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Executive Summary
The report provides a consultation on operational issues concerning the front desk, guest services at Atlantis The Palm Hotel, Dubai UAE; the report subject matter has been approached to our consulting firm by the client to provide them assistance to address their hotel’s current issues faced. The report establishes clear strategic considerations and practical recommendations which, if performed diligently, may assist in recovery of efficiency in the front desk guest services operations and exceed guests’ expectations. The report presents an effectively designed strategy and frameworks and action plan, for improving front desk, service operations in particular guest services. In order to accomplish this, it is necessary to examine the various problems that currently exist, such as extended periods of waiting, breakdowns in communication, and inadequate service delivery (Veall, et al., 2022, p.5). The report will apply a comprehensive approach that covers all the bases, which includes critical evaluation and assessment as well as providing the necessary tools and strategies to achieve this organisational goal (Adams, 2015, p.7). The hotel will ensure that their front desk guest services operations are streamlined by all employee members and participants involved by implementing the recommended strategies. Interactions with guests are optimised in order to keep the hotels’ competitive edge in the hospitality industry. There is potential for the hotel to position itself as a leader in providing its guests with an exceptional experience and warm welcome with targeted actions to overcome these challenges and by continuously improving its operational services. 
The analysis segment critically assesses the front desk department, in particular guest service performance. The analysis and data gathering processes extensively identifies the aforementioned issues. Prolonged waiting periods, lack of personalised guest services, poor interpersonal engagements, and complexities of reservation processes comprises key areas that adversely impacts the guests’ experiences along with generating revenues and increasing the brand reputation (Melotti, 2014, p.101). These concerns, if not addressed correctly, could compromise the hotel’s competitive advantage and possibly result in decrease of the hotel’s bottom line, considering the rapidly changing hospitality industry market (Von Klemperer and Gamburg, 2018, p.19). As a result, it is critical for Atlantis The Palm Hotel to adopt a more proactive step to overcoming these issues and to implement strategic solutions that will increase their hotel operational effectiveness and have a favourable effect on guests. 
We have used a variety of analytical techniques, including STEEPLED, SOAR, and TOWS, to identify the considerations that have a significant impact on the hotel’s front desk, guest services and performance. The STEEPLED analysis, allows one to examine how external factors such as social trends, technological advancements, economic conditions, environmental issues, political influences, legal constraints, ethical concerns, and demographic shift affects the conditions of the hotel’s operational settings. This approach considers all of the driving forces. As a result, there is a comprehensive understanding of the hotel’s strengths and weaknesses (Meikle, 2000, p.19). A strategy for responding to such opportunities and threats can subsequently be developed. Furthermore, a SOAR analysis provides an in-depth analysis on the hotel’s strengths, opportunities, aspirations, and results. It provides a comprehensive evaluation of the hotel’s present capabilities and areas for improvements. Atlantis The Palm hotel has the potential for long-term growth and market dominance by effectively capitalising on its strengths and exploring new opportunities. Furthermore, TOWS analysis will be implemented which simplifies strategic planning by allowing for the identification of overlaps, risk mitigation, and alignment of the hotel’s resources with its strategic organisational goals (Simpsons, 2016, p.9). 
We present analytical frameworks that serves as a strategic toolkit addressing the future development of the Atlantis The Palm Hotel within hospitality industry. As a result, Atlantis The Palm Hotel will be able to execute its strategic framework of service delivery and oversee its changing marketplace successfully. Various strategic recommendations are made to address the difficulties involved in hotel operation service delivery, and how to capitalise on the opportunities that have been identified. Includes technological advancements, employee development programmes, streamline processes, and enhanced customer engagement strategies, all designed towards upgrading the guest services provided at front desk and subsequently building the guest experience as a whole (Al-Akkad, et al., 2020, p.33). Additionally, executing these measures will strongly be reliant on an effective change management process due to possibilities employees may resist new changes (Nuseir, 2021). As a result, a comprehensive strategy that includes considerations such as straightforward communications, participation from stakeholders, employee skill acquisition and training programmes, as well as key performance indicator tracking tools will be implemented. Atlantis The Palm Hotel will be equipped to respond to challenging organisational change managements, leveraging flexibility and adaptability in order to maintain its competitive edge in the current market via continual enhancements and innovative strategic frameworks. Applying these recommendations will allow us to address current issues while also laying out the groundwork towards perpetual growth and success in the demanding hospitality industry. The action plan outlines in detail the path to achieving the recommended approaches and also particularly, the strategy for making improvements towards the desired outcomes. The entire scope of the process includes creating and defining specific timescales, delegating tasks and responsibilities, dispersing resources, and developing performance indicators for transparency and accountability (Daye, 2018, p.47). The action plan, which uses a planned method that underlines the processes for managing and tracking the accomplishment of the hotel’s strategic goals. Furthermore, it serves as a successful strategy for continual improvements (Wei and Kim, 2022, p.150). Being focused on the details can help in successfully executing the action plan. Atlantis The Palm Hotel can navigate the complicated processes associated with execution, using swiftness and agility. While achieving the intended results for the hotel organisation, as it strives for optimal performance within the hospitality industry. In substance, the executive summary outlines the key findings, analysis, recommendations, and action plan presented in this consulting report for Atlantis The Palm Hotel. By addressing front desk, guest service operational issues and implementing the recommended strategies, the hotel may enhance guest satisfaction, increase employee morale and productivity, and thereby reinforce its stature within the hospitality industry. 
