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Executive Summary


The Problem or Issue at Stake
Implementing the Royal Decree 933/2021 is causing severe cheque delays at Gran Meliá Palacio de los Duques as the hotel has had to collect and verify guest data to comply. Due to the manual process of document verification and data submission, the guest wait times have increased significantly, the front desk workload has increased, and guest satisfaction has decreased. However, guests are experiencing an average cheque delay time of 20 minutes, which is more than twice the industry standard of 5-7 minutes. These inefficiencies threaten the hotel’s reputation, guest retention, and operational effectiveness (Whittington, 2020).
Findings 
Therefore, this consultancy report has analysed the key operational inefficiencies that affect cheque procedures. Manual ID verification increases by 8 – 10 minutes per guest, which adds to peak-hour congestion. There are not enough personnel in the current staff-to-guest ratio, which is causing delays and overworked front desk employees. Furthermore, there is no pre-arrival data submission portal, causing the staff to manually collect and verify the information on the spot, further slowing down operations. As industry studies suggest, using an AI-powered system, hotel cheques decrease wait times by 40% and increase guest satisfaction by 20% (Noordzife, 2014).
Analysis of Findings
This is due to outdated manual verification, lack of automation, and inadequate workforce distribution for the cheque-in process. As research indicates, with 95% error reduction and 40% enhanced efficiency, digital transformation has top priority (Burnes, 2014). However, it negatively impacts service quality because staff eventually burn out and become less productive due to these increased administrative duties. Furthermore, operating pre-arrival data submission portals in hotels reduces the front desk workload by 50% and enhances overall operational efficiency (Buttrick, 2009).

