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Executive Summary
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Accor Hotels, a global leader in the hospitality industry, has built its brand on delivering exceptional experiences across a diverse range of markets, from economy to luxury. Despite this strong reputation and steady revenue growth, a critical issue has emerged at one of its luxury properties in Dubai, primarily related to service inconsistencies that have affected guest satisfaction and operational performance. This property, part of Accor’s Luxury & Lifestyle (L&L) division, operates within Dubai’s highly competitive hospitality market, which places significant emphasis on personalized and seamless guest experiences. However, feedback from guests indicates dissatisfaction stemming from inconsistent service quality, including check-in delays, variable room and service quality, and slow response times for guest requests. These issues present a substantial challenge to maintaining Accor’s premium reputation in Dubai and risk affecting key financial metrics such as RevPAR (Revenue Per Available Room) and guest retention in the long term.
PM&E and L&L drove Accor's 12% third-quarter revenue increase over 2023. An 18% revenue gain in the L&L business is great, but a poor guest experience in Dubai might hurt the corporation. The Middle East's desire for premium hospitality is rising, but operational challenges prohibit the hotel from taking advantage. The hotel's RevPAR hasn't grown as rapidly as expected due to fluctuations in customer satisfaction, inflation, and currency movements that effect travel spending. To establish a strategic market position in this area, this Dubai lodging needs a specific plan to boost service quality and efficiency. 
Thus, PESTEL, SWOT, and TOWS analyses were performed to compare the many external and internal elements that have caused this property's problems. According to PESTEL study, Dubai's administration and politics promote the hotel business, giving Accor an edge. However, high UAE inflation and currency volatility reduce discretionary spending, which lowers RevPAR and profitability for hoteliers. Technological innovation allows for exciting visitors with great AI-based services that enhance their experiences. Many customers know about Accor's Planet 21, a commitment to sustainability, but scaling up sustainable practices across properties is expensive. SWOT analysis revealed Accor's strong brand identification and portfolio as a competitive advantage that can weather current crises and attract premium tourists. Service uniformity and technical disparities were operational risks that threatened visitor experience. The TOWS research indicated that Accor capitalises on its brand image and sustainability efforts to qualify services and maintain a consistent income despite operational issues and revenue volatility.
Several specific suggestions were made to address these problems and improve the visitor experience. First, staff training must be improved to avoid service quality discrepancies. This training should include service delivery skills including fast registration, complaint resolution, and customer communication. Staff may detect guest needs and assure service quality across divisions by addressing role-based issues. Creating a quick feedback mechanism to record and react to visitors' opinions is also recommended. This would also allow the hotel to quickly adjust service delivery, enhancing visitor happiness by reacting to concerns. Additionally, adopting AI apps to improve hotels' localization capabilities might help create a cohesive and customized experience that matches Dubai's luxury clients' ideals. 
For seasonality, which generates substantial income changes, the hotel should adopt the most optimum pricing range to establish its prices based on supply and demand, occupancy, and rivals' rates. Such flexibility would enable the hotel to earn more during peak demand and book some guests during dull periods. Developing corporate relations with local and international firms might ensure a consistent amount of business tourists who visit for business rather than enjoyment. They might also provide corporate discounts and specific contractual arrangements to boost the hotel's attractiveness for business meetings and prolonged stays. 
Sustainability is important in premium hospitality, therefore improving sustainability will help this hotel meet Accor's Planet 21 and client expectations. Efficient heating, cooling, water-saving systems, and lighting in hallways, over corridors, washrooms, reception, and corridors leading to rooms may save energy costs and environmental impact. Local food and beverage procurement eliminates long-distance travel and brings Dubai's local flavor, making it simpler for travelers to identify with the economy. Formatted change management is essential for implementing these suggestions. Communication and staff engagement are vital and important aspects, since all personnel must know why these changes are being made and that they can contribute to them. This would guarantee that staff training was consistent with the skills required to continuously adopt new technology and sustainable practices. Transporting the data and recommendations to the hotel regularly would allow the researcher to review the implementation process and identify areas that need to be changed to ensure the recommendations have the intended effects on the hotel. 
Customer happiness, employee turnover, RevPAR, and environmental impact correlation were KPIs for these projects. Monitoring these KPIs over time would make it simpler to track progress toward visitor experience, income, and sustainability objectives. Dynamic pricing and corporate collaboration techniques may be assessed by using RevPAR movements and non-peak occupancy rate data. The hotel's energy and water saving measures would demonstrate Accor's sustainable hospitality company. 
The consultant study proposes a strategic intervention strategy for Accor's Dubai hotel to address operational issues, boost customer happiness, and secure income in a competitive market. This will help the hotel compete in premium service and meet Accor's financial and environmental aims. Implementing the above recommendations will improve operational performance and position the property to meet modern luxury travelers' expectations, sustaining growth and maintaining a competitive advantage in Dubai's rapidly growing hospitality market. 
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Introduction
Accor Hotels, founded in 1967 by pioneers Paul Dubrule and Gérard Pélisson, transformed the hospitality industry with their innovative approach, launching the first Novotel in Lille, France. By introducing modern conveniences such as private bathrooms and recreational facilities in a standardized hotel model, Accor disrupted traditional hospitality norms (Abellanet Miranda, 2022). The company quickly expanded, first across Europe and then globally, becoming a leader in multiple market segments, from budget to luxury. Today, Accor operates over 5,600 properties, representing 838,826 rooms across 110 countries, and hosts an ecosystem of brands under its Premium, Midscale, and Economy (PM&E) and Luxury & Lifestyle (L&L) divisions. This diverse portfolio allows Accor to cater to a wide range of clientele, and its strategic growth efforts, particularly in high-potential markets, continue to yield positive financial results (Vinod, 2022).