As a result, we expect that by following our strategic inputs and our collaboration alongside Atlantis The Palm Hotel, the latter will still continue expanding its operations and enhancing its services that meets the standards satisfied by its guests. 
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Introduction
Background of Atlantis The Palm Hotel
Atlantis The Palm Hotel, located on Crescent Road in The Palm Jumeirah, Dubai UAE, started its operations in 2008. It has developed into an internationally recognised symbol of luxury and excess, representing the height of extravagance in lavished surroundings. Situated amid the captivating, artificially created island of Palm Jumeirah, the hotel benefits from its prime location with mesmerising views of the Arabian Gulf’s azure seas and the vibrant city of Dubai skyline (Atlantis The Palm, Dubai, 2024). The building’s architectural style is a symbol of contemporary sophistication, and guests can enjoy a taste of comfort and opulence. The accommodations at Atlantis The Palm Hotel are spacious, luxurious suites and hotel rooms with grandeur architecture designs (Wei and Kim, 2022, p.150). This is made apparent by its position of the hotel as an industry leader in these domains, offering world-class Michelin star restaurants,  water park, aquarium, and holistic spa  for guests’ full enjoyment. Despite all of its accolades, and its many attractive amenities it provides, Atlantis The Palm Hotel is facing challenges with front desk department specifically regarding guest service operations. The level of service and efficacy of the front desk are the most vital considerations that influence guests and overall perceptions and satisfaction levels. An inability in this department may enrage guests, affecting the hotel’s overall reputation and subsequently leading to a decline in revenues. As a result of this, addressing these types of issues, matters greatly considering it ensures that the hotel retain its position as a hospitality leader that continues to remain successful within the highly competing Dubai’s hospitality market. 
Background of Horizon Consulting Group
Our consulting firm specialises in developing strategic approaches for hospitality businesses all over the world, with the goal of increasing effectiveness and enhancing the level of satisfaction experienced by customers. Together with a group of highly experienced professionals who have expertise in a variety of fields, including hospitality management, accounting, marketing, operations, and technology, among others in the industry (Fisman and Sullivan, 2014, p.6). We offer individualised consulting services that are tailored to meet the specific requirements of each of our clients and the challenges that they face (Johnson, 2005, p.16). Our consultancy firm has been successful in achieving a well-known status for making noticeable changes to performance and achieving sustainable growth for our clients. This success has been achieved by building our company on the pillars of improvement and innovation. Through extensive knowledge and keen understanding of the hospitality industry that we have accumulated over the years through our collaboration with a wide range of hotels, resorts, and high-end hotels, we have been able to serve as their partners, and successfully address their challenges, capitalise on opportunities, and assist them in accomplishing their business goals (Whittington and Molloy, 2005, p.17). All the interactions that we have with our clients at the consulting firm are conducted with a high level of professionalism, honesty, and teamwork. By collaborating with our clients, we are able to gain a comprehensive understanding of their objectives, difficulties, and organisational culture. This enables us to develop individualised solutions that are in accordance with their vision and values. The Horizon Hospitality Consulting possess a strong desire to achieve perfection as well as proficiency for innovation. We are prepared to assist Atlantis The Palm Hotel in achieving its strategic objectives. Striving to achieve the result of the enhanced quality of service and the improved position for Atlantis The Palm Hotel in the market, collaborating and make use of our strategic intelligence.
