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[bookmark: _Toc182324583]Executive Summary
This consultancy report aims to give the Hampton by Hilton Iasi situated in Iasi, Romania picture of the major operational issues impacting it in the current times. The hotel has several operational challenges that hinder its performance. For instance, poor customer treatment, long time taken to register a customer, few services provisioned and bad reputation because of bad publicity. These problems are a matter of concern on the hotel level because they influence brand identity, customers’ experience as well as revenue. This report will outline the causes of these issues and offer operational and strategic suggestions to recover a hotel from inefficiency and lack of competitiveness in the market.
Problem Identification
· Customer Service: The hotel has recorded various complaints, especially about the unfriendly conduct of the workers. Some guests have complained about the poor decorum displayed by workers implying that this has affected the quality of service delivered to the guests.
· Check-in Process: One of the most pressing problems is long waiting times during the registration process the guests of the hotel spend considerable time in the queue affecting the initial overall impression. This inefficiency in check-in is mainly because of the property management system, and lack of staff during the peak time (Koh and Hassim, 2021).
· Limited Services: The hotel lacks many facilities and services, with guests’ complaints alleging that the characteristics of the rooms are not as fancy and comfortable as those of a 5-star hotel. 
· Online Reputation: Some customers have reported some of the following complaints as follows, customers have page-posted some of these complaints on social media and booking sites as below. This has affected the online reputation and therefore the reputation when it comes to third-party bookings and trust from the customers (Wu and Zhao, 2023).
· Financial Performance: Such operational losses and guest frustrations have brought down the occupancy, revenue and returned clientele. The public is a major challenge to the hotel’s operations because few people are checking in as guests and booking services, therefore, reducing profitability (Hamadziripi, 2023).