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Figure 1: Revenue of Accor Group worldwide from 2019 to 2023
In the third quarter of 2024 alone, Accor recorded a 12% increase in revenue, totaling €1,434 million compared to the same period in 2023. This growth was largely driven by a 7% increase in the PM&E division, which contributed €821 million, and an impressive 18% rise in the Luxury & Lifestyle (L&L) segment, generating €635 million in revenue. Accor’s RevPAR (Revenue Per Available Room), a key performance indicator, also increased by 5.3% year-over-year, illustrating solid demand across its portfolio (Fernandes, 2021). The Luxury & Lifestyle division in particular saw growth propelled by a higher occupancy rate, with its lifestyle brands reporting a 14% rise in RevPAR, notably in regions like Turkey and Egypt where resort hotels performed exceptionally well. These figures underscore Accor’s success in leveraging high-end and lifestyle offerings to maintain robust financial health (Abellanet Miranda, 2022).
This consultancy report will focus on a specific Accor luxury hotel located in Dubai, part of the group’s high-performing L&L division. Dubai’s hospitality market is highly competitive, attracting affluent international travelers seeking premium experiences. This particular hotel offers exclusive amenities, from top-tier accommodations to fine dining and wellness services, aligning with Accor’s emphasis on luxurious and personalized guest experiences (Bharwani and Mathews, 2021). However, while the L&L segment experienced a 7% increase in RevPAR in Q3 2024, driven by occupancy improvements, Accor’s hotel in Dubai faces unique operational challenges that impact guest satisfaction. Inconsistencies in service delivery, such as check-in delays, fluctuating quality of in-room amenities, and occasional unresponsiveness to guest needs, have affected customer ratings and, consequently, the hotel’s reputation within the region’s luxury market (Dumoulin and Giacomel, 2020).
My consultancy firm, Hospitality Insights, specializes in strategic support for luxury and upscale hotels worldwide, providing actionable solutions to improve guest experience, operational efficiency, and market positioning. Our expertise spans critical areas of hospitality management, including customer experience design, operational optimization, and change management (Bardukova, 2023). Hospitality Insights takes a data-driven approach, ensuring that recommendations are not only practical but also aligned with financial realities and sustainability objectives. In the case of Accor’s Dubai hotel, we aim to deliver insights and solutions that enhance the hotel's competitive edge in the high-demand, high-expectation luxury segment. By addressing operational challenges and developing a targeted action plan, we strive to elevate guest satisfaction and support the hotel in achieving sustained growth (R. Anubala, 2023).
The core issue we have identified for this Accor property involves inconsistent guest satisfaction, which is critical in maintaining the hotel’s RevPAR and overall profitability. Although the group has projected an EBITDA between €1,100 million and €1,125 million for 2024, ongoing operational issues could threaten these targets if guest satisfaction is not addressed effectively. Customer feedback has pointed to service inconsistencies that need immediate attention to prevent potential revenue loss and reputational impact. Given the high levels of competition in Dubai, these operational gaps could result in diminished customer loyalty and affect future revenue (Jinkyung Jenny Kim, 2023).
To analyze and address these challenges, this report will apply several established frameworks. A PESTEL analysis will evaluate external factors impacting the hotel’s performance, particularly economic, social, and technological trends in Dubai’s tourism market. A SWOT analysis will assess the hotel’s internal strengths and weaknesses, as well as opportunities and threats posed by market conditions. Following this, a TOWS matrix will leverage insights from the SWOT analysis to propose actionable strategies, allowing the hotel to capitalize on its strengths while mitigating its weaknesses. This structured approach will ensure that recommendations are not only relevant but also strategically aligned with the hotel's goals (Papadopoulou, 2022).
By utilizing these frameworks, Hospitality Insights will identify the root causes of the hotel’s service inconsistencies and provide a comprehensive set of solutions. These recommendations will include specific change management strategies, cost analyses, and metrics for evaluating success. The report’s objective is to offer Accor’s Dubai property a pathway to improved operational efficiency and guest satisfaction, enabling it to uphold Accor’s reputation as a leader in luxury hospitality and contribute to the group’s ambitious financial targets for 2024 and beyond (Kim and So, 2023).
Analysis
Problem Description
Accor Hotels has recently reported mixed performance across regions and segments, which reflects challenges in meeting guest expectations consistently, particularly in its Luxury & Lifestyle (L&L) division. In the third quarter of 2024, Accor experienced a 12% increase in revenue year-on-year, totaling €1,434 million. This growth was primarily driven by the PM&E and L&L divisions, with the L&L segment alone reporting an 18% increase. However, regional challenges persist, especially in the Middle East and Asia-Pacific, where RevPAR (Revenue per Available Room) saw limited growth at just 1% due to subdued demand in markets like China (Giacomel and Dumoulin, 2020).
The main issue facing Accor’s Dubai property within the L&L division involves inconsistent guest satisfaction. Customer feedback has highlighted specific issues in areas like check-in efficiency, in-room service consistency, and response times. This inconsistency affects guest satisfaction, which is crucial for the premium positioning Accor strives to maintain. While the hotel’s luxury segment has driven revenue growth, these operational inefficiencies are detrimental to maintaining a high standard, especially in a competitive market like Dubai, where brand reputation is closely linked to service quality (Awara et al., 2022).
To analyze the underlying factors and propose solutions, we conduct PESTEL, SWOT, and TOWS analyses below.
PESTEL Analysis
The PESTEL framework evaluates external factors that impact Accor’s operations in Dubai, providing insights into economic, social, and regulatory influences that shape customer demand and operational practices (Serdyuk, 2023).
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Figure 2:PESTEL
Table 1: PESTEL Analysis
	Factor
	Analysis

