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[bookmark: _Toc191833981]EXECUTIVE SUMMARY 
This consultancy report examines the operational challenges faced by Ramada by Wyndham Bucharest Parc and proposes strategic solutions to enhance its performance, guest satisfaction, and competitive positioning. Despite its strong brand affiliation and prime location, the hotel is struggling with service inconsistencies, infrastructure deficiencies, and weak digital presence, all of which impact customer experience and financial sustainability.
The analysis identified major issues affecting the hotel’s reputation and profitability, including poor service standardisation, inconsistent staff professionalism, outdated infrastructure, inadequate maintenance, and declining cleanliness standards. Weak online presence and ineffective digital marketing strategies have further reduced visibility and direct bookings. Additionally, the absence of a structured loyalty program has led to low repeat business, while organisational resistance to change has slowed the implementation of necessary improvements.
Guest feedback from platforms such as TripAdvisor and Booking.com highlights concerns about inconsistent service quality, lack of staff engagement, and deteriorating room conditions, which negatively impact guest satisfaction and the hotel’s overall reputation. The report employs analytical tools, including SWOT, STEEPLED, TOWS, and Kotter’s 8-Step Change Model, to evaluate internal and external factors influencing the hotel’s performance. Key performance indicators such as the Guest Satisfaction Score (GSS), Room Occupancy Rate, and Employee Satisfaction Score (ESS) confirm the urgency for strategic intervention.
To address these challenges, the report recommends implementing structured staff training programs to enhance service consistency and professionalism. Infrastructure modernisation, including room renovations and preventive maintenance, is essential to improving guest experience. Strengthening the hotel’s digital presence through SEO optimisation, enhanced booking platforms, and targeted marketing campaigns will increase visibility and direct revenue. Developing a structured loyalty program will boost customer retention and repeat bookings, while applying Kotter’s 8-Step Change Model will facilitate smooth organisational transitions and encourage staff adaptation to improvements.
By implementing these recommendations, Ramada by Wyndham Bucharest Parc can improve guest satisfaction, increase occupancy rates, and achieve long-term financial stability. A proactive approach to change management will ensure these strategic improvements are successfully integrated, positioning the hotel as a premier choice for both business and leisure travelers in Bucharest.
[bookmark: _Toc191833982][bookmark: _Hlk190890727]INTRODUCTION
This consultancy report examines the operational challenges faced by Ramada by Wyndham Bucharest Parc hotel and explores strategies to improve its performance. The hotel is located near the center of Bucharest, just minutes from the Triumphal Arch and within walking distance of the Romexpo Fairground and Herăstrău Park, one of the city’s main commercial and tourist areas (Wyndham Hotels, n.d.). It is a four-star establishment and part of the international Ramada chain (Profit.ro, 2021). First opened in 1974, the hotel offers 267 rooms and a variety of modern amenities, including a restaurant, fitness center, conference facilities, and an indoor pool (Travel Weekly, n.d.). Despite its strategic location and strong brand reputation, the hotel faces operational challenges that affect guest satisfaction, financial performance, and market competitiveness.
The hotel operates in an intensely competitive sector where customer demands are constantly evolving, and online reviews play a crucial role in attracting and retaining guests. In an industry where guest experience directly influences occupancy rates and revenue, continuous service improvements are essential to maintaining a strong market position (Meng et al., 2018).
To identify key challenges and find effective solutions, Ramada by Wyndham Bucharest Parc hotel has hired our firm, Badea Alex Hospitality Consulting. We specialise in hotel process analysis and optimisation, helping improve guest satisfaction, operational efficiency, and profitability. With extensive industry experience, we use modern methods to assess and resolve operational issues, providing solutions that follow industry best practices and support the hotel's long-term success.
An initial analysis of customer feedback on platforms such as TripAdvisor and Booking revealed several operational deficiencies, including delays at check-in and check-out, inconsistencies in service quality, dirty rooms and, limited staff engagement in delivering a premium guest experience (Tripadvisor, n.d. Booking, n.d) These challenges negatively affect customer satisfaction and may lead to lower occupancy rates and declining revenue, ultimately reducing the hotel's competitiveness (Meng et al., 2018). Furthermore, such issues can damage the hotel's international reputation and decrease customer loyalty.
To address these challenges, the report employs three fundamental analytical tools:
1. SWOT Analysis – This method identifies the hotel’s strengths and weaknesses, along with external opportunities and threats, providing a strategic perspective on its competitive position (Verawati et al., 2023). By leveraging its strengths and addressing areas requiring improvement, the hotel can enhance its long-term competitiveness.
2. STEEPLED Model – This framework examines social, technological, economic, political, legal, ethical, and demographic factors influencing the hotel's operations (Kelly, 2018). Understanding these external influences helps the hotel anticipate risks, seize opportunities, and adapt its strategies accordingly.
3. TOWS Matrix – This tool aids in developing concrete strategies by aligning the hotel's strengths with market opportunities while identifying ways to manage risks and address weaknesses (Elgahwash, Ahmed & Al-Magarbi, 2023). By applying this approach, the hotel can formulate tactical and strategic solutions to overcome its current challenges.
To support the effective implementation of these strategies, the report also references Kotter’s Eight-Step Change Model, which provides a structured framework for managing organisational change (Laig & Abocejo, 2021). This model highlights the importance of a well-planned transition and a systematic approach to implementing solutions, ensuring the adoption of necessary changes for enhanced operational performance.
By using these analytical methods and strategic recommendations, Ramada by Wyndham Bucharest Parc hotel can improve service quality, increase customer satisfaction, and strengthen its market position. This report offers practical solutions designed to address current challenges and support the hotel’s long-term growth in a competitive industry.
[bookmark: _Toc191293328][bookmark: _Toc191833983]ANALYSIS
[bookmark: _Toc191293329][bookmark: _Toc191833984]Issues and Impact on the Hotel
A thorough analysis is essential in a consultancy report, as it helps clearly identify the hotel’s problems and develop effective solutions. For Ramada by Wyndham Bucharest Parc hotel, our consultancy firm has applied five established analytical frameworks: STEEPLED, TOWS, SWOT, SOAR, and Kotter’s 8-Step Change Model. This comprehensive approach provides a deeper understanding of the hotel’s challenges, allowing us to address factors that hinder its reputation and revenue growth (Moldova State University, 2022, pp. 24-28).
