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The hospitality industry is a dynamic and competitive sector that requires constant adaptation to changing market conditions and customer expectations. ​ The Hilton Garden Inn Bucharest Airport, located in Bucharest, Romania, is a hotel known for its services in proximity to the international airport. ​ Despite its strategic location and modern amenities, the hotel is currently facing several significant challenges that threaten its competitive edge and operational efficiency. ​ This report, prepared by Professional Consulting UK Ltd, aims to provide a comprehensive analysis of these challenges and offer strategic recommendations to address them. ​
The primary issues identified include declining customer satisfaction, operational inefficiencies, competition from nearby hotels, the impact of the COVID-19 pandemic, technological advancements, and staff training and retention. ​ Each of these issues has a direct impact on the hotel's reputation, revenue, and overall performance. ​ To thoroughly analyze and address these issues, several strategic frameworks, including PESTEL, SWOT, and TOWS analyses, were employed. ​ These tools helped identify the root causes of the problems, evaluate the hotel's internal and external environment, and develop actionable recommendations. ​
Declining customer satisfaction is one of the most pressing issues faced by the Hilton Garden Inn Bucharest Airport. ​ Recent reviews on various travel platforms indicate that guests have expressed concerns about the quality of service, cleanliness of rooms, and the overall maintenance of the hotel. ​ Specific complaints include slow check-in processes, unresponsive staff, and inconsistencies in room cleanliness. ​ This decline in customer satisfaction is detrimental as it directly affects the hotel's reputation and repeat business. ​ To address this issue, the hotel must implement comprehensive staff training programs to improve service quality, streamline check-in processes with mobile check-in options, and establish strict housekeeping protocols to ensure consistently clean and well-maintained rooms. ​
Operational inefficiencies have also been identified as a critical issue. ​ The hotel is experiencing challenges in managing its resources effectively, leading to delays in service delivery and increased operational costs. ​ Reports of long wait times for room service and housekeeping, as well as issues with inventory management resulting in shortages of essential supplies, highlight the need for improved resource management. ​ Implementing an inventory management system and adopting technology solutions for room service and housekeeping requests will help reduce wait times and improve operational efficiency. ​
The Hilton Garden Inn Bucharest Airport faces stiff competition from other hotels in the vicinity, including international chains and local establishments. ​ Competitors are offering similar or better amenities at competitive prices, making it challenging for the Hilton Garden Inn to maintain its market share. ​ To differentiate itself from competitors, the hotel should leverage its strategic location by highlighting its proximity to Henri Coandă International Airport in marketing campaigns. ​ Additionally, introducing unique amenities and services, such as complimentary airport shuttle services and personalized concierge services, will set the hotel apart from its competitors and attract more guests.
The COVID-19 pandemic has had a profound impact on the hospitality industry, and Hilton Garden Inn Bucharest Airport is no exception. ​ Travel restrictions, reduced flight operations, and health concerns have led to a significant drop in occupancy rates. ​ The hotel has had to implement stringent health and safety protocols, which have increased operational costs. ​ Additionally, the uncertainty surrounding the pandemic has made it difficult to forecast demand and plan for the future. ​ Enhancing health and safety protocols and clearly communicating these measures to guests will reassure them of their safety during their stay, increasing guest confidence and satisfaction.
The rapid pace of technological advancements in the hospitality industry presents both opportunities and challenges for Hilton Garden Inn Bucharest Airport. ​ While technology can enhance guest experiences and streamline operations, the hotel has struggled to keep up with the latest trends. ​ Issues such as outdated booking systems, lack of mobile check-in options, and limited digital engagement with guests have put the hotel at a disadvantage compared to tech-savvy competitors. ​ Upgrading booking systems and implementing digital engagement strategies will enhance the guest experience and increase guest satisfaction.