	Political
	Dubai’s stable political environment supports tourism growth, especially with governmental efforts to attract high-spending visitors. Policies related to events like the Expo and strategic tourism alliances benefit Accor by creating a favorable hospitality environment (Tran, 2024).

	Economic
	Accor faces currency-related challenges, notably the depreciation of the Brazilian Real and Egyptian Pound, which affect revenues despite occupancy growth in those regions. In Dubai, high inflation can impact discretionary spending, indirectly influencing RevPAR stability (Bardukova, 2023).

	Social
	The shift in luxury travel trends post-pandemic emphasizes experiential and personalized services. Accor’s high-end clients, especially in regions like the Middle East, increasingly seek culturally relevant and unique experiences (Vinod, 2022).

	Technological
	The demand for advanced digital services in hospitality is growing. Accor’s loyalty program, ALL – Accor Live Limitless, has driven engagement, but inconsistent technology adoption across regions hampers uniformity in service offerings, affecting guest expectations (Greenwood, 2020).

	Environmental
	Accor’s Planet 21 commitment emphasizes sustainability, resonating well with eco-conscious guests. However, implementing sustainable practices across diverse regions poses cost and logistical challenges, especially for luxury hotels that must maintain premium standards (Ali, 2023).

	Legal
	Compliance with local labor and environmental regulations in Dubai affects operational flexibility. Accor’s commitment to ESG policies aligns with these requirements but also adds operational costs that influence profitability in regions with high compliance expectations (Accor, 2023).



Accor benefits from favorable political and economic trends, especially in tourism-focused Dubai. However, as consumer expectations in luxury evolve, the need for more localized and personalized experiences grows. Additionally, currency fluctuations continue to impact revenue in various regions, necessitating hedging strategies to mitigate these financial risks. Accor’s Planet 21 and other ESG initiatives resonate well with global sustainability trends but require constant adaptation to meet both regulatory and consumer expectations, which is particularly challenging in the high-standard luxury segment (Sinha and Fukey, 2020).
SWOT Analysis
The SWOT framework identifies internal strengths and weaknesses along with external opportunities and threats that affect Accor’s operational performance and competitive positioning.
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Figure 3: SWOT
Table 2:SWOT Analysis
	Category
	Details

	Strengths
	Accor’s diverse brand portfolio (5,600+ hotels) provides resilience against market fluctuations, with growth across segments. The ALL loyalty program and high brand equity in luxury markets enhance customer retention, driving consistent revenue from high-end travelers (Accor, 2023).

	Weaknesses
	Operational inefficiencies, including staff training gaps and uneven technology adoption, lead to inconsistent service quality, impacting guest satisfaction. Regional disparities in demand, particularly in Asia-Pacific, affect revenue growth and brand reliability (Rosenzweig, Kelley and Bendoly, 2024).

	Opportunities
	Expanding in high-potential markets like Southeast Asia and diversifying with lifestyle brands in high-demand regions. Accor’s push towards “Augmented Hospitality” through coworking spaces and lifestyle services aligns with evolving consumer preferences, offering revenue diversification (Accor, 2023).

	Threats
	Rising competition from digital-first hospitality options and market volatility threaten Accor’s profitability. Currency fluctuations, such as the recent 37% depreciation of the Egyptian Pound, further impact revenue stability in key regions (Benzaghta et al., 2021).



Accor’s strengths in brand recognition and diversified offerings provide a stable foundation. However, internal challenges with service consistency and external factors like currency fluctuation require immediate focus. The opportunity to capitalize on lifestyle brands and coworking options aligns with market trends but demands strategic investment. Competitive pressures in digital hospitality could undermine Accor’s growth if digital integration is not standardized across its properties (Pozzobon, 2021).
TOWS Analysis
The TOWS framework transforms SWOT insights into actionable strategies that help Accor address weaknesses and threats while capitalizing on strengths and opportunities.
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Figure 4: TOWS Matrix
Table 3:TOWS Analysis
	Strategy Type
	Strategy Details

	Strength-Opportunity (SO)
	Utilize Accor’s brand reputation and loyalty program to create exclusive, tailored experiences in high-demand markets like Dubai. Marketing campaigns can focus on promoting the unique aspects of Accor’s Dubai property and enhance collaborations with luxury travel agencies to target affluent travelers (Lucidity, 2020).

	Strength-Threat (ST)
	Emphasize sustainability initiatives, particularly Planet 21, to attract eco-conscious clients. Implement hedging strategies for currency fluctuations to protect against revenue losses in volatile markets. Leverage the loyalty program to foster deeper connections with repeat guests, offering exclusive sustainable experiences (Marin-Pantelescu, 2021).

	Weakness-Opportunity (WO)
	Address internal service inconsistencies by investing in advanced technology solutions like AI-driven guest services. Use dynamic pricing to optimize RevPAR in regions with variable demand, such as China. Strengthen staff training programs to support service quality and consistency in high-demand luxury markets (Vinod, 2022).