Theoretical frameworks
A number of theoretical frameworks are utilised in this consultancy report in order to conduct an analysis of the issues raised, regards to guest services at front desk in  Atlantis The Palm Hotel. These frameworks offer structured methods for analysing the numerous components and determining the most effective approaches to change. Comprehensive STEEPLED analysis framework involves evaluating the social, technological, economic, environmental, political, legal, ethical, and demographic external factors that have the potential to impact the front desk guest services (Baron and Armstrong, 2007, p.118). Identifies  any external factors that may impede the operations of the hotel and any opportunities or threats that have been anticipated. In addition, SOAR analysis is used determining the strengths, opportunities, aspirations and results associated with the hotel’s front desk, guest services. Identifying the areas  hotel organisation has the potential to improve, but it also provides support for the development of strategies to capitalise on the existing strengths and seize emerging opportunities. TOWS analysis, examines threats, opportunities, weaknesses and strengths of Atlantis The Palm Hotel’s guest services in parallel with STEEPLED and SOAR analyses. To formulate strategic action plans, combination of these frameworks both internal with external factors  addresses the identified issues (Subramaniam, et al., 2011, p.150). Resulting in a comprehensive understanding of the issues confronted by Atlantis The Palm Hotel, allowing to develop actionable recommendations. Report aims to assist the hotel in improving its guest services and achieving sustainable success in the highly competitive hospitality market.
Analysis
Overview of the issues at Atlantis The Palm Hotel 
The front office and guest services of the Atlantis The Palm Hotel encounters a number of issues that have an impact on service quality and operational efficiency. The main issue is that check-in and check-out procedures have become extremely lengthy. The experience that guests receive during their stay is negatively affected by personnel shortages or inconsistent operations during peak periods. This causes delays and dissatisfaction. Furthermore, the impersonal nature of computers leads guests to believe that their requirements and preferences are not being considered sufficiently. This detriment in the hotel’s inability to create pleasurable experiences and foster customer loyalty (Noordzy, 2014, p.195). Communication failures when guests’ requests and inquiries are not communicated or solved fully, causes misinterpretation and complaints. Reservation and billing systems are complex, contributing to confusion, in turn increases the guests’ frustrations. These barriers undermine the hotel’s outstanding reputation/brand image in the hospitality industry and prevents it from providing excellent guest service by the employees at front desk. 
Impact on the hotel
These challenges by Atlantis The Palm Hotel’s front desk guest services, are key features that profoundly affect the hotel’s operations. Extended wait times and a lack of personalised service are the primary reasons for guest dissatisfaction. Such poor service received will have inclination of dissatisfied guests, leaving negative reviews and sometimes discourage future bookings. There are breakdowns in communication and system errors that can cause guest dissatisfaction, adversely impacts the hotel’s reputation. From the standpoint of revenues, the inefficiency of the check-in and check-out processes leads to missed opportunities to upsell or cross-sell other services besides room upgrades, dining and spa packages. Furthermore, disappointed guests may be unwilling to return or suggest the hotel to their friends and family in the future, which leads to decrease in retaining loyal customers and loss of income (Kipping and Clark, 2011, p.113). Generally, these issues having an impact on the guests’ enjoyment and income generation, poses a serious threat to the hotel’s reputation and future position in the hospitality. Addressing these challenges is vital for Atlantis The Palm Hotel, to uphold their promise of delivering excellent guest services, revenue growth, and being a luxurious destination hotel. 
Causes of hotel issues
The issues that arise in the front desk, guest services at Atlantis The Palm Hotel are understaffing and inadequate training, causes long wait times compounded by a lack of individualised services. Staff shortages at the front desk, especially during peak periods, can lead to the slow service of guests from employees. Also, the employees might be inadequate with the requisite  skills or the ability to adapt to the guests’ profiling, leaving guests dissatisfied (Newton, 2010, p.22). Change is a factor of the issues, fluctuating demand, seasonal variations in the hospitality and tourism sector as well as technological limitations make the task more challenging. Recurrent peak demand periods, such as holidays, special events, might strain resources and increase service impediment. Booking systems are outdated or too complex, this results to employees’ inefficiencies. Breakdown in communications between other departments like housekeeping and maintenance also results in lengthy delays in resolving guest requests and complaints, therefore affecting the guest satisfaction (Rutherford, 2021,p.98). The root cause of these issues, are combination of the internal and external factors aforementioned, constitutes the challenges faced by the front desk at Atlantis The Palm Hotel. 