After conducting an in-depth analysis of Ramada by Wyndham Bucharest Parc Hotel, we found that while it has a strong presence in the hospitality market, it has faced a decline in guest satisfaction over time (Travel Weekly, n.d.; Tripadvisor, n.d.). The hotel holds a 4.3-star rating on Google and an 8.1 score on Booking.com (Booking.com, 2024), indicating a generally positive reputation. However, a closer look at customer feedback on platforms such as TripAdvisor and Booking.com reveals a growing number of complaints regarding service quality, facility conditions, and staff professionalism.
[bookmark: _Hlk191659490]According to Jannah (2024), such persistent dissatisfaction negatively impacts the hotel’s reputation and directly affects its revenue. Furthermore, Bodaghi Khajeh Noubar and Rostamzadeh (2018) highlight that customer satisfaction, experience, and loyalty significantly influence brand power in the hotel industry, and the inability to establish a loyal customer base can weaken brand positioning and negatively impact long-term profitability.
[bookmark: _Toc191293330][bookmark: _Toc191833985]Guest Feedback
Based on the analysis of online reviews from TripAdvisor and Booking.com, represented in Table 1 of the Appendix, online reviews indicate that guests have had highly inconsistent experiences at Ramada by Wyndham Bucharest Parc. While some reported positive stays, many encountered significant issues.
The most frequent complaints include long check-in and check-out delays, a lack of service standardisation, and low levels of professionalism among staff. While some employees are praised for their friendliness, others have been criticized for disinterest, erratic behavior, and unprofessional attitudes. According to Jeong et al. (2023), inconsistencies in hotel services negatively impact perceived quality, contributing to declining online ratings, which directly influence guests’ willingness to return.
Another critical issue reported is the lack of organisation and efficiency in departments such as reception, restaurant, and bar. In many cases, guests experienced long wait times for service or struggled to obtain essential information about the hotel's services (TripAdvisor, n.d. Booking.com n.d.). A study by Li et al. (2020) highlights that staff perception plays a crucial role in customer satisfaction, and hotels that fail to invest in employee training risk losing guests and experiencing financial losses.
Numerous guests have reported ongoing maintenance and cleanliness problems related to the condition of rooms and hotel facilities. Reviews frequently mention malfunctioning plumbing, worn-out furniture, and substandard cleanliness that do not meet the expectations for a four-star hotel. Additionally, air conditioning malfunctions and slow repairs have been recurring concerns (TripAdvisor, n.d. Booking.com n.d.). The date of the reviews reveals that many of these issues have persisted for over a decade, suggesting a lack of investment in maintenance and service improvements.
Cleanliness has become an increasingly critical factor for customers, especially after the COVID-19 pandemic, which significantly changed traveller expectations. According to Han & Shin (2022, p.2), over 90% of guests consider hygiene a decisive factor when choosing a hotel. Neglecting these aspects damages the hotel's reputation, leading to negative reviews and lower customer retention.
Furthermore a challenge for Ramada by Wyndham Bucharest Parc Hotel is its limited digital presence and brand confusion. The hotel's low visibility on platforms like Booking.com and social media reduces its accessibility to potential guests, making it harder to attract new customers (Salem & Čavlek, 2016). Moreover, the similarity in name with Ramada Plaza by Wyndham, another hotel in Bucharest, leads to brand confusion among tourists, which may negatively impact bookings and result in financial losses.
Although the hotel's architecture reflects an elegant style, the lack of investment in renovations has become increasingly noticeable to guests (TripAdvisor, n.d. Booking.com n.d.). According to Septian et al. (2024), outdated facilities and worn-out furniture negatively impact guests' overall perception, creating dissatisfaction due to the contrast between the historical charm of the building and the current state of the hotel.
Online reviews show this reality, with one guest stating: "Hotel is quite old. Probably it was a nice hotel once upon a time." Another customer described the hotel as "one of the worst 4-star hotels I have ever stayed at," stating that the hotel should be rated only 2 stars due to dirty rooms, non-functional air conditioning system, and old furniture,. They also criticised the impolite and unhelpful reception staff, concluding with a strong warning to "stay away from this hotel" (TripAdvisor, n.d).
This situation not only affects online ratings but also influences future booking decisions. According to Alrawadieh and Law (2019), gaps between customer expectations and the actual hotel facilities can significantly reduce guest loyalty, leading them to choose alternative accommodations. Thus, maintaining high-quality standards through periodic renovations is not just an aesthetic necessity but a critical strategy for long-term success and competitiveness in the hospitality market.
[bookmark: _Toc191833986]KPI Analysis of Customer Satisfaction
To further assess guest satisfaction, several key performance indicators (KPIs) provide insight into Ramada by Wyndham Bucharest Parc’s performance. The Guest Satisfaction Score (GSS), a key industry benchmark, is impacted by negative reviews highlighting service inconsistencies and maintenance issues. The Average Review Rating, fluctuating between 3.5 and 4.0 stars (Tripadvisor, n.d) places the hotel below the 4.2-star industry benchmark for four-star establishments, reflecting ongoing operational challenges (IHG, 2023).
Additionally, the Room Occupancy Rate, a crucial metric in hotel performance, may be lower than competitors due to guest reluctance to return. Negative service experiences and poor facility conditions contribute to reduced customer retention, affecting long-term revenue (O’Brien, 2024). Employee engagement is another concern, as staff professionalism and service inconsistencies suggest a low Employee Satisfaction Score (ESS), which directly influences guest perceptions and service quality (Bakhrom, 2024).
Furthermore, the hotel’s limited digital presence and weak social media engagement hinder its ability to attract new customers. Competitive hotels leverage digital strategies and targeted marketing to enhance guest engagement and increase occupancy (IHG, 2023). Addressing these KPIs through staff training, facility improvements, and enhanced digital marketing strategies is crucial for improving the hotel’s market position and financial performance (Peterson, 2006, pp. 94-95) 
[bookmark: _Toc191293331][bookmark: _Toc191833987]SWOT Analysis
The SWOT analysis is a fundamental strategic tool that enabled the development of this consultancy report, as it helps identify the strengths, weaknesses, opportunities, and threats of Romanda Majestic Hotel in Bucharest. By analysing these factors, we can determine the most effective ways to improve the hotel's situation (Dahiam & Ghaleb, 2024).
	Category
	Identified Elements

