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Executive Summary
Spain’s economic growth relies heavily on its hospitality industry. Es Princep Hotel finds itself in the historic Calatrava of Palma de Mallorca Spain whereas it serves as a luxury hotel services to their guests. The Bay of Palma hotel visitors also have entry to the city’s cultural legacy. Due to their outstanding service policies and successful customer service delivery approach Es Princep Hotel enjoys widespread popularity. The hotel enjoys a prime position that enables convenient access to draw local residents.  Many hotels in Mallorca face challenges due to new data protection laws. These laws require hotels to verify guest information during check-in. This has caused long wait times at Es Princep Hotel. Guests are frustrated, and staff are under pressure. Negative reviews have affected the hotel’s reputation. This report identifies the main causes of check-in delays. It also provides recommendations to improve the check-in process. The main issue at Es Princep Hotel is slow check-ins. New regulations require staff to collect and verify guest documents. This takes extra time, especially during busy hours. Guests must wait longer at the reception. This leads to dissatisfaction and poor reviews. Staff also feel stressed due to increased workload. The hotel’s efficiency has declined, affecting guest experience.
The report analyses key factors contributing to check-in delays. A STEEPLED analysis examines external influences like legal and technological factors. The SOAR framework identifies the hotel's strengths and opportunities. The TOWS matrix matches solutions with weaknesses and threats. These tools help in understanding the problem and finding effective solutions. Findings show that outdated check-in systems slow down the process. The hotel relies on manual verification, which increases wait times. Staff shortages during peak hours add to the problem. The front desk layout is not efficient, causing congestion. Guests do not have self-service options, increasing reliance on staff. The hotel needs better digital solutions and staff management. To improve efficiency, several recommendations are made. The first solution is installing self-check-in kiosks and mobile check-in systems. This will allow guests to check in without front desk staff. It will reduce queues and speed up the process. Many hotels successfully use this technology. The estimated cost for this upgrade is £50,000. Success will be measured by reduced wait times and guest feedback. The second recommendation is hiring temporary staff during peak hours. More employees will help manage busy times. Extra staff will focus on check-ins while senior staff handle complex issues. This will improve guest experience and reduce complaints. A three-month trial will test its effectiveness. The estimated cost is £20,000. Performance will be reviewed through guest surveys and waiting time reports. Another important solution is staff training on digital tools and customer service. Employees must learn to use self-check-in systems. Training will also cover how to handle guest concerns professionally. A mix of online and in-person training is recommended. The training program will last two months and cost £10,000. Staff performance and guest satisfaction will measure success. The hotel software must be upgraded to improve processing speed. A slow system causes check-in delays and guest frustration. A cloud-based system with AI-powered check-in will speed up registration. The software should integrate with mobile check-ins and kiosks. This upgrade will take five months and cost £40,000. Success will be tracked through check-in speed and guest reviews. The front desk layout should be redesigned to improve efficiency. A poorly designed desk causes congestion and confusion. The new layout will have separate lanes for different check-in needs. VIP guests and mobile check-in users will have dedicated counters. Digital screens will provide real-time check-in updates. This redesign will take three months and cost £15,000. Guest surveys and check-in time analysis will measure improvements. Change management strategies are necessary for smooth implementation. Employees should receive early communication about upcoming changes. Regular meetings will help staff understand new systems. The hotel should explain the benefits of new technology. Staff may resist changes if they do not understand them. Incentives like bonuses will motivate staff to adapt. Managers should be trained to guide their teams effectively. A transition team should handle staff concerns. Success will be measured through performance reviews and employee feedback. Monitoring and measuring success is essential. The operations team should track the impact of new changes. Check-in times should be recorded before and after improvements. Guest satisfaction should be assessed through surveys and online reviews. Mystery guests can test service quality. A reporting system should track common check-in issues. Performance reports will be reviewed monthly. A quarterly meeting will analyse improvements and challenges. The hotel should continuously refine its check-in process for better service. Cost considerations are important for implementation. The hotel must budget for recommended improvements. The total cost for self-check-in kiosks and software upgrades is £50,000. Staff training will cost £10,000, and temporary staff hiring will cost £20,000. The front desk redesign will require £15,000. These investments will improve efficiency and guest satisfaction. Faster check-ins will reduce staff workload and increase guest loyalty. A better check-in process will lead to positive online reviews. The hotel should review its budget every six months to ensure a return on investment.