The feedback analysis
Atlantis The Palm Hotel uses feedback mechanisms to determine their guest satisfaction and improvement areas in relation to the service delivery. The shortcomings of collecting and handling guest feedback are evident. However, the hotel may rely on surveys, comment cards, and online review sites to gather feedback, yet the accessibility and usefulness of these methods may be limited. For example, the guests might not always be persuaded or motivated to provide feedback, there will be a staggered representation of guest experiences. It may lack robust systems in place to aggregate and analyse feedback data, making it difficult to  identify industry trends or any areas that should be prioritised for improvements (Whittington, et al., 2020, p.20). Hotel may have some gaps in its response to guest feedback, with some issues often overlooked or poorly attended to. This leads to dissatisfaction of guests, prolongs and damages the hotel’s reputable image. Tackling these shortcomings, Atlantis The Palm Hotel could consider  implementing more proactive feedback collection methods, like real time surveys and more personalised follow-up communications via emails, hotels website to encourage participation and allow timely insights. Further, purchasing advanced analytics devices and training employees to optimally analyse and act upon feedback data can boost the hotel’s prompt responsiveness to guests’ demands. 
Reputation management
Displeased guests are more likely to post their experiences on various online platforms and share their dissatisfied guest experiences regarding their stay at the hotel to the other potential guests. Lengthy wait times, unsatisfactory personalised guest service, as well as failure in communications can adversely impact on guest experiences, by leaving poor reviews online or by word-of-mouth. Incurs the hotel’s reputation and declining numbers of future bookings (Burnes, 2014, p.18). However, low performance of providing guest services could indicate neglected attitude to detail and customer-orientated focus, contributes to deterioration of the hotel’s brand reputation. Consequently, managing to address these issues is as important as improving guest satisfaction and maintain its competitive advantage within the hospitality market. 
Financial implications
The key issues highlighted by the hotel’s front desk, audit of Atlantis The Palm Hotel, carried out significant financial implications, such as failure to utilise other investment avenues of profit-making. Extended wait times and the growing dissatisfaction from guests can cause the retention rates to decline and the hotel’s business operations will lose its loyal guests. Negative reviews and verbal information regarding the hotel, received from front desk guest services, discourages potential guests from making reservations and staying at the hotel (Kotter, 2012, p.90). Also, inefficiencies of check-in/out processes could be a constraint to Atlantis The Palm Hotel’s ability to upsell or cross-sell other services such as room upgrades, dining deals, or spa packages and other facilities that may reduce the subsidiary revenue streams. Addressing these key issues is paramount for maintaining the income, profitability and financial stability of Atlantis The Palm Hotel, which operates within the multi-faceted hospitality industry. 

Scope of issues 
Atlantis The Palm Hotel have implications that affect the overall hotel’s business operations and guest experience, front desk department guest services. (Sigala, 2005, p.24). Decline of loyal guest retentions, low performance from employee engagement will adversely impact on financial stability generating revenues during the long run (Mayridopoulou and Mahoney, 2020, p.20). As an overview Atlantis The Palm Hotel should adhere to  our strategic framework as key management for areas that would greatly improve hotel’s guests’ satisfaction, optimal operational efficacy. 
Strategic analysis frameworks
STEEPLED ANALYSIS
EXTERNAL FACTORS	Impacts on front desk services
Social trends	Change in guest preferences, requirements, inefficiency of personalisation guest service, poor interpersonal skills and engagement 
Technological advancements 	Inadequate training or knowledge navigating new system upgrades, booking reservations 
Economic conditions	Fluctuations in guests spending, inflation rates, hotel’s financial assessments
Environmental concerns	Lack of sustainability practices within hotel operations
Political influences	Governmental policies causing implications to hotels operational standards and hospitality services
Legal regulations	Legal compliance on guest data protection and liability, staff health and safety 
Ethical considerations	Ethical practice, informed consent, confidentiality, corporate social responsibility
Demographic shifts	Changes in demographics that influences guests’ preferences



Figure 1: STEEPLED analysis,  Source (Hassan, 2015)
STEEPLED analysis shows other external factors that may impact Atlantis The Palm Hotel’s front desk guest service. Indicators of social irregularity shows decline towards personalisation services, technological need constant enhancement for reservation system upgrades, online review platforms. Economic includes hospitality and tourism trends and demands. Environmental includes sustainability leadership initiatives, requires changes in operational practices. Political influences of governmental, travel policies and regulations, influencing guests’ decisions (Buttrick, 2009, p.45). Legal legislations, guest data protection and liability, requires appropriate and secure implementation of handling confidential data by employees. Ethical views on an individual and organisational principles and values relation to guest service. Demographic shifts of guest profiles, preferences such as hospitality trends, spending, requires the hotel to adapt to operational changes in managements for service delivery. 
