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Introduction to Challenges 

Hotel Carpati Bucuresti faces multifaceted issues that significantly affect its operational efficiency, financial health, and brand reputation. These problems span across cleanliness and hygiene, safety and security, customer service, and market positioning.









Detailed Issue Analysis

· Cleanliness and Hygiene: Reports of extreme uncleanliness raise concerns about housekeeping standards.
· Maintenance and Safety: Feedback indicates serious maintenance issues, endangering guest safety.
· Customer Service: Negative experiences highlight the need for improved customer relations and policies.
· Room Quality: Disparities between advertised and actual room quality contribute to guest dissatisfaction.
· Safety and Security: Local crime and security issues deter potential customers.
· Pricing Strategy: The competitive pricing strategy fails to align with the guest experience.




Impact Assessment

The challenges have led to reputational damage, financial loss, operational disruption, increased staff turnover, weakened market position and competitiveness, diminished customer loyalty and retention, legal and compliance risks, and a tarnished brand image.
Strategic Framework for Revitalization

· STEEPLED Analysis: Examines external factors affecting performance and identifies sociocultural, technological, economic, environmental, political, legal, ethical, and demographic trends.
· SOAR Analysis: Leverages strengths and opportunities to achieve the hotel's aspirations for improved guest satisfaction and market position.
· TOWS Analysis: Matches internal strengths and weaknesses with external opportunities and threats to formulate strategic options.




Recommendations for Improvement

· Professional Services Engagement: For immediate cleaning and repairs.

· Staff Training and Development: Comprehensive programs to enhance service quality.

· Quality Assurance Program: Regular assessments of staff and operational standards.

· Guest Feedback System: Real-time feedback mechanisms for service improvement.










Implementation Strategy

A phased approach starts with assessment and planning, followed by immediate clean-up and repairs, staff training, full-scale renovations, review and adjustments, and concluding with marketing and rebranding efforts.
Conclusion
The report proposes a strategic plan addressing immediate concerns and laying a foundation for long-term success. By systematically tackling identified issues and implementing the recommended strategic framework, Hotel Carpati Bucuresti can enhance its operational efficiency, guest satisfaction, and overall market competitiveness.

	Phase
	Action
	Details
	Budget

	1
	Assessment & Planning
	Identify key areas for improvement
	£10,000

	2
	Clean-Up & Repairs
	Prioritize bathrooms, dining areas, plumbing, HVAC
	£55,000

	3
	Staff Training
	Customer service, emergency, housekeeping
	£45,000

	4
	Renovations & Tech Upgrades
	Decor, amenities, booking system, in-room tech
	£300,000

	5
	Security Upgrade
	Surveillance, emergency protocols
	£25,000

	6
	Marketing & Rebranding
	Campaign, online revamp, review management
	£35,000

	Total
	£445,000







	
	

	Introduction

The hospitality industry is at the crossroads of service excellence and customer satisfaction, and the quality of the guest experience has a direct impact on a hotel's reputation, profitability, and long-term success. In this context, the Hotel Carpati Bucuresti, a well-known Bucharest property, has faced significant challenges that have impacted operational performance, guest satisfaction, and market competitiveness. This report provides a comprehensive analysis of the Hotel Carpati Bucuresti's issues, as well as strategic recommendations and an implementation plan aimed at revitalising the hotel's operations, improving service quality, and repositioning it as a top choice for both leisure and business travellers.

The Hotel Carpati Bucuresti's challenges can be traced back to guest feedback and reviews on platforms such as TripAdvisor.com, which highlight concerns about cleanliness and hygiene, maintenance and safety, customer service, room quality, and safety and security. Such feedback has tarnished the hotel's reputation while also raising concerns about its operational efficiency and commitment to guest satisfaction. Furthermore, the pricing strategy, while competitive, fails to justify the cost to guests considering their negative experiences, exacerbating the hotel's difficulties in attracting and retaining customers.

These issues have far-reaching consequences for the hotel's financial health, brand image, employee morale, and market position. The identified problems have direct consequences such as reputational damage, financial loss, operational disruption, and increased staff turnover. Furthermore, the hotel's ability to effectively compete in Bucharest's hospitality market is harmed, threatening its viability and future prospects.

To address these challenges, the report takes a comprehensive approach, including STEEPLED analysis to understand the external factors influencing the hotel's performance, as well as SOAR and TOWS analyses to identify internal strengths, weaknesses, opportunities, and threats. These analyses provide a comprehensive overview of the hotel's current situation and the broader market dynamics, paving the way for the development of targeted strategies to address the identified issues.

