with the current financial performance to provide fruitful recommendations and suggestions at the end of the report to improve the performance by mitigating the issues and problems.    
[bookmark: _Toc136712886]Problems/Issues
The present consultancy report focuses on identifying the major problems or issues existing within the operational and financial strategies of the hotel. The two major problems are identified to be, 
· The continuous reduction in net income irrespective of the increase in total revenue.
· The ineffective marketing strategies are reducing the market share percentage of the hotel in Romania.
Based on these two significant problems, the consultant is creating this entire report so that the hotel can be assisted in preparing a better and stronger operational and financial strategy to gain back its sustainability and business resilience (aro-palace.ro 2022).
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Since 1939, Hotel Aro Palace is operating within the hotel and hospitality industry of Brasov Romania. The hotel is located in the heart of Brasov, Romania, which is a 5-minute walk from the Ethnographic Museum and Art Museum (Pamfilie et al., 2018). According to the specific location and its main attractions, the hotel is situated within 0.2 miles from Republicii Boulevard and 0.4 miles from the Memorial to Victims of the 1989 Revolution. The current address of the Aro Palace Hotel is B-dul Eroilor 27-29, Brașov, 500030, România (aro-palace.ro 2022). The primary slogan of the Aro Palace Hotel is states to be “Memories of a golden age are woven into a premium and modern hotel.”. According to the administrative council of the Aro Palace Hotel, the organizational structure of the hotel or organization is offered below in bullet points (Baicu et al., 2019).
· President - Ile Călin
· Vice President - Enescu Radu Valentin
· Director (General Manager) - Attila Joos 
· Chief Operations Officer (COO) - Bogătan Ioana Silvia
· Chief Marketing Officer (CMO) - Oprica Nicolae
· Chief Financial Officer (CFO) -  Dinu Petre Floria
These are the major organizational internal stakeholders of the Aro Palace Hotel who are conducting business operations and maintaining the sustainability of the company. Organizational efficiency is created by these major administrative personnel to ensure that operational effectiveness, business resilience, customer satisfaction, and customer loyalty is well guaranteed within the operations of Aro Palace Hotel (aro-palace.ro 2022). Currently, the employee number of the Aro Palace Hotel is less than 25.	
[bookmark: _Toc136712889]Hotel Description
The Aro Palace Hotel offers multiple services to each customer base, such as a relaxed, full-service spa, where the customers can enjoy massages. Different recreational opportunities are also offered such as a fitness center indoor pool sauna and complimentary wireless internet access along with a ballroom and a corsage service (Barbulescu et al., 2019). Apart from these basic amenities, the hotel also offers dining at a restaurant, and a coffee shop is offered to the customers where the hotel room by room services during limited hours to the customers along with access to a bar or lounge. Some of the significant business amenities are the business center, dry cleaning laundry services, and complimentary newspapers in the lobby. Additionally, the hotel provides a round-trip airport shuttle to its customers for a particular surcharge (Marin et al., 2020).
The rooms at the Aro Palace Hotel are 195 air-conditioned rooms with LCD, televisions, and minibars. Additionally, wireless complimentary internet access is also offered to help the customers stay connected with cable programming for entertainment purposes. The rooms have bathrooms that come with bathtubs or showers, hairdryers, and complimentary toiletries (aro-palace.ro 2022). The room also consists of housekeeping on a daily basis, sofas, and desks.
[bookmark: _Toc136712890]PESTLE Analysis
The PESTLE analysis is considered in the current consultancy report for the Aro Palace Hotel to evaluate its external factors which are directly impacting the organizational performance, resilience, sustainability, and performance in the present and long run (Scorte and Dragolea, 2019). This framework analysis helps in identifying the root causes becoming dominant in the external environment which is contributing to the issues and problems experienced by the Aro Palace Hotel. There are six factors identified by the consultant such as, Political, economic, social, technological, legal, and environmental.
	Elements
	Factors

	Political
	· Tourism is considered to be falling under the responsibility of the Ministry of Economy, Energy and Business Environment of Romania. They are contributing to the development of the tourism and traveler accommodation infrastructure by positively monitoring the products and services as well as verifying the tourism licenses of the companies.
· Romania follows the system of being a parliamentary unitary republic which is dependent on the France Fifth Republic constitution which has influenced Romanians to suffer through internal struggles for power (Leon, 2020).
· According to the records and results of the Transparency International Corruption Perception Index in 2022, Romania ranked to be the 63rd Least corrupt country among 180 countries.

