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1. [bookmark: _Toc136647130][bookmark: _Toc430254230]Executive Summary
This consultation report focuses on the in-depth analysis of challenges or issues faced by the Grand Hyatt hotel of Dubai and the possible solutions suggested to effectively overcome them and achieve the competitive advantage over its competitors with respect to the customer service. The current scenario of the hotel is examined by the consultation expert using three strategic analysis tools, such as SWOT, PESTEL and TWOS. The SWOT analysis is conducted to examine the internal environment of the hotel with respect to its strengths, weaknesses, threats and opportunities. The hotel’s main strengths are its positioning in the strategic location of Dubai, strong brand image and loyal customers. The hotel’s main weaknesses include its high costs, market segmentation, unskilled, unmotivated and stressed employees. It has great opportunity to expand its business due to favourable Government policies and its popularity. The threats are faced by the hotel mainly from its competitors. The PESTEL analysis is conducted to examine the external environment of the hotel with respect to its political, economic, social, technological, environmental and legal conditions. The hotel has great opportunity to grow due to politically stable Government. The economic conditions of the country are also very strong due to high oil reserves and the most preferable place for tourists. Being the tourists’ hub, there is a great need for labours, who come from neighbouring countries. Dubai being the rich city uses advanced technologies. The city has lot of factories, which pollutes the environment. Legally, the city has minimal crime rate, making it the safest place to live. The TWOS analysis is conducted to position the Grand Hyatt hotel with strengths and weaknesses associated with opportunities and threats. Based on this analysis, the Grand Hyatt hotel need to make strategic alliance with other brands to sustain in the market and enhance its promotional activities. 
These analyses will help the hotel to examine the issues or challenges faced by it and the most effective ways of resolving them to sustain in the market and grow successfully. The main issues faced by the hotel includes high operational costs, poor customer service, target of segmented customers, non attractive marketing offers, stressful environment for the employees, old décor, non automation of customer service, lack of online check-in/check-out customer service and lack of online medium to effectively lodge concerns. These issues can be addressed keeling in mind its internal and external environment analysis. For example, the technological factor implicates the hotel to use automation of customer service through robots and online digital medium for lodging complaints or check-in and check-out facilities. The environmental factor implicates the hotel to use the sustainable means, such as use of solar panels, glass bottles or LED lights, or to protect the environment, which will eventually help it to save cost in the long run. With respect to the social factor, the hotel should take care of its employees need and motivate them through rewards or recognitions so that they become trustworthy and loyal. The Grand Hyatt hotel needs to use effective promotional offers to attract customers from all over the world as economically the country is dependent on tourism. Since the country is politically stable, the hotel can consider to make further investments in the country and expand its business. 
This report observed critical findings after reviewing different areas or departments or the hotel. For example, the front desk decor being excellent and the staff being polite. However, most of the staff members are under-skilled. Even the hotel has fewer staff as per the rush of the customers during the peak seasons. The employees are made to work for long hours even without any compensation. The customers concerns are not addressed on priority. Even the customer-facing staff lacks adequate training, communication with other departments and are largely temporary. The findings for the food and beverage department are that the food is of very good quality and is being served in multiple restaurants. However, food cannot be ordered online and even there is no option for the customers to customise the menu as per the choice. The findings for the sales and marketing department reveal that marketing offers are not very attractive and made for only selected segment. For the maintenance department, the findings reveal that the maintenance procedure is not smooth and there is no online medium to log maintenance issues. For the housekeeping department, it is revealed that even though rooms are clean and hygiene is maintained, attention is required in the dining areas. Rooms are well maintained but water temperature in the bathroom need to be maintained. 
Based on the findings and the issues observed in the hotel, appropriate action plans are devised to take care of these issues in the near future and make the hotel the most favourable and preferable choice for the customers in Dubai. Some of these problems include the repetitive failure of the heating system of water, lack of adequate skills in some employees, inefficient marketing offers and even lack of modernise look in the hotel as a whole. In order to overcome these issues, it is recommended to take appropriate actions within a stipulated time frame.