The report's core is its detailed recommendations and strategic implementation plan, which prioritise key areas such as facility improvements, staff training and development, security upgrades, and online reputation management. These recommendations are intended not only to address guests' immediate concerns, but also to lay a solid foundation for the hotel's long-term growth and success. The plan outlines a staged approach, beginning with an assessment and planning phase, followed by immediate clean-up and repairs, staff training and development, full-scale renovation and upgrades, review and adjustment, and finally, marketing and rebranding efforts.

Change management considerations are also discussed, emphasising the importance of effective communication, employee engagement, and strategic resource allocation to ensure the successful implementation of the proposed initiatives. The report emphasises the necessity of a collaborative and inclusive approach to change, involving all hotel stakeholders in the process to foster an environment of excellence, accountability, and continuous improvement.
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Detailed Issue Description

· Cleanliness and Hygiene: Guests have reported extreme uncleanliness, such as urine on mattresses and toilets, mould in bathrooms, and blood on curtains and walls. This indicates a failure in the housekeeping department and a lack of regular inspections to ensure hygiene standards are met. 

· Maintenance and Safety: The pictures and feedback indicate that the hotel has serious maintenance issues, such as damaged furniture, malfunctioning fixtures, and inadequate safety precautions. This neglect could endanger guests and significantly lower the hotel's ratings and appeal.

· Customer Service: Negative experiences with refunds and staff responsiveness have been reported. This suggests that better customer relations training is required, as well as the implementation of a clear, guest-friendly refund and complaint policy. 

· Room Quality: The descriptions of the rooms and their conditions, such as stains, odours, and general disrepair, reflect negatively on the hotel's value proposition. The disparity between advertised quality and experience is a major cause of guest dissatisfaction.

· Safety and Security: Reports of crime in the area, as well as theft experiences, raise serious concerns about guest security, which could be a major deterrent to potential customers, according to a study conducted by Vakhitova et al. (2023).

· Pricing Strategy: While the hotel has competitive pricing, guests' negative experiences undermine its perceived value. According to Habibi and Rasoolimanesh's (2021) research, the hotel must balance its pricing strategy with improvements in service quality to justify the cost to guests.

Impact on the Hotel

The issues raised by Hotel Carpati Bucuresti guests have a wide-ranging and multifaceted impact. The negative reviews and images provided by customers highlight serious deficiencies that can have the following consequences for the hotel:

Reputational Damage: Excessive negative feedback on public forums such as TripAdvisor can seriously damage the hotel's reputation. According to Xie et al. (2016), prospective guests frequently consult these platforms when making travel decisions, and negative comments can lead to a significant reduction in bookings.

Financial Loss: As a direct result of a damaged reputation, the hotel's occupancy rates are likely to fall. A study by Čech et al. (2019) on the Czech hospitality sector found that the costs of repairing damage, compensating disgruntled guests, and potential legal liabilities due to safety issues can put a strain on the hotel's financial health.

Operational Disruption: Addressing these issues will necessitate significant operational changes, which could disrupt the hotel's regular operations. For example, extensive cleaning and repairs may require room closures, resulting in a temporary loss of available inventory and revenue. A study by Sakay and Yao (2023) looking at the costs of disaster-related renovations found that the hospitality industry is the most likely to lose money on renovations.  

Staff Morale and Turnover: According to Poulston's (2009) study, the negative atmosphere created by dissatisfied guests, as well as the pressure to resolve numerous issues in a short period, can have an impact on employee morale. This could result in increased staff turnover, reducing service quality and operational efficiency.

Market Position and Competitiveness: With a TripAdvisor ranking of #52 out of 86 small hotels in Bucharest, the hotel's market position is already weakened. According to Campos-Soria et al. (2005), the severity of the issues may put the hotel at a competitive disadvantage, making it difficult to recover and attract new business, particularly from competitors who capitalise on the Hotel Carpati Bucuresti's shortcomings. The study emphasises the direct, positive effect of high service quality on competitiveness, demonstrating the importance of maintaining superior service quality to ensure competitiveness in the hospitality industry.

Customer Loyalty and Retention: Given the severity of the complaints, Jasinskas et al. (2016) predict that customer loyalty will be low. Negative experiences shared by past guests can result in a loss of repeat business, which is critical for long-term profitability. According to the study, the conformity of expected quality with the quality experienced has a significant influence on customer loyalty, implying that hotels should align customer expectations with the quality of service offered to increase loyalty.

Legal and Compliance Risks: The reported safety and hygiene issues may attract the attention of health and safety regulators, potentially leading to fines, legal action, or even the hotel's temporary closure for noncompliance with regulations. Hu et al. (2020) emphasise the importance of organisations in the hospitality industry facilitating employees' full compliance with safety procedures, particularly during health crises such as COVID 19. This study emphasises the potential consequences of failing to comply with enhanced health and safety regulations, which could include not only regulatory penalties but also effects on the health and safety of employees and the general public.