Findings
· Customer Complaints: Several checks noted staff as being impolite and unaccommodating, slow check-in, and outdated facility features in the rooms (Song et al., 2024). These are the core areas that cause dissatisfaction as indicated in the study.
· Operational Inefficiencies: This traditional PMS system is a chief cause of the slow check-in rate, and this leaves the guests waiting for hours (Khan, 2024). One of the problems that worsen this situation is the absence of a centralized system to address room allocation.
· Service Gaps: Lack of accommodating accommodation facilities such as the arrangement of a full-service restaurant and inadequate complimentary equipment such as refrigerators and contemporary furniture are frequently stated in clients’ commentaries as detrimental factors (Candra et al., 2023).
Analysis
The problems that Hampton by Hilton Iasi has are attributed to three issues, namely, insufficient training of employees, technological deficiency, and poor investment in customer equipment (Kasap et al., 2024). It shows that customer dissatisfaction with the hotel services has contributed to a high rate of negative feedback that has inclined many potential guests resulting in reduced occupancy levels. Moreover, operational issues also make the consumption of resources inefficient and increase operating costs, which deteriorates profitability (Hamadziripi, 2023). A PESTEL analysis revealed several external factors that are contributing to the hotel’s challenges:
· Political: Laws governing employment and safety measures have made operations more difficult due to three main constraints, increased staff costs and strict safety regulations (Farrell, 2024). These are industry problems not restricted to the hotel.
· Economic: Due to economic fluctuations and high inflation rates, the public has little disposable income hence the high cases of no-shows (Davis et al., 2024). However, the hotel can improve the guests’ experience and promotion methods, and thereby attract more guests despite a regrettable situation in the field of the economy.
· Social: Consumers have become choosy and expect hoteliers to deliver good services, well-equipped facilities, and standard operating procedures (Candra et al., 2023). This has resulted in customer storming and poor ratings because the expectations have not been met.
· Technological: A major problem that hinders efficient working is the old project management system. The extension of this system would enhance the processes’ structure and enhance guest experiences throughout the check-in performances (Khan, 2024).
· Environmental: Environmental issues are gaining more and more attention from tourists and guests. In its status, the hotel in concern has this area as potential for improvement for better environmental practices that can be privileged for a competitive edge.
· Legal: Data protection and safety regulations are an important issue, and they need to be improved by enhancing security systems and training employees (Shehawy et al., 2024).
Recommendations
· Staff Training: Establish extensive staff training including issues pertaining to customers, communication, and business etiquette (Hamadziripi, 2023). This will stop the case of rude staff and augment pleasant and pleasurable guest interpersonal communication.
· Upgrade the PMS: The new and improved property management system will encourage guests to check in with less wait time and more effective room arrangements (Fagyas and Datta, 2023). This will develop operational efficiency and the satisfaction level of the guests.
· Enhance Room Amenities: Make guest rooms more comfortable and up to date with more modern furniture and equipment within the rooms (Hamadziripi, 2023). This also entails installing more refrigerators, higher-quality beds and new interior décor.
· Marketing and Reputation Management: This should be followed by a marketing crusade aimed at fixing the hotel’s online reputation. Put in place the reputation management to concurrently engage such as complaints and criticism by the guests.
· Introduce Sustainable Practices: Feature environmentally friendly features such as conservation power and water, and a recycling system which would appeal to customers with conscience (Chang et al., 2024).
Conclusion
The detailed examination of the challenges in Hampton by Hilton Iasi has been done, and the report has made suggestions about the way forward. Through bettering staff service, technology, and quality and appearance of rooms and other facilities, through concentrating on sustainability, as well as on managing the hotel’s reputation, it can become better than its competitors, customers can be made happier, and thus, profitability can be increased.
[bookmark: _Toc182324584]Introduction
The purpose of this report is to assess the working problems of the Hampton by Hilton Iasi hotel at St. Anastasie Panu 26, Iasi, Romania. The hotel which has previously been a branch of the global Hilton chain provides contemporary conveniences and cosy rooms for business or recreational guests. While Hampton by Hilton Iasi is in a strategic position in a vibrant city, Iasi which is famous for its history and business faculties, the organization has been receiving ominous reviews concerning service delivery, customer satisfaction, and organizational productivity (Hampton by Hilton, 2024). From customers’ feedback, important concerns that will be explored in this report include guest dissatisfaction concerning untidy rooms, unfriendly staff, development flaws with rooms, staff members entering guests’ rooms unauthorized, and lack of sufficient in-house amenities. These issues have brought declines in the level of satisfaction of guests; hence the company’s reputation and profitability are affected.