2. [bookmark: _Toc136647131]Introduction
This report is on one of the properties of Grand Hyatt hotel in Dubai. The aim of this report is to perform internal business analysis for the hotel property to analyse the underlying issues or problems. The issues that will be discussed in this report are high operational costs, poor customer service and marketing issues, target of segmented customers, non attractive marketing offers, stressful environment for the employees, old décor, non automation of customer service, lack of online check-in/check-out customer service and lack of online medium to effectively lodge concerns.
The hotel seems to be in high demand during peak seasons in Dubai. For this, the employees (especially the senior one, such as General Managers) are made to work for long hours i.e., around 16 hours every day (in.indeed.com, 2023). Even after overworking employees, the hotel does not pay them any sort of compensation. Since there is a shortage of senior employees, it is very unlikely that the workload of these employees will be reduced in the near future. So, such employees are under high stress. The hotel needs to undertake strategies to reduce the stress and workload of such employees to keep them motivated. It can also make strategies to perform cost-benefit analysis and control the operational costs of the hotel. 
The quality customer service is very critical for the survival and growth of any hotel in its relevant sector (cdn-docs.av-iq.com, 2022). However, in spite of being the luxurious and the most in demand property, the Grand Hyatt hotel in Dubai fails to meet the high expectations of the customers. The main reason for this poor service is due to lack of trained and long-term senior employees who lacks appropriate skills and motivation. The frequently changed front-end staff members have limited knowledge and experience to deal efficiently with the customers. They even tend to make frequent mistakes or fail to report or address customers’ concerns on time. Such customer service can even damage the hotel’s brand image in the long run. The customer service lacks efficiency even due to lack of online medium to check-in or check out and automation tools.
These issues can be analysed using various audit tools, such as SWOT, PESTEL and even TWOS to enable the hotel to meet its set targets and goals. These tools will help to understand the current situation of the hotel and the reasons why the issues are faced so that the customer satisfaction level can be increased, along with the revenue target and share-holder value. The hotel needs to identify ways to move into the Blue Ocean from the Red Ocean. The Red Ocean is the highly competitive market, while on the other hand, the Blue Ocean is the most profitable and developing market.
3. [bookmark: _Toc136647132]Scope & Analysis
The Grand Hyatt Dubai is one of the leading American multinational hotel properties. The Hyatt hotel brand is in operation since the year 1957 by its founder, Jay Pritzker. It became an International brand in the year 1968. The Grand Hyatt and Part Hyatt brands came into existence from the year 1980 in Los Angeles. It is a renowned, dominant and luxurious hotel in the Tourism and Hospitality sector with around 682 rooms, including around 39 suites. The size of the rooms ranges from around 39–264 square rooms  (hyatt.com, 2023). The hotel has two outdoor swimming pools with temperature-controlled mechanisms available. One pool is for adults and the other is for the toddlers. Along with this, there is also one indoor temperature-controlled swimming pool. This pool has music speakers installed at the underwater. The hotel includes a separate fitness zone for fitness enthusiasts. This zone has advanced training equipment where the enthusiasts can relax, enjoy and continue their fitness training programmes even during their vacations. Along with the advanced equipment, this space also enables the customers to use the ancient healing practices to relax and unwind themselves. 
In this hotel, there is a playground area for the children between the age groups 4 to 12 years where they can perform a series of adventures, along with weaving colourful threads. This property also has a huge conference hall for the meetings and conferences of the professionals, a wedding or social celebration hall and around 13 award-winning dining areas, along with bars  (hyatt.com, 2023). Just adjacent to the hotel, Grand Hyatt provides around 186 service apartments facilities to its customers. These apartments range from 127-345 square meters in size with all the appropriate facilities to the customers. This Dubai hotel provides a stunning skyline view of the city. It is located in the heart of the city with only 10 minutes distance from the Dubai Mall, Bhuj Khalifa and even airport. 
The hotel is rated poorly by some customers who were not satisfied by its online booking system, cleanliness or hygiene, customer service, uncontrolled temperature in water in the bathroom (i.e., either too cold or too hot), loud music in rooms near the night club in the hotel, miscommunication (i.e. customers doing the booking were not informed of some construction work going on in the hotel, due to which some facilities like swimming pool not available) and market restaurant service (voyage-prive.co.uk, 2023). However, apart from these issues faced by customers, a great number of customers have rated it excellent for its facilities, location, food and hall for conference, functions or wedding.
The SWOT analysis of this property is given in the following table:
	Strengths
	Weaknesses
	Opportunities
	Threats