SOAR ANALYSIS
STRENGTHS	OPPORTUNITIES
Prime location the Plam Jumeirah, Dubai UAE	Luxurious accommodations with spacious rooms and stunning views	World-class amenities surrounding in prime location such as restaurants, water park, beach, aquarium spas	Well established hotel for excellence 	Integration of technological advancements for better streamlining check-in/out procedures	Personalised guest services, through data driven insights and guest profiling	Initiatives for guest engagements and loyalty programs	Collaborations with local businesses and local amenities to enhance guest experiences 
ASPIRATIONS	RESULTS
To become hospitality leader and innovator for providing seamless and authentic, personalised guest experiences and services	To achieve the highest levels of guest satisfaction and brand recognition	Positive guest feedback, high review ratings online	Increase in guest retentions rate, repeat bookings	Noticeable brand reputation in the industry	Improved efficiencies for hotel operations and revenue generation  


Figure 2: SOAR analysis, Source (EPM, 2024)
The SOAR analysis is a strategic tool, using this framework helps emphasise on Atlantis The Palm Hotel’s guest services identifying strengths, opportunities, aspirations and results for future-focused goal creation. Known for its prime location, spacious luxury rooms, convenience of nearby amenities which appeals guests upon arrivals and their stay (O’Mahoney, 2021, p.15). An increased opportunities for the hotel to optimise on technical advancements, personalising guest experiences, strategizing loyalty programs, to boost improvements. Aspiration to be a leader in hospitality,  providing effortless and personalised guest experiences. Implementing these strategies results in having more positive guest feedback, reviews, high retention rates and excellent credibility. 
TOWS ANALYSIS
	STRENGTHS	WEAKNESSES
OPPORTUNITIES	Integration of technical advancements	streamline guest personalisation services	strategies for guest loyalty programs 	collaborations with local, sustainable businesses 	prolonged wait times for check-in/out	lack of employee interpersonal skills and knowledge in guest interactions	difficulties navigating front desk service operational systems	language barrier with guests
THREATS	competitors in same location	lack of technical training for booking reservations	poor practice of sustainability hotel operations	confidential data control	negative reviews left by dissatisfied guest on online platforms 	inadequate training provisions for employees, shortages 	deterioration of hotel reputation	



Figure 3: TOWS analysis, Source (Digital Leadership, 2023)
A TOWS analysis outlines the strategic options and develops the corresponding action plans for Atlantis The Palm Hotel based on parallel evaluation of STEEPLED and SOAR analysis. The strategic plan using TOWS analysis capitalises on the existing strengths by integrating advanced technology and loyalty reward programs (Brierly, 2006, p.132). Apart from this, identifying the weaknesses and acting upon this help prevent threats, for instance by putting more efforts into training hotel employees and improving the booking procedures, are of importance for the hotel’s reputation and efficiency. Execution of these strategic action plans will generate the growth of guest satisfaction, operational efficiency and definite competitive positioning in the hospitality market. 
Recommendations and Change management
Several important matters concerning the front desk guest services have been brought to the fore, by evaluating Atlantis The Palm Hotel. These include prolonged waiting periods, ineffectiveness of guest personalisation service, communication breakdowns and complexities in regard to booking reservation systems. Underlying factors of these problems are internal, like personnel or facilitating resource shortages and inadequate training, along with external factors, such as rising demands or limitations of technical advancements. The widest range of these matters spans diverse operational sections of complexity on guest contentment, hotel revenue and income, and reputable image. Minimum level of customer turnover and loyalty declines reputational image. Addressing these challenges will remain a core pillar for us to keep up with the competition and remain the industry leader for hospitality (Selke, 2010, p.8).  Undertaking strategic measures and change management interventions to mitigate these problems successfully. Such an approach, can create guest satisfaction, ensure high operational efficiency, resulting hotel establishing itself as top of the luxurious hospitality business. 
Recommendations
A comprehensive strategy is suggested to address outlined issues, taking the front desk services at Atlantis The Palm Hotel to a new level. Firstly, Atlantis The Palm Hotel must use up-to-date technological solutions to simplify the processing of check-in/out service, improve guest communication/relations. Implement self-check-in kiosks or mobile check-in apps that are effective avoiding long queues and minimising registration time. Implement online communication tools like chatbots or messaging platforms, for an interactive experience and real-time touchpoints, as guests can get their questions answered and requests taken care of in real-time (Botti, 2023, p.450). Vital aspect to be considered is the improvement of employees training programs. This is important to improve service quality, communication skills, and the problem-solving ability (Gregory, 2019, p.7). Workshops dedicated to employees’ empathy, active listening and conflict resolution, which are tools to deal with customer needs. Employee training enables the hotel to create a culture of excellence and professionalism, achieving a competitive advantage in guest service delivery. Revision of reservation systems and procedures must be done periodically and focus on simplifying procedures and correcting errors. Modernising the obsolete software and adding tailored interfaces to user needs, and protocols that are standard,                                                                                                                     maximises the performance in handling the reservations and allocating the rooms (YIGA, 2005, p.19). Adopting these approaches ultimately improves administration capacity. By implementing an effective reservation system, the hotel will eliminate mistakes and inaccuracies and provide guests with a smooth booking process (Meethan, 2010, p.180). Lastly, the provision of personalised guest services is key factor in turning guests into advocates for hotel’s brand image by providing unique and memorable experiences for their guests. Guest profiling systems are also recommended. Emphasising on individualised aspects of the hotel’s offering, competitive market, building a strong bond with guests and brand loyalty. 