	Economic
	· The Traveller Accommodations and tourism industry of Romania positively contributes to the total GDP of the country. In 2017, the tourism industry contributed RON 23.9 billion to the total GDP (BĂLTESCU, 2020).
· In 2021, The tourism industry of Romania has also supported over 3,95,412 jobs in Romania.
· The number of international visitors numbers increased by 0.7% in 2018 while compared to 2017 which if estimated in numbers can be identified to be 5.3 million. Additionally, domestic overnight stays also reached 23.1 million in 2018 with a growth of 6.9% (Tierean, 2018).

	Social
	· Romania consists of 18 different yet official ethnic minorities in its boundaries for which the cultural diversity is impressive within the country. However, social integration programs and other programs are changing the landscape of the social basis continuously.
· Social atomization involves the idea of the Romanian brand to a great extent which somehow becomes a bigger problem from the social perspective. 
· Travellers are coming from different countries and classes which are different age groups and choices of hotels which is pressurizing the hotels to add more facilities in a lower cost range to gain customer loyalty.

	Technological
	· In Romania, most hotels are using their own websites for booking purposes and payment procedures. This entire AI-based support system which are improving customer satisfaction rates (Tierean, 2018).
· Technological advancements are improving customer satisfaction by offering better experiences while the customers are staying at the hotels and also enjoying the safe and comfortable environment offered by the organizations.
· Social media trends are offering different verticals of reaching a wider range of customer base where social media is utilized to advertise the products and services offered by the hotels. 

	Legal
	· Data protection is a bigger concern in recent times within the travel accommodations and tourism industry where customer data and personal information are involved. It is the responsibility of the hotels to keep the data protection strategy in check and maintain the confidentiality of the data (BĂLTESCU, 2018).
· The current crime rate in Brasov, Romania is very low because with respect to comparing the rate of safety while walking alone at night is 70.26 which is very high. The low crime rates in Romania are influencing customers choices to go to hotels.

	Environmental
	· Customer choices in Romania gets influenced by the locations of the hotels for which the greenery and heritage preservation of Romanian architects and traditions tend to get more influential in the long run.
· The growth of any hotel is dependent on the environmental conditions of the locality within which the hotel is situated. This is one of the reasons why cleanliness standards and environmental policies must be abided by appropriately (Anghelache et al., 2021).
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The SWOT Analysis in the current consultancy report depicts the different internal factors which have a direct impact on the organizational performance and strategies in conducting operational activities. Additionally, the SWOT Analysis has four major elements into it such as Strengths, Weaknesses, Opportunities, and Threats. 
	Strengths
	Weaknesses

	· The natural resources of Romania are a significant strength of the Aro Palace which is offering better opportunities to the hotels in innovating their strategies.
· The 84 years of established brand and heritage is adding the Aro Palace to become a five-star hotel (Choi and Choi, 2021).
· Continuous partnerships with travel agents and tour operators along with universities and high schools for creating brand value and awareness.
· Historical monuments, archaeological remains, heritage and other art institutions in the location of Aro Palace establish a higher end of status in the image of the hotel.
· In numerous facilities and amenities, offered to the customers and tourists are creating better brand value and reputation for the Aro Palace.
	· The continuous pressure of black market labor is putting the brand reputation in a tough spot to be sustained and maintained with its operations.
· Forced urbanization in the rural population has a direct impact on the pricing strategy utilized by the Aro Palace in Romania, due to the inflation and different classes of customers.
· Aro Palace has limited access for people who have difficulties or disabilities to numerous stations of the hotel which is impacting its stability and infrastructure (Rutherford, 2021).
· Aro Palace does not have an appropriately integrated business travel offer for its customers, which is making it a posh hotel for the customers without enough discounts and vouchers.