	· The property is located in the strategic location of Dubai.
· It has strong brand recognition globally.
· It provides latest facilities to its customers.
· Its customer base is quite loyal.
· It has set high quality and standards in the market  (hyatt.com, 2023)
	· The brand has small market share in the Tourism and Hospitality sector (cdn-docs.av-iq.com, 2022)
· Poor customer service in certain areas, such as cleanliness and hygiene
· Employees dissatisfaction due to stress, high workload and low compensation
· Being luxurious, it is an expensive hotel
· It has high operation costs
· It has high number of temporary employees
· It overlooks growing market segments through concentrated marketing on business customers
	· It can offer diverse membership plans
· It can influence health-conscious consumers 
· It has the scope to attract international tourists
· It has the scope of expansion of the hotel and its service apartments
· It can maximise use of Internet as the demand of the young people.
· It can target to attract family-oriented customers during low-peak seasons, such as April to August, through increase in leisure activities (www.swotandpestle.com, 2023)
	· It faces very intense competition from other hotels or brands, such as Taj, Trident and Radisson, in the city.
· The loss of customer base with frequent rise in complaints
· The political factors of United Aram Emirates (UAE), such as labour law, can affect the business.
· Economic factors, such as inflation or recession, can affect the growth of the hotel business (www.swotandpestle.com, 2023).


Figure 1. Source: Made by the Student (2023)
[bookmark: _Hlk136626385]The SWOT analysis reveals that strengths, weaknesses, opportunities and threats of the Grand Hyatt hotel in Dubai. The strength includes the hotel’s brand image, location, latest facilities, loyal customers and even high-quality standards to attract tourists. The weaknesses include its high costs, market segmentation, unmotivated and stressed employees and even unskilled temporary staff. The hotel being in the city known as the tourists’ hub has the opportunity to grow and expand its business. However, the hotel faces threats from its competitors that have managed to sustain in the market since a long time.
The PESTEL analysis of this property is given in the following table:
	Political
	Economic
	Social
	Technology
	Environmental
	Legal

	· There is a stable Government in Dubai.
· Occasionally, UAE has conflicts with neighbouring countries related to the ownership of oil reserves. 
	· The unemployment rate in UAE is very low.
· UAE has very high GDP per capita and FDI.
· Dubai’s economy is highly dependant on tourism and commerce.
· Dubai is highly dependant on foreign workers to do laborious jobs as locals consider them to be beneath themselves.
· It has open economy with no trade barriers and exchange controls.

	· Unlike other UAE regions, Dubai is liberal in social factors, such as no prohibition in drinking alcohol or covering head and body of women.
· The social environment is tough for labours who come from third world war countries to Dubai to earn their livelihood in terms of long working hours and unfavourable living conditions. However, they receive subsidiary in healthcare facilities. 
	· UAE is a wealthy country, so it invests heavily on technology. The flights connecting Dubai to other countries, such as Emirates and Fly Dubai, are equipped with latest technologies.
· The use of technology in Dubai also includes driverless Metro and RFIDs all over the city.
	· Dubai has certain environmental issues, such as clean drinking water. 
· The wastes produced from the factories are dumped in the sea and carbon dioxide released pollutes the air.
· The hot and dry climate reduces the productivity of workers and even faring is difficult.
· Trading through sea is easier and convenient due to a number of coastal areas.
	· Dubai has almost 0% crime rate.
· It has strict regulations for law breakers.