	Strengths
	· Positioned as a luxury four-star hotel
· Part of a renowned international hotel chain
· Central location, close to Bucharest’s main tourist attractions (Wyndham Hotels, n.d.).
· Modern facilities, including an indoor swimming pool, fitness centre, and conference rooms (Travel Weekly, n.d.)

	Weaknesss

	· Difficulty being found online
· Persistent maintenance and cleanliness issues
· Inconsistencies in service standards provided by staff.
· Declining online reputation due to negative reviews
· Lack of a customer loyalty strategy and personalised guest experience (Tripadvisor, n.d., Booking.com, n.d.)

	Opportunits

	· Increasing demand for luxury hotels in Bucharest (Ionel, 2023, p. 397)
· Digitalisation of services and improvement of the booking system Growth in the corporate events sector, leading to a higher demand for premium venues (Marin et al., 2020, p. 189)
· Opportunity to enhance its reputation and regain its four-star status
· Potential to become one of the leading luxury hotels in Bucharest

	Threats
	· Strong competition from other premium hotels such as Hotel Epoque, JW Marriott Bucharest Grand Hotel, Hilton Garden Inn Bucharest Old Town, and Radisson Blu Hotel Bucharest (Booking.com, n.d.).
· Inflation and rising operational costs (Pop, 2023, p. 60)
· Dependence on online booking platforms and their high commission fees
· Continuous decline in online reputation, which may impact revenue



[bookmark: _Toc191293332][bookmark: _Toc191833988]STEEPLED Analysiss
The second analytical tool used in this report is the STEEPLED analysis, as it evaluates the impact of macroeconomic factors on hotel performance. This framework examines eight dimensions: social, technological, economic, environmental, political, legal, ethical, and demographic, providing a clear understanding of the hotel's current context (PESTLEanalysis Team, 2021). The insights gained from this analysis will support strategic recommendations to improve Bucharest Majestic Hotel’s reputation and market position in the Bucharest hospitality industry.
	Factor 
	Impact on Bucharest Majestic Hotel

	Social 
	Although the COVID-19 pandemic has ended, it has triggered lasting changes in tourist behaviour. Travellers have become more selective, prioritising hygiene, health, and safety measures. Guests now prefer destinations with strict sanitary protocols and flexible cancellation policies (Chebli & Said, 2020).

	Technological

	In the digital era, the lack of an official website and absence from globally recognised booking platforms such as Booking.com significantly limit customer access to information and reduce the number of potential reservations (Salem & Čavlek, 2016).

	Economic

	Economic factors have a major impact on the hotel sector, affecting both operational costs and tourist spending. Global inflation, exacerbated by the energy crisis linked to the Russia-Ukraine conflict, has led to rising energy costs and a decline in purchasing power. According to the European Commission (2023), this trend is expected to continue, influencing tourism demand.

	Environmental

	According to Jhansi et al. (2023), the physical environment of a hotel, including infrastructure quality, maintenance standards, and surrounding conditions, plays a crucial role in guest satisfaction. These factors include noise pollution, air quality, and proximity to construction sites or busy roads, which can significantly impact the guest experience. Additionally, temperature control within hotel rooms, ventilation efficiency, and the overall comfort of public areas are critical aspects influencing customer perceptions

	Political

	Political instability, the 2024 elections, and the Russia-Ukraine conflict affect the hotel industry, impacting tourist demand and revenue. Additionally, the rise in fuel prices due to the European energy crisis may reduce tourist flow, requiring hotels to implement adaptation strategies (Honchar et al., 2023, p. 1010). However, Romania’s recent accession to the Schengen Area is expected to facilitate travel for European tourists, potentially increasing tourism and providing a growth opportunity for the hotel (Tudorică, 2024).

	Legal

	Under Romanian legislation, hotels must comply with regulations affecting both employees and guests. However, TripAdvisor feedback highlights issues in this area at Ramanda By Windham Bucharest Parc hotel, which damage its reputation and reduce guest retention. One customer reported that despite booking and paying for four rooms in advance, only one was registered at check-in. Furthermore, prepaid breakfast was not provided, and the staff handled the situation unprofessionally, failing to offer an explanation or a refund (TripAdvisor, n.d.).