	Opportunities
	Threats

	· The quality of products and services offered by the Aro Palace to its customers can be enhanced with a satisfactory level of investment into its infrastructure and operational strategy to increase customer satisfaction (Buffa et al., 2018).
· Aro Palace has the opportunity of improving its existing marketing strategies, by posting more information about the room details and the views from each of the five-star rooms to attract more customers to experience what the hotel has to offer.
· The pricing strategy of the Aro Palace can be offered on a diversified level for all different ranges of customer base based on their affordability.
	· The strong international competition is certainly impacting the market share and operational efficiency of the Aro Palace which are continuously including unfair competition practices.
· The lack of institutional communication is impacting the stability of operations within the Aro Palace infrastructure and also simultaneously having an impact on customer satisfaction level (Buhalis and Leung, 2018).
· The continuous degradation of rural architectural heritage is impacting the customer base size of Aro Palace because the rural communities are getting depopulated and losing their affordability for the services offered by the hotel.


[bookmark: _Toc136712892]Summary 
From the entire PESTLE and SWOT analysis, it can be summarized that the consumers' choices of tourists visiting Romania have a direct impact on the business opportunities and functions of the Aro Palace in Romania. Additionally, the technological advancement where social media trends are creating better opportunities has a significant impact on the business operations of the Aro Palace (Hossain et al., 2022). The high range of international competition and the data protection laws are impacting the information distribution system of the Aro Palace.
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Based on the operational strategies and activities utilized by the Aro Palace Hotel, it can be identified that the amenities and facilities offered by the hotel are extraordinary. However, there are some significant operational loopholes that are creating problems for the Aro Palace to continue with six sustainable net incomes, irrespective of its overall sales revenue increase (Singjai et al., 2018). From the perspective of operational strategies, it can be directed that the reviews of the Aro Palace Hotel have an 8.5 out of 10 on its pool area, facilities, and amenities, an 8.4 out of 10 rating on its location, and 8 out of 10 on its breakfast, amenities, and services. 7.8 out of 10 on its Bar amenities or lounge amenities where the customers can get plenty of options regarding liquors and other beverages (tripadvisor.com., 2023).
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These are some of the significant reviews offered by customers who have been to the Aro Palace and have stayed and experienced the high-level services offered by them. Based on these reviews, it can be identified that the hotel offers a good environment but at the same time, there are opportunities for improvements in the future within their facilities and services (tripadvisor.com, 2023). Based on the reviews and the current operational performance, it can be identified that Aro Palace is operating on a sustainable level, but it has the opportunity of improving the current pricing strategy as well as its marketing strategies at the same time to ensure that a global level of customer asked attraction activity is in action.
From the perspective of its marketing strategies, the organization is not utilizing the power of the Internet and social media platforms appropriately as required to enhance customer loyalty and awareness regarding the products and services offered by the Aro Palace (Mehta and Sharma, 2021). Marketing activities of the company need to be developed on a significant level where it can contribute to the profitability net income and business resilience in the long run (aro-palace.ro 2022). While critically identifying the operational issues, the lack of marketing, investments, and research and development is creating a substantial risk for the business to operate on an international level where it can attract more tourists to choose the Aro Palace over any other five-star hotels (Alzoubi, 2021). with operational efficiency, it needs to improve its marketing, promotional, and advertising efficiency as well as develop a new strategy on which basis the operations can be improved.