	Weakness-Threat (WT)
	Develop regional retention and recruitment programs to mitigate high staff turnover in competitive markets like Dubai. Enhance business travel and long-term stay offerings to ensure revenue consistency outside peak seasons, reducing reliance on events and tourism cycles that may be unpredictable (Lim Kim Yew et al., 2024).



By utilizing brand strength and loyalty programs, Accor can deepen its market reach and enhance customer loyalty, especially in the premium segment. Addressing service inconsistencies and adopting region-specific solutions like dynamic pricing can optimize resource use and align operations with demand patterns. The investment in sustainable initiatives not only resonates with consumer values but also differentiates Accor from competitors, making it a strategic asset that can mitigate some of the threats posed by economic volatility and fluctuating guest expectations (Górska-Warsewicz and Kulykovets, 2020).
Data and Statistics Analysis
The data from Accor’s recent financial performance reports further contextualizes these strategic insights:
Revenue Growth: 
Accor’s revenue in Q3 2024 reached €1,434 million, with an overall 12% increase compared to the previous year. This growth was primarily fueled by its PM&E and L&L segments, with L&L recording an 18% increase, signifying strong demand in the luxury sector despite challenges in specific regions (Accor, 2023).
Regional Performance: 
RevPAR across the Middle East, Africa, and Asia-Pacific regions grew only by 1%, with declines noted in China due to decreased consumer spending and conservative local travel. In contrast, RevPAR in Southeast Asia showed robust growth, driven by high international demand, particularly from affluent Chinese tourists returning to the region post-pandemic (Weinstein, 2024).
New Hotel Openings: 
Accor expanded its portfolio with 47 new hotels, adding 8,000 rooms in Q3 2024 alone, showing a strong commitment to growth. However, fluctuating occupancy rates across new properties indicate potential over-reliance on seasonal demand in certain regions, emphasizing the need for long-term strategic demand management (Alrawabdeh, 2021) 
Currency Impact: 
Accor’s performance in markets like Brazil and Egypt has been hindered by currency devaluations, including a 37% depreciation of the Egyptian Pound. These fluctuations directly impact revenue despite occupancy growth, highlighting the need for financial strategies like currency hedging to protect revenue streams in volatile markets (Alfaro, Calani and Varela, 2024).
Accor’s growth strategies and performance metrics indicate that while revenue growth is steady, reliance on external events and seasonality in regions like Dubai and Egypt may challenge its revenue consistency. Additionally, factors like currency volatility necessitate proactive financial management (Alrawabdeh, 2021). The internal challenge of maintaining service quality, coupled with regional differences in demand, suggests that Accor would benefit from focused investments in operational efficiency, staff training, and enhanced digital engagement strategies. The analysis shows Accor’s challenges and the strategic actions necessary to sustain growth. This structured approach addresses both the internal and external factors that impact Accor’s competitive edge, ensuring the Dubai property can meet the high standards expected by its clientele and maintain its market position amidst fluctuating regional dynamics (Hassanein and Özgit, 2022).
Recommendations and Change Management
Accor’s Dubai property, positioned within a competitive luxury hospitality market, faces several critical challenges, from service consistency issues to seasonal revenue fluctuations and increasing demand for sustainable practices. Addressing these issues requires a holistic approach grounded in specific, actionable recommendations (Santos, 2024). This section provides an in-depth analysis of each recommendation, detailing the steps Accor’s Dubai property can take to enhance customer service, stabilize revenue, and adopt more sustainable practices. Additionally, the change management strategy that follows outlines a structured approach to implement these recommendations effectively, with strategies for engaging staff, managing transitions, and measuring success. Finally, cost estimates are provided to ensure that these initiatives are financially feasible and aligned with Accor’s strategic goals (Garavan et al., 2021).
Recommendations
Improving Customer Service Consistency
To uphold Accor’s reputation for excellence, particularly in a market as competitive as Dubai’s luxury hospitality sector, it is essential to address the existing inconsistencies in customer service. These inconsistencies, identified as significant contributors to guest dissatisfaction, can undermine the high standards expected from a luxury brand like Accor. Addressing these issues requires a multifaceted approach that includes rigorous staff training, an effective feedback mechanism, and the integration of advanced technology to personalize guest interactions (Jain et al., 2023).
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Figure 5: Benefits of a customer service process
The first recommendation, therefore, Accor should undertake a review of its service delivery model for products and services and then carry out training process for all people front facing the customers with the view of establishing a banner of standard service delivery to the guests. The goal of the program should be on basic aspects in the hospitality industry like speed in registering the guests, handling emergent situations as well as coronating any inquiries from the guests. Some key areas include focused efforts on delivering upscale personalized service standards where for instance the service deliverers deduce what may suit the guest’s need through data collected about them and ensure the guest feels special (Rösch, 2020). Impersonation and drama performances, and case-based training or learning activities might be actionable ways to get the staff ready for action. This way the situations like managing high demand check-ins or services for the guests the staff gets practical experience in real service cases that will come in handy one day. The training should also comprise sections that focus on the concept of listening and being considerate, elements that are well understood by the sophisticated customer (Velasco, Huang and Chaithanya Renduchintala, 2024). Also, the quarterly refresher training sessions would guarantee that the staff is up to date with new practices that can inform improvements in practice.
As a complement to staff training, it is recommended that the Moment of Truth concept should be implemented to collect guest feedback right after different service encounters including check-in, restaurant, or cleaning services. Such timely feedback can be easily reasonable and responsive, changing negative situations for customers into positive ones for the management of the hotel before they become worse. Technology could be provided in the form of digital tablets in guest rooms or codes such as QR that could be posted in bare areas making it fast for the guests to complete the feedback questionnaires (Arapou and Kapiki, 2023). Apart from enabling the guests to give their opinions regarding the services offered, it also benefits the management as it offers them statistics within specific sectors of the services that need further enhancement. Furthermore, the information elicited through this feedback channel may be useful in shaping subsequent training activities as indispensable to fill real rather than assumed service deficits (Hassan Ali Khan, 2024).
To extend the improvement of the customer service quality and enhance the homogeneity of the service, AI innovation for the guest-oriented tools is crucially impactful. Many guests may like a specific temperature in the room, certain types of food or communicating with personnel in certain ways, and all this and more can be programmed into the AI technology (Sanjeev Kumar Saxena, Gupta and Kumar, 2024). For instance, if the guest had earlier booked a room with no allergens, he or she can have this feature indicated so that ordering this feature is not necessary in future visits. Furthermore, instead of cumbering the personnel with repetitive questions, AI-chatbots could readily address guests’ questions concerning events, for example. This technological implementation pertains to changes in perception of guests who are part of the luxury segment who demand customization and speed (Ahmad et al., 2024).
Optimizing Revenue and Reducing Dependency on Seasonal Demand
Seasonal fluctuations present a significant challenge for Accor’s Dubai property, leading to inconsistent revenue streams that can affect profitability. Addressing this issue requires a combination of dynamic pricing strategies and strategic partnerships, which together can provide a more stable revenue base and reduce dependency on peak seasons (Talón-Ballestero, Nieto-García and González-Serrano, 2022).