Another significant issue is the training and retention of staff. ​ The hotel has faced difficulties in maintaining a well-trained and motivated workforce. ​ High staff turnover rates and inadequate training programs have resulted in inconsistent service quality. ​ Ensuring that staff are well-trained and engaged is crucial for delivering a high standard of service and maintaining customer satisfaction. ​ Developing comprehensive training programs that focus on customer service, operational efficiency, and technology adoption will ensure that staff are well-equipped to meet the demands of the industry. ​ Improving employee retention through competitive compensation packages, career development opportunities, and recognition programs will help retain top talent and maintain consistent service quality.
Implementing sustainability practices can attract environmentally conscious travelers and reduce operational costs. Adopting green initiatives, such as energy-efficient lighting, water-saving fixtures, and waste reduction programs, will enhance the hotel's reputation and appeal to eco-friendly guests. Pursuing certification as a green hotel will further solidify the hotel's commitment to sustainability.
To successfully implement these strategies, the Hilton Garden Inn Bucharest Airport must adopt a structured change management approach. ​ This involves establishing a change management team, conducting a change readiness assessment, developing a clear vision and objectives, creating a detailed implementation plan, engaging and communicating with stakeholders, providing training and support to staff, monitoring and evaluating progress, and celebrating successes.
In conclusion, by addressing the identified challenges through the recommended strategies and a robust change management approach, the Hilton Garden Inn Bucharest Airport can improve its performance and reputation. ​ This will enable the hotel to maintain its competitive edge, attract and retain guests, and achieve sustainable growth in the long term. ​ Through clear vision, effective communication, stakeholder engagement, and continuous monitoring, the hotel can navigate the complexities of the hospitality industry and secure its position as a leading accommodation provider near Henri Coandă International Airport. ​
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The hospitality industry is a dynamic and competitive sector that requires constant adaptation to changing market conditions and customer expectations. The Hilton Garden Inn Bucharest Airport located in Bucharest, Romania, is a hotel known for its services in the proximity of the international airport in Bucharest (Hilton, 2024a). The hotel provides leisure following an extensive journey and facilitates early departures for guests, situated directly across from Henri Coanda International Airport. The Tiriac Collection Automobile Museum and Therme Bucharest water park are located within five kilometres, while the city centre and Old Town are 19 kilometres away (Hilton, 2024a). Breakfast, lunch, and dinner are provided daily at their Wright Flyer restaurant, with room service available from 5 PM to 9 PM (Hilton, 2024a). The services include dining, fitness and recreation, business center, meeting rooms, concierge, EV charging, and free WiFi. The hotel provides a diverse array of accessibility features, excluding accessible pathways from the hotel’s public entrance to the spa and/or swimming pool, an accessible swimming pool, accessible transportation with prior notice, assistive listening devices for meetings upon request, closed captioning on televisions or decoders, valet-only parking and van-accessible parking in the self-parking area (Hilton, 2024a).
Despite its success, the hotel is currently facing a significant challenge that threatens its competitive edge and operational efficiency, regarding their on-line reputation based on customer reviews. For example, some guests have noted issues with the Hilton Garden Inn Bucharest Airport, including poor sleep, slippery bathrooms, rude personnel at reception, loud music, etc (Tripadvisor, 2020, 2024a, 2024b, 2024c). Furthermore, online evaluations indicate that the sidewalks leading to the airport are frequently inadequately paved and poorly maintained, making it challenging to manoeuvre bulky or heavy bags (Flyertalk, 2024). According to Expedia (2024), all 201 rooms have amenities including air conditioning, along with advantages such as complimentary WiFi and desk chairs. Guest reviews commend the cleanliness and overall comfort of the rooms at the resort. 
Additional amenities comprise bathrooms equipped with bathtubs or showers and complimentary toiletries, refrigerators, complimentary newborn cribs, and electric kettles (Expedia, 2024).