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Based on the financial performance of the Aro Palace, it can be identified over the financial period of 2017 to 2020. The total revenue of the company has simultaneously decreased. The COVID-19 pandemic may have had a significant impact on its revenue profitability and income but till 2019, the total revenue of the company has seen a growth. In 2017, the total revenue of the company stood at 28.97 million (Özdemir and Güçer, 2018). Whereas in 2019, it experienced growth up to 21.69 million. After Covid 19 pandemic struck the total revenue had a fall in 2020 up to 10.71 million (aro-palace.ro 2022). This significant revenue is understandable and the business resilience is well maintained. However, the net income of the company has experienced much worse, because, in 2017, the net income stood at 0.52 million which increased to 1.98 million and 0.89 million in 2018 and 2019. After the Covid 19 pandemic struck in 2020, the Aro Palace incurred a net loss of 11.44 million (Idrees et al., 2018).
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From the analytical perspective of Aro Palace and its financial performance, it can be identified that the company is failing to operate on a significant level where it can sustain its financial performance and maintain business resilience at the same time with its current strategies (King and Tang, 2020). 
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Over the particular timeframe of the past four years from 2018 to 2022 it can be identified that marketing sales and general expenses for advertising and promotions have reduced for the Arab Palace which indicates that the company is focusing less on its promotions and majorly on its operations (Ostovare and Shahraki, 2019). Without an appropriate level of promotion, the company will lose its existing customer base and it will also fail to Attract new customers from all over the world. The red bar in the above graph is showing that in comparison to the industry, distribution of selling general and administrative expenses, Aro Palace’s expenses have fallen to a great extent.
[bookmark: _Toc136712896]Operational Improvements
The lack of profitability within the Aro Palace is considered to be an operational issue that is simultaneously indicating improving the current operational strategies of the hotel. Being an old and heritage hotel, Aro Palace has to undergo a series of change in management in order for it to sustain its profitability as well as customer retention strategies (Shukla et al., 2022).
One of the major criteria is focused on the redeemed reviews and ratings gathered on the hotel rooms and services. Currently, the hotel has 195 rooms designed entirely based on the preferences of the loyal customers, which is offering a powerful notion for the hotel to work upon. These rooms are required to have all other amenities which are currently being offered by other competing hotels in Romania (Ihsan and Alshibani, 2018). The staff members of Aro Palace are required to be enrolled in training programs that can sufficiently improve their existing customer services skills and also enhance their existing communication efficiency and customer handling strategies (aro-palace.ro 2022). The significant development of the staff members within the Aro Palace of Romania can help in improving the existing performance of the organization in offering services according to the preferences and requirements of the travelers and customers visiting the hotel (Salehi et al., 2021). Additionally, the bar of the hotel apart from the hotel rooms is also characterized and reviewed to be less competent in alignment with the consumers' preferences. Based on this review, the hotel needs to improve the versatility of available liquor such as gin, Ram, wine, champagne, whiskey, and scotch so that the wholesome entertainment availability at the bar area can attract more consumers and offer them better satisfaction level.
The marketing activities can be improved by incorporating more funds into the research and development department of the hotel so that the consumer's preferences and the continuous changes in consumer demand can be forecasted and observed appropriately and make appropriate changes to the current operational strategies (De Pelsmacker et al., 2018). While listening to customer feedback and responding to Competition, it is important that the entire hotel is serving the customers as its first priority over any other operational activities.
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Some of the significant issues within the operations of the Aro Palace and identified below and they have been explained with proper reviews which are provided by customers over the last few years after staying at the hotel and experiencing their services. These are the significant issues which are contributing to the lack of customer retention, the reduced profitability and then significant competitive advantage of the hotel (Parvez et al., 2018).