	Ethical

	Issues related to staff behaviour and the lack of clear procedures for handling customer complaints can undermine guest trust. It is essential for the hotel to implement a clear ethical code and invest in staff training to improve service quality (Li et al., 2020)

	Demographic

	From a demographic perspective, Bucharest Majestic Hotel benefits from a prime location in central Bucharest, one of the city's most popular tourist and business districts (HotelMix, n.d.).
 This gives the hotel a competitive advantage in attracting both leisure and business travellers. However, the hotel lacks modern facilities tailored to the needs of business guests, limiting its potential to increase occupancy rates. Introducing personalised services, such as co-working spaces, smart room technology, and premium relaxation options, could significantly enhance the guest experience (Kim et al., 2022).
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The TOWS matrix is a strategic tool that extends SWOT analysis by transforming insights into actionable strategies. It aligns strengths with opportunities, leverages strengths to counter threats, overcomes weaknesses through opportunities, and develops contingency plans to mitigate risks (Chopra et al., 2025). By integrating TOWS alongside SWOT and STEEPLED analyses, this report ensures a practical and structured approach to decision-making. TOWS not only prepares for future challenges but also uncovers hidden opportunities, providing a clear strategic framework for enhancing organisational resilience and competitiveness (Chopra et al., 2025).
	Strategy
	Details

	SO: Using Strengths to Exploit Opportunities
	The hotel can leverage its central location and the reputation of its international hotel chain to attract both tourists and corporate clients. By modernising its booking system and enhancing its online presence, it can increase the number of direct bookings and improve its market position (Masiero, Yang & Qiu, 2019)..

	ST: Using Strengths to Minimise Threats
	To remain competitive, the hotel must improve cleanliness standards and enhance guest services. Additionally, it is crucial to implement an effective marketing strategy to manage online reputation and mitigate the impact of negative reviews. Marketing campaigns play a vital role in attracting customers and building a positive brand image in the hospitality industry (Sofronov, 2019).

	WO: Eliminating weaknesses by exploiting opportunities
	Investing in staff training and room modernisation is essential for improving the guest experience. Studies show that continuous employee training increases customer satisfaction and retention rates. Moreover, room modernisation enhances perceived comfort, directly influencing customer loyalty (Wijoyo, Alamsyah & Intiar, 2024).

	WT: Minimising Weaknesses and Threats
	The hotel must optimise operational costs by improving resource efficiency and renegotiating supplier contracts to reduce expenses without compromising service quality. At the same time, developing a strong customer retention strategy is essential. This should include loyalty programmes, personalised offers, and improved guest interaction. Infrastructure modernisation should be a priority, focusing on renovating rooms and common areas while incorporating modern technologies to enhance guest experience and operational efficiency. These measures will help maintain the hotel’s competitiveness in the Bucharest hospitality market (Trebicka, Tartaraj & Harizi, 2023, pp. 3-15).



[bookmark: _Toc191833990]SOAR Analysis
The last analysis that our consulting firm decided to use in this situation is SOAR because this analysis is a strategic planning framework that emphasizes a positive, strengths-based approach to organisational development. Unlike the SWOT analysis, which highlights weaknesses and threats, SOAR focuses on leveraging existing resources and opportunities to create a vision for the future (Stavros & Wooten, 2011, p. 6).
According to Elgahwash, Ahmed & Al-Magarbi (2023) SOAR fosters a holistic understanding of an organisation by engaging key stakeholders in meaningful conversations about what is working well, what can be enhanced, and what truly matters for long-term success. It is a collaborative tool that encourages organisations to build their future through shared vision, innovation, and a commitment to action (University of Missouri Libraries, 2025).
SOAR Framework: Key Questions (University of Missouri Libraries, 2025)
· Strengths – What are we doing well, and how can we build on it?
· Opportunities – What emerging trends and stakeholder needs can we leverage?
· Aspirations – What do we care deeply about, and what is our vision for the future?
· Results – How do we measure success and track progress?
	Category
	Details

	Strengths
	As part of the Ramada by Wyndham international chain, the hotel benefits from strong brand equity, ensuring credibility and established operational standards (Wyndham Hotels, n.d.).
Positioned near Romexpo, Arcul de Triumf, and Herăstrău Park, the hotel has access to both business and leisure travelers (Travel Weekly, n.d.).
The hotel offers 267 rooms, conference spaces, a fitness center, a restaurant, and an indoor pool, catering to multiple market segments (Tripadvisor, n.d.).


	Opportunities
	The increasing number of business events, conferences, and international tourists creates an opportunity for high-end accommodation (Ionel, 2023).
Enhancing SEO, direct booking systems, and social media engagement can improve visibility and reduce dependence on online travel agencies (Salem & Čavlek, 2016).
As Bucharest is a hub for corporate events, upgrading conference facilities and business services can increase occupancy rates (Marin et al., 2020).

	Aspirations
	By investing in room renovations, improved service standards, and digital transformation, the hotel aims to regain its premium market positioning (Tripadvisor, n.d.).
Enhancing meeting rooms, coworking spaces, and executive suites can make the hotel a preferred choice for corporate travelers (Roumeliotis, Tselikas & Tryfonopoulos, 2022).
Focusing on employee training, service consistency, and proactive maintenance will enhance customer satisfaction and internal efficiency (Han & Shin, 2022).


	Results
	The hotel aims to surpass 4.2 stars on Booking.com and TripAdvisor through service enhancements and reputation management (Alrawadieh & Law, 2019).
By leveraging direct bookings, corporate partnerships, and event hosting, the hotel seeks to outperform market occupancy rates (O’Brien, 2024).
A focus on personalised services, upgraded facilities, and digital engagement will increase repeat bookings and customer loyalty.