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Figure 6;Seasonal Demand Fluctuation
One effective approach is to implement a dynamic pricing system, which enables the hotel to adjust room rates based on real-time demand and competitor pricing. A revenue management system that incorporates dynamic pricing capabilities can analyze market trends, local events, and historical data to set optimal rates that maximize occupancy and revenue. For instance, during high-demand periods, such as major events or holiday seasons, the system can automatically increase room rates to capitalize on the influx of tourists (Mitra, 2019). Conversely, during off-peak periods, it can lower rates strategically to attract price-sensitive travelers who might not consider staying at the hotel otherwise. This flexibility in pricing allows the hotel to remain competitive while optimizing revenue across different market conditions. The benefits of dynamic pricing are twofold: it enhances revenue stability by smoothing out the peaks and troughs of seasonal demand, and it ensures that the hotel remains an attractive option for various segments, including budget-conscious travelers during slower periods (Guizzardi et al., 2020).
In addition to dynamic pricing, establishing corporate partnerships can provide a steady stream of business during off-peak seasons. Dubai’s reputation as a global business hub offers ample opportunities for attracting corporate clients, who often have a higher propensity for repeat visits and long-term stays. By forming partnerships with local and international corporations, Accor’s Dubai property can offer exclusive packages and special rates for corporate clients, incentivizing them to choose Accor for their business travel needs (Dr. Antoneta Njeri Kariru, 2023). Such partnerships could include value-added services, such as dedicated meeting spaces, event management support, and corporate discounts on extended stays. This strategy not only diversifies the hotel’s guest demographic but also creates a buffer against the volatility of seasonal tourism cycles. Furthermore, corporate clients often prioritize convenience and service quality over price, making them an ideal target market for Accor’s luxury offerings (Don, 2023).
Enhancing Sustainable Practices
Sustainability has become a core expectation among travelers, especially within the luxury segment, where eco-consciousness and social responsibility often influence booking decisions. Accor’s Dubai property can strengthen its brand image and attract environmentally minded guests by expanding its commitment to sustainable practices. Accor’s Planet 21 program provides an excellent foundation, but additional efforts are required to ensure that sustainability becomes an integral part of the guest experience and daily operations (Han, 2021).
Energy efficiency initiatives should be a priority, as they offer both environmental and financial benefits. Installing energy-efficient lighting, such as LED bulbs, along with smart thermostats and water-saving fixtures, can significantly reduce the property’s energy consumption. These upgrades not only lower utility costs but also appeal to eco-conscious guests who prefer staying in environmentally responsible hotels (Cerchione and Bansal, 2019). To further engage guests, the hotel can communicate these initiatives through in-room materials and digital displays, encouraging guests to participate in sustainability efforts during their stay. For instance, a note explaining the energy savings associated with towel reuse can prompt guests to make environmentally friendly choices (Acampora et al., 2022).
Another impactful sustainability initiative involves waste reduction and recycling. Accor can implement a comprehensive waste reduction program that includes minimizing single-use plastics and providing recycling bins in guest rooms. By offering recycling options, the hotel empowers guests to actively contribute to sustainable practices, reinforcing the property’s commitment to environmental responsibility. These efforts could also extend to the hotel’s dining and beverage services, where eco-friendly packaging and compostable materials could replace single-use plastics (Talapatra, 2022).
To further emphasize its sustainability credentials, Accor’s Dubai property can source local and sustainable products, especially for food and beverage offerings. Partnering with local farmers and suppliers not only reduces the carbon footprint associated with imports but also enhances the guest experience by providing authentic, locally inspired cuisine. This strategy aligns with Accor’s Planet 21 goals while delivering a unique, culturally enriched experience that appeals to guests seeking a connection to the local community (Ruiz Molina et al., 2021).
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Figure 7: Acor's Planet 2021
Change Management Strategy
Implementing the above recommendations requires a structured change management strategy to ensure a smooth transition and minimize resistance from staff. Successful change management involves clear communication, staff engagement, and phased implementation to foster acceptance and commitment (Rousseau and Have, 2022).
To begin, engaging staff in the change process is crucial for ensuring successful implementation. Employees should be introduced to the proposed changes through initial briefings, where the rationale behind each recommendation is clearly explained. These sessions can highlight how the changes align with Accor’s mission of delivering exceptional guest experiences, stabilizing revenue, and promoting sustainability. Involving staff in these discussions fosters a sense of ownership, making employees more likely to support the initiatives. Additionally, allowing staff to provide feedback and voice any concerns can help management identify potential barriers and address them proactively (Ramos-Maçães and Román-Portas, 2022).
Comprehensive training and development sessions are also essential for equipping staff with the skills necessary to adapt to new practices. Customer service training, for example, should incorporate practical exercises that simulate real-world scenarios, giving staff the opportunity to practice and refine their skills. Sustainability workshops can educate employees on the environmental benefits of energy conservation, waste reduction, and recycling, making them active participants in the hotel’s sustainability efforts. Ongoing training ensures that staff remain committed to delivering consistent, high-quality service while embracing sustainable practices.
Clear and consistent communication throughout the implementation process is vital to maintaining staff morale and ensuring transparency. Management should provide weekly updates on the progress of each initiative, celebrating early successes to reinforce the value of the changes (Batti, 2019). For example, sharing positive guest feedback from the real-time feedback system or highlighting reductions in energy usage can demonstrate tangible benefits, fostering a positive attitude toward the changes. Additionally, regular check-ins with staff can help identify any issues early on, allowing management to make necessary adjustments to keep the initiatives on track (Wasantha Rajapakshe, 2024). (Models Application in Appendix A).
Measurement of Success
To assess the effectiveness of these recommendations, Accor should establish specific key performance indicators (KPIs) that measure progress toward improved customer satisfaction, revenue stability, and environmental impact. Customer satisfaction scores, gathered through post-stay surveys, can provide valuable insights into how guests perceive service quality and consistency. Tracking changes in these scores before and after implementing customer service training will reveal whether the training is yielding the desired results (Aunoa, 2024).
Employee retention rates offer another valuable metric, particularly when evaluating the success of staff engagement and training initiatives. High turnover rates often signal dissatisfaction or disengagement among employees, which could hinder successful change implementation. Improved retention rates, on the other hand, suggest that staff members are more satisfied with their roles and aligned with the hotel’s vision, making them more likely to support new initiatives.
For revenue-related initiatives, metrics such as Revenue per Available Room (RevPAR) and Average Daily Rate (ADR) provide concrete indicators of financial performance. An increase in RevPAR during off-peak seasons, for instance, would signal that the dynamic pricing strategy and corporate partnerships are effectively stabilizing revenue. Environmental impact metrics, including reductions in energy and water consumption, waste production, and carbon emissions, will demonstrate the success of the hotel’s sustainable practices (Ünsal, 2023).
Costing
Table 4: Costing
	Recommendation
	Cost Component
	Detailed Cost Estimate
	Justification