· Unprofessional customer service - according to many customers and their reviews on different travel websites. The customer service of Aro Palace is horrible due to the lack of professionalism. The customer service executive did not have proper manners to greet and handle queries of the customers.
· Poor condition of rooms - the customers have reviewed that the rooms within the hotel are available by them do not have an appropriately working air conditioning and the air conditions can only be operated and turned on by the hotel room service without their permission, These air conditions cannot be turned on (Chung, 2020).
· Noisy location - According to several customers, the location of the hotel is quite noisy because in case the air conditions of the rooms or not on, they have to open the glass windows of their room and it becomes too noisy with the continuous noise of traffic and other Palaces.
· Bad reception - several customers have offered their reviews by stating that the receptionist of the hotel is extremely unprofessional who are very rude while speaking to the customers and is less interested in resolving any queries offered by the customers which has struck them to be an extremely negative brand outcome and experience as a whole for the Aro Palace Hotel (Xia et al., 2019).
· Lack of facilities and amenities - according to a few customers and their reviews. The pool area and the parking area are restricted to a great extent by the hotel authorities themselves (Shahid, 2022). Because on Mondays the pool area is entirely closed and there is no availability of early or late timings for accessing the pool and fitness area. These two factors are directly impacting the customer satisfaction rate by making it more difficult to retain customers(Mercade  et al., 2019). These two factors are directly impacting the customer satisfaction rate by making it more difficult to retain customers.
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The official website of Aro Palace Hotel in Brasov, Romania is  - http://www.aro-palace.ro/
The Aro Palace Hotel was first designed by Horia Creanga in 1939 which was inherited from Asigurarea Romaneasca (Romanian Insurance)
With a complete change management process within the organizational structure and business model of the Aro Palace will be able to create a more suitable operational strategy to reflect on operational improvements (Jiang and Wen, 2020). Based on the above-mentioned and identified issues, the primary operational issue lies within the organizational internal factors such as its staff members and their skill sets, the hotel infrastructure, and the current business model and operational strategies utilized by the hotel to navigate its business operations. Some of the significant opportunities are offered below.
· Aro Palace Hotel has the opportunity to create a new decentralized business model to perform its different department-based tasks and responsibilities effectively.
· Aro Palace Hotel has the stability of introducing new training programs for the staff members in order to develop their existing professional skills (Li, 2023).
· Aro Palace Hotel can improve the existing facilities and amenities in a better and more diversified Way by focusing on the consumer's preferences.
· Aro Palace Hotel has an opportunity of improving its existing research and development strategies to create a better strategy analysis where the changing consumer preferences can be tracked by paying attention to the feedback offered by consumers and working on the issues (Green et al., 2018).
[bookmark: _Toc136712899]Findings and Results
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The Aro Palace Hotel is situated at EROILOR NR 27 500030, Brasov Romania which operates within the hotel and hospitality industry of Romania (Christodoulou and Cullinane, 2019). The entire focus of the organization is customer-centric because, in the hospitality industry, the hotel serves the audience by offering them several accommodations, food beverages, Parking camps, restaurants, and other services to gain a better customer satisfaction level, loyalty, and major revenue stream (Yousaf and Xiucheng, 2018). The company has been operating within the market for over 80 years and it has already raised its standard to 5 Star Hotel. The high-quality services offered by Aro Palace have enhanced the rate of meeting the high expectations of the customers.
	Factors
	Performance