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The hospitality industry is the key driver of the country’s economy (Thommandru et al., 2023). In Spain, the hotel industry plays a significant role in the country's economy, particularly in specific tourist areas such as Mallorca. However, new data protection rules in Spain cause substantial problems for hotels, specifically regarding how they check guests. These new rules require a hotel to collect and verify all their guests’ information, causing the check-in hotel process to begin. As a result, guests have to wait longer in reception to give their information and verify it (Kleiderman, 2024). This cause frustrated the guests, who gave the hotel terrible reviews. Staff are also under more pressure, affecting the hotel's overall efficiency. This report highlights Es Princep Hotel, a well-known hotel facing check-in delays. This report will identify how and why this issue occurs and recommend improving the situation. 
Es Princep Hotel is located in Spain, which is a beautiful and famous destination in Spain. The hotel has an 800-square-meter terrace that offers plenty to boast, including restaurants, a pool, bars, and spectacular vistas. It is in a formidable location; the hotel's site is on a prominent corner directly at the top of the Balurad in the Calatrava neighbourhood, which is the historic centre of the Parma. In dining, the hotel got an award for Chef Fernando Arellano, a favourite of their locals who enjoys Mallorcan gourmet artistry (Es Princep, 2025). The hotel is known for its excellent services with modern facilities, and it is close to the beaches to attract tourists. However, Spain introduced new data protection rules, and the hotel struggles with check-in delays. Hotels must take extra steps to verify their guest identities and protect their data. This means the guest spends more time at the reception area waiting for their check-ins. This issue affects guest satisfaction, making it harder for the front desk staff to manage their work effectively.
NovaVista Hospitality Consultants develop the report. This consultancy specialises in helping people improve their company’s operational issues. The company focuses on customer experience and digital solutions, making the hotel process efficient. The consultancy works with hotels to help them and make them competitive. The consultancy also follows the rules and regulations and gives recommendations. NovaVista Hospitality Consultants understand the issues that they face at Es Princep Hotel. The goal is to find ways to speed up the hotel check-in process and follow the new data protection laws. This report will offer practical solutions that help the hotel improve the guest experience and smooth the process. This report will use three key analytical tools to understand the issue and suggest the best solutions: STEEPLED Analysis, SOAR analysis, and TOWS matrix. 
The STEEPLED Analysis helps determine the outside factors that affect the hotel (George, 2021). It will examine how social, technological, economic, environmental, political, legal, ethical, and demographic factors influence the check-in process and enable the hotel to provide good services (CIPS, 2024). Moreover, the SOAR framework is the tool that helps to determine the strength, opportunity, aspiration, and results of the hotel by understanding how the hotel runs well and what opportunities it has (Vardopoulos et al., 2023). Through this, the hotel can build a plan to enhance its check-in system. The TOWS Matrix is a detailed vision of SWOT analysis. It helps match strengths with opportunities and decreases weaknesses by addressing threats (Verma et al., 2022). Using the TOWS method will develop strategies to fix all the hotel check-in delays and enhance guest satisfaction (Maity et al., 2023). This report will provide detailed recommendations for the hotel to speed up the check-in process and follow the laws that ensure guests get an efficient experience and the staff work hard.
[bookmark: _Toc191372567]Analysis 
1.1 [bookmark: _Toc191372568]Identified Issue: Check-In Delays Due to New Data
Check-in procedures at Es Princep Hotel in Palma de Mallorca have suffered from serious delays due to the implementation of data protection requirements in Spain. The hotel reception needs to collect data from guests for GDPR compliance and Spanish law reinforcement along with proper storage of this data. The hotel operations encounter unfavourable side effects because of this privacy protection system, although privacy security remains its purpose. Waiting times at reception have increased, so guests feel irritated, resulting in bad evaluations and dissatisfied customers (TTW, 2024). Facing prolonged check-in processes because of recently implemented data protection regulations. The delayed check-ins generate negative guest impacts by angering travellers since they spend excessive time waiting, especially after long flights. Guests who choose hotels for luxury services require prompt service, but developing check-in procedures that extend beyond reasonable length makes them dissatisfied enough to write negative online reviews (Wan and Forey, 2024). The hotel reputation suffers due to online reviews on TripAdvisor, Google, and Booking.com because potential guests base their booking choices on these platforms (Martin-Fuentes et al., 2024). Negative feedback regarding long check-in times will lead to lower bookings, diminishing the prestigious status of Es Princep. The long check-in process results in financial losses for the hotel because customers tend to pick accommodations with faster service operations (Marques, 2019). The hotel may need to shift its business to Expedia and other third-party platforms because declining direct bookings will increase fees paid to middlemen. Progression of delays might force management to hire additional staff, thus raising operational expenses (Javed et al., 2024). Housekeeping teams face difficulties with room turnover, and reception overcrowding produces supplementary operational problems (Kensbock et al., 2019). Es Princep faces the possibility of a decline in market position within the luxury hotel sector because its current operational issues continue.