	Staff Training Program
	Training materials (handbooks, online resources)
	€5,000
	Provides comprehensive resources for consistent and standardized service delivery.

	
	Instructor fees (internal trainers or external experts)
	€8,000
	Ensures high-quality training with experienced facilitators.

	
	Workshop space and refreshments
	€3,000
	Creates an engaging learning environment that supports staff participation and morale.

	
	Simulation tools and software for role-play scenarios
	€4,000
	Enhances learning through practical scenarios, especially for handling luxury guest expectations.

	
	Total
	€20,000
	Investment in service consistency to enhance guest satisfaction and loyalty.

	Real-Time Feedback System
	Digital tablets for guest rooms and common areas
	€7,500
	Facilitates immediate guest feedback, especially in high-traffic areas like lobbies and restaurants.

	
	QR code setup and software integration
	€2,500
	Provides a quick and easy feedback mechanism that encourages guest participation.

	
	Feedback management software
	€5,000
	Centralizes feedback data, allowing for prompt response and trend analysis.

	
	Total
	€15,000
	Real-time feedback improves responsiveness to guest concerns, enhancing satisfaction.

	AI-Driven Tools for Personalization
	AI software licenses (e.g., chatbots, personalization)
	€15,000
	Enables personalized service, aligning with luxury guest expectations.

	
	Integration with existing property management systems
	€10,000
	Ensures seamless functionality across different hotel departments and services.

	
	Staff training on AI tools
	€5,000
	Equips staff with skills to manage and leverage AI-driven personalization effectively.

	
	Maintenance and software updates
	€5,000
	Ensures the system remains efficient, secure, and up-to-date.

	
	Total
	€35,000
	Improves operational efficiency and guest satisfaction through tailored service.

	Dynamic Pricing System
	Revenue management software
	€15,000
	Provides the ability to adjust pricing based on demand, enhancing revenue potential.

	
	Integration with booking channels
	€7,500
	Ensures pricing consistency across direct booking channels and third-party platforms.

	
	Staff training for revenue managers
	€5,000
	Helps revenue management team effectively utilize the system for optimal pricing.

	
	Monthly maintenance and software updates
	€2,500 annually
	Keeps software running smoothly and up-to-date with market trends.

	
	Total
	€30,000
	Strategic investment to stabilize revenue by optimizing rates year-round.