Robyly Consultancy is a consultancy firm specializing in hospitality management. The consultancy firm is located at 1 The Cobalt Centre Siskin Parkway East, Middlemarch Business Park, Coventry, CV3 4PE has been hired to advise on these constant problems affecting hospitality management. Being specialized in the hospitality sector Robyly Consultancy has all the knowledge that is needed for proposing measures which will result in increasing operations efficiency, service quality and guests’ satisfaction. The team remains committed to improving the reputation, effectiveness and customer loyalty of companies including Hampton by Hilton Iasi.
The problems highlighted in this report are familiar to the hospitality industry as guests demand much from accommodations, and competitors are always eager to grab the attention of guests. The problems experienced by Hampton by Hilton Iasi in its operations can be grouped into several pointers that include service delivery issues, employees’ concerns, and facility management issues (Kumar et al., 2024). Failure to address these challenges might affect the hotel’s market share, and the retention of the customers, apart from getting a bad reputation from the customers it might even result in a weaker financial position.
These business frameworks and theories will be used in depth in this report to properly address the issues mentioned above. First, one of the major frameworks to be implemented is PESTEL to carry out the external analysis of factors that may affect the hotel's operational environment include awareness of these external factors will be useful for the consultancy firm to define possible tactics which might possibly endanger or, on the contrary, enhance the operational results of the hotel (Serdyuk, 2023).
Besides, the current research will incorporate the SWOT analysis to assess the internal and external environment of Hampton by Hilton Iasi. The analysis of the hotel’s internal environment will allow us to identify the hotel’s strengths and weaknesses (Sterbova, 2024). It will also help to understand how the hotel should position its product in the hospitality market by utilizing its strong points and moving on to the weak ones.
Finally, TOWS analysis will help to establish strategic recommendations considering SWOT results. The TOWS matrix assists in matching the hotel’s internal strengths and weaknesses with external opportunities and threats with the aim of coming up with appropriate strategies that can be used to enhance the effectiveness of operations and guest satisfaction as much as possible, based on this information, the consultancy firm can provide workable solutions (Alim et al., 2024). Therefore, this report will summarise the challenges for Hampton by Hilton Iasi and suggest the appropriate action plans to tackle those difficulties. Through the application of the suitable theories and Robyly Consultancy, the hotel will be in a better position to deliver outstanding services hence increasing the customer base in the relevant market in Iasi.
[bookmark: _Toc182324585]Analysis
Some important operational challenges in Hampton by Hilton Iasi have been revealed based on the recent customers’ reviews on Booking.com. Specific concerns accommodated to encompass include lack of readiness in rooms, staff politeness, maintenance complications, and facility features.
Room preparation and Late arrival: Various guests complained about the state of rooms when arrived claiming that they had to wait longer or even such caretakers ignored their requests for help (Hampton by Hilton Iasi, 2024). As Tolmachova (customer) observed in a review seen in September 2024, this time lag also occasioned impatience that lowered guest satisfaction. Delays in check-ins and service delivery regarding rooms play a vital role in customer dissatisfaction which generates delays in check-ins results in negative comments and customer attrition (Ijomah et al., 2024). Lack of room readiness is a contributing factor to guests’ experience and organization of a hotel. [Evidence attached below]
[image: ]
Figure 1: Customer Reviews on Hotel
(Source: Hampton by Hilton Iasi, 2024)
Some customers complained that the staff was unresponsive or even rude to them several times. Ion (customer) in Sep 2023 left 2.0 review, where he commented on an unsolved shower problem even though the staff reassured it would be fixed (Hampton by Hilton Iasi, 2024). Unbecoming conduct by the hotel’s staff affects the image of the hotel since customers air their sentiments in forums such as the booking.com where people go to get first-hand information about the hotel. Low quality interrupts the flow and sight for future opportunities in business, thereby reducing sales and customer retention. [Evidence attached above]
Maintenance Issues: The hotels have also received numerous complaints of facilities that were not working well, for instance, showering system which remained ineffective for a long time to be fixed effectively causing desperation among the guests (Huang et al., 2022). Observations for example Jade’s a Nov 2022 review of the hotel drops the curtain on another aspect of security and management in terms of maintenance. These operational failures critically end up damaging the reputation of the hotel and adversely affects long run gains. [Evidence attached above]
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	Factor
	Impact on Hotel