Brand Image: For a hotel, the brand image is an important asset. The cumulative effect of these issues can lead to a long-term negative perception of the brand, making it difficult to reposition the hotel as a desirable destination in the future. El-Said and El-Said (2020) emphasise the importance of online reviews in influencing hotel booking intentions, demonstrating that negative reviews can have a significant impact on brand image. This emphasises the collective impact of issues on long-term negative perception, as well as the importance of hotel managers responding to negative reviews in order to protect and improve their brand's image.
In summary, the customer feedback and images show that the hotel is facing significant challenges that affect all aspects of its operations. Addressing these issues is critical not only to resolving guests' immediate concerns, but also to the hotel's long-term viability. 








STEEPLED Analysis

For the STEEPLED analysis, we consider a variety of external factors that may have an impact on Hotel Carpati Bucuresti's operations and performance. We'll look at the sociocultural, technological, economic, environmental, political, legal, ethical, and demographic factors that could be contributing to the hotel's problems.

Sociocultural Factors:

· Customer Expectations: Negative word-of-mouth can result from failing to meet the high standards set by modern travellers for cleanliness and service quality. Pelegrín-Borondo et al. (2017) found a link between emotions, price, and quality expectations in hotel services. Failure to meet these expectations has a significant impact on customer satisfaction and perceived value.
· Cultural Sensitivity: Given the guests' diverse backgrounds, the hotel must understand and respects cultural nuances, as these can influence guest satisfaction and reviews. Trianasari et al. (2018) discovered that cultural familiarity and the nature of service failures have a significant impact on hotel guest ratings of tolerance and satisfaction, emphasising the importance of cultural sensitivity in improving guest experiences.

 Technological Factors:

· Online Presence and Reviews: The hotel's online ratings have a significant impact on its visibility and appeal to potential customers. Ye, Law, and Gu (2009) discovered that online consumer-generated reviews have an important connection with hotel business performance, suggesting that negative reviews on platforms such as TripAdvisor can deter new bookings.
· In-Room Technology: Guests expect modern amenities like high-speed Wi-Fi, smart TVs, and online check-in/out services, which the hotel may not offer. Cobanoglu et al. (2011) found a significant positive relationship between "In-Room Technologies" and hotel guests' overall satisfaction, emphasising the importance of modern technological amenities in meeting guest expectations and increasing satisfaction levels.

Economic Factors:

· Competitive Pricing Pressure: Operating in a competitive market may force the hotel to lower its prices, potentially compromising service quality and maintenance costs. According to García (2013), hotels often lower their prices as competition rises. Furthermore, establishments that provide higher quality service charge significantly higher prices than others, indicating a conflict between maintaining competitive pricing and maintaining service quality levels in competitive markets.
· Economic Downturns: Economic fluctuations can have an impact on travel patterns and spending, which in turn affects hotel occupancy rates and revenue. Ozdemir et al. (2021) investigated the impact of the COVID-19 pandemic and discovered that room occupancy (OCC), average daily rate (ADR), and revenue per available room (RevPAR) significantly decreased, demonstrating how external economic shocks can have a significant impact on the hotel industry.

Environmental Factors:

· Building Condition: The hotel's state of disrepair suggests environmental neglect, which can cause guest discomfort and create negative perceptions of the hotel's commitment to sustainability. Kim et al. (2023) investigate how indoor environmental quality affects guest satisfaction and loyalty, concluding that poor environmental conditions can have a significant impact on customer perceptions and overall hotel experience.
· Local Area: The hotel's environment, which includes local crime rates and cleanliness, has a direct impact on guest safety and satisfaction. Yang, Mao, and Tang (2018) emphasise the importance of the surrounding environment, including safety and cleanliness, in determining urban hotel location satisfaction. These factors are critical in determining guest satisfaction, emphasising the importance of hotels taking their immediate environment into account when planning their operations and strategies.

Political Factors:

· Tourism Policies: Local government initiatives to promote tourism may provide opportunities for the hotel to enhance and market its services more effectively. Nunkoo (2015) discusses the positive relationship between tourism development and increased trust in local government, arguing that effective tourism policies can increase guest satisfaction while also creating a conducive environment for hotels to thrive and market their offerings more effectively.
· Regulatory Compliance: To avoid legal repercussions and to guarantee the safety of guests, it is essential to adhere to the regulations regarding health and safety.