Figure 2. Source: Made by the Student (2023)
[bookmark: _Hlk136627273]As per the PESTEL analysis of the Grand Hyatt hotel in Dubai, the politically stable Government has a positive impact on economy of the country. As a result, there is a positive influence on the business of the hotel (international.groupecreditagricole.com, 2023). In spite of being politically very strong, UAE gets into conflicts with other countries when it come across any threats to its oil reserves. Its stable Government, hub for tourists and abundant oil reserves have made the country economically very strong. However, it needs to provide benefits to the labour class employees to keep them motivated to work in the country. Even though the country is equipped with advanced technologies, it needs to invest in its own R&D centres to produce its own highly advanced technological products instead of importing from other countries. The environment (both air and water) gets polluted due to factories waste products. Even due to high oil reserves, the water (though abundant) becomes salty. As a result, the water needs to be frequently desalinated. 
Dubai is considered to be the safest place on earth to live die to 0% crime record. It is liberal to tourists with less restrictions as compared with other Islamic countries (www.swotandpestle.com, 2023). However, they need to follow the rules and regulations stated by the country. For example, custom laws are strict as non-Islamic items, such as pills for fever, are not allowed to bring in the city from outside, photographs of locals can be clicked unless permitted by them and western clothing is allowed but within certain limit.
The TOWS analysis of this property is given in the following table:
	
	Strengths
	Weaknesses

	Opportunities
	· The skills of employees can be improved by enhancing their skills
· The hotel can undergo strategic alliance with other brands to increase its business exposure.
	· The marketing and promotional programs can be improved to cover diversified segment of customers. 
· The promotional campaigns should be for the entire year i.e., for no peak seasons also.


	Threats
	· The hotel should maintain quality in service and stand unique amongst its competitors
· The hotel should expand its business to have enough funds to withstand any political or economic fluctuations. 
	· It should increase its promotional programs to spread awareness regarding the property and the facilities available.
· It should decrease its operational costs to remain competitive in the market.


Figure 3. Source: Made by the Student (2023)