	Political
	Political factors play a huge role in the operation of the hospitality industry looking at the aspect of policy and stability of the local, regional, or national government. Reporting to local jurisdiction and regulations that pertain to health and safety as well as staffing of workers. It also remained vulnerable to a range of unforeseeable developments in business conditions - tax policies, health rules and employment legislation might boost overheads or aggravate recruitment (Rahman, 2023). This can impact its operating margin as well as profitability of the hotel business sometimes, depending on the continual variations in demand for a specific type of hotel. As it has been discussed, being relevant to the Romanian legislation and being compliant with the requirements of the European Union health and safety legislation, are vitally important for Hampton by Hilton Iasi (NAE, 2023).

	Economic
	The instability in the economy and cases of high inflation rates are very vital to hotels. With less household expenditure per head or hike in other basic needs, probable visitors may not be tempted to check in each accommodation and hence low occupancy is noted. Consequently, Hampton by Hilton Iasi may record low sales for a period when the market condition is weak or in a recession (Chiosea and Hațegan, 2023). On the other hand, there could be economic development noted by enhanced visitors’ arrival and improved hotel business income (STUPARIU et al., 2023). The hotel should adopt strategic pricing and cost management to achieve and maintain economic profitability in the face of economic changes.

	Social
	The industry is known to be highly sensitive to changes in customer requirements. As the population increases so does the demand for good service, registration, and better experiences push customers to demand better accommodation. Market trends show that guests have become rather picky about the choice of their accommodations, with a focus on individual attention and convenient check-in (Abrudan et al., 2020). If these expectations are not met, then it could end up in poor reviews which are very harmful to the hotel. This situation makes it necessary for Hampton by Hilton Iasi to develop a consistent improvement of the organizational standards of service delivery, reception, and release of guests as well as their satisfaction with the purpose of increasing more positive patronage (Pimić et al., 2024).

	Technological
	The innovation in technological sector remains a profound opportunity to the hotel industry to enhance the commendation of delivery and clarification of operation. Computerized property management systems (PMS) can reduce check-in time, facilitate room assignment, and much more to respond to the complex needs of the hotel business (Khan, 2024). On the same note, supplementary solutions such as mobile check-in, Smart keys, Smart room solutions might improve guest’s satisfaction by providing them additional enjoyable conveniences and standards. It is crucial for Hampton by Hilton Iasi that the adoption of these technological solutions will increase productivity and decrease guests’ waiting time (Sudhakar et al., 2024). Inability to adopt such technologies was likely to lead to inefficiency and reduced competitiveness in the marketplace driven by increased embrace of online business.