Recommendations to the Client
In response to these challenges, Elite Hospitality Consulting suggests using AI cheques in solutions, workforce expansion, and compliance automation. Biometric facial recognition cheque-ins will speed up the process and minimise waiting time by 45%. AI-based document verification would invest 50% on compliance processing time, making it accurate and efficient (Chowdhury et al., 2022). By hiring 5-7 additional front desk employees, I will improve service speed and productivity by introducing task specialisation. The hotel should also establish a pre-arrival data submission portal where guests can submit their details early enough to reduce processing time on arrival. Guests who adopt the app will get incentives such as priority cheques.
Change management will be implemented through a structured change strategy based on Kotter’s 8-Step Model. Staff training, pilot testing, and phased rollouts will be part of this effort to ease adoption. The successful integration will be achieved through employee engagement, technical workshops and performance-based incentives. The total money needed is €370,000 and will be recovered in 2-3 years via operational cost savings and improved guest retention. The cheque is expected to be reduced in time to less than 7 minutes, guest satisfaction will increase by 15%, and staff productivity will improve by 30% (Dhamija et al., 2023).
Conclusion
With AI-driven cheque-in, compliance automation, and workforce optimisation, Gran Meliá Palacio de los Duques will eliminate cheque-in delays, increase compliance, and increase guest satisfaction. By deploying these strategies, the hotel will become one of the top entities in technology-based hospitality while maintaining its luxury service and operational efficiency.
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[bookmark: _Toc191141760]Introduction
The hospitality industry exists in a situation that requires organisations to unite operations for maximum efficiency along with guest satisfaction and regulatory requirements. As per Conniff and Bigler (2019), Royal Decree 933/2021, passed by the Spanish government, demands hotel guest data collection at a level that creates major operational complications. Gran Meliá Palacio de los Duques is one of the luxury hotels in five-star hospitality in Madrid that falls under this regulation. Elite Hospitality Consulting has prepared a report which analyses how the new regulation disrupts hotel operations, especially by reducing cheque-in speed and diminishing guest satisfaction, while introducing recommendations to handle these challenges without violating the regulations (Cruz et al., 2017).
The Madrid-based luxury hotel Gran Meliá Palacio de los Duques is a prestigious establishment in Spain. The hotel combines modern comfort and classic palace architecture dating back to the nineteenth century (Stein, 2024). The Meliá Hotels International group provides 180 suites and rooms, dining experiences, wellness facilities, and rooftop amenities that serve business and leisure guests. According to Eliot (2021), the hotel gains worldwide recognition through its superior service delivery, which allows it to welcome international guests who want upscale hospitality.
Studies, such as those by Conniff and Bigler (2019), show that Elite Hospitality Consulting is a strategic hospitality consultancy that provides operational efficiency services, guest experience enhancement, and regulatory adherence. The firm delivers data-based solutions that help hotels solve industry-related challenges and maintain superior service quality. Providing expertise in change management, digital transformation skills, and competitive benchmarking capabilities makes Elite Hospitality Consulting ready to assist Gran Meliá Palacio de los Duques with their operational challenges stemming from Royal Decree 933/2021 (Cruz et al., 2017). The firm implements solutions that unite established industry standards with technological advancements and guest-oriented methods.
Hotels must now follow Royal Decree 933/2021 by providing extensive guest data to the Spanish Ministry of the Interior through administrative procedures, including passports, home addresses, payment methods, phone contacts, and email addresses (Stein, 2024). The hospitality industry faces operational challenges because this legislation aims to strengthen national security. The Spanish Ministry of the Interior regulation has led Gran Meliá Palacio de los Duques to face prolonged cheque-in durations, higher front desk responsibilities, and decreased guest satisfaction scoring. It has been analysed in the research of Eliot (2021) that the delay in guest service at luxury accommodations diminishes both satisfaction levels and hotel reputation because efficiency remains the key guest experience factor.
This report uses strategic analysis tools to assess the situation systematically while finding possibilities and developing solutions for the problem. As posted by Conniff and Bigler (2019), the hotel's external factors will be analysed through STEEPLED Assessment to understand how social, technological, economic, environmental, political, legal, ethical and demographic trends influence cheque-in operations as well as technological and regulatory changes in guest behaviour. Through SOAR Analysis, the organisation can recognise its strengths alongside available opportunities, future aspirations, and desired results to identify potential competitive advantages that will boost efficiency while ensuring compliance. The TOWS Analysis will join the hotel's internal capabilities with external market conditions to help Gran Meliá Palacio de los Duques transform operational problems into strategic advantages through innovative technological solutions (Cruz et al., 2017).