As per the TOWS matrix for the Grand Hyatt hotel in Dubai, there is a need for the hotel to make strategic alliance with other brands to spread awareness regarding the brand and sustain in the market effectively. It also needs to enhance its promotional and marketing programs to attract all segment of customers.
4. [bookmark: _Toc136647133]Main body
Due to globalisation, the hospitality sector faced a huge impact due to increase in competition in the market (Hassanien & Dale, 2019). So, it is necessary for the hotels and restaurants to take appropriate measures to keep themselves competitive. The issues faced by the Grand Hyatt hotel in Dubai and measures to improve them are:
Issue 1: High operational cost - In order to sustain in the competitive market for a long time successfully, the Grand Hyatt hotel in Dubai needs to take measures to decrease its operational cost (Guerra, 2019). For this, it can keep its employees motivated through compensations, rewards and flexible timings. This will help the hotel to retain them for a long time, which in turn will help them to reduce cost on hiring new employees and giving them training to understand the work culture and policy of its company. 
Issue 2: Poor customer service - Customer service is an area that helps to build or destroy image of any hotel. This is because customer service is provided generally when hotel staff communicates with courtesy and warmth with the customers. Sometimes, these staff members fail to interact efficiently with the customers sue to various reasons, lack of adequate knowledge regarding the issue, lack of appropriate training and skills to handle customer feedback and concerns and highly demotivated staff (Hudson & Hudson, 2017). In order to address the customer service issues by its employees, the Hyatt hotel needs to ensure that all its employees are sensitised regarding the importance of customer service and the affect it has on its brand image. Since it holds a very good brand image in the market, it needs to take immediate action on such complaints and ensure that the employees undergo appropriate training programs at frequent intervals to excel in customer service areas and learn how to handle customer complaints or concerns. If any employee is not performing as per the expectations even after undergoing extensive training programs and support from the seniors, he/she needs to be removed from the customer facing role to the back-office role. However, such employees can also continue to receive bonus or other rewards if their performance improves. 
Issue 3: Targeting only segmented customers - Since the Hyatt hotel is luxurious and costly, it mainly targets only business class segment. However, in order to grow and expand its business profitably, it needs to make promotional campaigns for targeting other customer segments, such as family segment (Gursoy, 2017). This will help the hotel to ensure occupancy even during low peak season from April to August when children have vacations. In order to reduce the cost of rooms and food for such customer segments, the hotel can modify the food menu and limit the availability for some facilities, such as some restaurant rooms to control costs. 
Issue 4: Non attractive marketing offers - The management of the hotel is responsible to control and manage all the activities of the hotel, which includes food, lodging, hotel staff, guests, recruitment, accounts, marketing and even customer service (Gursoy, 2017). They even need to ensure that the brand image is not affected by any misdoing of any staff. The top managers need to oversee the entire hotel operations, analyse the situations, identify issues, if any, and mitigate them on time to avoid turning them to disasters. However, the marketing for the hotel needs attention. Managers need to emphasize on the continuous marketing of the hotel so that the brand name remains on the top of the minds of the targeted customers when they plan to visit Dubai. In order to attract customers during non-peak season, the management can provide appropriate offers or schemes or even organise free events or lucky draws. For example, in order to attract customers during the summer season, special offers can be provided regarding the use of swimming pools and even biking or hiking.
The hotel management can also provide offers related to upsell and room upgrades with free or discounted add-on services, such as spa, secure parking, airport transit or even early check-ins or late check-outs (George, 2021). The workforce of the hotel can be provided some power to take their own decisions to provide complementary add-ons to the customers if their complaint seems genuine. This will certainly help to please the customers and increase the hotel’s reputation. Such powers also boost the confidence of the employees and they tend to give their best output. However, the employees getting such as need to undergo frequent trainings and perform role-plays with similar situations.
Issue 5: Stressful environment - The managerial post is a very stressful one for the managers. Same is the thing with the Hyatt hotel. Often, the managers have to work for long hours, especially during the peak seasons to ensure the smooth operations of the hotel. In order to keep them motivated, appropriate compensation and rewards need to be provided to them so that they feel happy and remain associated with the hotel for a long time (Boella & Goss-Turner, 2019). Old staff is always better than the new one as they usually get emotionally attached to the brand name and image of the hotel. Even lot of new and temporary staff means low stock of talents and poor customer service. However, a greater number of old employees than new ones mean more cost, which is generally outweighed by improvement in customer service. The need of different levels of employees are different. For example, most of the junior and temporary employees need money for their existence and to take care of their day-to-day tasks. For such employees, bonus and incentives can be useful to motivate them. On the other hand, for senior employees who are associated with the hotel for a long time, vocational rewards or decision-making rights can be motivational. 