 

As a professional consultancy firm, Professional Consulting UK Ltd, we specialize in providing strategic solutions to hotels and hospitality businesses. Our team of experts is dedicated to helping clients navigate complex issues and implement effective change management strategies. ​ With a proven track record of success, we are well-equipped to assist Hilton Garden Inn Bucharest Airport in addressing its current problem and achieving sustainable growth.
The issue at hand involves addressing the issues reported by customers in their online reviews. This problem is critical as it impacts the hotel's reputation, revenue, and overall performance. ​ To thoroughly analyse and address this issue, we will employ several strategic frameworks, including PESTEL, SWOT, and TOWS analyses. These tools will help us identify the root causes of the problem, evaluate the hotel's internal and external environment, and develop actionable recommendations. ​
In this report, we will provide a comprehensive analysis of the identified issue, supported by relevant data and research. ​ Our goal is to offer Hilton Garden Inn Bucharest Airport a clear and practical roadmap for overcoming the challenge and enhancing its competitive position in the market. By leveraging our expertise in organizational consultancy and change management, we aim to deliver valuable insights and solutions that will drive the hotel's success in the long term. ​

[bookmark: _Toc182347987]Issues Faced by Hilton Garden Inn Bucharest Airport
The Hilton Garden Inn Bucharest Airport, located near Henri Coandă International Airport in Bucharest, Romania, is a key player in the hospitality industry, catering primarily to business travellers and tourists seeking convenient accommodation close to the airport (Hilton, 2024a). Despite its strategic location and modern amenities, the hotel is currently grappling with several significant issues that are impacting its performance and reputation (Tripadvisor, 2020, 2024a, 2024b, 2024c). ​
[bookmark: _Toc182347988]1. Declining Customer Satisfaction
One of the primary issues faced by Hilton Garden Inn Bucharest Airport is a decline in customer satisfaction. Recent reviews on various travel platforms indicate that guests have expressed concerns about the quality of service, cleanliness of rooms, and the overall maintenance of the hotel. Specific complaints include slow check-in processes, unresponsive staff, and inconsistencies in room cleanliness (Tripadvisor, 2020, 2024a, 2024b, 2024c). This decline in customer satisfaction is detrimental as it directly affects the hotel's reputation and repeat business. ​
[bookmark: _Toc182347989]2. Operational Inefficiencies
Operational inefficiencies have also been identified as a critical issue. The hotel is experiencing challenges in managing its resources effectively, leading to delays in service delivery and increased operational costs. For instance, there have been reports of long wait times for room service and housekeeping, as well as issues with inventory management that result in shortages of essential supplies (Tripadvisor, 2020, 2024a, 2024b, 2024c). These inefficiencies not only frustrate guests but also strain the hotel's financial resources.
[bookmark: _Toc182347990]3. Competition from Nearby Hotels
The Hilton Garden Inn Bucharest Airport faces stiff competition from other hotels in the vicinity, including international chains and local establishments (Agoda, 2024). Competitors are offering similar or better amenities at competitive prices, making it challenging for the Hilton Garden Inn to maintain its market share (Agoda, 2024). The hotel's inability to differentiate itself effectively from its competitors is a significant concern that needs to be addressed to attract and retain guests (Liat et al, 2017).
[bookmark: _Toc182347991]4. Impact of the COVID-19 Pandemic ​
The COVID-19 pandemic has had a profound impact on the hospitality industry, and Hilton Garden Inn Bucharest Airport is no exception (Aivaz and Micu, 2021). Travel restrictions, reduced flight operations, and health concerns have led to a significant drop in occupancy rates (Lee and Eom, 2024). The hotel has had to implement stringent health and safety protocols, which have increased operational costs. Additionally, the uncertainty surrounding the pandemic has made it difficult to forecast demand and plan for the future (Sharma et al., 2020).
[bookmark: _Toc182347992]5. Technological Advancements
The rapid pace of technological advancements in the hospitality industry presents both opportunities and challenges for Hilton Garden Inn Bucharest Airport (Buhalis et al., 2019). While technology can enhance guest experiences and streamline operations (Shin, Perdue, and Kang, 2019), the hotel has struggled to keep up with the latest trends. Issues such as outdated booking systems, lack of mobile check-in options, and limited digital engagement with guests have put the hotel at a disadvantage compared to tech-savvy competitors (Tan, 2021).
[bookmark: _Toc182347993]6. Staff Training and Retention
Another significant issue is the training and retention of staff. The hotel has faced difficulties in maintaining a well-trained and motivated workforce. High staff turnover rates and inadequate training programs have resulted in inconsistent service quality (Stamolampros et al., 2019). Ensuring that staff are well-trained and engaged is crucial for delivering a high standard of service and maintaining customer satisfaction (Luo, Wan, and Tai, 2019).
