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[bookmark: _Toc192002340]Executive Summary
PKF Hospitality Group presents this report on the recurrent problem of long queues (check-in/check-out) at Hilton Dubai Al Habtoor City with unresponsive front desk employees. This report will explore the underlying reasons behind these issues, assess their effects on guest satisfaction, and provide recommendations that can be implemented to improve the guest experience significantly. 
[bookmark: _Toc192002341]Summary of Problem Statement
During the check-in and check-out process, guests have reported that they wait for hours. Guests at Hilton Dubai Al Habtoor City have complained repeatedly about the long wait time. Further, many guests have complained of unresponsive front desk employees, affecting the hotel’s reputation for offering upscale service. With Dubai's hospitality market being exceptionally competitive, having an efficient, responsive front office operation in place is necessary to maximize customer loyalty as well as ensure the hotel's place as a premier hotel (Page et al., 2021).
[bookmark: _Toc192002342]Summary of Key Findings
Several key findings have emerged from surveys, customer feedback and operational assessments:
Check-in/Check-out Delays: The Hilton Dubai Al Habtoor City lobby has a disproportionately long check-in and check-out time with an average exceeding 10 minutes at most peak times and 25 minutes during peak periods. This is due to a number of reasons such as understaffed sites during peak hours, non-optimized systems and no automation.
Unresponsive Front Desk Staff: Many guests complain about their front desk staff being unresponsive, especially during peak hours. Accordance discovery incident, guests providing feedback have noticed that staff members are preparing more than one task simultaneously, causing a time lag in responding to guest's queries or complaints (Loukopoulos, R. Key Dismukes and Immanuel Barshi, 2016).
Staff training and skill gaps: An analysis of training records and performance of staff identifies gaps in soft skills like communication and problem solving. Front desk staff are frequently unsure of themselves—or don’t have the information to accommodate a complex guest request in a timely manner.
Poor Use of Technology: While technology in hospitality has developed rapidly, little has changed in the front office systems of the hotel. And a beautiful, modern design can integrate mobile and self-service kiosk check-in/check-out flows that enhance guest interaction while driving down wait times and improving efficiency.
[bookmark: _Toc192002343]Summary of These Findings
The main reason why their check-in/check-out takes so long is because of front office processes that are not efficient, especially when the influx of guests arriving and leaving is at its peak. During such hours, the front desk staff is short of manpower and these processes are heavily reliant on manual interventions, resulting in the time taken by each hotel guest to register or check out (Christopher Lee Bush, 2024).
In addition, un-automated processes and the absence of digital tools contribute significantly to this inefficiency. Guests are asked to complete forms, answer isolated questions with a human agent each time they reach out, and engage in a somewhat linear process, all of which could benefit from technology-driven solutions (Hwang, Zhu and Ming, 2017).
[bookmark: _Toc192002344]Summary of Recommendations to the Client
To cater the aforementioned problems and mend the front office guest experience, recommendations below are provided:
Increase Staff at Peak: The hotel can immediately increase staffing. One way to reduce wait time would be to ensure there are more front desk employees available during busy periods (such as check-in/check-out periods). High-traffic hours should be predicted and planned using occupancy rates and guest arrival times in a data-oriented manner (Okamoto, 2016).
Offer Self-Service Kiosks and Mobile Check-In/Out: Hilton Dubai Al Habtoor City can simplify guest processes by incorporating self-service kiosks and a mobile application enabling guests to skip front desk processes. Not only will this help minimise wait times, but also allow staff members to handle more complicated guest questions. Pre-arrival check-in on mobile apps minimizes its time even further.
Staff Training and Development: More staff training programs to improve communication skills, problem-solving skills and ability to deal with stress should be implemented. It is essential to conduct regular workshops to educate the staff about the new technologies and tools that can ease their workflow.
Implement Digital Queue Management Systems: The hotel can implement a digital queue management system that can help manage guest flow, so that guests can book time slots for check-in/check-out, receive notifications about their position in the queue, and avoid long wait times. It can also be used to triage the needs of guests, so those with simple requests get their needs met in a timely manner and those with more complex issues get transferred to where they need to be.
Make Guest Feedback Real-Time: Real-time feedback mechanisms through in-room tablets or mobile-based platforms would open the front office team up to immediate guest satisfaction levels. It would allow them to solve problems before they become significant, creating a more responsive and preventative way to serving guests.
Modernised Front Office Tech: Hilton Dubai Al Habtoor City can modernise its front office technology infrastructure, such as adopting cloud-based property management systems (PMS), advanced customer relationship management (CRM) tools, and AI-based assistants for smart, seamless guest experience (Pearce, 2021).
Due to chronic issues surrounding check-in/check-out delays and front desk responsiveness, Hilton Dubai Al Habtoor City must act decisively moving forward. Through enhanced staffing, incorporation of technology, and training all of the staff in the significance of frustrations of check in process, these will greatly impact guest satisfaction and provide a competitive advantage for the hotel in the hospitality industry. Implementing these strategies will not just help the frustrations of guests but also position the hotel as a leader in customer service in Dubai's luxury hospitality market.