Issue 6: Old decor - Due to tough competition faced by the Grand Hyatt hotel in Dubai from its competitors, it needs to renovate and refurbish its property to optimise its value, modernise the facilities as per the latest trends and maintain a competitive position in the market (www.tradearabia.com, 2023). For example, the hotel’s main lobby can be refurbished by replacing the current carpet and furniture to give a modern look. However, the Arabic thematic scheme can be retained or even enhance to display the culture of the country. As per the customer feedback, the rooms for the customers can also be renovated with respect to colours, layout, bedding, lights and the decor. Since the ballroom have been the most in demand space for customers for their functions during peak seasons, this room can be further renovated to increase the space so that more guests can be accommodated. This renovation can be done slowly to avoid complete shutdown and interruptions for the customers. 
In the long run, this hotel can be converted to a luxury resort and more rooms can be added with increase in the greenery space. This will help it to attract more elite class customers and generate more profits. However, it can do this by still maintaining to attract other customer segments by modifying plans and offers during non-peak seasons. Accordingly, the rooms can be classified as Classic, Superior and Super Plus. All these changes will help the hotel to differentiate it with its competitors and enter the Blue Ocean from the Red Ocean and become even more profitable and a rapidly developing business (Hassanien & Dale, 2019). After refurbishing, the hotel will manage to increase its occupancy. The hotel can even install solar panels, which will initially have a huge investment, but will help to provide its own contribution towards the sustainable environment. In the long run, the hotel will also get benefitted by saving electricity. The other actions the hotel can take towards sustainable environment are switching to glass bottles from single-use plastic bottle and other plastic products and even LED lights. Some booking websites, such as Tripadvisor, have Green Leaders section where the hotels having a good contribution towards protecting environment are listed. There are customers who really like this green sustainability approach and prefer only such hotels. Even Government appreciates such initiatives and often offer subsidies. 
Issue 7: Non automation of customer service - There can be robots deployed in the hotel to provide a unique and enriching customer experience for basic services, such as guiding to the rooms or other locations of the hotel, delivering towels or meals and even operating elevators (Webster & Ivanov, 2019). However, this option is not the replacement for human staff as only human touch can provide great customer experience. Robots can be used as a replacement for temporary staff for basic activities as they keep on switching jobs. The initial cost for this change can be high but it is effective in the long run. The young customers or youths get attracted to the use of the latest Artificial Intelligence (AI) technologies.
[bookmark: _Hlk136633957]Issue 8: Lack of online check-in/check-out customer service - There were complaints from some of the customers regarding the online check-in services as the change in bookings did not reflect what they opted for. This issue can be rectified by providing documented confirmations to the customers through mails or messages after booking. This should also reflect if any upgradations are done to the original booking (Koo, et al., 2021). Like the airlines provide the online check-in services to the customers for smooth transition in the airports, the similar approach can be adopted by the hotel by providing mobile check-in services to their customers to avoid them to stand in long queues for checking in. This mobile check-in services will help to provide a streamlines experience to the guests while arriving to the hotel and accessing their allocated rooms. The hotel can collect more information of their customers, such as their age, family details, occupation and residency so that they can customise the offers provided to them during their stay that will be appropriate regarding their preferences. The hotel can also personalise guests’ experience by going an extra mile through greeting guests by name and leaving handwritten notes for them in the room. As per the guests’ preferences, they can be guided personally regarding the places they can visit and the restaurants where they can have the food of their choice.
[bookmark: _Hlk136634215]Issue 9: Lack of online medium to effectively lodge concerns - There are many customers who choose any hotel for their vacations after going through the reviews provided for that hotel from other customers. In order to avoid negative comments regarding the hotel, the management can make strategies to allow guests to easily and effectively communicate with the front desk to share their concerns (Koo, et al., 2021). One way to do this is having an online system where customers can share their concerns regarding any issue related to the hotel with the front desk personal at any point of time and as per their convenience. These concerns need to be addressed by the concerned department or personal at priority so that the matter is taken care of and the customers are left happy. Such customers will always give positive feedback. Otherwise, these customers only would provide negative feedback in the social platforms or booking websites, such as Tripadvisor or Google, to defame the image of the hotel. In any circumstances, if negative feedback is given by the customers, irrespective of their authenticity, the hotel needs to take that seriously and analyse the pattern of the complaints. This will help it to understand the real issue and take necessary action.
5. [bookmark: _Toc136647134]Findings & Results of Grand Hyatt of Dubai
The findings and results of the Grant Hyatt hotel in Dubai is given in the table below:
	Department/Area of the Hotel
	Findings & Result