In summary, Hilton Garden Inn Bucharest Airport is currently facing a range of issues that are impacting its performance and reputation. Declining customer satisfaction, operational inefficiencies, competition from nearby hotels, the impact of the COVID-19 pandemic, challenges in keeping up with technological advancements, and staff training and retention are all critical areas that need to be addressed. By conducting a thorough analysis and implementing strategic recommendations, the hotel can overcome these challenges and enhance its competitive position in the market. ​
[bookmark: _Toc182347994]PESTEL Analysis for Hilton Garden Inn Bucharest Airport
The Hilton Garden Inn Bucharest Airport must contend with several political factors, including adherence to local and national legislation such as health and safety requirements, labour laws, and environmental rules. The political stability of Romania is crucial, as it influences tourism and business travel, thus affecting hotel occupancy rates. 
The hotel's economic performance is impacted by Romania's economic stability, which in turn impacts the disposable income and travel budgets of prospective customers. Variations in currency rates can affect the purchasing power of international travellers, whereas escalating inflation rates might elevate operating costs and affect pricing tactics. 
Social considerations are crucial, as evolving customer preferences for sustainable and health-oriented travel can influence the hotel's services and amenities. The hotel serves a varied clientele of business travellers and tourists, requiring an extensive array of services to accommodate varying needs. Furthermore, comprehending local and global cultural trends is crucial for customising services to meet guest expectations. 
The hotel must remain current with technological innovations, including smartphone check-in, digital concierge services, and sophisticated booking systems to improve the guest experience. Efficient online reputation management, utilising technology to oversee and address online reviews, is essential for preserving a favourable reputation. 
Environmental issues encompass the use of sustainable techniques to appeal to eco-conscious travellers and minimise operational expenses. The hotel must also adjust to the effects of climate change, including severe weather events, to uphold consistent service standards. 
The hotel is legally obligated to adhere to local and international legislation, including data protection standards such as GDPR. Compliance with health and safety laws, particularly during the COVID-19 epidemic, is essential for safeguarding the well-being of both guests and workers. 
By analysing these PESTEL elements, Hilton Garden Inn Bucharest Airport may formulate strategies to alleviate risks and leverage opportunities within the evolving hospitality sector. 
[bookmark: _Toc182347995]SWOT Analysis
The Hilton Garden Inn Bucharest Airport possesses various advantages, notably its advantageous proximity to Henri Coandă International Airport, rendering it ideal for both business travellers and holidaymakers. The hotel provides contemporary amenities including eating options, health and recreational facilities, a business centre, meeting spaces, concierge services, EV charging, and complimentary WiFi, hence enhancing the guest experience. The hotel's reputation for cleanliness and overall comfort, as highlighted in guest reviews, is a considerable benefit. 
Nonetheless, the motel encounters various deficiencies. Decreasing client satisfaction resulting from factors such as protracted check-in procedures, unresponsive personnel, and irregularities in room cleanliness adversely affects its reputation. Operational inefficiencies, such as prolonged wait times for room service and housekeeping, together with inventory management challenges, exacerbate the hotel's resource constraints. The absence of accessible routes and other accessibility amenities may pose a disadvantage for guests with disabilities. 
The Hilton Garden Inn Bucharest Airport can capitalise on technological improvements to improve guest experiences and optimise operations. Integrating mobile check-in choices, digital concierge services, and sophisticated booking systems help distinguish the hotel from its competition. Furthermore, implementing sustainable measures might appeal to environmentally aware travellers and decrease operational expenses. The hotel may use the resurgence of the tourism industry following COVID-19 by employing efficient marketing methods to attract both business and leisure travellers. 
The hotel confronts multiple risks, including intense competition from neighbouring establishments providing comparable or superior amenities at competitive rates. The COVID-19 epidemic has resulted in diminished occupancy rates and heightened operational expenses due to rigorous health and safety regulations. The swift progression of technology breakthroughs is a problem, necessitating the hotel to always update its systems to maintain competitiveness. Elevated employee turnover rates and insufficient training programs jeopardise the maintenance of consistent service quality. 
Through a comprehensive SWOT analysis, Hilton Garden Inn Bucharest Airport may formulate strategies to exploit its strengths, rectify its weaknesses, seize opportunities, and alleviate threats to improve its competitive standing in the market. 