Change management
Applying recommendations provided by the Horizon Hospitality Consulting, is the right change management approach, which will enable the staff at Atlantis The Palm Hotel to undergo the transition smoothly. First, transparency of any proposed changes to all personnel is most important. This involves not only highlighting the specific changes but also denoting the benefits and what they are guided by (Vij, 2017, p.27). Employees of the hotel need to be informed about the reasons for these changes and the roles they will play in the implementation of these changes, ensuring the desired front desk services and overall guest satisfaction (Salama, 2013, p.136). Providing context and transparency, employees are more likely to be enthusiastic about proposed changes and support the implementation, with positive results being achieved. Training and support on a holistic level are two other very important components of change management. Employees should be trained and equipped with appropriate skills and knowledge and use these effectively to adapt to the new processes (Beshr and Hossan, 2018, p.260). This can be training designed for particular job roles and covering areas like technology mastery, communication skills, and problem-solving methods. 
The other essential component of change management is the building of feedback mechanisms. Employees feedback is crucial for pinpointing possible obstacles and streamlining implementation processes. The hotel can get a reprieve from the reservation manager to talk with the employees, uncovering any difficulties or barriers that they may have, making the necessary changes to have a smoother transition process (Stephenson, 2010, p.290). Furthermore, this develops a sense of ownership and contribution to the change management efforts among the employees, hence their dedication to the initiatives. The provision of channels through which the workers can give opinions are via surveys, focus groups, or regular checks enables the employees to voice their views and play their role in the change effort’s success. This method decreases the chance of overwhelming and employees resisting change of processes, because they have a chance to be updated in phases (Anthonisz, 2018, p.30). A phased roll-out process is critical as issues can be identified and addressed ahead of full implementation takes place, providing simple transition with just minimal risk. 
Measure Effectiveness and Success Ratios
Evaluating the effects and efficiencies of the aforementioned strategies will improve our client’s customer service at ‘Atlantis The Palm Hotel’, using qualitative and quantitative research approach. They key to success here is regular monitoring of guest satisfaction metrics like Net Promoter Score (NPS) and Customer Loyalty Index (Hussein Al-Shami, 2022, p.630). This entails monitoring the guest feedback scores from the guest surveys, online reviews on the websites such as TripAdvisor or Booking.com and the rate of returning clients as key performance indicators (KPI).  Implementing and applying data gathered through time, the hotel can check the impact of implemented changes, from guest’s impression and their loyalty, thus obtaining crucial information about the effectiveness of implemented strategies (FIRIMA, 2021, p.100). A higher guest satisfaction and loyalty rates could be measured by the increase of positive feedback scores and repeat business rates. Key Performance Indicators (KPI) tracks average check-in/out times, mechanised error rates in reservation systems, and monitors employees’ productivity levels, of operational efficiency and effectiveness. Reduces average wait time with check-in/outs (Tomašević, 2018, p.200). The hotel can see how these strategies have been implemented, contributes to the refinement of front desk operations in a concrete way. Metrics are important to conduct post-implementation surveys or focus groups to collect qualitative feedback on the interactions of guests and employees, with the changes made, the surveys can be distributed to guests after their stay by asking service-specific questions, such as their ‘experiences with the front  desk services’, the ‘ease of check-in/out processes’, and ‘overall satisfaction levels’. Focus groups with employees can lead to more in-depth, open discussions discussing change management, such as the difficulties encountered or suggestions for improvement. Qualitative feedback gives an insight into the non-qualitative aspects regarding guests’ and employee experiences, which complement the quantitative data collected (Greenhalgh, 2024, p.7). It is necessary to create a feedbacks to guarantee continuous improvement and revisions of front desk services constantly. Guest reviews and operational KPIs are regularly reviewed and analysed for clues with areas requiring further optimisation. Adjustments are made to the applied strategies (Melotti, 2014, p.100). Solicitation of inputs from both guests and employees, forms a culture of continuous improvements, ensuring that front desk services respond to changing guest needs and industry trends. In short, assessing the effects and success levels of the proposed approaches needs a multi-dimensional approach that integrates both quantitative and qualitative techniques (Bodolica et al., 2020, p.330). Through the consistent monitoring of guest satisfaction metrics, tracking of operational KPIs, execution of post-implementation surveys or focus groups, Atlantis The Palm Hotel can effectively evaluate the impact of implemented strategies and make quality decisions to improve front desk services further. 