1.2 [bookmark: _Toc191372569]Causes of the Problem
At Es Princep Hotel in Palma de Mallorca, several elements cause check-in delays. These delays occur due to new data protection laws enforced in Spain, which force hotels to obtain and verify additional guest information to fulfil GDPR requirements (Kleiderman, 2024). The extra security requirements for check-ins extend both the duration and complexity of the process, thus displeasing guests who anticipate prompt arrival services. The hotel depends on physical verification as part of its operational process. Hotel staff must perform physical passport and ID verification as part of the check-in process, which requires an extended duration (Marques, 2019). Each guest in the hotel experiences increased waiting time when they do not have access to automated registration systems. The hotel's inability to unite digital and conventional systems affects its operations. The hotel's existing software fails to meet the new legal standards, and the hotel lacks mobile check-in solutions and automated self-check-in (Stringam and Gerdes, 2021). Every visitor to check in must wait at the front desk, where queues grow longer, particularly after arrival peaks.
The tourist at Palma de Mallorca receives numerous visitors throughout the year, especially during peak tourist periods at Es Princep. Longer queues result from increased arrival numbers, leading to prolonged waiting times for the guests (Kleiderman, 2024). The supply of personnel remains inadequate, thus worsening the situation. Service processing for hotel check-ins has slowed because the post-pandemic labour emergency created an employment shortage at the hotel (Chan et al, 2021). Due to overworked staff, Tripadvisor visitors, complaint management, and guest booking operations become inefficient. Combining several factors produces long waiting times during check-in, thus deteriorating the overall front-office efficiency. In hotels the delays faced by guests and staff under pressure result in a reduced competitive position for the hotel (Kensbock et al., 2019). The lack of improvements at Es Princep endangers positive reviews and produces dissatisfied guests while triggering booking reductions. The hotel must solve these problems with advanced tools and technical improvements to both boost operational speed and protect its position as a luxurious establishment.
1.3 [bookmark: _Toc191372570]STEEPLED Analysis
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Figure 1: STEEPLED Analysis
(Source: Makos, 2024).
Social
Luxury hotels need a swift and efficient check-in procedure to satisfy guests (Talukder et al., 2025). Long waiting periods at the reception create dissatisfaction among guests, who feel the hotel disrespects them. Tourists who have already travelled long distances are disturbed and frustrated (Bowen, 2022). Hotel guests who experience prolonged check-in processes tend to express dissatisfaction through reviews on TripAdvisor and Google, damaging the hotel's online standing (Gaspani, 2022).
Technological
The hotel lacks an automated check-in process and mobile check-in features so that the technology will enhance its operational speed (Marques, 2019). Advanced technology like AI-assisted guest identification systems and self-serving features will decrease waiting times in hotel check-in areas (Iranmanesh et al., 2022). Es Princep faces difficulties with industry standards as it operates without these modern upgrades, so both staff and guests experience longer and more complex check-in procedures.
Economic
The duration of the check-in process affects booking volumes since customers choose hotels that speed up their check-in procedures (Özdemir et al., 2019). Hotels generate less revenue because of lower guest arrivals. The hotel needs new technology and staff training to resolve the problem, yet these elements require additional monetary capital. Investing in check-in efficiency improvements will produce satisfied guests and increased financial gains in the future (Khan, 2024). 
Environmental
The prolonged stay of hotel guests in lobby areas during queues results in higher electricity and cooling expenses (Stringam and Gerdes, 2021). Higher energy expenses arise when numerous waiting area guests turn on air conditioning and lighting equipment and activate electronic devices (McQuiston et al., 2023). Shortening guest waiting periods contributes to diminishing the hotel's environmental impact.
Political
Hotels need to follow the strict data protection regulations established by the government. Under current regulations, Hotel guests must prove their details through secure storage systems (Rustad and Koenig, 2019). The privacy protection rules hotels implement slow down check-in processes and complicate the check-in experience (Marques, 2019). The hotel must maintain compliance and operational efficiency that fulfils the governmental regulations.