[bookmark: _Toc182347996]TOWS Analysis
To tackle the problems and capitalise on the possibilities revealed in the SWOT analysis, the Hilton Garden Inn Bucharest Airport can utilise a TOWS analysis to formulate strategic actions. 
By using its strengths and prospects, the hotel may improve its strategic location and contemporary amenities to attract more environmentally concerned travellers through the implementation of sustainability initiatives. The hotel can implement green measures, including energy-efficient lighting, water-conserving fixtures, and waste reduction programs, to attract eco-conscious customers and lower operational expenses. Furthermore, capitalising on its reputation for cleanliness and comfort, the hotel should promote these qualities more vigorously to entice post-COVID-19 travellers in need of safe and hygienic lodgings. 
The hotel can enhance operational efficiencies and customer satisfaction by investing in technological improvements to exploit opportunities and mitigate limitations. Implementing mobile check-in choices, digital concierge services, and sophisticated booking systems can enhance operational efficiency and minimise visitor wait times. Improving staff training programs to guarantee uniform service quality can help resolve problems associated with unresponsive personnel and discrepancies in room cleanliness. By implementing these technology and training programs, the hotel may enhance guest experiences and operational efficiency. 
To offset threats by utilising strengths, the hotel can distinguish itself from competitors by highlighting its strategic position and extensive amenities. Marketing campaigns might emphasise the ease of proximity to the airport and the availability of amenities such as dining, fitness, and business facilities. Furthermore, the hotel should emphasise upholding superior standards of cleanliness and comfort to appeal to clients that prioritise these elements. By highlighting these characteristics, the hotel can draw and maintain guests in a competitive environment. 
To address shortcomings and manage threats, the hotel can adopt extensive staff training and retention initiatives to decrease high turnover rates and assure constant service quality. Investing in employee development and fostering a healthy work environment can enhance worker morale and performance, resulting in improved guest experiences. Furthermore, the hotel can perpetually enhance its technical infrastructure to remain competitive and satisfy the advancing demands of tech-savvy guests. Adhering to health and safety laws can also alleviate the effects of the COVID-19 epidemic and instill confidence in guests regarding their safety. 
Through a TOWS analysis, the Hilton Garden Inn Bucharest Airport can formulate concrete initiatives to strengthen its competitive stance, optimise operational efficiency, and provide outstanding guest experiences. 