The report establishes a systematic method that Gran Meliá Palacio de los Duques can use to address cheque-in delays resulting from new regulatory requirements. It examines inefficiency sources at the hotel while evaluating competitive adaptations selects technological and procedural solutions that develop a change management approach and shows implementation plans with expense breakdowns, execution timelines, and performance metrics. Eliot (2021) found that a comprehensive consultancy methodology applied throughout the report helps Gran Melia Palacio de los Duques simultaneously reach regulatory compliance requirements and optimise their cheque-in procedures.
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Gran Meliá Palacio de los Duques encounters a major challenge because of the forthcoming prolongation of check-in processes which results from Royal Decree 933/2021. The new Spanish security requirements effective from December 2, 2024 demand hotel guest data including personal information from people aged 14 and above for Ministry of the Interior database access (Florido-Benítez, 2024). Hotel staff must obtain all guest data including passport information and locations, contact numbers, electronic addresses, payment information along with booking participant counts (Sanli, 2024). The additional security measures cause operational delays during guest check-in because front desk employees must gather and confirm information before submitting it to obtain guest pass room entry.
The arrival process must deliver swift efficiency for luxury hotel customers because extended visit periods at reception will make customers upset and leave negative feedback (Lagiewski and Perotti, 2023). When many guests check in simultaneously at the peak hours the hotel faces more delays that result in extended lobby wait times and heavier workloads for staff members. Delays at check-in impact business travelers and VIP guests who have limited schedules causing them to consider staying at hotels that provide faster and more efficient check-in solutions (Özdemir et al., 2018). The hotel faces potential revenue loss, reduced guest satisfaction, and decreased repeat bookings because of this problem if no proactive solutions are found.
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Gran Meliá Palacio de los Duques has faced a series of operational obstacles in the check-in phase with Royal Decree 933/2021. Front desk operations now have an increased workload because guest verification processes such as passport information, addresses and payment methods with visitor numbers need to be verified. The problem is primarily that reception staff manually verify information and submit to the Ministry of the Interior, which causes the delays in check-in. Integration of manual data verification resulted in very large queue time at the end of the daily check-in, between handling such large groups and their corporate visitor arriving at the same time (Adacher and Flamini, 2021). These delays affect guest satisfaction which in turn leads to guest disappointment and therefore affects the staff who become stressed, while at the same time causing them to be less able to provide high quality customer service.
The new rule generates much time consuming administrative work that greatly hinders the hotel operation system right after the check-in delay. Hotels are mandated to keep guests’ information for three years and hence, are pushed to consider acquiring secure digital data storage systems for their compliance to data protection rules (Yallop et al., 2021). Supplemental staff count is needed to preserve these records because employees have the need to data manage and cyber safely to stop data breaches or inaccuracies that can cause legal repercussions. In addition to overall service, hotel personnel have to deal with large numbers of daily personal data and fail in providing adequate guest services. For hotel, there are extra penalties together with extra operational problems if there are mistakes in data scheme or record kept.  
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The hotel faces major financial burdens when implementing adherence to these new regulations. A new set of upgraded property management systems (PMS) has to be implemented by the hotel, which is capable of not only data collection through automation but also direct reporting to the authorities (Wynn and Jones, 2022). The rising labour cost makes property management systems a costly enterprise. Where multiple administrative staff are hired to process data and manage administrative compliance duties, payroll expenses have also increased due to various front desk personnel employment, for their hiring within these times of peak check in. 
Failure to meet regulatory requirements of a hotel is risky for financial reasons. Hotels must be ready to be penalised with fines between €100 and €30 000 if any means guest data submission is incomplete or late. The potential to cause harm to hotel profitability when not one, but more infractions are involved occurs in industry competition in hospitality, and in this case, the risk of extended penalties from regulatory violation increases. Business clients among the luxury traveller segment demand both efficiency and privacy during their stay (CUNHA et al., 2024). Negative guest feedback on hotel occupancy rates and resulting long term revenue streams will have direct impact on slow check in times.
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The new decree’s deployment can modify the hotel’s reputation. Additional check in procedures cause hotel guests to not enjoy these procedures especially when these hotel guests do not have years of experience dealing with such burdensome paperwork requirements. Further, based on the way hotel guests experience processing, they can become negatively inclined to post negative comments on such websites that play a key role in the formation of luxury hotels’ brand perception. There are guests who stay at expensive hotels and they value hassle free service in addition to complete privacy when staying with them (Lin and Mattila, 2021). The hotel faces reputational risk because of the security-related issue regarding the protection of guest data. Then the hotel becomes a target for cyber attackers because of its three years data storage requirements. The personal data breach can break customer trust in such a serious way that triggers customer legal obligations being enforced. Gran Meliá Palacio de los Duques, which requires formal contact information via its reservation system, has the potential to attract some potential guests to different accommodation options than those who choose to do so successfully. 