	 Customer services
	Based on the above sections, it can be identified and evaluated that the customer services of Aro Palace Hotel are significantly influencing its profitability and continue impacting the customer satisfaction rate. According to many customers, the customer service executive is not well-mannered or proactive in offering resolution to the queries staged by the audience. The customer services are lacking (Shen et al., 2019). Appropriate professionalism which is highlighting that the customers are leaving the hotel entirely unsatisfied and having a horrible experience.

	 staff training and development
	The staff training and development is considered to be another operational issue which is experienced by the Aro Palace Hotel in Romania because the staff members of the hotel are highly inefficient and under trend which is directly having an impact on the operational efficiency and productivity level. The staff members are unable to offer the hundred percent satisfaction through their services to the customers (Evans et al., 2021). This particular factor needs more improvement than any other operational activity because staff members are the greatest asset of the hotel who are ensuring that the customers are properly satisfied with their services while they stay at the hotel.

	 hotel facilities and amenities 
	the customers have opinionated that the hotel facilities and amenities are considered to be a significant drawback for them. If they are given the choice of staying at this hotel or any other (Vlados, 2019). From this perception, it is visible that the Aro Palace Hotel is failing to offer appropriate facilities and amenities such as exquisite bar and lounge options, proper menus and pool and fitness or gym facilities to the customers (Misirlis and Vlachopoulou, 2018). The systematic lack of facilities and amenities are directly impacting the brand image among the customer base and are also directly reducing the customer retention rate within the hotel. The continuous unavailability of pool area and fitness center is making the customer base and shares and failing to offer appropriate customer satisfaction for which many customers are not willing to come back to Aro Palace Hotel in the future again (Khan et al., 2020).

	 product and service quality
	the product and service quality of the room, facilities and other services are continuously lacking according to many customers. Majority customers have complained about the nonworking air-conditioning systems in the room as well as the floors of the 195 rooms available in the Aro Palace (Moreno, 2022). This continuous lack of product, quality assurance and services, quality assurance and impacting the brand image among its customer base while taking away the satisfaction rates of the customers at the same time (Heinze et al., 2020). The customers have significantly offered their dissatisfaction with the location of rooms and the availability of other amenities within the rooms.

	 customer satisfaction
	Customer satisfaction is highly hampered due to the above-mentioned operational issues of the Aro Palace as well as the lack of sustainability in the operational strategies utilized by this hotel to make the products and services more versatile and effective for the customers based on their preferences (Hajizadeh, 2019). Other competing hotels in a similar area of Romania offer an increased number of services with better quality for a cheaper price range whereas Aro Palace is failing to offer a competitive pricing and effective range of facilities as well as the appropriate quality of the services within their existing facilities and amenities (Dwivedi et al., 2021).

	 marketing strategies
	 the marketing and promotional strategies of a palace. He is continuously reducing the expenses incurred over the last few years because the hotel is not investing into its promotional activities which is substantially impacting its customer retention and satisfaction rate. Due to the lack of promotional activities, the hotel is unable to retain its old customers and attract new customers (Gottfried et al., 2018). The continuous lack of promotional activities on the different platforms and most importantly, the lack of social media usage is indefinitely failing to improve the brand awareness criteria in the customer base.
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	TOWS MATRIX
	 opportunities
	 Threats

	 strengths
	· The numerous facilities and amenities are creating a strength for Aro Palace, which is equally contributing towards the product, quality, and service quality improvement in the future by investing into quality assurance standards (Gottfried et al., 2018).
· The partnership is being created with travel agents and tour operators who can help Aro Palace in influencing and improving the existing marketing activities and strategies where the tour agents and operators can be utilized to promote brand awareness at the same time.
	· The historical monuments and archaeological remains are creating value for the hotel but at the same time it is also attracting more tourists and travelers around the hotel which is creating a noisy environment and directly impacts the customer satisfaction rate.
· The Goodwill of the five-star hotel of Aro Palace is increasing the brand value, but at the same time is reflecting a high price range for the tariffs which are becoming affordable for many customers (Escalona et al., 2022).

	 weaknesses
	· The lack of availability of integrated business travel offer for the customers is becoming a weakness but at the same time, it is creating opportunities for the Aro Palace Hotel to improve their offerings and discounts for the customer base that can help in attracting a larger audience (Saidmamatov et al., 2021).
	· The strong international competition is creating more pressure and impacting the market share of the Aro Palace, which can eventually take away the competitive advantage of Aro Palace in the long run (Benzaghta et al., 2021). If the company is not willing to undertake a change management process to improve the product and service quality along with the pricing strategy.
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	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	poor customer executive performance 
	an appropriate training and development program must be introduced for the staff members and most importantly for the customer executive managers in order to work on their existing skills and develop their professionalism.
	 Customers are praising the existing customer executive behavior, their professionalism and the welcome they have shown to the customers while they were staying has a positive impact on their satisfaction level.
	1-year
	03-07-2024
	 £10,000