Legal Factors:

· Health and Safety Regulations: Adherence to health and safety regulations is critical for avoiding legal consequences and ensuring guest safety. Chan and Lam (2013) discuss the critical role of hotel safety and security systems in closing the gap between managers' and guests' perceptions. Their findings highlight how management practices and guests' expectations of safety and security facilities can have a significant impact on compliance efforts, demonstrating the critical role of regulatory adherence in ensuring guest safety and satisfaction.
· Employment Laws: Proper adherence to employment laws has an impact on staffing and service quality, which in turn influences guest satisfaction. Lee and Way (2010) point out that employment characteristics have a significant impact on employee satisfaction in hotel environments, which is directly related to job retention and service quality. This emphasises the importance of following employment laws to ensure high levels of staff satisfaction and service quality, which ultimately improves guest satisfaction.

Ethical Factors:

· Honest Advertising: To maintain ethical standards and trust, the hotel's advertisements must match the actual guest experience. Lee and Jeong (2014) argue that self-image congruity and online-offline reputation congruity have an important effect on customers' online perceptions of and trust in the hotel's brand, emphasising the importance of uniformity in marketing communications.
· Response to Feedback: Ethical handling of guest complaints and feedback is critical for reputation management and operational improvement. Ogbeide et al. (2017) emphasise the importance of training frontline employees to accept, process, and respond to complaints in order to implement an effective complaint management strategy. This approach increases overall firm satisfaction, customer loyalty, and intention to recommend the hotel to others, demonstrating the importance of handling guest complaints ethically in the hospitality industry.

Demographic Factors:

· Target Market: Understanding the demographics of the hotel's primary market can help shape service offerings and marketing strategies. Petzer, Steyn, and Mostert (2008) emphasise the importance of implementing competitive marketing strategies and managing supply and demand based on hotel size and ownership. This study emphasises the importance of tailoring marketing strategies to accommodate demographic differences, which improves competitiveness and customer retention.
· Workforce Demographics: A diverse and well-trained staff can better cater to a wide range of guests, improving service quality and the overall guest experience. Kalargyrou et al. (2018) investigate the impact of hotel employees' disabilities on guests' perceptions of service quality delivery and stereotyping, demonstrating the importance of having a diverse workforce in maintaining high service quality and increasing guest satisfaction. The study emphasises the importance of inclusivity and diversity in the hospitality workforce for providing exceptional guest experiences.

Analysing these STEEPLED factors allows the hotel to identify external pressures and trends that may be influencing its performance. This analysis can also help the hotel make strategic decisions that are aligned with external realities, thereby improving its competitiveness and guest satisfaction.






SOAR Analysis


This analysis can help the Hotel Carpati Bucuresti identify areas to leverage and potential paths for improvement.

Strengths:

· Location: According to Valentin and O'neil (2019), the hotel's proximity to Bucharest's city centre and attractions such as Cismigiu Park and local convention centres (Hotels Bucharest website, 2024) is a key strength, providing guests with easy access to entertainment and business venues.
· Facilities: With 49 en suite bedrooms, free parking, Wi-Fi access, and on-site dining options (Trivago Website, 2024), the hotel has a solid base of amenities to build on.
· Heritage: According to Budovic et al. (2020)'s study on Belgrade hospitality, locating the hotel in a historical city such as Bucharest can help to create a one-of-a-kind hospitality experience.

Opportunities:

· Market Growth: There is the opportunity to capitalise on Bucharest's growing tourism industry and the demand for quality lodging options.
· Partnerships: Collaboration with local businesses and attractions may improve the guest experience and increase referrals (Marques & Pinho, 2021).
· Technology Integration: Improving technological amenities within the hotel, such as online services and in-room features, could attract a broader customer base (Cobanoglu et al., 2011).

Aspirations:

· Reputation Enhancement: Aspiring to become a top-rated hotel in Bucharest by improving guest satisfaction and online ratings.
· Service Excellence: Providing exceptional customer service to ensure that every guest's stay is memorable and exceeds expectations.

Results:

· Increased Bookings: The hotel hopes to increase occupancy rates by addressing current deficiencies while capitalising on strengths and opportunities.
· Guest Loyalty: A focus on positive guest experiences should lead to increased repeat business and stronger customer loyalty.
· Financial Stability: Improvements in operations and reputation should lead to increased revenue and long-term financial stability.
· 
This SOAR analysis can help the Hotel Carpati Bucuresti plan strategic initiatives that capitalise on existing strengths, seize growth opportunities, realise its goals, and achieve measurable results.






TOWS Analysis 

A TOWS analysis allows an organisation to compare its internal strengths and weaknesses to external opportunities and threats in order to develop strategic options. The TOWS analysis for the Hotel Carpati Bucuresti is presented below, with a focus on how to use internal capabilities to address external challenges and capitalise on opportunities.