[bookmark: _Toc192002345]Introduction
Allowing guests to feel more at home is a responsibility that lies heavily on the shoulders of the competency and responsiveness of the front office staff within the hospitality industry. Concerns over long check-in and check-out queues and unhelpful front desk employees have contributed to a poor guest experience at Hilton Dubai Al Habtoor City, one of the top luxury hostels in Dubai (Morgan, 2018). The hospitality sector in Dubai is extremely competitive; customer satisfaction directly impacts  brand reputation, revenue, and repeat bookings, making it crucial to address these operational inefficiencies. This report, created by PKF Hospitality Group, aims to study the underlying reasons behind these conundrums in the front office to functionally recommend corrective measures using proven hospitality management customs (Wilfried Aulbur and Kapoor, 2016).
[bookmark: _Toc192002346]Background of Hilton Dubai Al Habtoor City
Hilton Dubai Al Habtoor City Leave a Comment A part of the upscale Al Habtoor City complex which is located next to the Dubai Water Canal, this hotel is conveniently located on Sheikh Zayed Road providing easy access to the key business districts, entertainment hotspots and tourist attractions. The hotel, which opened in 2016, features 1,004 gracefully designed guest rooms and suites as well as high-end amenities and top-notch hospitality for business and leisure guests (Kim and Shin, 2014).
A member of the Hilton brand, this hotel is known for its high quality in hospitality, but in the past few weeks guests have pointed to inefficiencies at the front office, especially during peak check-in and check-out hours. Delays and unresponsive service not only frustrate guests but also affect Hilton’s brand reputation over time in an industry where personalisation and seamless service are often the key differentiators. Dealing with the above issues is crucial to preserving customer loyalty and securing the hotel’s ability to compete in Dubai’s upscale hotel market (Tarlow, 2014).
[bookmark: _Toc192002347]Background of PKF Hospitality Group
PKF Hospitality Group has evolved into one of the market leaders in consulting services aimed at improving operational efficiency and customer experience across the global hospitality industry. The firm, with a successful background of offering strategic resolutions to hotels and resorts, concentrates on front office optimization, staff development, digital transition, and services quality. We are a team of hospitality veterans who have experience in maximising guest experiences through hotel management and operations consulting (Camarinha-Matos, Hamideh Afsarmanesh and Antonelli, 2019).
We leverage our data-driven insight with industry best practices to identify inefficiencies and deliver technology-led change. We collaborate with our clients to develop strategies where the hotel is aligned with its brand values, market position and long term business goals. Hilton Dubai Al Habtoor City has called upon PKF Hospitality Group to conduct a detailed front office audit, outline the critical guest related issues, and suggest effective solutions (Watts, 2018).
[bookmark: _Toc192002348]Analytical Frameworks
This report employs STEEPLED, SOAR, and TOWS frameworks to analyse Hilton Dubai Al Habtoor City's problem in depth. Analysis will be based on frameworks that analyse the hotel's external environment, internal capabilities, and the strategic actions required for improvement or performance.
STEEPLED Analysis: The STEEPLED framework explores outside elements influencing the hotel’s business: Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic impacts. Analysis of such external factors on guests' expectations, advancement of technology in hospitality, and labour market conditions will assist in understanding the challenges (Van Tiem, Moseley and Dessinger, 2015).
SOAR Analysis: SOAR (Strengths, Opportunities, Aspirations, Results) focuses on the development of internal strengths and opportunities of the hotel in improving guest experiences. SOAR focuses on leveraging strengths and opportunities for positive outcomes as opposed to traditional SWOT analysis. This framework will guide Hilton Dubai Al Habtoor City towards operational excellence, leveraging its existing assets including brand reputation and digital infrastructure (Stavros and Hinrichs, 2019).
TOWS Matrix: This aligns the hotel opportunities with strengths and the weaknesses with the threats therefore TOWS (Threats, Opportunities; Weaknesses, Strength) Matrix will offer the strategic solutions. In particular, this framework will be useful for developing targeted recommendations on ways to streamline front office operations, increase staff responsiveness and leverage technology-based solutions (Singh, 2024).
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The purpose of this consultancy report is to present a detailed analysis of front office issues at Hilton Dubai Al Habtoor City and to support the hotel with the work of identifying factors which need improvement to achieve and enhance the efficiency of check-in/check-out and staff members (Wörndl, Koo and Stienmetz, 2021). Drawing on relevant data, customer feedback and industry best practice, the report will recommend ways to optimise the front office experience. With implemented solutions preventing this from happening, Hilton Dubai Al Habtoor City will overcome complaints and make their operations more efficient while continuing as a luxury hotel in Dubai (Kissen, Ioffe and Romain, 2022).