[bookmark: _Toc182347997]Recommendations and Change Management Approach for Hilton Garden Inn Bucharest Airport

The Hilton Garden Inn Bucharest Airport encounters various problems that affect its performance and reputation. Factors encompass diminishing client satisfaction, operational inefficiencies, rivalry from adjacent hotels, the repercussions of the COVID-19 pandemic, technological progress, and challenges in staff training and retention. To tackle these difficulties and improve its competitive standing, the hotel must adopt strategic advice and a comprehensive change management strategy. 

[bookmark: _Toc182347998]Recommendations

To augment customer satisfaction, the hotel should prioritise the enhancement of service quality through the implementation of extensive training programs for personnel. These programs must guarantee that personnel are adequately prepared to deliver outstanding service, emphasising customer service competencies, problem-solving abilities, and proficient communication. Consistent evaluations of employee performance and feedback will uphold elevated service standards. The hotel should optimise check-in procedures by implementing mobile check-in options to minimise wait times and improve the guest experience. Ensuring appropriate staffing at the front desk during peak hours will facilitate efficient management of guest influx. Ensuring room cleanliness is essential, and the hotel must implement stringent housekeeping practices to guarantee that rooms are consistently clean and well-maintained. Routine inspections will facilitate the timely identification and resolution of cleaning concerns. 
Rectifying operational inefficiencies is another vital domain. The hotel ought to enhance resource management by adopting an inventory management system to efficiently monitor and control supplies. This will guarantee that critical commodities are consistently available, preventing shortages and delays in service provision. Improving room service and housekeeping operations can be accomplished by implementing technological solutions that enable visitors to request services through mobile applications, hence decreasing wait times and enhancing overall efficiency. 
The hotel should distinguish itself from competition by emphasising its advantageous location near Henri Coandă International Airport in marketing initiatives. Highlighting the convenience of hotel accommodations for business travellers and visitors with early departures or late arrivals might enhance guest attraction. Providing distinctive amenities and services that differentiate the hotel from its competitors is crucial. The hotel could implement complementary airport shuttle services, unique access to local attractions, or personalised concierge services. 
Adapting to technological innovations is essential for maintaining competitiveness. The hotel ought to enhance its booking systems by investing in sophisticated solutions that provide smooth connection with online travel agencies and direct booking platforms. Facilitating a user-friendly and efficient booking procedure will improve the guest experience. The hotel should adopt digital engagement techniques by implementing mobile applications that enable visitors to check in, request services, and submit comments. Leveraging social media platforms to interact with visitors and advertise the hotel's amenities can augment digital engagement. 
Improving employee training and retention is essential for upholding superior service standards. The hotel must establish extensive training programs emphasising customer service, operational efficiency, and technology integration. Fostering staff proficiency in current industry trends and best practices will enhance service quality. Enhancing employee retention can be accomplished by cultivating a positive work environment that promotes employee happiness and allegiance. Providing competitive remuneration, professional development opportunities, and recognition initiatives will aid in retaining premier personnel. 
Adopting sustainable techniques can appeal to eco-conscious travellers and diminish operational expenses. The hotel ought to use environmentally sustainable practices, including energy-efficient lighting, water-conserving fixtures, and waste minimisation programs. Advocating for these efforts in marketing campaigns can elevate the hotel's reputation. Obtaining certification as a green hotel will augment the establishment's attractiveness to environmentally conscious patrons. 
Improving health and safety measures is crucial in the post-COVID-19 period. The hotel must enforce rigorous health and safety policies to safeguard guests and staff, consistently revising these measures in accordance with the most recent directives from health authorities. Effectively conveying the hotel's health and safety protocols to visitors across several platforms, such as the hotel's website, social media, and in-room materials, will instill confidence in their safety during their stay. 

[bookmark: _Toc182347999]Change Management Approach ​

To effectively execute the proposed objectives, the Hilton Garden Inn Bucharest Airport must embrace a systematic change management methodology.  This methodology encompasses numerous essential steps.
The hotel should form a change management team consisting of representatives from management, operations, marketing, and human resources. This team will oversee the implementation of the proposed tactics and ensure alignment with the hotel's overarching objectives.
The hotel ought to perform a change readiness assessment to review the prevailing organisational culture, employee attitudes, and present practices. Recognising potential obstacles to change and devising methods to mitigate them will customise the change management strategy to the hotel's particular requirements. 
Establishing a specific vision and objectives is essential for directing the change process. The hotel must articulate a distinct vision for its future and set concrete, measurable, attainable, relevant, and time-bound (SMART) objectives that correspond with the proposed methods. Conveying this vision and objectives to all stakeholders will guarantee a mutual comprehension and dedication to the change process.
Formulating a comprehensive implementation plan is crucial for realising the proposed ideas. This strategy must delineate the necessary processes, encompassing dates, resource distribution, and key performance indicators (KPIs) for assessing success. Delegating responsibilities to team members and maintaining accountability for each task will facilitate adherence to the implementation schedule.
Engaging and connecting with stakeholders is essential for securing their support and endorsement of change projects. The hotel must interact with all stakeholders, including employees, guests, and partners, to convey the advantages of the changes and mitigate any concerns or opposition. Utilising several communication channels, including meetings, newsletters, and social media, will ensure stakeholders remain informed and engaged throughout the transformation process.
Delivering training and assistance to personnel is essential for equipping them with the requisite skills and knowledge to adjust to the changes.  The hotel ought to provide training on emerging technology, customer service methodologies, and operational protocols.  Offering continuous support and tools will assist staff in navigating the shift effectively.
Assessing and appraising progress is crucial for guaranteeing the efficacy of change programs. The hotel must consistently monitor and evaluate progress utilising the set KPIs, holding frequent reviews to assess the efficacy of the strategy and implement any revisions. Collecting input from employees and patrons will facilitate the identification of improvement areas and guarantee the ongoing enhancement of the hotel's operations and services.
Commemorating milestones and acknowledging accomplishments during the transition process will sustain momentum and motivation. The hotel ought to commemorate milestones and achievements, acknowledging and honouring personnel contributions to the effective execution of strategies. This acknowledgement will bolster constructive behaviours and promote sustained dedication to the hotel's objectives.
In conclusion, Hilton Garden Inn Bucharest Airport has multiple issues necessitating strategic intervention and a comprehensive change management strategy.  By executing the proposed strategies to augment customer satisfaction, rectify operational inefficiencies, distinguish from competitors, adapt to technological innovations, improve staff training and retention, adopt sustainability practices, and bolster health and safety protocols, the hotel can elevate its performance and reputation.  Implementing a systematic change management strategy will guarantee the effective execution of these initiatives and promote the hotel's sustained success.  By employing clear vision, effective communication, stakeholder engagement, and ongoing monitoring, the Hilton Garden Inn Bucharest Airport can adeptly manoeuvre the intricacies of the hospitality sector and attain sustainable growth. 