	 inappropriate quality of products and services
	 ISO 9000 standard must be considered to ensure that a proper quality management system is practiced for the products and services offered by Aro Palace to its customers.
	 customers are offering positive feedback regarding their experience of using the products and services offered by the hotel during their stay and have a positive experience satisfaction rate
	1-year
	03-07-2024
	 £20,000

	 ineffective marketing strategy
	 In the new financial year, a substantial amount of funds must be invested into the marketing, promotion and advertising activities for Aro Palace to ensure that social media trends are optimized by advertising on different social media platforms.
	 social media followers have increased with substantial amount of increase in revenue and customer booking rates at the Aro Palace Hotel
	1-year
	03-07-2024
	 £15,000

	 poor brand image
	 improved brand image must be created through quality assurance and change management process within the business model of Aro Palace.
	 more positive feedback is received from the customers staying in the hotel in the next one year where the existing customer has a positive brand image by increasing a better conversion rate of the customers.
	1-year
	03-07-2024
	 £5,000



[bookmark: _Toc136712903]Recommendation
After conducting the entire consultancy report, there are a few significant recommendations which can be offered to the chosen Romanian hotel industry based five-star hotel the Aro Palace to make some significant changes in their operational strategies which can help them to mitigate the identified operational issues. Some of the significant recommendations are offered below.
· At first Aro Palace Hotel must consider a change management plan in order to change the business model structure as well as the centralized operational strategy of the organization at once. This particular strategy will enhance the operational effectiveness and efficiency for the Aro Palace Hotel to ensure better sustainability and business resilience.
· The Aro Palace Hotel should ensure that the operational efficiency is well maintained by investing a major amount of funds into its marketing, promotional and advertising activities. So that more new customer bases can be explored and more customers can be attracted towards the organizational offerings by sustaining and retaining the old customer bases as well.
· The social media strategy must be considered by the Aro Palace Hotel in Romania so that the competitive advantage can be redeemed by the organization at the same time as sustaining its brand awareness among the customer base.
· The ISO 9000 standard for quality management system must be considered by Aro Palace Hotel in Romania, to ensure that all the products and services offered by the organization to the customer base or going through the quality assurance procedure are well maintained by the authorities that can influence and enhance the customer satisfaction rate in the long run.
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After conducting the entire consultancy report, it can be identified appropriately that the Aro Palace Hotel is the oldest five-star hotel with heritage as value and traditions being continuously nurtured into its organizational structure of Romania. However, the customer satisfaction over the past few years has significantly reduced after staying at this hotel and getting the experience. The significant opportunities. The hotel has evaluated its existing operational performances can be identified to have a direct impact on its financial performance as well. The continuous lack of customer satisfaction and customer retention rate has a direct impact on the financial aspect because it has resulted in a reduced net income And customer loyalty over the past few years. Based on the analysis, it can be identified that the mission and core values of the organization are differing from its current operational strategies.
The mission of the Aro Palace Hotel is focused on creating different partnerships with Universities and High Schools by implementing the ISO 9001 standards so that the organization can collect the proof for continuous obedience towards rising and maintaining the service and product quality levels of the restaurants and hotels. 
Since its foundation in 1939, the Aro Palace Hotel has continued with the tourism school traditions where the schools have recognized exceptional results over the last 80 years. From the school traditions, there are many chefs of the Aro Palace Hotel who have received prestigious international medals and awards from contests that have proved their undivided passion for their work and their professionalism.
The organization has an appropriate opportunity to improve its marketing strategies as well as implement a change management plan within the organizational structure to ensure sustainable operational activities within the organization. With better improvement in marketing strategies and quality assurance system of the products and services, it can be stated that the Aro Palace Hotel will be able to ensure a sustainable performance and competitive advantage within the Romanian hotel industry in no time.
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