[bookmark: _Toc191293334][bookmark: _Toc191833991]RECOMMENDATIONS
Following a detailed assessment of the hotel's current state through the three analyses, our consultancy team has formulated a series of recommendations aimed at transforming Ramanda By Windham Bucharest Parc hotel into a more attractive environment for both employees and guests. Each proposal is carefully evaluated, focusing on implementation, change management, and methods for assessing efficiency and impact. The primary objective is to ensure continuous service improvement and strengthen the hotel’s position among the leaders in the luxury hospitality segment in Bucharest.
[bookmark: _Toc191293335][bookmark: _Toc191833992]Recommendation 1: Service Standardisation and Staff Training
Based on the findings presented above, our consulting team considers it necessary to implement an employee training program to standardise and enhance service quality (Depierraz, 2024). One of the main issues identified is the inconsistency in the services provided and the lack of a uniform level of professionalism among staff, which has led to numerous negative customer reviews (Tripadvisor, n.d., Booking.com, n.d.). To address this situation, we propose an intensive and continuous training program aligned with luxury hotel standards to ensure a consistently high level of service. Research indicates that ongoing employee training in the hospitality industry significantly contributes to increased customer satisfaction and loyalty (Waqanimaravu & Arasanmi, 2020).
Employee training is essential for delivering high-quality guest experiences, as well-trained staff can better anticipate and effectively respond to customer needs (Depierraz, 2024). Investing in structured training programs enhances staff motivation, retention, and overall performance, leading to greater guest satisfaction and long-term success. To achieve this, training must include both technical and soft skills, such as active listening, effective communication, problem-solving, and conflict resolution (Depierraz, 2024). These competencies are fundamental in maintaining high service standards in the increasingly competitive hospitality industry (Bansal et al., 2020).
Moreover, continuous learning and development initiatives ensure that employees remain updated with industry best practices, allowing them to consistently meet evolving guest expectations (Depierraz, 2024). Regularly reviewing and updating training programs is equally important, as it enables hotels to adjust service strategies, refine operational processes, and reinforce service consistency. This structured approach fosters clear and professional communication between staff and guests, ultimately strengthening customer relationships and improving overall hotel performance (Arwab et al., 2023).
[bookmark: _Toc191833505]The cost of implementing a training program for a 267-room hotel varies based on the duration and complexity of the sessions. According to Pearlman & Schaffer (2013), mid-sized hotels generally invest between £400 and £1,600 per employee in initial training and ongoing development. For a hotel with 50–70 employees, the total training cost could range from £20,000 to £110,000, depending on the depth of specialization and frequency of sessions. However, securing government funding or financial support from tourism organizations could significantly reduce these expenses, making the program more financially sustainable (Pearlman & Schaffer, 2013).
[bookmark: _Toc191833993]Recommendation 2: Enhancing Online Presence Through SEO and Digital Marketing
Although Ramada by Wyndham Bucharest Parc Hotel has an official website, its online visibility and digital engagement require optimisation to maximize its reach and attract more direct bookings. In the hospitality industry, where the majority of reservations are made online, SEO-optimised websites and strong digital marketing strategies play a crucial role in improving conversion rates and maintaining high occupancy levels. Research indicates that hotels implementing effective search engine optimisation (SEO) strategies attract more visitors and significantly enhance their online performance (Roumeliotis, Tselikas & Tryfonopoulos, 2022, p. 87).
To address this, the hotel should invest in enhancing its website’s functionality and search engine ranking. This includes improving mobile responsiveness, optimising page speed, integrating relevant keywords, and enhancing the booking system’s user-friendliness. A well-optimised website not only improves the customer experience but also reduces dependence on third-party booking platforms, minimising commission costs and increasing direct revenue (Abdullah et al., 2021, p. 3).
Additionally, active online reputation management is crucial, considering the influence of platforms such as Booking.com, TripAdvisor, and social media on customer decision-making. Studies suggest that hotels that effectively manage their online reputation experience higher visibility and profitability (Abdullah et al., 2021, p. 3). To strengthen the hotel's brand image, an engaging digital marketing strategy should be implemented, including targeted advertising campaigns and partnerships with travel influencers. Influencer collaborations can increase credibility, expand audience reach, and generate authentic promotional content that enhances customer trust (Silva & Belo, 2022).
Furthermore, proactively managing guest feedback is essential. Prompt and professional responses to online reviews reinforce the hotel’s commitment to guest satisfaction, while targeted campaigns encouraging satisfied customers to share their experiences can boost positive reviews and mitigate the impact of negative feedback (Lim & Rasul, 2022).
Implementing an effective digital strategy for Hotel Majestic requires substantial investment in modernising its online presence. SEO optimisation and website enhancements, including performance improvements, mobile responsiveness, and keyword integration, typically cost between £2,000 and £8,000 per month, depending on the level of optimisation required (Bhattacharya, 2025).
For influencer marketing and digital advertising, costs vary based on the influencer’s reach and platform. A basic campaign starts at £800, while larger collaborations can exceed £400,000. On average, businesses spend £170 per influencer, with mid-tier partnerships ranging between £8,000 and £40,000 per campaign (Otachi, 2024).
Additionally, social media marketing and reputation management require an annual budget of £22,000, covering content creation, paid advertising, and review management (Venkatakrishnan, Alagiriswamy & Parayitam, 2023). Investing in these areas will enhance the hotel's online visibility, boost direct bookings, and improve guest engagement.