Threats:
· Intense Competition: The hotel competes with higher-ranked Bucharest hotels (Booking).
· Negative Public Perception: Negative reviews on TripAdvisor are having a significant impact on the hotel's image.
· Economic Fluctuations: Potential economic downturns may reduce discretionary spending on travel and lodging. 
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Opportunities:

· Tourism Development: Bucharest has a variety of tourist attractions that the hotel can take advantage of (Zilibera website, 2024).
· Technological Advancements: Modern technology can simplify operations and enhance guest experiences (Das, 2023).
· Strategic Partnerships: Collaborations with local businesses can result in package deals that increase the value proposition for guests (Chathoth and Olsen, 2003).

Weaknesses:

· Poor Customer Reviews: The hotel currently has a poor reputation as a result of negative guest experiences.
· Facility Maintenance: There are significant issues with the hotel's maintenance and cleanliness (TripAdvisor).
· Service Quality: According to online reviews, guests have reported unsatisfactory experiences with staff and services.

Strengths:

· Strategic Location: Budovic (2020) believes that the hotel's proximity to the city centre and local attractions is a significant advantage.
· Existing Infrastructure: The hotel has over 45 rooms and amenities such as a restaurant and bar, which can be improved and marketed.





[image: ]
Recommendations and Change Management

Recommendations:

To address the issues identified at the Hotel Carpati Bucuresti, the following detailed recommendations are proposed, with a focus on engaging external staff for cleaning and repairs:

1. Engage Professional Cleaning Services:

· To ensure the hotel stays clean, hire a trustworthy commercial cleaning company with experience in the hospitality industry. According to Seifert and Messing (2006), this should involve thoroughly cleaning every room as well as the common areas and back of the house.
· Establish a routine inspection programme to make sure that the cleaning requirements are continuously met (Meyer et al., 2021).


2. Facility Repair and Renovation:

· Employ a facilities management firm to evaluate and rectify the existing state of damage. Make electrical problems and structural integrity your top priority when it comes to urgent safety concerns (Wetzel and Thabet, 2015).
· Establish a rolling renovation schedule so that hotel occupancy isn't greatly impacted by room renovations (AlOtaibi et al., 2021).

3. Staff Training and Development:

· Invest in training current staff in crisis management, upselling strategies, and excellent customer service while using outside services for specialised tasks to improve the visitor experience.
· Create a programme for ongoing professional development to boost morale and employee retention (Prager, 2003).

4. Quality Assurance Program:

· Create a quality assurance (QA) programme to assess internal and external staff performance on a regular basis. Establish precise KPIs based on visitor feedback, repair completion times, and cleanliness.
· Establish a position for a QA manager to guarantee responsibility and standard adherence (Wu et al., 2021).

5. Guest Feedback System:

· Put in place a real-time system for guest feedback that enables prompt issue reporting and resolution. This might be a mobile app or a tablet available in the room for access to a digital platform.
· • Make educated decisions regarding continuing service enhancements by utilising feedback data (Joshi et al., 2022).

6. Revise Housekeeping Protocols:

· Revise housekeeping procedures to conform to industry standards and incorporate suggestions from the expert cleaning service.
· Create a housekeeping checklist that, before a room is made available to visitors, needs to be finished and signed off on (Meyer et al., 2021).

7. Safety and Security Measures:

· Perform a security audit and upgrade features like surveillance systems, better lighting, and armed guards, particularly considering local crime concerns.
· Verify that all personnel are trained in emergency response protocols and that all safety equipment is current and functional (Leung et al., 2018).

8. Update Crisis Management Plan:

· Create a thorough crisis management plan with procedures for managing complaints from visitors, reimbursements, and recompense.
· Train employees on the crisis management plan to guarantee a dependable and expert reaction to any problems (Ogbeide et al., 2017).

9. Marketing and Communication:

· After the necessary adjustments are made, start a rebranding campaign to inform previous, present, and potential visitors of the changes.
· Proactively handle online reviews by addressing concerns and emphasising the beneficial adjustments and enhancements the hotel has made (Kim et al., 2015).


Change Management Considerations:

· Explain to all parties involved, such as employees, management, and outside partners, the necessity for change and how it will benefit both the present and future of the hotel. 
· Include staff members in the change process to get their feedback and support. This can boost spirits and promote a collaborative approach to putting new procedures into place.
· Use staff and guest feedback as guiding metrics when monitoring the effects of changes, and be ready to make adjustments as needed (Shulga, 2021).