[bookmark: _Toc182348000]Action Plan for Hilton Garden Inn Bucharest Airport ​
	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost

	Declining Customer Satisfaction ​
	Implement comprehensive staff training programs ​
	Improved service quality and increased customer satisfaction ​
	3 months
	$10,000

	
	Streamline check-in processes with mobile check-in options ​
	Reduced wait times and enhanced guest experience ​
	2 months
	$5,000

	
	Establish strict housekeeping protocols and regular inspections ​
	Consistently clean and well-maintained rooms ​
	1 month
	$3,000

	Operational Inefficiencies
	Implement an inventory management system
	Effective resource management and reduced service delays ​
	4 months
	$8,000

	
	Adopt technology solutions for room service and housekeeping requests
	Reduced wait times and improved operational efficiency
	3 months
	$7,000

	Competition from Nearby Hotels ​
	Highlight proximity to Henri Coandă International Airport in marketing ​
	Increased guest attraction due to strategic location ​
	2 months
	$5,000

	
	Introduce unique amenities and services ​
	Differentiation from competitors and enhanced guest experience ​
	6 months
	$15,000

	Technological Advancements
	Upgrade booking systems ​
	Seamless booking process and enhanced guest experience
	5 months
	$20,000

	
	Implement digital engagement strategies
	Increased guest engagement and satisfaction
	4 months
	$10,000

	Staff Training and Retention ​
	Develop comprehensive training programs ​
	Well-trained staff and improved service quality ​
	3 months
	$12,000

	
	Improve employee retention through competitive compensation and recognition
	Reduced staff turnover and increased employee satisfaction
	6 months
	$18,000

	Sustainability Practices
	Adopt green initiatives
	Attraction of environmentally conscious travellers and reduced operational costs
	6 months
	$10,000

	
	Pursue certification as a green hotel
	Enhanced reputation and appeal to eco-friendly guests
	8 months
	$5,000

	Health and Safety Protocols ​
	Implement stringent health and safety protocols ​
	Protection of guests and staff, and reassurance of safety ​
	1 month
	$3,000

	
	Communicate health and safety measures clearly
	Increased guest confidence and satisfaction
	1 month
	$2,000


Total Estimated Cost: $133,000
This action plan delineates the issues encountered by Hilton Garden Inn Bucharest Airport, the suggested remedies, the anticipated results, the timeline for execution, and the projected expenses. This systematic methodology will assist the hotel in planning and executing the proposed solutions and strategies efficiently. 