Legal
Hotel guest data must be stored and handled securely because GDPR and Spanish law create this obligation (Florido-Benítez, 2024). These legal obligations increase administrative tasks and lengthen the check-in process. Secure digital solutions allow the hotel to observe legal compliance alongside operational speed during data management (Wynn and Jones, 2022). 
Ethical
Hotel guests need and expect that their personal details will be properly protected. Secure data management and fast check-in processes are priorities at the hotel (Xu et al., 2021). Effective aligning efficiency with privacy requirements establishes essential guest trust needed for guest satisfaction (Anwar et al., 2024).
Demographic
The hotel accepts foreign travellers from international locations. Check-in procedures become slower because staff need to explain policies and collect multiple language documents. Implementing digital translation tools and multilingual support would help increase check-in speed.
1.4 [bookmark: _Toc191372571]SOAR Analysis
[image: ]
Figure 2: SOAR Analysis
(Source: Creatively, 2024).
Strengths
Es Princep Hotel is a distinguished luxury establishment in Palma de Mallorca that celebrates its exceptional amenities and better customer service. The hotel's prime location offers guests convenient access to local attractions, like Palma and Portixol, as well as attracts luxury shops, famous restaurants, and art galleries. The hotel features an 800 square meter rooftop terrace with a bar, pool and stunning views. The hotel has a spa with a pool, Turkish bath, and luxury dining options. Es Princep is dedicated to building a great environment with a loyal guest experience in the hospitality industry (Es Princep, 2025). 
Opportunities
The technology systems help the hotel in check-in procedure by speeding up operations which leads to shorter queues and better management efficiency (Ratnoday et al., 2025). The hotel should work with technology companies to achieve two goals: implement advanced systems which meet data protection regulations and optimise operational efficiency. The system should include a loyalty program that gives guests digital check-in rewards and uses this method to boost service adoption rates as well as guest activation (Das, 2023). 
Aspirations
At Es Princep, the hospitality sector's digital transformation leadership goal guides the hotel toward establishing best practices for improved operational productivity. The hotel aims to establish an efficient check-in process that integrates present technological frameworks with necessary regulatory compliance (Ratnoday et al., 2025). The organization's mission is to develop and surpass guest expectations, which will help Es Princep maintain its position as a leading industry player.
Results
 Es Princep predicts substantial guest satisfaction growth which will transform into superior online reviews and an elevated reputation. The hotel expects operational efficiency to enhance causing a decrease in staff workload while making operations run more smoothly. Additional technology investments will lead to increased bookings, simultaneously boost revenue, and generate additional market share (Xu et al., 2021). Es Princep Hotel will achieve its digital leadership goals by utilizing its existing advantages and pursuing available opportunities which will bring about improved guest satisfaction combined with operational excellence and sustained financial success.
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Figure 3: TOWS Matrix
(Source: Visual Paradigm, 2024).
Strengths and Opportunities (S-O)
Es Princep must invest in digital check-in technologies like self-service systems and mobile applications. These advanced technologies enhance the check-in process, improve guest satisfaction, lower waiting times and improve the connection with guests (Das, 2023). In addition, the hotel will introduce a loyalty program that offers discounts to loyal guests who use mobile check-in, encourages the adoption of digital services and promotes customer loyalty.
Weaknesses and Opportunities (W-O)
It is important to overcome the limitations of guest processing by updating the hotel management software (Wynn and Jones, 2022). Modern systems will help to handle the data requirements efficiently and make sure there is compliance with data protection regulations. Effective staff training programs emphasise digital check-in procedures (Bowen, 2022). It will equip the necessary skills to manage the new technologies efficiently. It will help to improves the accuracy and speed during the guest registration.
Strengths and Threats (S-T)
Es Princep needs to maintain its brand reputation and needs proactive management to cater to negative feedback related to check-in delays. By promptly addressing the reviews and implementing practical improvements, the hotel may demonstrate its commitment to guest satisfaction. It improves customer service by hiring dedicated staff, which helps the customer check-in during peak hours (Iranmanesh et al., 2022). It will further mitigate customer dissatisfaction and reinforce the hotel's image by providing exceptional services.