The Hotel Carpati Bucuresti can anticipate significant improvements in cleanliness, guest satisfaction, and operational efficiency by putting these suggestions into practice with the help of outside experts. This will create the foundation for a turnaround in the hotel's financial performance and market reputation.
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IMPLEMENTATION STRATEGY

A planned and incremental approach is necessary to carry out the recommendations for the Hotel Carpati Bucuresti in an efficient manner. An implementation plan outlining actions to handle cleaning, repairs, and general service enhancements is provided below:

1. Assessment and Planning. 

This stage is essential for laying the groundwork for later advancements. Outside contractors will conduct a thorough assessment of the property next month for cleaning and repairs.  Pitt et al. (2016) state that this assessment will pinpoint critical areas requiring immediate attention, such as outdated plumbing or spaces in need of thorough cleaning to enhance visitor satisfaction.

Within two weeks of the assessment, a comprehensive action plan will be created. This plan will assign responsibilities and set deadlines, such as completing urgent repairs by the end of the first quarter, to ensure accountability. For instance, housekeeping managers will oversee deep cleaning projects, while the head of maintenance will supervise all repair work. Specific goals for each task will include raising guest satisfaction ratings by 20% in the area of cleanliness (Giovanni et al., 2022).

Communication is essential to the success of this phase. An all-staff meeting will be scheduled to introduce the action plan, ensuring that everyone understands the vision and their role in achieving it. Email updates to stakeholders will also be distributed. Emphasising the benefits of these upgrades, such as improved visitor experience and potentially higher occupancy rates, will energise the group and gain support for the project (Nikolskaya et al., 2019).

2. Immediate Clean-Up and Repairs

· Deep Cleaning Operation: An area-specific deep cleaning campaign is initiated, with bathrooms and dining areas being given priority due to their direct impact on guest satisfaction. The operation schedules professional cleaners equipped with eco-friendly technologies, similar to Hilton's CleanStay program, during off-peak hours in order to reduce the adverse impact on guests. The prompt action, which is essential for improving the hotel's hygiene protocols, seeks to positively influence guest perceptions (Hilton Website, 2021).

· Addressing Critical Repairs: Simultaneously, immediate repairs, particularly those affecting safety and comfort, are identified and resolved. This involves repairing plumbing problems and HVAC systems. The hotel ensures a safer and more comfortable environment for guests by giving priority to these repairs (Pitt et al., 2016).


· Real-Time Feedback Mechanism: Introducing a real-time feedback system through the hotel's app enables guests to report issues promptly. This system enables prompt issue resolution and promotes guest involvement in the hotel's enhancement process (Morosan and Defranco, 2016).

This phase represents a crucial stage in the revitalization of the Hotel Carpati Bucuresti, focusing on addressing immediate cleanliness and maintenance issues while establishing a higher standard in guest service and interaction.


3. Staff Training and Development

· Comprehensive Staff Training Program: The hotel will implement a comprehensive training programme for all staff members, focusing on key areas including customer service, emergency response procedures, and revised housekeeping methods. This programme aims to enhance the guest experience by improving service delivery and ensuring that staff are well-equipped to handle any situation. The programme will consist of interactive workshops and role-playing exercises, conducted during non-peak hours to reduce operational disruptions, to help employees enhance their skills and confidence in order to surpass guest expectations (Castro-Casal et al., 2019).

· Quality Assurance (QA) Program Implementation: The hotel will implement a quality assurance programme to ensure ongoing enhancement of service standards, in addition to providing staff training. This programme emphasises the importance of appointing and training a dedicated quality assurance (QA) manager. The QA manager is responsible for monitoring, evaluating, and reporting on service quality in all hotel operations. The manager will utilise guest feedback, direct observations, and performance metrics to pinpoint areas for enhancement, guaranteeing that the hotel surpasses industry benchmarks (Grishaeva, 2022).

By focusing on staff development and quality assurance, Phase 3 aims to establish a dedication and responsibility culture at the Hotel Carpati Bucuresti, laying the groundwork for long-term improvements in guest satisfaction and operational effectiveness.




4. Full-Scale Renovation and Upgrades

· Rolling Renovation Schedule: Implementing a phased renovation strategy, the hotel plans to upgrade guest rooms and public areas during off-peak periods, ensuring minimal guest disruption. This approach allows continuous operation, enhancing aesthetics and efficiency. This strategy is budgeted at £150,000 over six months, targeting completion by mid-2024, as informed by AlOtaibi et al. (2021).

· Technological Infrastructure Upgrade:To meet modern guest expectations, a significant upgrade of the hotel's tech infrastructure is underway. This includes a user-friendly booking system, smart in-room technologies (smart TVs, voice-controlled assistants, automated climate control), and a sophisticated guest feedback system for enhanced communication and service personalization. These upgrades, aiming to refine operations and guest service, have a budget of £75,000, expected to be completed within three months, aligning with insights from Biligihan et al. (2016).