[bookmark: _Toc182348001]Conclusion
The Hilton Garden Inn Bucharest Airport is presently encountering numerous issues that are affecting its performance and reputation.  The obstacles encompass diminishing customer satisfaction, operational inefficiencies, fierce rivalry from proximate hotels, residual impacts of the COVID-19 epidemic, swift technology progress, and concerns regarding staff training and retention.  Resolving these difficulties is essential for the hotel to preserve its competitive advantage and attain sustainable growth in the evolving hospitality sector. 
To augment customer pleasure, the hotel must prioritise the enhancement of service quality via extensive staff training initiatives.  These programs must furnish staff with the requisite skills to deliver outstanding service, guaranteeing that customers enjoy a favourable encounter from check-in to check-out.  Optimising check-in procedures with mobile alternatives and upholding rigorous housekeeping standards would significantly improve visitor satisfaction.
Operational inefficiencies can be mitigated by enhancing resource management via the adoption of an inventory management system. This will guarantee that vital supplies are consistently available, minimising delays in service provision.  Implementing technological solutions for room service and housekeeping requests would enhance operational efficiency, decrease wait times, and improve the overall guest experience.
To distinguish itself from rivals, the Hilton Garden Inn Bucharest Airport could capitalise on its strategic location by emphasising its nearness to Henri Coandă International Airport in marketing initiatives.  Providing distinctive amenities and services, including complimentary airport shuttle and personalised concierge services, will differentiate the hotel from its competition and draw more guests.
Adapting to technology changes is essential for maintaining competitiveness in the hospitality sector.  Enhancing booking systems and executing digital interaction tactics will improve the guest experience and elevate guest satisfaction. Mobile applications enabling guests to check in, request services, and offer feedback, along with proactive engagement on social media platforms, will enhance digital interaction and cultivate a more robust connection with guests. 
Improving employee training and retention is essential for upholding superior service standards.  Creating extensive training programs centred on customer service, operational efficiency, and technology integration can guarantee that personnel are adequately prepared to fulfil industry demands.  Enhancing staff retention via competitive salary, career advancement opportunities, and recognition initiatives will aid in retaining top people and ensuring constant service quality.
Adopting sustainability standards can draw environmentally aware travellers and decrease operational expenses. Implementing sustainable efforts, such energy-efficient lighting, water-conserving fixtures, and waste minimisation programs, will bolster the hotel's reputation and attract environmentally conscious customers. Obtaining certification as a green hotel will reinforce the establishment's dedication to sustainability.
Improving health and safety measures is crucial in the post-COVID-19 period. Enforcing rigorous health and safety protocols and effectively conveying these protocols to visitors will enhance their sense of security during their stay, hence boosting guest confidence and happiness.
To effectively execute these initiatives, the Hilton Garden Inn Bucharest Airport must embrace a systematic change management methodology.  This entails forming a change management team, performing a change readiness assessment, articulating a clear vision and objectives, devising a comprehensive implementation plan, engaging and communicating with stakeholders, offering training and support to personnel, monitoring and evaluating progress, and acknowledging successes.
By tackling the identified difficulties with the proposed strategies and a comprehensive change management strategy, the Hilton Garden Inn Bucharest Airport may enhance its performance and reputation.  This will allow the hotel to preserve its competitive advantage, attract and retain clientele, and attain sustainable growth over the long run.  By employing clear vision, excellent communication, stakeholder engagement, and ongoing monitoring, the hotel may adeptly manoeuvre the intricacies of the hospitality sector and establish itself as a premier accommodation provider near Henri Coandă International Airport.


Gratitude Acknowledgement

Esteemed Hilton Garden Inn Bucharest Airport Team, 
On behalf of Professional Consulting UK Ltd, I want to express our sincere appreciation for the opportunity to collaborate with your distinguished hotel. Collaborating with your team to improve guest experience and operational efficiency at Hilton Garden Inn Bucharest Airport has been a delight.
We value the confidence you have shown in our consultancy services and the transparency with which you have disclosed information about your operations. Your dedication to excellence and openness to change are highly admirable.
We are assured that the strategic recommendations in our report will effectively tackle the highlighted obstacles and facilitate sustainable growth and success. We anticipate observing the beneficial effects of these activities on your hotel's performance and reputation. Thank you for your collaboration and assistance during this project. We extend our best wishes for the ongoing success of Hilton Garden Inn Bucharest Airport and anticipate potential future collaborations.
Kind regards,
Constantin Bogdan Rusu
Professional Consulting UK Limited 
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