	Environmental
	Application of energy conservation measures, waste minimization measures as well as green features as part of the measures to implement the environmentally sustainable facility operations. However, these efforts imply certain risks by the fact that the usage of environmentally friendly technologies and solutions might rise the first expenses (Karvounidi et al., 2024). Hence while adopting these policies may be costly, it forms a sure selling factor for any customer who is concerned about the impacts of their activities on the environment. To enhance its market competitiveness, Hampton by Hilton Iasi should highlight the following aspects to its customers.

	Legal
	Legal environment is critical in the hospitality industry since data protection laws, safety regulations, and labor laws are vital to hotels. Failure to adhere to the law like GDPR is important to protect user data and to avoid penalties. Furthermore, guests’ security is top-notch, and failure to meet such standards could lead to legal consequences, a decline in the facility’s reputation or fines (Ali et al., 2021). Therefore, there is a need to invest in enhanced safety and protection from various intrusions, staff education on various measures they can take to ensure safety of their accounts and the firm’s accounts, as well as enhancing the protection of data (Florido-Benítez, 2024). In the case of Hampton by Hilton Iasi public reporting can act in the interest of the hotel by knowing and adhering to all legal requirements as failure to which will attract fines hence hampering the growth of the hotel.
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	Factor
	Descriptions
	Details

	Strength
	Geographical accessibility in Iasi, well-established brand image, which appeals to all types of guests with well-equipped infrastructures.
	This puts the hotel in a strategic position regarding tourist and business attractions, guests are attracted by a hotel’s brand and rooms are clean (Croitoru et al., 2024).

	Weakness
	Problems with preparedness of the rooms, organizational behaviour, problems with the provisions (there were no fridges, the mattresses were very bad).
	Poor guests’ responses regarding operation issues, service and accommodations’ facilities (ZONGA, 2024).

	Opportunities
	Expanding tourism, enhancing technologies, and the system for sustainability related to Iasi.
	The hotel can benefit from more tourists visiting the area, advance operational procedures with technology, and increase environmental conservation (Gordan et al., 2024).

	Threats
	Heating local competition, economic volatility, the presence of negative feedback.
	The threat which threatens its operations includes competition from other local hotels and may be impacted on by economic conditions which in turn cause slow business due to low travel (Bacter et al., 2024).
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	TOWS Factors
	Action

	Strengths + Opportunities (SO)
	· Enhance Brand Reputation through Technological Upgrades: Hilton has a good brand image and most of its facilities are well equipped, thus it will innovative check-in and use of keyless entry that will make guests wait for shorter time. The increased need for technology can enhance the functionality and satisfaction of the hotel’s guests (Ionescu and Sârbu, 2024).
· Target Eco-conscious Tourists: The hotel could utilise opportunities to offer services, facilities, or products more friendly to the environment for travellers that are conscious of such issues such as the use of power, excessive disposal of waste among others (Gheorghe et al., 2023). The integration of sustainability into Hilton means that the brand strength will boost the hotel’s standing.
· Capitalize on Growing Tourism: Market to the increasing number of tourists in Iasi (IFTIMOAEI et al., 2023). Emphasize actual location of the hotel and its proximity to tourist attractions when promoting in the hotel advertisement, to appeal to the foreign and domestic travellers who desire comfort with easy access this.

	Strengths + Threats (ST)
	· Develop Unique Customer Service Experience: Intense competition can be dealt as a threat by the hotel diversifying on services such as those that cover specific door to door services by the caretaker services, special privileges for loyal customers and business and leisure traveller offers. This would increase customer retention (STUPARIU et al., 2023). 
· Promote the Hilton Brand to Overcome Negative Reviews: Because of vulnerability of potential reputation damage from negative reviews, utilize Hilton’s international image and client rewards (Homar Estarellas, 2022). Reward the customers who use the services multiple times and allow the customers to post compliments concerning the services provided.
· Enhance Cost-Effective Offerings Amid Economic Instability: Due to the unpredictable economic climate through which guests may travel spending is unpredictable. The hotel should propose flexible tariffs or offer a discount during low seasons. Negotiating with the end consumer while maintaining quality should be done as a way of coating competition (Oltean et al., 2024).