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Gran Meliá Palacio de los Duques has attractive key assets and developmental opportunities for growth that a SOAR analysis indicates. To increase the credibility of the Gran Meliá Palacio de los Duques is their high ratings on one of the most popular platforms like Booking.com as well as TripAdvisor. Extended VIP and corporate services will help the hotel attract luxury VIP customers and the availability of sustainability programs which are connected to international touring developments. The development of customer loyalty programs should be better in order to promote customers to repeat on their business (Kimura, 2021). It will be a hotel able to rise above all other luxury hotels in Madrid to be a benchmark sustainable hospitality destination. The proposed objectives, in turn, turn into quantitative achievement milestones that consist of increasing hotel occupancy numbers while at the same time expanding revenue on that basis and also increasing customer retention. In order to save the hotel from operating problems and keep its excellent position, the use of available chances and details of the Gran Meliá Palacio de los Duques’ strong will let the hotel handle the matters. 
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Figure 1 STEEPLE Analysis 
(Source: Suwarto et al., 2024) 
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- Madrid's rich cultural heritage attracts millions of international tourists, with over 33 million visitors reported annually.
- There is a growing trend toward experiential travel, with tourists seeking authentic local experiences, such as cuisine and cultural activities.
- Approximately 73% of travelers are willing to pay more for eco-friendly accommodations, prompting hotels to adopt sustainable practices (José and Mar, 2020).
[bookmark: _Toc191141771]Technological Factors
- The adoption of contactless check-in/check-out systems and mobile apps is projected to increase significantly by 2025, aligning with global trends toward touchless services.
- The investment in technology within the hospitality sector is expected to reach $25 billion by 2025, facilitating enhanced guest experiences (Blázquez-Resino et al., 2024).
- The integration of mobile applications for bookings and personalised interactions is becoming essential, as 45% of tourists expect online platform usage by the end of 2024.
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- The economic recovery post-COVID-19 has led to increased tourism demand, with a GDP growth rate of approximately 5.9% in 2021.
- The rising inflation rates (around 9.1% in 2022) have affected consumer spending, leading to higher operational costs for hotels.
- The economic conditions influence travelers' decisions, with many opting for affordable accommodations during downturns.
[bookmark: _Toc191141773]Environmental Factors
- There is an increasing consumer preference for environmentally friendly lodging options, particularly among younger travelers.
- The tourism industry contributes approximately 8% of global greenhouse gas emissions, prompting hotels to adopt sustainable practices (Albaladejo and González-Martínez, 2019).
- The hotels implementing energy-efficient technologies (e.g., LED lighting, solar panels) have reported energy consumption reductions of 20% to 30%, enhancing their sustainability credentials.
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- Spain's political stability enhances investor confidence and fosters tourism development.
- The hospitality sector is crucial for the Spanish economy, contributing significantly to GDP and employment.
- The ongoing discussions regarding labor laws and immigration policies influence workforce availability, impacting hotel operations (Lozano et al., 2020).
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- The compliance with GDPR regulations is mandatory for managing guests' personal information; non-compliance can result in fines up to €20 million or 4% of total revenue.
- The hotels must adhere to stringent health, safety, and environmental regulations; violations can lead to fines exceeding €5 million.
- The minimum wage law in Spain impacts staffing costs and operational budgeting; regular inspections by labor authorities ensure compliance (Castillo-Manzano et al., 2020).
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- The ethical considerations are increasingly important in the hospitality industry, influencing corporate social responsibility (CSR) initiatives and guest expectations.
- The hotels are expected to engage in fair labor practices, ensuring equitable treatment of staff and compliance with labor laws.
- The transparency in pricing and service offerings is crucial to maintaining trust with customers; ethical marketing practices are essential for reputation management.
[bookmark: _Toc191141777]Demographic Factors
- Madrid's diverse demographic profile attracts a wide range of tourists from various cultural backgrounds, necessitating culturally sensitive service offerings.
- An increase in millennial and Gen Z travelers is influencing hotel marketing strategies towards digital engagement and sustainability initiatives.
- The aging population may lead to increased demand for accessible accommodations and services tailored to older travelers (Cruz-Morato et al., 2021).
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	Strengths
	Opportunities