	Front Desk
	· The interior of front desk is excellent
· The front desk staff were polite, but all were not skilled or trained enough to take care of customers’ concerns
· Staff number not managed during peak season
· All safety measures taken at the front desk 
· Long working hours for the staff
· No remote check-in or check out available
· No rewards or incentives for staff
· Customers concerns not immediately addressed

	Customer-facing staff
	· All staff not adequately trained
· Lack complete knowledge regarding the hotel
· Polite and courteous to guests
· Large number of staff is temporary and keeps changing
· Very few senior staff
· Good communication skills with guests but lacked to communicate effectively with other departments

	Food and Beverage
	· Food is of good quality
· There are multiple restaurants serving food and beverage
· Room service also available regarding food and beverage
· No means to check menu and order food online
· Decor is very modernised and appealing

	Sales and Marketing
	· Marketing to selected segment of people
· No exciting offers to attract customers during non-peak season
· Customised offers not available
· Since the brand image is high, no extra effort to market the facilities available in the hotel

	Maintenance
	· Maintenance staff is alert and takes immediate action on reporting
· No mechanism to report the maintenance issue online
· Staff number less for maintaining such a huge hotel
· Maintenance procedure is not smooth

	Housekeeping
	· Cleanliness and hygiene not maintained across all areas of the hotel, especially near the restaurants and pool
· Staff prompt to act when reported
· All items provided to guests for room are clean

	Rooms
	· There are many rooms in the hotel and the apartments.
· Rooms are clean and hygiene maintained
· Decor needs to be refurbished as per the modern trend
· Temperature not maintained in the bathrooms


Figure 4. Source: Made by the Student (2023)
The front desk of any hotel is the first touchpoint that the guests will have. One of the main responsibilities of the front desk is to provide check-ins and check-outs to the guests, allocate rooms, assist regarding the local place and even listen to any grievances of the guests (Dalton, et al., 2021). At the Grant Hyatt hotel in Dubai, the front desk has very divisions, such as reservation desk, reception, information, bell desk and concierge. Its main responsibility is to ensure a smooth guest experience, upselling at check-in and handling grievances and administrative tasks (en.wizbii.com, 2023). The staff sitting at the reception area of front desk changes frequently due to their temporary status. As a result, their competency is not very high. Even though they are polite and willing to help the guests, sometimes some staff lacks knowledge and skills to handle guests, especially during peak season. The hotel has long queue at the front desk during peak seasons as no check-in and check-out facilities are available online. During this time, the staff has to work for long hours with no incentives. As a resulted, they often feel demotivated resulting in poor performance. Apart from the front-desk staff, other staff related to housekeeping, dining, spa, swimming pool and other recreational activities, are also polite to the guests. However, they have not undergone rigorous training and lack knowledge regarding other departments of the hotel. The turnover rate is very high at the Grand Hyatt hotel in Dubai. 
The decor and ambience in all the dining areas dealing with food and beverages are excellent. However, the cleanliness and hygiene are missing at some parts of these areas, which need to be taken care of immediately (voyage-prive.co.uk, 2023). However, the quality of food is excellent. There is no modern technology used to automate the ordering of food, which will help to save time of the guests. 
The hotel does not offer enough schemes or promotions during the non peak season to attract customers. Also, currently it promotes only for target segment of customers i.e., elite class. It has very high-quality amenities, such as spas, swimming pools, gym, playing area and other recreational areas (mbaskool.com, 2023). However, these facilities are not promoted much by the hotel as it believes the hotel has already gained a very good brand image. 
Even though the hotel has policy to review the maintenance work of the hotel. However, it is not done at frequent intervals. So, sometimes the maintenance work remains pending till the next review cycle. There should be online tool to log maintenance issues, if encountered, and immediate alerts should be provided to the concerned staff (Koo, et al., 2021). Such issues can only be reported through the front desk. The staff allocated for this activity is very less and it becomes challenging for the staff during the peak season. 
The hotel has around 682 rooms of different sizes. The rooms are elegant and maintains cleanliness and hygiene  (hyatt.com, 2023). However, it does not reflect the latest trend and technologies. So, it can be refurbished by giving attention to minute details to attract customers. The temperature of the water in the bathrooms need to be controlled and frequent checks need to be done to ensure the guests are not hassled with this.
6. [bookmark: _Toc136647135]Action Plan

	Number
	Problem
	Solution 
	Desired Outcome 
	Time scale
	Completion Date 
	Planned Budget  

	1
	Repetitive failure of the boiling of water systems in the bathroom 
	To update the heat exchanger system installed centrally and have backup systems in case of failure.
	The customer complaints will get minimised and even all guests who use the shower at the same time can be benefitted. 
	2 months 
	31st August, 2023
	£20,000

	2
	Lack of adequate skills in customer-facing staff and even the turnover rate of the staff is very high  
	Adequate training needs to be provided to the existing staff. The hiring system needs to be strengthened by selecting skilled staff. The policies need to be created to compensate the staff for long working hours and rewards need to be given to them.
	The staff will become efficient and feel motivated and try to keep themselves associated with the hotel for a long time. Hiring the right employee will save cost in the re-hiring process of the hotel.
	3 months
	30th September, 2023
	£2000