	Weaknesses + Opportunities (WO)
	· Improve Room Readiness with Technological Solutions: Employ the use of automation and the advanced property management systems to facilitate the check in processes and at the same time guarantee timely room preparations. This gives the hotel an opportunity of overcoming all the delays and make it more efficient with the use of smart technologies (Nica et al., 2023).
· Staff Training on Customer Service and Technology: Considering the mentioned problems of staff’s actions and services quality, the hotel can offer courses that will improve customer services, conflict solving, and CIT technology (VLASCEANU et al., 2023). This will attain better guests’ satisfaction and organizational efficiency.
· Introduce Value-Added Services: To tackle the problem the hotel can provide extra services such as, room service and housekeeping, mini-bar and any other service preferred by the guests (Schul et al., 2024).

	Weaknesses + Threats (WT)
	· Implement Guest Satisfaction Recovery Programs: To address the concerns of negative feedback and harm to reputation implement a complaint handling and guest satisfaction. To regain the reputation of the hotels, it is advisable to compensate dissatisfied guests, upgrade their rooms or issue them with loyalty points (Truțescu and Nicolaie, 2024).
· [bookmark: _Hlk181880293]Improve Competitiveness by Lowering Costs: Contending the lack of amenities or poor service delivery is best done by improving the cost effectiveness such as using less energy, altering supply contracts, outsourcing activities (Jipa-Muşat, 2024). This would make it possible for the hotel to offer favourable price charges.
· Enhance Security and Maintenance: With the numerous complaints on cases of unauthorized people accessing rooms, and cases of maintenance, the hotel must incorporate an improvement in security by installing cameras and keycard access and make sure all the rooms are well maintained and checked by a competent personnel member (Abass, 2023). This would have helped hence avoiding reputational damage.
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1. Effecting Staff Training and Improving Customer Service
Issue Addressed: Lack of courtesy and abandonment of proper customer relations by some employees of the hotel.
Recommendation: Among all the presented problems, one of the most urgent concerning the quality of client servicing seems to be staff manners. Regarding this, there is a suggestion that the hotel ought to develop training and development program for its workers. This program should take an attempt at interpersonal communication, conflict handling, and emotional fees that form the base of exceptional customer service delivery (Hassan et al., 2021). Cultural etiquette and services Antecedent training should also be made readily available if staff is expected to take up different roles that require flexible reception of guests.
Implementation: The training should be done in phases Trainings should be laid down in stages to guarantee good results through the following steps. Newcomers could receive training from an external hospitality training consultant and then internal periodic training sessions could address new problems on the workers behaviour (Gadzhizade, 2020). It should be carried out for all employees of the organization especially the staff that interacts with the clients and customers such as receptionists, the housekeeping department, and the concierge service.
Change Management: To implement the mentioned changes, it is recommended that the management should convey the issue of delivering excellent customer services to all the personnel. The final organizational change is that feedback and awards should be established, and the workers should be encouraged to accept the new standards (Shulga, 2021). Depending on professional roles, clear output metrics pertinent to the task should be established; team leaders should offer and gradually control support.
Cost: The cost of external training sessions will depend on the service provider, but for a tailor-made program the approximate costing would be 2,000 to 5,000 euros for an initial training programme for 20 staffs. Workshops that would follow would have an extra cost of practicing the skills being taught.
Benefit: Improved customer relations would have the downstream effect of resulting in improved satisfaction by guests, improved ratings, and repeat business – which would improve occupancy rates and overall revenue (Gadzhizade, 2020).
2. The application of Advanced Property Management Systems (PMS).
Issue Addressed: Lack of organization in check-in and allocating guests to different rooms.
Recommendation: This has the effect of stabilizing operations thus lowering guest waiting time and therefore the need for an enhanced property management system. Project management system today can arrange and check in guest’s automatically, work more efficiently in the assignment of rooms, and interface with other hotel systems such as housekeeping and maintenance (Stringam, and Gerdes, 2021). This kind of system should also enable guests check in through their mobile devices.
Implementation: For the new system, the hotel should consult with a good PMS provider to have compatibility with other technologies. Implementation of the system should be done in stages beginning with front of the house operations then the connections with the housekeeping and maintenance sub-systems (Stringam, and Gerdes, 2021). They should be educated on how to efficiently work on the new system that is to be implemented.
Change Management: Training should therefore be planned for before the commencement of the system so that the training time coincides with the system implementation time to facilitate ease of implementation. The option should provide enough time for the employees to practice; there must be an internal IT support to fix problems (Putra and Law, 2024). The information regarding positive outcomes that the system presents, including freeing up workloads, or increasing guest satisfaction scores, should be focused on.
Cost: PMS costs might range from 10,000 to 20,000 euros, depending on the systems and functions used to include the PMS. Subscriptions of maintenance and support might be anything from 1000 to 2000 euros as a yearly charge.
Benefit: The new PMS will help to increase the check-in speed; while decreasing the operational mistakes effect and increasing guest satisfaction (Commey et al., 2023). Moreover, it will increase the efficiency of the hotel operation, which affected by cost-saving measures and increased numbers of customers.
3. Around room deteriorations and general quality, customer needs and expectations should be improved by upgrading room amenities and facilities.
Issue Addressed: No provision of refrigerator in rooms, not proper mattress provided.
Recommendation: Several suggestions have been made to improve guest comfort and satisfaction, one of which is to introduce an improvement in the amenities in the hotel’s rooms. Namely, rooms must provide mini-bars, higher categories of mattresses, and good linens. Other features that are found to be effective and which can be considered are things like coffee makers, good quality many soaps, shampoos etc (Zhang et al., 2023).
Implementation: The upgrades should be gradual starting from a pilot group of rooms and recommending different degrees of upgrades. The hotel can set a financial plan for the remodelling and acquire equipment and furniture in large quantities to avoid over the rim pricing. Renovation should be done at off peak season so that guest’s stay is not inconvenienced.
Change Management: Much emphasis should be placed on staff for the comprehension of the relevance of the upgrades and its management (Sota et al., 2020). General maintenance employees, for instance, may have to undergo new training to allow them to manage the novelty of the amenities while the reception employees will have to popularize the amenities among the guests.
Cost: Those who did not have new amenities added to their rooms, such as a mini-fridge and a mattress, cost the hotel approximately 300 euros per room to accomplish. The cost of the installations could range from 30,000 to 50,000 euros for the 100-room hotel if all the luxuries are to be installed.
Benefit: Increased guest comfort will result in increased occupancy rates and dashboard satisfaction scores and guest reviews leading to added bookings and revenues (Zhang et al., 2023).