	· Strong brand reputation in luxury hospitality.
	· Implement digital check-in to reduce delays.

	· Prime location in Madrid’s historic district.
	· Expand VIP and corporate services.

	· Exceptional customer service and personalised experiences.
	· Strengthen sustainability initiatives.

	· High customer ratings on TripAdvisor and Booking.com.
	· Enhance loyalty programs for repeat bookings.

	Aspirations
	Results

	· Become Madrid’s top luxury hotel.
	· Maintain high occupancy rates.

	· Lead in sustainable hospitality.
	· Achieve steady revenue growth.

	· Invest in AI and digital innovations.
	· Boost repeat guest bookings.



[bookmark: _Toc191141779]Recommendations and Change Management
Royal Decree 933/2021, which has been very much implemented at the Gran Meliá Palacio de los Duques hotel, has greatly affected the cheque in process, and it has been very disappointing to the guests and not very efficient on the operations (Jaafar & Pierre, 2023). The following recommendations are focused on streamlining cheque-in, improving the guest experience, satisfying legal requirements, and improving the overall hotel operations with high-quality service standards.
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Cheque-in delays are experienced at Gran Meliá Palacio de los Duques as manual ID verification and data collection happen, resulting in lower guest satisfaction and lower operational efficiency. Under new regulations, guests have to submit a vast amount of data to hotels, further slowing down processing operations. Digital check-in systems with a biometric verification layer can reduce wait times significantly in a completely monitored state supportive of compliance ((Naka, 2024). Digital cheque-ins have become a necessary upgrade to maintain the standards of quality service, and many luxury hotels adopting it have reported improved efficiency and faster service (Khan et al., 2023).
[bookmark: _Toc191141782]Key Features of the Digital Check-In System
This will make a mobile cheque-in system possible that will allow guests to pre-register details before arriving in order to reduce front desk processing times. Instead, identities will be immediately verified at biometric facial recognition kiosks that will replace manual cheques (Ratnoday et al., 2025). These kiosks will be linked to the Spanish Ministry of the Interior’s database for real-time compliance. International travellers will have the ability to provide multi-language support.
[bookmark: _Toc191141783]Implementation Strategy
The rollout will be done in three phases. In the first three months, they will develop and test mobile cheques and biometric systems (Dhamija et al., 2023). For the next three months, VIP guests will evaluate efficiency through a pilot programme. By the last six months, deployment will be made across the hotel, and full staff training will be provided.
[bookmark: _Toc191141784]Potential Challenges and Solutions
Incentives such as priority cheques or complimentary upgrades will encourage usage because guest adoption may be slow (Cordova-Cruzatty et al., 2024). Biometric verification processes, along with guest support, will be managed by the staff, who are well-prepared through training. These measures will facilitate the successful transition to digital cheque-in and will not cause any delay, increase compliance, and improve guest satisfaction (Khan et al., 2023). 
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There are long cheque-in queues at Gran Meliá Palacio de los Duques as there is an insufficient staff-to-guest ratio. To provide the same quality of operations and service, luxury hotels need a 20:1 ratio of guests to staff (Candra, 2023). With regards to manual ID verification and data processing, front desk employees are overloaded, causing delays in service and lowered satisfaction from guests. New cheque in procedures due to new regulations means the need for additional staffing. It has been shown in studies that adding just 20% of front desk staff reduces average wait time by 30% alone to a guest’s experience (Ilk & Shang, 2022).
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Figure 2 Labour force employment 
(Source: Suwarto et al., 2024)
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To increase the efficiency of the front desk workforce, they should be divided into three specialised teams (Suwarto et al., 2024). There will also be a Registration & ID Verification Team dedicated to executing tasks related to compliance and document authentication as efficiently as possible. There will be an assigned Room Allocation and Concierge team to deal with room assignments and guest requests, thereby negating the delays encountered by the simultaneous servicing of two tasks. A service of dedicated VIP & Corporate Guest Handling Team will be available for guest handling of high-profile guests, facilitating a smooth cheque (Bowornsathitchai, 2023). Thus, it is essential to improve efficiency and implement a floating team model, where cross-trained staff handle peak-hour cheque-ins. It appears that task specialisation in hotels can reduce the cheque in time by up to 25% (Liébana-Cabanillas et al., 2022).
[bookmark: _Toc191141788]Change Implementation
It is imperative that in order to provide faster service, the hotel should hire five to seven extra employees to assist in peak hours. To have flexibility in scheduling and better distribution of the workload, existing staff can be trained in cross-training in multiple roles (Chen et al., 2024). In order to motivate staff and increase productivity, performance incentives should be introduced since incentive-driven teams have better performance when it comes to handling guest interactions (15% more efficient) (Nizarali, 2023).
[bookmark: _Toc191141789]Potential Challenges and Solutions
However, due to budget constraints, it might not be possible to hire permanent staff. Therefore, temporary staff are employed to handle the workload fluctuations during peak seasons (Suwarto et al. 2024). To combat staff resistance to restructuring, the company can reduce the resistance through specialisation internal engagement programmes where staff will see the benefits of specialisation and increased efficiency of the sales process (Whittington, 2020).