Weaknesses and Threats (W-T)
The new data protection laws necessitate efficient compliance measures. Guest registration processes and verification protocols should be automated for better regulation compliance and lowered operational delays (Khanyi et al., 2024). Front desk staff will be able to concentrate on complex tasks because AI-powered customer service chatbots manage standard inquiries, shortening overall wait times (McQuiston et al., 2023). Es Princep Hotel will transform delayed check-in times into innovative opportunities by properly matching its beneficial elements to market possibilities while strengthening areas needing improvement in response to industry threats (Özdemir et al., 2019). The hotel's strategic investments in technology, together with staff development initiatives and an emphasis on customer satisfaction. It will help to answer current problems and establish the hotel as a leader among efficient and guest-oriented hospitality providers.
[bookmark: _Toc191372573]Recommendations and Change Management 
1) Install Self-Check-in Kiosks and Mobile Application
The front office and department team should install the self-check-in kiosks. The Kiosks will allow guests to check in without front desk staff. This will reduce or overcome the queues. It also improves the efficiency at reception. The mobile check-in will let the guests to complete check-in by using their phones (Nishiyama et al., 2022). The digital keys will allow the room access without visiting the reception. There are various hotels, which are now using the self-check-in technology successfully. The system will allow to reduce the staff workload, which is during the peak hours. There are few guests at the reception who will create a calmer atmosphere. The kiosks should be user-friendly with the multiple language options (Ravikumar, 2024). The staff of the hotel must assist the guests who are struggling with the hotel’s booking software. The installing kiosks and check-in will take at least four months. The estimated budget for this upgrade is £50,000. The success can be measured by tracking the reduced check-in times. The guests feedback will help in making the further improvements. 
2) Increase Staffing During Peak Hours
The front office should hire temporary staff for the busy times (Johnstone, 2024). More staff will help guests check in faster. The temporary staff can handle the basic check-in tasks. This will allow senior staff to manage the complex issues. The peak hours include morning check-outs and evening check-ins. The staff scheduling should be flexible for better efficiency. The extra employees should be trained before deployment. The training should focus on check-in software and customer service. The additional staff will reduce guest complaints. The guests will have a smoother and stress-free check-in. The hiring should be based on hotel occupancy trends (Liu et al, 2022). The  three-month trial will test the effectiveness. The estimated cost for extra staffing is £20,000. The performance can be reviewed by tracking waiting times. The guest surveys will measure the impact on the service quality.
3) Improve Training for Front Office Staff 
The staff should receive training on digital check-in tools (Štilić et al., 2023). They should also learn customer service best practices. Training will help them work faster and more efficiently. The program should focus on problem-solving skills. Staff should know how to handle guest complaints calmly. A professional approach will improve guest satisfaction. Training can include role-playing real-life check-in scenarios. The employees must learn how to use new technology properly (Reiman et al., 2021). A mix of online and in-person training is recommended. The training should take two months to complete. Trainers should be experienced in hospitality operations. The regular refresher courses will keep staff updated. The hotel should allocate £10,000 for training. Staff performance should be measured before and after training. Guest feedback will help identify areas for improvement.
4) Upgrade Hotel Software for Faster Processing
The front office should upgrade its check-in software. A slow system increases waiting times and guest frustration (Najafi, 2024). New software will speed up guest registration and payment. It should allow integration with mobile check-in and kiosks. A cloud-based system ensures faster and safer operations. The system should store guest preferences for personalised service. Hotel staff should be trained to use the upgraded software. Data security features should be included to protect guest details. Many hotels use AI-powered check-in systems successfully (Vashishth et al., 2025). The upgrade will take five months to complete. The estimated budget for software improvements is £40,000. Performance will be tracked by measuring check-in speed. The system should allow real-time reporting for managers. Guest satisfaction will be assessed through online reviews. Regular updates will keep the system efficient and secure.
5) Redesign the Front Desk Layout 
The operations team should improve the check-in desk layout. A poorly designed desk creates crowding and confusion (Zamani et al., 2023). The front desk should have separate lanes for different needs. VIP guests and online check-in should have dedicated counters. Clear signage will guide guests efficiently. The layout should be spacious and comfortable. Seating areas should be available for waiting guests. The design should allow staff to assist multiple guests quickly. Modern front desks use open designs for better interaction. Digital screens can provide real-time check-in updates (Jusufovic and Bardan, 2021). The redesign should be completed within three months. The estimated budget for this change is £15,000. Guest experience will be tracked using surveys and reviews. Check-in times before and after redesign will be compared. The goal is a faster, smoother, and more pleasant check-in.