These strategic renovations and technological enhancements are vital to repositioning Hotel Carpati Bucuresti as a modern, guest-oriented establishment. By addressing critical areas with calculated investments and timelines, the hotel is set to achieve a blend of luxury and convenience, poised for long-term success and an enhanced guest experience. This comprehensive upgrade, informed by meticulous planning and industry insights, marks a pivotal phase in the hotel's commitment to excellence and competitive differentiation.



5.  Security Upgrade for Safety and Security Concerns

· Advanced Security Systems: With a budget of £25,000, the hotel will implement cutting-edge security technology within a month to bolster guest safety and reduce crime risks. This includes surveillance systems and emergency protocols, vital for restoring trust and safeguarding the hotel's reputation, as discussed by Clifton (2022).

· Guest Room Renovation: An investment of £175,000 over three months is allocated for updating guest rooms with contemporary decor and technology, such as smart TVs and automated climate control, aiming to attract tech-savvy visitors and improve comfort. This initiative supports the goal of enhancing room appeal to justify higher rates and increase revenue, aligning with insights from Cobanoglu et al. (2011).

· Conference Technology Update: Targeting corporate clients, the hotel dedicates £38,000 to modernize meeting spaces with the latest technology over two months. This effort is expected to elevate the hotel as a premier venue for business events, thus driving bookings and overall occupancy, supported by findings from Pitt et al. (2016).

These targeted upgrades across security, guest accommodations, and meeting facilities, marked by significant financial investment and swift implementation timelines, are designed to enhance safety, comfort, and functionality. By addressing these pivotal areas, Hotel Carpati Bucuresti aims to elevate its guest experience and competitive stance in the hospitality market.



6. Review and Adjustment

· Progress Review Against QA Program’s KPIs: The hotel will regularly assess the results of the revitalization project by comparing the actual performance with the predetermined Key Performance Indicators (KPIs) established in the Quality Assurance (QA) programme. This assessment will cover various metrics, including guest satisfaction scores, cleanliness standards, operational efficiency, and employee engagement levels. The Hotel Carpati Bucuresti will use a data-driven approach, like the analytics models used by Hilton Worldwide, to assess the effectiveness of the changes made.
· Guest Feedback Evaluation: Aside from Key Performance Indicators (KPIs), direct guest feedback obtained through the enhanced feedback platform will be vital in this stage. This feedback will offer valuable insights into the guest's perspective on the renovations, service improvements, and overall hotel experience. The Hotel Carpati Bucuresti will utilise this data to pinpoint areas that have shown notable improvement and those that still require enhancement (Amin, 2017).
· Action Plan Adjustments: The hotel management will modify the current action plan using thorough analysis and insights. This iterative process enables the improvement of strategies by addressing weaknesses and leveraging strengths identified during the review phase. Guest feedback can be used to reallocate resources to improve training and protocols in areas of housekeeping that need enhancement while maintaining successful in-room technology (Aggarwal and Mittal, 2024).
· 
Phase 5 ensures that Hotel Carpati Bucuresti's revitalization efforts evolve based on solid evidence and guest feedback through a comprehensive review and adjustment process. This stage is crucial for maintaining progress in enhancement initiatives, guaranteeing that the hotel stays consistent with its dedication to excellence and guest contentment.

7. Marketing and Rebranding


· Campaign Launch: An £18,000 budget over six months will support a dynamic marketing campaign across social media, email, digital advertising, and influencer collaborations. This effort aims to highlight the hotel's renovations, technological updates, and service enhancements, positioning Carpati as a top choice for discerning travelers. The campaign's focus on showcasing the hotel's unique value and commitment to guest satisfaction draws from Kapoor et al. (2021).

· Digital Presence Overhaul: With a £12,000 allocation, the hotel's two-month project will revitalize its online image to boost ratings. Refreshing the website and engaging on platforms like TripAdvisor and Booking.com will share the hotel's transformation story, aiming to elevate its digital reputation per Amin et al. (2021).

· Proactive Online Review Strategy: Actively managing online reviews is critical for maintaining a positive digital footprint. The hotel will monitor feedback channels, engage with reviews constructively, and encourage satisfied guests to share their experiences. This approach, costing £5,000 for continuous management, is designed to reflect the hotel's service excellence, as suggested by Rose and Blodgett (2016).

By investing in a robust marketing campaign, revamping its online presence, and actively managing online reviews, Hotel Carpati Bucuresti aims to reinvigorate its brand, attract a broader guest base, and enhance occupancy rates. These strategic efforts are crucial for the hotel's ambition to exceed market expectations and secure its position as a leading hospitality provider.


8. Change Management

1. Comprehensive Communication Framework

· Objective: To ensure that all hotel staff are well-informed and actively involved during the revitalization process (Vrontis et al., 2022).