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[bookmark: _Toc191141791]Need for AI-Powered Document Verification
One of the main causes of delays in the cheque-in process at Gran Meliá Palacio de los Duques is manual document verification. Front desk staff have to manually check passports, IDs, and guest information, requiring up to 8 to 10 minutes to check in a guest. As a result, the delay causes a negative impact on guest satisfaction and operational efficiency. Automating the verification process can save a lot of time for processing, thanks to AI-based document verification (Sarker, 2022). It has been proved that the use of AI-powered systems can decrease errors by up to 95%, increase efficiency by 40%, reduce cheque-in time, and improve accuracy (Baiod et al., 2025).
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Figure 3 AI-powered Document Processing & IDP 
(Source: Binariks, 2024) 
[bookmark: _Toc191141792]System Features and Integration
The system will instantly scan passports and IDs using AI and an AI-powered document verification system, eliminating manual cheques (Jaafar et al., 2023). Guest information can be submitted in real-time to the Spanish Ministry of the Interior’s compliance database. Also, regulations issues and manual corrections will be reduced by incorporating an automated flagging system to be used as a safety system to detect missing or incorrect data before submission (Noordzife, 2014).
[bookmark: _Toc191141793]Implementation Strategy
The Implementing of AI-powered verification should be done in phases (Burnes, 2014). In the first six months, the system will be developed and tested in a controlled environment so it is accurate. All front desk staff will be trained to use and troubleshoot the system in the next six months. The introduction will be completed across all cheques in points by the end of this period (Buttrick, 2009).
[bookmark: _Toc191141794]Challenges and Solutions
However, integrating AI-powered verification into a system with existing property management software is one of the main challenges (Himeur et al., 2023). Before full deployment, testing the pilot will enable you to spot and resolve any incompatibility problems. Another issue is data privacy, as during the AI verification process, guest-sensitive information is handled. To avoid this risk, the hotel must strictly follow GDPR and use the protocols of encrypted data storage (Thomaidis, 2022).
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[bookmark: _Toc191141796]Creating Urgency
Guest satisfaction is lowered, and revenue is reduced with negative cheques and delays. According to studies, a 10-minute delay at the cheque-in can decrease customer satisfaction by 25%, which obviously can influence repeat bookings (Dhamija et al., 2023). Given that the hotel can highlight these consequences and build an urgency for change, the stakeholders will understand the critical need for digital transformation.
[bookmark: _Toc191141797]Building a Coalition
The execution needs a strong implementation team. This team should be composed of hotel managers, IT specialists and front desk staff to work from across departments. A well-structured team helps make a better decision, making the employees feel supported in the transition process (Jaafar & Pierre, 2023).
[bookmark: _Toc191141798]Developing a Change Vision
A transition needs to have clear and measurable goals that push us forward. It’s estimated that the hotel should strive to cut cheques in less than seven minutes while complying with regulations (Schneider et al., 2022).
[bookmark: _Toc191141799]Communicating the Vision
Open communication through regular staff meetings, digital newsletters, and workshops will ensure that employees understand the advantages that AI-powered document verification and biometric cheques bring and thus, by minimising resistance to change, employees will accept it (Thomaidis, 2022).
[bookmark: _Toc191141800]Empowering Action
Staff will be provided hands-on training sessions on how to use digital cheque-in and compliance automation tools efficiently. Therefore, IT support should be made available for troubleshooting, and employees should be encouraged to adopt the system confidently based on their abilities (Chowdhury et al., 2022). 
[bookmark: _Toc191141801]Creating Short-Term Wins
The new system will be piloted to VIP guests before the full implementation. With short-term successes, employee confidence and the system's effectiveness are increased, and scepticism is reduced (Suwarto et al. 2024).
[bookmark: _Toc191141802]Consolidating Gains
Gathering guest feedback and performance data will also be useful for refining the process and resolving the issues (Nizarali, 2023). Take a real-time view and adjust it so that it seamlessly integrates.
[bookmark: _Toc191141803]Anchoring New Approaches
The last step is to incorporate digital cheques into the hotel's Standard Operating Procedures (SOPs). If it becomes a permanent part of daily operations, it is guaranteed an efficient discipline that will stay within regulatory compliance in the long haul (Akano et al., 2024). 
[bookmark: _Toc191141804]Employee Engagement and Training
Employees will have interactive training workshops to help them understand the new system’s functionality. Hands-on learning is faster adopted and causes fewer operational disruptions (Liébana-Cabanillas et al., 2022). Employees should be rewarded for successfully implementing and optimising the digital cheque-in, and performance incentives should increase engagement by 20%, improving system adoption rates (Khan et al., 2023).
[bookmark: _Toc191141805]Cost Analysis and Budgeting Considerations
The proposed cheque-in optimisation strategies are financially viable and provide measurable returns using a comprehensive cost analysis (Buttrick, 2009). For Gran Meliá Palacio de los Duques to improve its guest experience, regulatory compliance and operational efficiency, digital transformation, and workforce development are necessary (Burnes, 2014). Here is an estimated cost breakdown and the expected return on Investment (ROI).
Table 1 Estimated Costs and Expected ROI
	Initiative
	Estimated Cost (€)
	Expected ROI