	Corporate Partnership Development
	Marketing collateral for corporate packages
	€5,000
	Creates attractive materials to showcase exclusive offers for corporate clients.

	
	Sales outreach and business development resources
	€6,000
	Enables dedicated efforts to attract corporate clients and secure long-term partnerships.

	
	Networking and partnership events
	€4,000
	Builds relationships through targeted networking events and exhibitions in Dubai’s business sector.

	
	Total
	€15,000
	Builds a corporate client base to ensure occupancy stability in off-peak seasons.

	Energy Efficiency Upgrades
	LED lighting installation (guest rooms, lobbies)
	€10,000
	Reduces energy consumption, lowering long-term utility costs.

	
	Smart thermostats for guest rooms
	€5,000
	Allows for more efficient temperature management, especially during peak summer months.

	
	Water-saving fixtures for bathrooms
	€5,000
	Decreases water usage, supporting Accor’s Planet 21 sustainability goals.

	
	Total
	€20,000
	Contributes to sustainability efforts and appeals to eco-conscious guests.

	Waste Reduction and Recycling Program
	Recycling bins for guest rooms and common areas
	€3,000
	Provides convenient waste segregation options for guests, enhancing sustainability visibility.

	
	Eco-friendly packaging for toiletries and in-room amenities
	€3,500
	Reduces single-use plastic usage, promoting environmental responsibility.

	
	Signage for sustainability information
	€1,500
	Educates guests on sustainable practices and encourages participation.

	
	Staff training on waste management and recycling
	€2,000
	Ensures staff understand and support the waste reduction goals.

	
	Total
	€10,000
	Reduces waste footprint, aligning with environmental goals and enhancing brand reputation.

	Local Sourcing and Eco-Friendly Partnerships
	Supplier research and selection
	€3,000
	Identifies local, sustainable suppliers for in-room amenities and F&B offerings.

	
	Marketing materials to highlight locally sourced products
	€2,000
	Enhances guest perception of authenticity and sustainability.

	
	Coordination and partnership agreements with local suppliers
	€5,000
	Secures ongoing supply of locally sourced items, supporting local economy.

	
	Total
	€10,000
	Lowers carbon footprint through local sourcing, supporting sustainable brand image.



Overall Total Estimated Cost is €145,000 to enhance service quality, revenue stability, and sustainability. 
Action Plan
Table 5: Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	Inconsistent Customer Service
	Implement comprehensive staff training
	Improved service consistency and enhanced guest satisfaction
	3 months
	January 2025
	€20,000

	2
	Lack of Real-Time Guest Feedback
	Introduce digital feedback system
	Immediate response to guest concerns, increased satisfaction
	2 months
	December 2024
	€15,000

	3
	Limited Personalization for Guests
	Integrate AI-driven personalization tools
	Enhanced guest experience with personalized service
	4 months
	February 2025
	€35,000

	4
	Revenue Fluctuation due to Seasonality
	Implement dynamic pricing system
	Increased revenue stability and optimized room rates year-round
	3 months
	January 2025
	€30,000

	5
	Insufficient Off-Peak Bookings
	Establish corporate partnerships
	Consistent bookings from business clients, reducing seasonality impact
	6 months
	March 2025
	€15,000

	6
	High Energy and Water Consumption
	Install energy-efficient lighting and water-saving fixtures
	Reduced utility costs, lower environmental impact
	3 months
	January 2025
	€20,000

	7
	Excessive Waste and Single-Use Plastics
	Launch waste reduction and recycling program
	Reduced waste footprint, enhanced brand image for sustainability
	2 months
	December 2024
	€10,000

	8
	High Carbon Footprint from Imports
	Partner with local suppliers for amenities and F&B
	Lower carbon footprint, support for local economy
	4 months
	February 2025
	€10,000