Potential Benefits
Recommended strategies for improving the front desk services at Atlantis The Palm Hotel will most likely produce a wide array of advantages for the hotel (Seraphin and Korstanje, 2024, p.170). By standardising check-in/out procedures, improving service quality, and offering personalised services, the hotel will produce great and unforgettable experiences (Braun, 2011, p.7). Repeaters are happy guests and the best advertisements for our client’s business using verbal marketing. Also, regular guests are less price-sensitive and will spend on complimentary services, thereby increasing additional revenue generation (Harivenkatesaprasanth, 2023, p.459). Through the decrease in demand waiting, the minimisation of the lost revenue by the mistakes with reservations systems, and employee productivity, the hotel will work more effectively, saving the costs of labour and resource utilisation (Penner et al., 2013, p.13). Improved operations give room for employees to concentrate on delivering exceptional customer services rather than battling complex administrative issues, ensuring  quality service delivered. 
Additionally, the set-out strategies will not only fortify the hotel’s brand recognition and positioning but also create a benchmark in the highly competitive hospitality space (Teague, 2008, p.17). Good guest experiences result in such reviews and ratings by the guests using online platforms, which increases visibility of the hotel online presence (Ali et al., 2023, p.13). An excellent brand reputation not only brings more clients, but it also boosts the confidence of the existing and prospective guests while increasing their patronage in the long run. The hotel can be stable and sustainable in the competitive hospitality industry. Staff who are engaged and motivated have a better chance to provide great service and enhance the whole guest experience (Chunduri, n.d, p.2). A culture of perpetual improvement and innovation, are motivated to share their ideas and feedback, making front desk services more efficient.
Cost Analysis
The proposed interventions for improving the front desk services of Atlantis The Palm Hotel include various types of expenditure that comprise employee training expense and technological/systems expenditures. It involves employee training, simulation workshops hiring an external trainer when there is a requirement (Nam et al., 2021, p.5). Recommended training programs includes issues such as poor customer service skills, communications as well as utilisation of technology. Empowers the front desk personnel equipped with the relevant skills and knowledge to implement the recommended changes successfully (Bodolica et al., 2020). In addition, the costs for technology investments also comprise those for buying and deploying technologies such as self-check-in kiosks, communication tools, and reservation systems’ upgrades (Gede et al., 2002, p.80). The purpose of such investments is to automate the front desk processes, improve guest communication, and optimise the operational efficiency. Furthermore, the income losses across transitional periods should also be considered. After the front service desk operation and process are refreshed, this may cause operational disruptions and affect revenue generation. Employees may require periods of learning new processes (Brandon-Jones et al., 2016, p.17). Observation periods should be matched with revenue cost and strategies to minimise the negative impact on the financial performance of the company. This is the process of a financial review of a possible change that will help generate a projected impact of the hotel’s size, existing income levels, and the expected results on guest satisfaction and the operations’ efficiency. The participants involved may embrace the implementation of technology-based projects because the process directly leads to savings from reduced costs and improved staff efficiency (Rodríguez-Antón et al., 2012, p.80). Happiness and contentment of the guests can yield return visitors and increase positivity, contributing to revenue growth. Also, appraising ROI allows the hotel to channel funds with a sense of its capacity to generate the most economical value. Calculating the expected benefits for each recommendation and comparing them to costs would enable the hotel to determine the best ways of using resources and drafting an effective budget (Whitla et al., 2007, p.278). Furthermore, the real financial results are compared to the predicted outcomes, which is crucial as it allows the hotel to fine-tune its strategies and enhance its capital investments now and, in the future, ensuring its financial health and longevity.
Action Plan
Description of issues	Solution	Timescale	Costs	Monitor/	review
1.Prolonged waiting time	Implement self-check-in kiosks and mobile check-in options in order to streamline the registration process.	Make an investment in communication tools such as chatbots or messaging platforms in order to relieve congestion at front desk and provide guests with assistance in real time.	1-3 months for implementation of self-check-in kiosks/ mobile check-in apps			3-6 months to provide efficient employee training to navigate  technological solutions and communications tools	Investment for new technology $100,000 								Expense for employee training $20,000	After the implementation, monitor on the wait times of guests and the resulting of satisfaction scores.				Surveys should be administered to employees in order to collect feedback on the efficiency of the new technology in terms of reducing wait times and improving services to guests.