[bookmark: _Toc191293337][bookmark: _Toc191833994]Recommendation 3: Infrastructure Modernisation and Room Renovation
The deteriorating condition of rooms and furniture has a direct impact on guest satisfaction, often resulting in negative reviews and decreased occupancy rates. To uphold four-star standards and improve the overall guest experience, consistent investment in room renovations and infrastructure enhancements is necessary (Pedro et al., 2024, pp. 220-221). Beyond aesthetics, modernisation plays a crucial role in preserving the hotel’s reputation and ensuring competitiveness within the market (Turner & Hesford, 2018, p. 26).
Upgrading furniture, décor, and in-room amenities contributes to a more inviting and comfortable environment. A well-designed interior with high-quality furnishings enhances guest perception and increases the likelihood of repeat bookings and positive feedback (Hackney Furniture, 2024). Additionally, improving key facilities such as air conditioning, plumbing, and lighting systems enhances overall comfort and operational efficiency while reducing maintenance-related complaints (Sahid et al., 2021).
A structured preventive maintenance program is essential for sustaining luxury standards and minimising unexpected repair costs. The estimated annual budget for maintenance is £32,000, covering a technical audit (£2,600), a maintenance contract (£13,000), and facility improvements (£17,400) (Sahid et al., 2021). Without such a strategy, hotels face increased operational expenses and declining customer satisfaction over time (Turner & Hesford, 2018, p. 26).
The financial investment required for full-scale renovations is significant, with costs per floor ranging between £85,000 and £125,000, depending on materials and the extent of refurbishment. Renovating a single room in a four-star hotel costs approximately £17,500, covering new furniture, flooring, lighting, and bathroom upgrades (Operto, 2024). Due to the high costs associated with large-scale renovations, a phased approach is often the most viable option. Gradual improvements over several years allow hotels to manage expenses efficiently while continuously enhancing guest experience (Visual Matrix, 2024).
[bookmark: _Toc191293339][bookmark: _Toc191833995]The Concept of Change Management
Change management is an essential process in the hospitality industry, particularly for hotels such as Hotel Ramada by Wyndham Bucharest Parc, which must continuously adapt to shifting market conditions, technological advancements, and evolving customer expectations. The hospitality sector operates in an extremely competitive and dynamic environment, requiring hotels to remain flexible and responsive to change in order to maintain a competitive advantage (Geada & Anunciação, 2021, p. 154). Effective change management ensures the implementation of new strategies, the updating of operational processes, and the improvement of service quality without disrupting the guest experience or employee productivity (Grynko et al., 2024, pp. 429-432).
At Hotel Ramada by Wyndham Bucharest Parc, effective change management involves integrating knowledge and technology to enhance customer satisfaction and operational efficiency. The hotel must foster an adaptable organisational culture that supports continuous learning and development (Geada & Anunciação, 2021, p. 168). Resistance to change is a common challenge, often caused by structural inertia and employee uncertainty. To overcome these obstacles, management must focus on transparent communication, employee engagement, and the gradual implementation of new policies or technologies.
Moreover, digital transformation plays a significant role in modern hospitality, requiring the integration of innovative booking systems, customer relationship management tools, and data-driven decision-making (Geada & Anunciação, 2021, p. 251). By applying change management strategies, Hotel Ramada by Wyndham Bucharest Parc can optimise operations, enhance service personalisation, and deliver improved guest experiences, ultimately contributing to increased profitability and long-term sustainability.
[bookmark: _Toc191293340][bookmark: _Toc191833996]Kotter’s 8-Step Model
To ensure a successful transition, Hotel Majestic must adopt Kotter’s 8-Step Model, a well-established framework for implementing organisational change. This model provides a clear strategy for efficiently integrating changes, facilitating both employee acceptance and long-term success (Carreno, 2024, p. 2).
Creating a Sense of Urgency – Management must highlight the negative impact of maintaining the status quo on the hotel's reputation and financial performance. Clearly communicating risks and opportunities is crucial for gaining employee support (Majka, 2024, p. 3). Therefore, it is important to organise informative sessions demonstrating, through case studies, how other hotels have benefited from modernisation..
To ensure a successful transition, Hotel Majestic must adopt Kotter’s 8-Step Model, a well-established framework for implementing organisational change. This model provides a clear strategy for efficiently integrating changes, facilitating both employee acceptance and long-term success (Carreno, 2024, p. 2).
Creating a Sense of Urgency – Management must highlight the negative impact of maintaining the status quo on the hotel's reputation and financial performance. Clearly communicating risks and opportunities is crucial for gaining employee support (Majka, 2024, p. 3). Therefore, it is important to organise informative sessions demonstrating, through case studies, how other hotels have benefited from modernisation..
Sustaining Acceleration – New processes will be continuously evaluated through KPIs, such as occupancy rates and employee engagement scores. Internal audits and customer satisfaction surveys will guide necessary adjustments (Laig & Abocejo, 2021, p. 37).
Anchoring Changes in Organisational Culture – New standards will be integrated into internal manuals, and training programs for new employees will incorporate these processes (Haas et al., 2019, p. 70). Active leadership and continuous involvement are essential for long-term success.
By applying these principles, Ramanda By Windham Bucharest Parc hotel can successfully implement the necessary changes to strengthen its market position, increase operational efficiency, and enhance guest experiences.
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	No.