	3 
	Inadequate marketing offers available to attract different segment of people and during non-peak season. 
	Hire highly experience marketing professionals who can help in creating desired marketing campaigns and ad-on offerings. Even customised offers can be made for people according to their profile and sent to them through mails.
	Such activity will help to appeal to the customers regarding the hotel as a whole, its rooms and amenities or facilities available.
	4 months
	31st October, 2023
	£5000

	4 
	Unskilled customer-facing staff with high turnover rate.
	Robots deployed in hotel to perform basic customer service activities.
	It will help to use elevators, assist customers to reach their room, deliver food and towels, perform other room service activities and even guide guests
	3 months
	30th September, 2023
	£100000

	5
	Lack modernise or latest trend look
	Refurbish the hotel with related to adding carpets in the central hall, change the décor and lights.
	More young customers will get attracted with the modernise look
	6 months
	20th December, 2023 
	£250000


Figure 5. Source: Made by the Student (2023)

7. [bookmark: _Toc136647136]Recommendations
There are certain recommendations for the Grand Hyatt hotel in Dubai to provide enriching customer experience and achieve competitor advantage in the market:
· Adequate and appropriate training is required for all staff members to handle customers. The training programs need to be conducted on a regular basis and incorporate role plays to make the staff members realise how to take action in any particular situation.
· The management is required to incorporate an effective hiring and recruitment strategy to select skilled staff so that better customer service is provided from the start.
· The marketing strategies need to be changed or updated to incorporate offers to attract customers during non-peak season. Even the marketing professionals need to create customise offers for its regular customers that match their profile and preferences. This helps to provide a personal touch to the customers choices.
· The management need to hire experience marketing professions who will create strategies considering the tough competitions from the market.
· The heating system of the water in bathrooms need to be repaired or changed and regular review of the system needs to be conducted to ensure that all the customers get the controlled temperature in their showers.
· In order to enrich customer experience and attract younger generation, the management needs to make use of technologies, such as robots for assisting customers and AI tools in the rooms to help customer to do their basic activities such as switching on/off the lights or ACs through voice commands.
· The hotel needs to be refurbished to get a modernise look. For this, the décor and the lighting of the hotel should be changed. However, the theme reflecting the local Arabic culture should be retained. This is because the international guests coming from different parts of the world appreciate the local culture of any country.
8. [bookmark: _Toc136647137]Conclusion
The hospitality industry is known for its excellent hospitality and customer service, irrespective of whether its front desk, housekeeping, answering phones or email messages or even serving food. The quality of customer service provided in any hotel is the key to create the first impression regarding the hotel. Similar is the case with the Grand Hyatt hotel in Dubai. The hotel being luxurious has a magnificent environment and managed to create a strong brand image in the market. However recently, the property faced certain issues related to poor customer service, cleanliness and hygiene, maintenance of water temperature in the bathroom, automation and even old décor.
So, it is highly recommended for the hotel to first ensure that all its staff members receive adequate training at regular intervals to understand the importance of customer service and how to handle customer issues. It needs to focus on hiring the skilled staff so that they can be retained for a long period. It is important to have long term employees than the temporary or short-term for generating greater productivity. In order to enrich customer experience, the hotel can adopt automation tool, such as using robots to assist customers at different points of their stay in the hotel. The robots can help the customers to perform room service, assist in accessing the room and even guide to different areas of the hotel. The rooms of the hotel can also use the advanced technological AI device, such as voice control to enable the customers to perform basic activities in the room, such as maintaining AC temperature. 
The hotel needs to undergo refurbishment to get a modernise look to gain competitive advantage and attract customers. The issue related to the heating system of water needs to be addressed immediately to provide smooth customer experience. The hotel needs to make changes to its current marketing strategies to attract different segments of customers and accommodate more occupancy during non-peak seasons. 
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