2. Lack of personalise services for guests from front desk.	Put in place systems for guest profiling in order to collect data on the preference and history of guests.	Provide training to employees on how to use guest profiles to personalise recommendations and services, such as preference of individual rooms.	1-2 months for implementation of guest profiling systems.					3-4 months provide efficient employee training of how to use guest personalisation service systems.	Systems for guest profiling $50,000							Expenses for employee training on guest profiling systems $30,000	Monitor guest feedback and satisfaction levels for personalised service.							Conduct periodic reviews to ensure that employees follow personalised procedures and guest profiling specifications  
3.Communication breakdowns	Provide employee training on effective communication skills, such as active listening and empathy.	Conduct frequent simulation exercises to improve staff communications skills and replicate guests interactions.	1-3 months conduct employees training on communication skills.						4-6 months conduct simulations and revision workshops for employees.	Expenses for employee training $40,000	After training, monitor responses from guests on communication efficiency and employees interpersonal abilities.	Execute periodic assessments of employee performance in live guest interactions. 
4. Complex reservation systems	Streamline reservation interface and processes to reduce errors and improve its efficiency.	Provide training for employees to handle reservations with proficiency and accuracy using revised systems.	1-2 months analyse existing reservation systems to identify areas for automation.			3-4 months apply updated reservation interfaces and procedures. 	Expense for systems revision $80,000						Expense for employee training $30,000	Monitor on reservation errors and processing times after they have been implemented.			Review staff surveys to determine how easy and effective the revised reservation systems were.	Review guest feedback about reservation processes and experiences on regular intervals.


[bookmark: _Toc159847097]Conclusion
After a comprehensive study of the front desk service at the Atlantis Palm Hotel, some critical challenges have been identified. Waiting for a long time, difficulty in getting personalised service, poor communications, and complications related to reservations were issues that exist in services that affect guest satisfaction, revenue generation, and brand reputation. These challenges are a sign of an immediate need for intervention for improving front desk operations and an overall enhancement of guest experience (Guillet, 2020, p.9). Solving these problems will demands a strategic plan and effective solutions that focus on the causes of the problem. By comprehending the issues’ scale, Atlantis The Palm Hotel can set on a road to flourishing customer service and reaching perfection.
A wide variety of solutions addresses the problems identified. Adopting the advantages of technology, like self-check-in kiosks and mobile check-in options, will speed up registration procedures and cut the wait time for registration. Training programs can be made more intensive and focused on communication skills and problem-solving abilities to raise service quality and satisfaction of clients. In the domain of personalised guest services that are driven by guest profiling systems, their capabilities of aligning guest’s behaviour and preferences can be enhanced to a great extent, thus ultimately elevating the guest experience (Wober, 2000, p.200). Moreover, the revision of reservation systems and procedures to reduce the volume of complexities is also very important. Even collectively, these solutions are deigned to handle the problem’s underlying cause and enhance the service delivery efficiency at the front desk.
We are grateful to our partner, Atlantis The Palm Hotel, for allowing us to take part in the project. The hotel’s feedback, partnership, and aid over the consultancy process have been indispensable for the analysis and recommendation (Céspedes-Lorente et al., 2003, p.339). The very existence of this partnership illustrates a common endeavour to attain excellence and constant refinement in guest service standards. The research quality of the findings has been deeply enhanced by the commitment and active participation of the hotel’s staff. We truly feel lucky to have Atlantis The Palm Hotel as our partner, and we look forward to working with you more in the future as we continue to strive to provide our guests with the best experience to contribute to the success of hospitality as an industry.
Looking back at the milestones and continuing our journey, we renew our pledge to provide Atlantis The Palm Hotel with relevant resources and support in pursuing its excellence. Our path of constant improvement is infinite, and we see future cooperation and partnerships as the logical continuation (Bolat and Yılmaz, 2009, p.10). We remain on standby to offer the requisite expertise and guidance in the implementation of the suggested strategies as well as deal with any existing or emerging challenges and opportunities. Together, we shall ride the rapidly changing world of the Hospitality Industry and lift the Atlantis the Palm Hotel higher than ever. We take advantage of future partnerships that would help us continue providing a remarkable experience and continually create a reputation as a first-class hotel.
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