4. Introducing a Loyalty Program
Issue Addressed: Major challenges that have been observed include competition and customer loyalty.
Recommendation: To further enhance customer loyalty a proposal for offering a loyalty program for consumption of the hotel products and services is proposed. This program would award points for each overnight stay, which will allow accumulating free nights, upgrades, and other benefits. Membership could be created to entice client return with the provision of enhanced privileges depending on the class of the membership (Peco-Torres et al., 2023).
Implementation: This loyalty program can be rolled out alongside the worldwide Hilton’s guest loyalty program known as Hilton Honors. The hotel should develop articles that will be used to educate the guests on the program and the opportunity it offers. Also, it should be appropriate for the program to be incorporated into the booking system that will observe the attendance of guests as well as repayment of the rewards (Hossain et al., 2023).
Change Management: The employees should be taught how to sell the loyalty program to guests and explain the value of the loyalty program to the guests. He said the hotel should from time to time analyze guest’s engagement levels in the program and modify the range of services accordingly to make it interesting to guests.
Cost: Loyalty programmes imply a one-off expenditure that can be estimated at €5,000 to 10,000 euro for Cumbre systems integration and stimulates publicising. Nevertheless, fixed costs are relatively closely connected with the rewards program and can be regulated depending on the occupancy rates.
Benefit: These will thus ensure the development of guest trust and repeat business. Hence, high occupancy rates amongst customer retention and higher revenue generating customers (Peco-Torres et al., 2023).
5. Main strategies to enhancing the online reputation management
Issue Addressed: How negative reviews can be tackled and reputation management.
Recommendation: However, it is important that such effect be minimized, and this can be done through ORM strategies. This involves frequent checking of review sites such as the Booking.com replying to the guest feedback and engaging the guests to write their good experiences on the site (Kvítková and Petrů, 2023). This can be done preferably once customers received services, and the hotel can also motivate reviewers with discounts or an upgrade.
Implementation: The hotel should employ someone or outsource the services of an expert to go through reviews continually. There should be a formal procedure followed to handle the positive as well as the negative feedback. It is suggested to properly prepare the staff to receive complaints, as well as to minimize the chance of them growing into conflicts (Peco-Torres et al., 2023).
Change Management: To the right a member of the management team should ensure that the rest of the employees especially the management team should consider promoting to all the employees, but especially to the front and the customer service desks. They should be embraced to ask guests for the reviews and make guests aware of the advantages of offering feedback.
Cost: General ORMS services can cost anything between 100 and 500 euro per month depending on the degree of sophistication of service. Training expense will not be substantial since it can be conducted during staff working sessions.
Benefit: This means more positive comments about the hotel, which will result into better sales, since there many people will be encouraged to book in the hotel (Kvítková and Petrů, 2023).
6. Sustaining improvement efforts
Issue Addressed: Global concerns and management of the environment.
Recommendation: The three recommendable sustainability practices that the hotel should adopt to attract the green conscience tourists include adequate lighting and water conservation and management of waste. Local food can be obtained by the hotel and the towel and soap can also be environmentally minded products can also be placed in the rooms (Moreno Brito et al., 2024).
Implementation: The management of the hotel should read an energy audit to see where it can cut on energy. A green team has the potential of being formed to effectively manage sustainability concerns. This effort should be communicated marketing communication materials to attract guests that are conscience of the environment.
Change Management: Some staff training will be required to ensure that green practices organisation-wide are incorporated regularly into practice (Batra and Chatterji, 2024). The best approach is that employees should own sustainability initiatives, and for those doing a good job, there should be incentives given to them.
Cost: Sustainability investments might be from 5,000 to 15,000 euro at the first stages of implementation depending on the company’s programs. Nonetheless, such costs must be offset by periodical savings on consumption of energy and use of water.
Benefit: Sustainability practices will help in attracting the guests with their environmentally friendly stature; it will enhance the image of the hotel and increase the sales of this new segment (Moreno Brito et al., 2024).
7. Strengthening Security and Safety Framework
Issue Addressed: Problems such as, some individuals gaining entry to the rooms without authorization.
Recommendation: Regarding security issues, the hotel should consider technological boosting by introducing better key card systems, security cameras and guests’ safety measures. Employees should also be taught on security incidents concerning guests as well as the safety of the guests (Pizam et al., 2024).
Implementation: The hotel should work with a security service provider who will evaluate its current level of security and put it in place security enhancements. It recommended that new key card systems and security Cameras be installed at key positions within the hotel.
Change Management: It is observed that the hotel should explain the safety of guests to the workers. Security breaches should be practiced with training sessions, new procedures should be incorporated to make sure that the staff members can easily respond to security issues, Other.
Cost: High-tech security systems, such as those required over several rooms, may cost between 10,000 and 15,000 euro up to a 20,000 euro maximum depending on the requirements of the security measure desired.
Benefit: Better security will lead to more satisfaction to the guests as well as confidence of the guests staying in the hotel which will in turn lead to improved reviews (Pizam et al., 2024).
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	Number
	Issues
	Solutions
	Desired Outcome
	Time Scale
	Completion Expected Date
	Planned Budget (in euro)