· Action Plan: Develop a comprehensive communication plan that incorporates regular staff meetings, updates through an internal digital platform, and easily accessible feedback channels. Weekly briefings will be conducted to review progress, address concerns, and acknowledge milestones, following a communication strategy similar to that of companies such as Google, which prioritises transparency and inclusivity (Ewing et al., 2019).

· Tools: Use an internal application or intranet for real-time information and a suggestion box for anonymous feedback to ensure the inclusivity of all opinions (Kanitz et al., 2023).

2. Support and Resource Allocation

· Objective: To provide employees with the essential tools, information, and assistance to adjust to new procedures and protocols (Shin et al., 2019).

· Action Plan: Create an extensive training programme customised for various departments, emphasising the details of the new standards and operational modifications. This consists of practical sessions, online learning modules, and entry to a resource library (Aboramadan and Karatepe, 2021).

· Tools: Establish a centralised repository of training materials and operational guides on the hotel's intranet to facilitate convenient access for all staff members (Shin et al., 2019).


3. Monitoring and Enhancing Staff Morale

· Objective: To maintain staff motivation and recognise their contributions during the transition (Garr, 2012).

· Action Plan: Conducting periodic morale surveys to assess employees' feelings and pinpoint opportunities for enhancement. Recognising and rewarding employees for their contributions through a 'Employee of the Month' programme and team celebrations for milestones achieved is crucial for acknowledging their work and fostering engagement (Garr, 2012).

· Tools: Utilise digital survey platforms for anonymous morale surveys and create a recognition board in the staff common area to showcase achievements (Morales et al., 2016).

4. Guest Communication and Engagement
· Objective: To ensure transparency with guests regarding the improvements and guarantee that their experiences are positively affected by the changes (Buell et al., 2017).

· Action Plan: Inform guests about the ongoing improvements aimed at enhancing their stay via pre-arrival emails, in-room materials, and the hotel website. Utilise direct communication channels and social media to prompt guest feedback, following strategies similar to Airbnb's focus on guest engagement and transparent communication (Jiang et al., 2019).

· Tools: Utilise the hotel's email marketing system for pre-arrival communication and social media platforms for real-time updates and feedback collection (Bahar et al., 2021).

The Hotel Carpati Bucuresti aims to effectively manage change by implementing these strategies to support staff and keep guests informed and engaged during the revitalization process. This comprehensive strategy aims to reduce interruptions, promote a favourable work atmosphere, and ultimately improve the guest experience, establishing the groundwork for the hotel's future prosperity.
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CONCLUSION 

The report provides a thorough analysis and strategic framework for the Hotel Carpati Bucuresti to address the numerous challenges that it's currently encountering. The thorough assessment pinpoints the main issues affecting the hotel's efficiency, guest satisfaction, and market position, and also suggests a carefully crafted implementation strategy. This plan aims to rejuvenate the hotel's infrastructure, improve its service quality, and strengthen its security measures to enhance the hotel's reputation and financial stability significantly.
This thorough analysis emphasises the crucial need for a comprehensive and flexible problem-solving approach in the hospitality industry. The suggested recommendations involve engaging external experts for cleaning and repairs, implementing a thorough staff training programme, establishing a comprehensive quality assurance system, and creating an efficient guest feedback mechanism, demonstrating a forward-thinking approach. The initiative aims to tackle cleanliness, maintenance, customer service, and security issues to establish a solid foundation for the long-term success and sustainability of the Hotel Carpati Bucuresti.
Furthermore, the strategic use of STEEPLED, SOAR, and TOWS analyses provides a more comprehensive view of the external and internal factors influencing the hotel's operations. The evaluations emphasise the critical need to address current challenges while also proactively anticipating and adapting to the changing external environment. Following this adaptive strategy is crucial to enhancing the hotel's competitiveness, customer loyalty, and market position.
The phased implementation strategy, which includes assessment, planning, immediate repairs, staff development, full-scale renovations, and strategic marketing, represents a practical approach to change management. This method highlights the importance of precise communication, involving stakeholders, and ongoing enhancement. The Hotel Carpati Bucuresti can anticipate mitigating current operational and reputational challenges and initiating sustained growth and improvement by carefully implementing this strategy.
The report outlines a plan for the Hotel Carpati Bucuresti to transition from a struggling business to a leading example of excellence in the hospitality sector. The successful completion of this change depends on the hotel's dedication to carrying out the suggested strategies with care, openness, and a steadfast emphasis on guest contentment. By embracing change and striving for excellence, the Hotel Carpati Bucuresti can truly reposition itself as a premier destination, ensuring a prosperous and resilient future in the competitive hospitality industry.
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