Conclusion
The consultancy report for Accor’s Dubai property identifies key areas for improvement and proposes actionable recommendations to address operational challenges, stabilize revenue, and enhance sustainability (Massimo Regona et al., 2024). The analysis provided insights into the hotel’s strengths, weaknesses, opportunities, and threats (SWOT), revealing that while the property excels in luxury offerings and brand reputation, it faces challenges in delivering consistent customer service, optimizing revenue during off-peak seasons, and meeting growing environmental expectations. External and internal factors impacting the property were evaluated through PESTEL and TOWS frameworks, further informing a comprehensive understanding of the hotel’s operational landscape.
The recommendations presented in this report are tailored to address the specific issues identified in the analysis. To improve customer service consistency, a detailed training program for staff was recommended, focusing on core hospitality skills and personalization techniques (Mericia, 2020). This approach aims to create a consistently positive guest experience, increasing satisfaction and loyalty in the highly competitive luxury market. To capture and respond to guest feedback in real-time, a digital feedback system was suggested. This will empower Accor’s Dubai property to address issues as they arise, reinforcing its commitment to exceptional service quality.
Revenue optimization strategies are essential for the Dubai property, given the seasonal demand fluctuations characteristic of the tourism market. A dynamic pricing system was recommended to adjust room rates based on real-time demand, helping the hotel remain competitive and stabilize revenue year-round. Additionally, developing partnerships with corporate clients was suggested as a strategic approach to secure steady business, particularly during off-peak seasons, thus creating a balanced mix of leisure and business guests (Gibbons, 2015).
Environmental sustainability is becoming increasingly important for guests in the luxury segment. To enhance its sustainability profile, Accor’s Dubai property was advised to implement energy-efficient lighting and water-saving fixtures. Waste reduction and recycling initiatives were also recommended to reduce the hotel’s environmental footprint and align with Accor’s broader Planet 21 sustainability goals. Partnering with local suppliers for in-room amenities and food items was suggested to support the local economy while reducing the carbon footprint associated with imports, meeting the expectations of eco-conscious travelers (GUPTA, 2024).
The report outlines a structured change management strategy, emphasizing the importance of staff engagement, training, and communication to ensure the successful implementation of each recommendation. By involving employees in the process from the outset and providing comprehensive training, the hotel can cultivate a culture of continuous improvement and adaptability. Clear and consistent communication throughout the transition will help reduce resistance to change, fostering an environment where employees are motivated to support new initiatives (Hamed Taherdoost, 2023).
Key performance indicators (KPIs) were defined to monitor the effectiveness of each recommendation, covering areas such as customer satisfaction, employee retention, revenue performance, and environmental impact. Regularly tracking these metrics will allow Accor to assess progress and make data-driven adjustments as needed to achieve desired outcomes.
On behalf of our consultancy firm, I would like to express our sincere gratitude to Accor Hotels for entrusting us with this opportunity to contribute to the growth and enhancement of its Dubai property. Working collaboratively on this project has been a rewarding experience, and we are confident that these recommendations will lead to positive and measurable improvements in guest satisfaction, revenue stability, and sustainability. We look forward to future opportunities to support Accor Hotels in its mission to redefine excellence in hospitality and drive sustainable growth. Thank you for the opportunity to contribute to this vision, and we remain committed to your continued success.
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Appendix (A)
This following table illustrating relevant change management models and their application within the change management strategy for Accor’s Dubai property:
Table 6: change management models and their application
	Model
	Description
	Application in Accor’s Change Management Strategy

	Lewin's Change Model
	Divides the change process into three phases: Unfreeze, Change, and Refreeze. It emphasizes preparing an organization for change, implementing it, and solidifying the new state as the standard.
	Unfreeze: Initial staff briefings explaining the rationale behind changes to customer service, revenue optimization, and sustainability. This helps in creating awareness and readiness among employees. 
Change: Conduct training and development sessions in customer service, sustainability, and technology, integrating hands-on exercises to familiarize employees with new practices. 
Refreeze: Regular performance tracking and reinforcement through feedback sessions and updates on progress.

	Kotter’s 8-Step Model
	Outlines eight steps for effective change management, focusing on creating urgency, building a guiding coalition, and anchoring new approaches in the organization’s culture.
	Creating Urgency: Emphasize the competitive and operational need for changes by sharing customer satisfaction data and market performance.
Building a Coalition: Engage department heads and influential staff as champions of change.
Forming a Vision: Outline a clear, unified vision for improved guest experience and operational efficiency.
Empowering Staff: Encourage feedback loops and provide tools needed for smooth transitions.
Anchoring New Approaches: Embed service consistency and sustainability into performance metrics and daily workflows, making them integral to Accor’s brand identity.

	ADKAR Model
	An acronym for Awareness, Desire, Knowledge, Ability, and Reinforcement. This model focuses on individual change by addressing each stage of adoption for sustainable results.
	Awareness: Briefings explain the need for operational changes, focusing on benefits for both staff and guests.
Desire: Managers highlight how improvements will create a better work environment and benefit staff.
Knowledge: Customer service, technology, and sustainability training provide skills for effective change implementation.
Ability: Hands-on practice and role-playing in training sessions equip employees to apply new skills.
Reinforcement: Regular updates on success metrics, feedback from guests, and celebrating milestones to maintain motivation and consistency.

	McKinsey 7S Framework
	Focuses on seven elements essential for successful organizational change: Strategy, Structure, Systems, Shared Values, Style, Staff, and Skills. Ensures all elements align to support change.
	Strategy: Integrate customer experience and sustainability as strategic priorities.
Structure: Define clear roles for change implementation, including change champions and task-specific teams.
Systems: Implement systems for real-time feedback and dynamic pricing to support operational efficiency.
Shared Values: Reinforce Accor’s mission of luxury hospitality and sustainability through training and communications.
Staff: Focus on staff training to improve skill levels.
Skills: Emphasize personalized guest service and sustainable practices through ongoing skill development.
Style: Foster an open, collaborative style to encourage feedback and adaptability.

	Bridges’ Transition Model
	Divides change into three phases: Ending, Neutral Zone, and New Beginning. Focuses on the psychological transitions that accompany organizational change and the emotional impact on employees.
	Ending: Acknowledge challenges of adapting to new standards and encourage open discussion about employee concerns.
Neutral Zone: Guide employees through training and development sessions, reinforcing learning and encouraging practice.
New Beginning: Establish consistent communication on progress, share positive feedback, and encourage staff to embrace new practices as the norm, emphasizing the benefits for guest satisfaction and job satisfaction.

	Prosci's Change Triangle
	Focuses on three components for successful change: Leadership/Sponsorship, Project Management, and Change Management. It emphasizes the importance of leadership commitment and structured change processes.
	Leadership/Sponsorship: Engage senior managers to endorse the changes, ensuring staff see strong, visible support from leadership.
Project Management: Outline timelines, objectives, and responsibilities in a structured action plan for each change initiative.
Change Management: Communicate the change process clearly, address any staff resistance proactively, and provide support and resources for successful adaptation, such as coaching for newly implemented AI-driven personalization tools.
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