	Problem

	Solution

	Desired Outcome

	Timeframe

	Completion Date

	Planned Budget


	1
	Inconsistent service standards

	Implement a continuous staff training programme aligned with luxury hotel standards
(Depierraz, 2024)


	Increased customer satisfaction and staff professionalism
(Waqanimaravu & Arasanmi, 2020)

	6 months

	30/08/2025

	£20,000 - £110,000
(Pearlman & Schaffer, 2013)


	2
	Poor online reputation and low visibility

	Hire a digital marketing specialist and implement an SEO and reputation management strategy (Roumeliotis et al., 2022)

	Improved brand image, increased direct bookings, and reduced dependency on third-party platforms (Abdullah et al., 2021)

	4 months (implementation), permanent use
	30/06/2025

	£22,000 - £40,000 per campaign (Otachi, 2024)


	3
	Outdated and poorly maintained hotel infrastructure

	Establish a preventive maintenance plan and phased renovation programme (Sahid et al., 2021)

	Maintain four-star luxury standards, enhance guest experience, and increase occupancy rates (Turner & Hesford, 2018)

	Ongoing

	N/A

	£32,000/year maintenance (Visual Matrix, 2024) + £17,500 per room renovation (Operto, 2024)


	4
	Lack of customer loyalty strategy

	Develop a structured loyalty programme offering personalised benefits (Wijoyo et al., 2024)

	Develop a structured loyalty programme with personalised benefits, as loyalty programs boost customer retention and sales. Queue-it reports that members drive 12-18% more revenue yearly
(PassKit, 2023).

	Ongoing

	N/A
	£15,000 - £40,000 annually
(PassKit, 2023).



	5
	Weak employee engagement and motivation

	A combination of financial incentives (performance bonuses), recognition (Employee of the Month), professional growth opportunities, and non-financial benefits significantly improves employee satisfaction and retention (Rohim, Fitriano and Jufrizen, 2023).
	Higher employee satisfaction and lower turnover (Bakhrom, 2024)

	Permanent
	N/A
	£500 - 
£1,667 per month



	6
	Limited digital presence on social media

	Increase social media engagement, influencer collaborations, and targeted ad campaigns (Silva & Belo, 2022)

	Higher engagement, stronger brand presence, and increased bookings (Lim & Rasul, 2022)

	3 months

	01/07/2025

	£10,000 - £50,000
(Otachi, 2024)
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This consultancy report has provided a comprehensive assessment of the key challenges facing Hotel Ramada by Wyndham Bucharest Parc and outlined strategic recommendations to enhance its competitiveness, operational efficiency, and guest experience. While the hotel benefits from a strong brand affiliation and prime location, persistent issues related to service inconsistencies, infrastructure deficiencies, and digital presence have hindered its ability to fully capitalise on its market potential.
A key takeaway from this analysis is the importance of a structured and proactive approach to service standardisation and employee training. Inconsistencies in staff professionalism and guest interactions have led to fluctuating customer satisfaction levels, which in turn impact online ratings and repeat bookings. By investing in continuous training programs and performance-based incentives, the hotel can build a service culture that ensures consistency, responsiveness, and excellence in guest engagement. Research highlights that well-trained employees contribute significantly to improving customer perceptions and fostering long-term brand loyalty.
Additionally, the hotel’s digital strategy must be refined to enhance visibility and increase direct bookings. While the hotel has an established online presence, optimising search engine performance, leveraging social media engagement, and actively managing online reviews will improve its ability to attract new customers and reduce dependency on third-party booking platforms. Digital branding and personalised marketing strategies have become crucial in an industry where guest decisions are increasingly influenced by online research and recommendations.
Beyond service and branding improvements, infrastructure modernisation remains a critical factor in sustaining the hotel's four-star status. Guest feedback has consistently pointed to outdated rooms, inconsistent maintenance, and operational inefficiencies. A structured renovation plan, incorporating phased investments in room upgrades, facility improvements, and preventive maintenance, will enhance guest comfort, increase occupancy rates, and safeguard the hotel's reputation in a competitive market. Implementing AI-driven analytics for maintenance scheduling and guest preference tracking can further enhance efficiency and resource allocation.
Change management will play a crucial role in ensuring these strategic initiatives are successfully integrated. Resistance to change, whether from employees or operational inertia, can slow progress. By applying structured change management frameworks, such as Kotter’s 8-Step Model, the hotel can create a culture of adaptability, ensuring that staff, processes, and technology align seamlessly to support long-term success.
Therefore, Hotel Ramada by Wyndham Bucharest Parc has the potential to re-establish itself as a premier destination for both business and leisure travelers. By implementing these tailored recommendations, enhancing service quality, strengthening digital engagement, investing in infrastructure, and adopting data-supported decision-making, the hotel can significantly improve its market position. These initiatives will not only address immediate operational challenges but also establish a foundation for sustainable growth, higher guest satisfaction, and long-term financial resilience.
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bed was terrible! Shower also, vith moving parts, mold
on shower courtaint! Staff is not iling up coffee and
tee bags and bathroom! They left the changed sheet
on the floor! Staff very uniiendly, despite having
dinner for 6 evenings in the restaurant, very slow, even
cold meals serve
1 have asked for mustard one morning, an ider
waitress showed to mayonnaiss, | old is not, she
replied that itis, | tasted it n front of her and she stil
said *ls mayonnaise* :( Instead of just bringing some.

© Very goodjclose location to Romexpo. Free parking.
‘Spa. Excellent, very rare breakfast with vide and great
offer and uices! ATMn the lobby.

Sejurin octombrie 2022

J—

R st B o

© staff a the reception was rude and not customer
oriented. | mean clearly seem to be more than one
person working there with attitude issues (and believe
me | am not oversensitive) and seem is the fault of the.
manager supervising them. big difference to the other
location they have just around the corner.

il

© location is great if you have business. at Romexpo or
around...easy to get in...easy o get out of bucharest
parking was good and convenient

Sejur n octombrie 2022
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#0000
'WORST EXPERIENCE EVER
Pleose read if you want to avoid a trouma !

on2020

“This was my worst experience ever n o 4-tor hotel. For around
€100/ night this is wht you get:
aroom thot stinks ike an ashroy:
o shower that barely works with only 3 minutes of hot water:
a tollet thot gets blocked almost on a daly bosis:
Recdmore v

Doc 208

Hotelis quit ol.
Porbablyitwas nice hotel once upon a time.

ifyou are dsgusted from cockroaches, don't go o this hote.
They aro everywhers inthe lobby area.