6) Use Change Management Strategies for a Smooth Transition 
The front office and operations team must prepare staff for changes. Employees should receive early communication about upcoming changes (Ophilia and Hidayat, 2021). Regular meetings will help staff understand new check-in systems. The hotel should explain the benefits of new technology. Staff may resist changes if they do not understand them. The open discussions will help staff share concerns and feedback. Training sessions should focus on system use and customer service. Support should be available for staff struggling with new systems. Managers should be trained to guide their teams effectively. Incentives can motivate staff to adapt quickly and perform better. Bonuses or rewards can be given for achieving check-in goals. A transition team should handle staff concerns and adjustments. Staff feedback should be collected to identify training gaps (Boud and Dawson, 2023). Regular performance reviews will ensure smooth implementation. The goal is to make staff comfortable with new procedures.
7) Monitor and Measure Success
The operations team should track the impact of new changes. Check-in times should be measured before and after improvements. Data should show faster check-in processes over time. Guest satisfaction should be assessed through surveys and feedback (Vo, N.T et al., 2022). Online reviews will indicate if guests are happier with check-in. Mystery guests can test service quality and efficiency. Managers should compare staff performance before and after training. A reporting system should track common check-in issues (Mitchell et al., 2021). Staff should provide feedback on system ease and effectiveness. Performance reports should be reviewed every month. If problems arise, the hotel should adjust its strategy. Success should be measured by reduced complaints and improved ratings. A quarterly meeting should analyse improvements and challenges. The hotel should continuously refine its check-in process. The goal is consistent, high-quality service for all guests.
8) Cost Considerations
The hotel must budget for all recommended improvements. Self-check-in kiosks and mobile systems require an initial investment (Gupta and Sharma, 2021). Estimated costs for kiosks and software upgrades are £50,000. Staff training costs should be around £10,000. Temporary staff hiring will cost about £20,000 for peak times. The hotel should consider long-term cost savings. Faster check-ins will reduce the need for extra front desk staff (Vainio, 2023). Improved efficiency will increase guest satisfaction and loyalty. Higher satisfaction will lead to more repeat customers. A better check-in process will reduce negative online reviews. Better reviews can lead to higher room rates and profits (Hayes et al., 2021). The hotel should allocate a maintenance budget for software updates. Investments should match the hotel’s revenue and operational scale. The cost plan should be reviewed every six months. The hotel must ensure all changes provide a return on investment.

[bookmark: _Toc191372574]Change Management Strategies 
The hotel should inform staff about changes in advance. Regular meetings will explain new procedures and their benefits (Hinrichs, 2021). Open discussions will allow staff to share concerns and feedback. Staff will receive training on new check-in systems and software. Role-playing exercises will help them handle real-life scenarios. Regular refresher courses will keep employees updated on changes. Working hours may change to improve efficiency during peak times. Additional staff will be assigned to busy hours for smoother operations. Flexible shifts will ensure proper staff availability at all times (Franken et al., 2021). Staff may feel stressed about learning new systems. Mentors will be available to assist employees during the transition. Incentives such as bonuses will encourage staff to adapt quickly. The hotel should track check-in times before and after changes. Guest feedback and online reviews will measure customer satisfaction. Staff performance should be evaluated based on efficiency and service quality (Budur and Poturak, 2021). Faster check-ins will reduce guest frustration and improve their experience. Improved service will lead to positive reviews and repeat visits. A smoother process will enhance the hotel's reputation and ratings. Digital check-ins will reduce the workload on front desk staff. Reduced waiting times will increase overall efficiency at the hotel. Higher guest satisfaction will lead to increased bookings and revenue (Matsuoka, 2022). Monthly performance reports will highlight areas for further improvement. Regular staff and guest feedback will guide necessary adjustments. The hotel should refine strategies based on success rates and feedback.