	1
	Poor customer service and staff behavior
	Design effective personnel development policies involving oral and written communication skills, conflict management, ethnic relations.
	Most significantly, higher customer satisfaction and fewer reviews on staff problems.
	3 months
	15/02/2025
	5000

	2
	Inefficient check-in and room allocation process
	Implement a modern PMS from which guests can check in, and the receptionist can allocate guests through an online booking system.
	It is faster check in, less guest waiting time, high operating efficiency.
	4 months
	15/03/2025
	15000

	3
	Lack of amenities (e.g., mini-fridges, poor mattresses)
	Enhance the contents of revenue-generating inputs, such as in miniature refrigerators, beddings, and mattresses.
	More guest convenience, better facility, higher findings and therefore more guest satisfaction and rating on rooms.
	6 months
	15/05/2025
	50000

	4
	Competitive pressure and low customer retention
	Introduce a rewards program that earned guests previous visitors points as well as privileges.
	More opportunities to develop customer base, more imperative rises for repurchase, and improved customer loyalty.
	3 months
	15/02/2025
	10000

	5
	Negative reviews and reputation management challenges
	Establish an online reputation management system to track reviews, reply to guests’ comments and to call for positive feedback from the guests.
	Better web visibility, favourable reviews, a greater number of bookings.
	2 months
	15/01/2025
	3000



Brief Clarification of the Segments of the Action Plan
· Issue: Acquaints the reader with the difficulty or opportunity that the hotel encounters in its operation.
· Solution: Explains the potential measure to be taken in addressing the problem.
· Desired Outcome: Defines what change is expected to happen or improvement to be realized once the solution has been put in place.
· Time Scale: Describes the expected time needed to bring the solution into operation.
· Completion Expected Date: Establishes a time frame in which it becomes possible to complete the solution.
· Planned Budget: Gives an approximate amount as what it might cost to employ such a solution.
[bookmark: _Toc182324591]Conclusion
This research work has provided a systematic analysis of the operations of Hampton by Hilton Iasi and selected operational challenges which has affected its overall performance. These areas of concern include staff etiquette, time taken in check, few services being offered, and bad image on social media. Such problems are admittedly connected with the hotel’s image, guests’ satisfaction, and the hotel’s financial performance. These findings insist on proper program and policy framework to address such issues and suggest recommendations aimed at increasing the quality of services delivery and operations performance.
The measures that can be taken to counter these threats are firstly ensuring that the hotel conducts staff training that would increase customer relations services. Secondly upgrading the current project management system to ensure that guest check-in is faster and room allocation efficient, thirdly refurbishing guest’s rooms with better furniture and modem amenities that would make the guests more comfortable. Also, the developments of sustainability plan and implementation of high standard security programs will enhance guests’ safety and satisfaction due to the increased trust and confidence in the hotel.
These are strategies intended to not only solve the current operational problems, but also to create a foundation for future growth of Hampton by Hilton Iasi. Since service delivery will be enhanced, operational efficiency will be optimally achieved, and the reputation of the hotel builds up, the measures will help the hotel in achieving competitive advantage. These changes are described in the action plan, presented in this report, along with the timelines, costs, and expected outcomes for each of them.
These recommendations should be implemented with support from efficient change management practices. It is also important to properly inform that change is taking place and to train all staff in the change to ensure that they can fully understand why changes are taking place and to manage new forms of work. The management at the hotel must take measures that allow it get information from the employees and guests, so that they enhance the strategies as may be required. 
Thus, the directions suggested in this report should be prioritised and addressed by Hampton by Hilton Iasi to address the confronting challenges. When it comes to the hotel as the area of competition, the emphasis on enhancing the levels of customer service, improving operations, and increasing the hotel’s reputation will help the company to retain better positions, achieve guests’ satisfaction, and become successfully profitable in the long term. All of these will be useful in ensuring that the hotel has a sustainable and long-term future in a competitive environment of the hospitality industry.
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T 1.0 Poor | Tolmachova, Sept 2024 Booking.com

Pros: The location was convenient.

Cons: The room was not ready upon night arrival and staff refused to help.

2.0 Poor | lon, Sept 2023 Booking.com
Pros: Nothing

Cons: Staffis rude Wasn't working shower, and they told that service manager will come in 5 minutes, but nobody came for all day. So we only at night of
second day change room to make a shower.

3.0 Poor | Jade, Nov 2022 Booking.com

Cons: random man entering our room without permission or knocking

1.0 Poor | Michael, Oct 2022 Booking.com
Pros: Location butthe hotel is not taking advantage of that.

Cons: The mattress is useless and horrible. | had to change hotels to complete my visit and | had a better bed. The hotel bar is nonexistent and no fridge in
rooms. The hotel doesn't provide food so how were they expecting people to eat and not have space to save water or drinks?

2.0 Poor | Anna, Aug 2022 Booking.com
Pros: there is no reason to book this hotel at all

Cons: the hotel is 3 stars, but price is very high for this, it is clean, but then the door of our room was opened and discovered it had a problem that is why was
hard to close it, there were 2 towels in the room and we had to go to the reception to take 2 more, no hair dryer and it was explained that before us another
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