I haventseen n the room, though.

There.

imerested,

w0 swimming pooi (ons open and one nside) i youare

Dotevisited Dec 201

Tiotoe  Business
o000

T e e e o e

Expensive horel with dirty rooms and
ing option to take shower”

T

© Mising accessories
No hot water
No water pressure and no abilty to take shower
People on reception was informed about tis problem but
nothing happened to solve the problem, the next day we.
said we want o eave and have our money back wait on
reception more than 1 hour loosing our time for answer,
missing manager o react on the case, instead of that a
security manager n a v clothes came waisting again
ourtime to offe us another room and more than 10 times
we ancwered we want toleave the hotel and dont want
10stayfor the second ight and want our money back
Disgusting dirty and low levelfor business room. Too
expensive for this conditon. | made photos and wait
support rom Baoking.com o have our money back. We
dictuse our night and ef the hotel.

Sejurin fanuarie 2025

Bad conditions.”

© 0ld accommodation and rooms. Not a double bed. No

Sejurn ulie 2022

Foarte prost

" Trimis de pe mobi.

© We didn't had any pressure on the water, the toilet
wasn't working properly and all the time the water was
continued to drop and it was very noisy. The breakfast
was very basic and al the hot food was in fact cold.
‘The electrical sockets were pulled out from the wall,
the TV had no Romanian channels and the quality of
the signal was very bad.

© Nothing
Sejurn ulie 2022
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©0000 Fob20z3 -
‘One of the worst 4 star hotels | have ever stayed atl!
Very bod experience!

This hotel i dfinitly not 4 stors. It should bo 2 o the most.. the.
foom was diry . the furnitures were od, dirty ond domaged. The

it conditioning was not working - extremely hot. the mattress was
fock hord something ke sieeping on cemen - making impossble

tosieep.. receplion staff very impoite ond not helpful at ol STAY
AWAY FROM THIS HOTELI!

#0000 suzoat -
Never agoin

The rooms are ckd and iy and ftr sing the tolet orthe st
ime i gotclogged. | sked twice for 0 b fied, nobody
bothered o came and i thi o1t was very hord  use the o,
Tha softwas ruce and they werert wiingto help you. The oy
good hing was thebreoktost.

e b o e e e N
e el et Rrenteoie ey
ey g s
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Worst hotel | ever stayed!it absolutely

terrible. the room was not completely

clean, the food at the restaurant is very”

S cutiore cepcs [ s |

© very noisy, medlocr food. ot completely cleaned,very
poor qualy senvices

© Nothing, was hrrible.

Sejurin decembrie 2024

mediocre and overpriced place”

B et |
¥ Comerscu 2 paart i suparonts

© old fashioned furniture
© relatively quite

Sejurin septembrie 2022

Dated rooms, uncomfortable beds"

Tosroomvan ey o h b sy
T o s

the standard is quite poor and it doesn't matches
Ramada's usual standards.

© Breakfast had enough choice, the Parc restaurant
terrace was nice.

‘Sojur in iulie 2022

osssiointsoveon o

0000 etz
Rude staff and thief

It the second e e left personal ems n the room, and when
call,they sy they did'find anything. Such o thingis
unacceptable under the conditionsn which | know o sure what |
leftanci where. A shame abou the location, especially for the
fitness oom ond spa. For these faciles | olways come to ths
hotel, but the staff makes me choose another location.

Doteisited Oct2024
Tiptpe | Couples

90000
Rooms are basic.
You're haf an hour ive from the centre and fyou want 0 use the
Pool you have to pay $25 for @ day poss. Staff not very rendly.
Rooms desperately noed updating. reakiast was very 50od
though [wos here for @ conferenc, and the venue s fine or that,
but | wouldint stoy here for  holidoy.

Dote isted Oct2023
Triptypo  Businoss

®0000

Very poor experience
1ound a very poor quelity per price rato. The price was huge for
this hote. | rally don't understand why this otel i fullith  rate
1200 ouro per foom per night It mels ko cigorette smoke n the.
room whichis quite small. There s only ol furniure, The servce s
also not as expected. | can only believe that ol the turists pay o
negociated price of 70 euro per night.Isthe most | would pay for @
stay here. | don't think s Going o be @ next e for me at this
hotelSorry

Readless ~

Dotoisited Moy 2019
Tiowoe  Business

Not going to visit this hotel again. Not fit
for family, very hot in the room, very loud
and very small rooms

© itis sold by Booking as Ramada Plaza but infact s the low
cost/lass Parc Hotel Bucuresti

© Th poot and the paking
Sehurinougust 2023

No words absolutely disgraceful”

R s B oo |

© EVERYTHING!

© Absolutely disgusting never have | ever felt so
disrespected in my lfe the manger at this place is
absolutely awful . 'm a very quiet person and went to
talk to staff about a double charge and rudely got
yelled at and abused. Not much more | can say 2
younger men were lovely and helpful but looked so
fearful of going back to tell mang:
1 was double charged for my booking which booking
Com had taken this out twice.

Sejur n iule 2023

Please avoid!!! Is horrible treatment for

the costumers!”

10

T pat quee

© Nothing, small room, breakfast with horrible and lazy
waitresses...reception desk without any interest for
the costumer.
1 don't recommend, are much better hotels in
Bucharest!
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