	Digital Check-In & Biometric Verification
	€150,000
	Reduces check-in time by 40%; improves guest experience by 20%

	AI-Powered Document Verification
	€90,000
	Eliminates manual verification errors; cuts compliance processing time by 50%

	Workforce Expansion & Training
	€60,000
	Improves productivity and reduces employee burnout by 30%

	Pre-Arrival Data Submission Portal
	€70,000
	Encourages pre-registration, reducing front desk workload

	Total Investment
	€370,000
	Recouped in 2-3 years through higher efficiency and guest retention
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[bookmark: _Toc191141807]Key Performance Indicators (KPIs)
However, it is important to measure the success of the proposed digital transformation and workforce optimisation strategies to ensure stand efficiency and guest satisfaction at Gran Meliá Palacio de los Duques (Noordzife, 2014). The key performance indicator is to reduce cheques in time below seven minutes, compared to the current average of 20 minutes (Li et al., 2023). Because research shows that long cheque-in processes will result in a 30% drop in guest satisfaction ratings, reducing wait times is very important.
Along with that, guest satisfaction scores should go up by at least 15% within six months after implementation. In fact, hotels that have deployed AI for check-in solutions have noted higher Net Promoter Scores (NPS) as well as a 20% increase in positive guest reviews (Bhatti et al., 2023). Moreover, the workload in cheque-ins needs to be decreased by 30% to avoid burnout and to improve the service quality of the staff. The last KPI is the pre-arrival data submission rate, to get there at 50% adoption by the guest in 12 months (Whittington, 2020).
[bookmark: _Toc191141808]Ongoing Monitoring and Review
The hotel has to continuously perform quarterly guest feedback surveys to know how the customer is satisfied and the areas that need to be refined (Thomaidis, 2022). System performance will be assessed through operational efficiency audits tracking the effectiveness of AI verification and digital cheque-in, while continuous staff performance evaluation is a measure of how well staff adapts to new technology and a guarantee staff are provided with ongoing support and training. This will help the hotel structure a review process that will allow the hotel to make data-driven changes that ensure long-term success (Suwarto et al., 2024).
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Furthermore, an action plan must be developed to ensure a smooth implementation of the proposed solutions by outlining the steps to be taken to realise each recommendation. The action plan is a structured breakdown of problems, solutions, desired outcomes, time scales, completion and budget allocation. With this plan, Gran Meliá Palacio de los Duques will be able to plan, allocate resources and measure the progress towards operational efficiency and compliance. Below is a table which presents the detailed action plan of how to mitigate the cheque-in delays caused by Royal Decree 933/2021 through digital transformation, workforce restructuring and process improvement.