The hotel should also improve communication through emails and notice boards. Clear instructions will help staff understand new policies easily (Kim and Jung, 2022). Managers should be available to answer questions and provide guidance. Staff meetings should include demonstrations of new procedures for clarity. Videos and visual aids can make learning easier and faster. Employees should have access to online tutorials for extra support. Training should be scheduled during slow hours to avoid disruptions. Team leaders can provide one-on-one coaching for struggling employees. Regular feedback sessions will help management address staff concerns quickly (Bhati et al., 2023). Staff should feel comfortable sharing difficulties with their supervisors. The hotel should reward employees who adapt quickly to changes. Recognition programs will motivate staff to learn and improve. Small rewards like vouchers or extra breaks can boost morale. Staff well-being should be a priority during transition periods (Franken et al., 2021). Relaxation areas can help reduce stress and maintain motivation. Technology should be tested before full implementation to avoid problems. Backup plans should be in place in case of system failures. The hotel should provide technical support to fix issues quickly. Guest instructions for digital check-ins should be clear and simple. Staff should assist guests who struggle with the new process. The hotel should monitor peak hours to adjust staffing levels. Hiring temporary staff can help during busy periods if needed. Flexible work schedules should consider staff preferences where possible. Staff should receive fair compensation for extra shifts or changes. Good working conditions will encourage employees to stay longer. Guest satisfaction should be tracked through surveys and direct feedback (Matsuoka, 2022). Social media reviews will also help measure service improvements. Staff should be encouraged to provide excellent customer service. Happy guests will leave positive reviews and recommend the hotel. Regular meetings will keep strategies updated based on feedback. The hotel should review data to find areas needing improvement. Continuous learning will help staff stay confident with new systems. A well-trained team will improve service quality and customer satisfaction.
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	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Long wait times at check-in
	Install self-check-in kiosks and mobile check-in system
	Reduce queues and improve efficiency
	4 months
	May 2025
	£50,000

	2
	Lack of staff during peak hours
	Hire temporary staff during busy check-in periods
	Reduce guest complaints and speed up check-ins
	3 months
	May 2025
	£20,000

	3
	Staff unfamiliar with new systems
	Provide training on digital check-in and customer service
	Improve service quality and staff confidence
	2 months
	May 2025
	£10,000

	4
	Slow manual check-in process
	Upgrade hotel software for faster processing
	Increase check-in speed and accuracy
	5 months
	June 2025
	£40,000

	5
	Inefficient front desk layout
	Redesign check-in area with clear signs and queues
	Improve guest flow and reduce confusion
	3 months
	June 2025
	£15,000



This action plan demonstrate that the front office and operations team must improve check-in efficiency. The main problems include long wait times, staff shortages, outdated systems, and poor layout. Several actions will be taken to resolve these issues. First, installing self-check-in kiosks and mobile check-in systems will reduce waiting times. Second, the hotel should hire temporary staff during peak hours to provide extra support. Third, staff training on digital check-in systems is essential. Fourth, upgrading hotel check-in software will speed up processing and reduce errors. Finally, redesigning the front desk layout will improve guest flow. 

[bookmark: _Toc191372576]Conclusion 
The check-in process at Es Princep Hotel needs improvement. Long wait times frustrate guests and lower satisfaction. Staff struggle to manage workloads due to new regulations. Slow check-ins cause delays and reduce operational efficiency. Digital solutions will improve the check-in experience. Self-check-in kiosks and mobile check-ins will reduce queues (Nishiyama et al., 2022). Automated ID verification will speed up guest registration. Upgrading hotel software will make processing faster and more accurate. Staff training is necessary for effective change implementation (Štilić et al., 2023). Employees must learn how to use new check-in technology. Customer service training will improve guest interactions. A well-trained team will ensure smooth operations. Redesigning the front desk will enhance efficiency. Clear signage and separate lanes will improve guest flow. A better layout will reduce crowding and confusion. Comfortable waiting areas will improve guest experience. Hiring temporary staff will reduce pressure during peak hours. More employees will ensure faster check-ins (Abdulmatin et al., 2025). Flexible scheduling will help manage busy periods. Extra staff will enhance customer service and satisfaction. A strong change management strategy is essential. Staff should be involved in the transition process. Regular meetings and incentives will help employees adapt. Monitoring performance will ensure the success of new changes. Measuring success is key to continuous improvement. The hotel should track check-in times and guest feedback. Online reviews will indicate guest satisfaction levels. Monthly reports will highlight areas needing further adjustments. Cost considerations are important for implementation. The hotel must allocate a budget for upgrades. Investments in technology and staffing will provide long-term benefits. A well-planned budget will ensure sustainable improvements. Es Princep Hotel can achieve a faster and more efficient check-in process. The proposed recommendations will enhance guest experience. A seamless check-in will improve the hotel’s reputation and competitiveness. NovaVista Hospitality Consultants thank Es Princep Hotel for this opportunity. We appreciate the trust placed in our expertise. We look forward to future collaborations and continued success.
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