Table 2 Action Plan Table
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (€)

	1
	Long check-in times due to manual ID verification
	Implement a digital check-in system with biometric verification
	Reduce check-in time to below 7 minutes, improve guest experience
	12 months
	December 2025
	€150,000

	2
	High workload on front desk staff
	Hire an additional 5-7 front desk employees and introduce task specialisation
	Improve staff productivity, reduce burnout by 30%
	8 months
	August 2025
	€60,000

	3
	Errors in manual guest verification and compliance delays
	Install an AI-powered document verification system integrated with the Ministry of the Interior
	Eliminate manual errors and improve data accuracy by 95%
	12 months
	December 2025
	€90,000

	4
	Slow check-in due to on-site data collection
	Develop a pre-arrival data submission portal for guests
	Increase guest adoption of pre-registration by 50%, reduce front desk workload
	10 months
	October 2025
	€70,000

	5
	Staff resistance to digital transformation
	Conduct comprehensive staff training on AI check-in and compliance automation
	Improve system adoption rate by 90%, increase efficiency
	6 months
	June 2025
	€25,000

	6
	Guest reluctance to use digital check-in
	Offer priority check-in incentives for guests using biometric kiosks
	Encourage at least 60% of guests to adopt digital check-in
	6 months
	June 2025
	€25,000
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[bookmark: _Toc191141810]Conclusion
This consultancy report is intended to express and attest in response to areas of delay in check-in at Gran Meliá Palacio de los Duques as affected by Royal Decree 933/2021. The catch-22 of simply being required data of extensive details as to guests have increased need for administrative workload and duration of check-in. Ultimately, the satisfaction of the guest lessens by increased pressures on the front desk employees and the hotel is adversely affected in terms of efficiency and reputation. The report was aimed at analysing the causes of inefficiency and giving suggestions on how to improve check-in processes without contravening statutory regulations. This report includes SOAR, STEEPLED, and SWOT were deployed in the research for scrutinising the internal and external factors affecting hotel operations.
The outcome shed light on offering solutions such as digitised check-in, document verification with the help of AI, scaling the workforce, and automating compliance. In addition to these, there was a prescriptive formal change management plan as described by Kotter's 8-Step Model as a way of making implementation smooth. Moreover, the findings pointed out that causes of delay in check-in majorly lay in document verification manually, low staff-to-guest ratios, and not submitting data in good time before arrival. Therefore, verification of identification manually can have an average duration of about 8-10 extra minutes on average for affected guest check-in without which congestion and low guest satisfaction can be experienced at peak hours of check-in. In addition, the current front desk staff are not adequate to manage the added workload, requiring staff augmentation and task specialisation.
The report also provides a deep insight into biometric facial recognition check-in kiosks and an AI-powered document verification system to solve these challenges. Significantly, introducing a pre-arrival data submission portal will also smooth the process for guests, where they can check their details before arrival and cut the front desk workload by 50%. However, technology upgradation, increased manpower and specialisation of work are key elements in the strategy mooted. Having more front office staff on hire and constituting dedicated teams to handle ID check-in, concierge operations, and management of VIP guests will ease personnel fatigue and provide a better service level. A properly planned change management plan, rooted in Kotter's 8-Step Model, is essential to facilitate effective adoption. Creating urgency, forming a coalition of stakeholders, and providing comprehensive training will guarantee smooth implementation. Pilot testing and phased rollouts will allow for gradual adaptation, and continuous monitoring will allow for required refinements.
Financially, the expenditure of €370,000 in digital transformation and reorganisation of staff will bear high returns in the long term. Moreover, the return on investment will be realised in 2-3 years in terms of reduced operating costs, improved efficiency, and increased guest retention. The major performance measures are reducing check-in time to below seven minutes, guest satisfaction by 15%, and staff productivity by 30%. Therefore, with the adoption of digital solutions, automation of compliance, and workforce optimisation, Gran Meliá Palacio de los Duques can manage inefficiencies prevalent currently, raise regulatory compliance standards, and drive greater guest satisfaction.
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