[bookmark: _Toc192002350]Analysis 
[bookmark: _Toc192002351]Understanding the Issue
Poor queuing times at key guest touch points, such as check-in and check-out stations, and an unresponsive front desk team have been main issues affecting satisfaction, at Hilton Dubai Al Habtoor City. The unfortunate outcome of these complications isn't only frustrating for guests; it is damaging to the hotel's ‘one' reputation, revenue, and operational effectiveness (Serdar Erdine and Staats, 2022). In a burgeoning niche like the luxury hotel industry in Dubai, where guest experience is one of the most important factors for success and any operational inefficiencies can lead to bad reviews, decreased customer retention and ultimately lower profitability, this becomes even more critical (Knight and Conway, 2021).
[bookmark: _Toc192002352]Impact on the Hotel
Customers are unhappy and leaving poor reviews: The ultimate impact of long wait times and unresponsive staff is customer dissatisfaction, and customer dissatisfaction directly leads to poor online reviews and ratings. Websites like Trip Advisor, Booking. Com and Google Reviews are the most significant decision-making tools for potential guests (Spector, 2022). On the other hand, guest feedback, especially a trend of negative comments regarding front desk inefficiencies, can prevent guests from using hotel in the future (Hery Sudrajat and Hoticom Media International, 2013). Research from Trust You found that 75% of travellers said they prefer to book a hotel that has a higher review score compared to a competitor, even when it costs more. Should these issues endure, Hilton Dubai Al Habtoor City may forfeit an important share of its business to those who streamline check-in and checkout process (Singh, 2017).
Falling Revenue and Repeat Business: Let’s be honest luxury hotels rely on repeat business and word of mouth. Customer retention can increase profits by 25% to 95% with a 5% increase in customer retention (Harvard Business Review). If hotel guests are greeted with delays and unproductive service at check-in or when checking out, they probably won't be back, which will lead to emptier rooms and lower revenue per available room (RevPAR). Moreover, corporate clients and event planners value seamless service, and chronic front office inefficiencies could jeopardize lucrative business contracts (Suzuki, Cervero and Iuchi, 2013).
How It Affects Staff Performance and Employee Morale: The other main effect is on employee’s productivity and morale. When front desk staff are overwhelmed during peak period and do not have the tools or training to handle high guest volumes effectively their performance dies. This has resulted in burnout, higher employee turnover and challenges maintaining service levels. This problem is not only painful, it is costly recruiting, and training new staff is expensive (Management Training Australia, 2015).
Brand Value and Market Positioning: The Hilton Dubai Al Habtoor City is in one of the world's most competitive luxury hotel markets. In a guest-centric market pushed by global competitors like Burj Al Arab, Atlantis the Palm, and Armani Hotel Dubai, any inefficiency in the service element may take a toll on Hilton’s competitive edge (Wiedmann et al., 2017). Maintaining a strong brand reputation is one of the critical assets for Hilton, and not fulfilling guest expectation at the front office can compromise the customer trust and preference about the hotel (Weinstein, Geller and Baciu, 2020).
[bookmark: _Toc192002353]Causes of the Issue
Hilton Dubai Al Habtoor City is encountering a number of obstacles in its front desk operations, mainly being non-automated processes, low staff training, ineffective queue management, and under staffing in the peak seasons. Unlike most premier hotels that have adopted self-check-in kiosks, mobile check-ins, and AI-powered chatbots for streamlined front desk services, this hotel follows manual processes which leads its resources to stress in surges, guests facing bottlenecks, increased waiting time, and increased pressure on staff during peak hours. Poor guest’s relations, problem solving, and time management training for staff leads to slow service, miscommunication, and fails to respond to guests who want assistance (Armbrust et al., 2020). Since Dubai welcomes a wide variety of travellers from around the globe, front desk personnel must also be fluent in multiple languages and cultural norms to make stays more pleasurable. Also, the lack of a defined queue management system results in unorganised waiting areas at check-in and check-out counters, which ultimately leads to traffic congestion and increased wait times. Most luxury hotels operate with digital queue management solutions that give guests a virtual number and notify them when it’s their turn, which can greatly enhance efficiency. Finally, Dubai’s hospitality industry is subject to seasonal peaks, owing to the influx of tourists during major events like Expo 2020 Dubai, Dubai Shopping Festival and international conferences (Buttle et al., 2016). However, with front desk levels static despite high occupancy rates during these times, service delays and guest dissatisfaction ensue. The overall guest experience and operational output at Hilton Dubai Al Habtoor City would benefit from solving these issues through automation, training improvements, and staffing optimization techniques (Mur-Artal, Montiel and Tardos, 2015).
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	Factor
	Impact on the Hotel

	Social
	Social factors are important as changing guest expectations are driving more rapid service and digital solutions. As customers in an increasingly convenient world, travellers now want seamless check-ins, mobilised integrations and enhanced personalised services. According to reports, information about maintaining high standards is being made available to more users through training courses and facilities (Rubie-Davies, 2014).

	Technological
	The hotel also has not adopted automation and self-service kiosks as part of its foreground operations and as such, the people at the front desk have to do it all, leading to long check-in delays. And many luxury hotels around the world have also started using AI-powered chatbots, self-check-in kiosks, and digital concierge services to drive efficiency and minimise wait times. These technologies would enhance the guest experience while easing the burden on front desk staff (Farris, 2025).

	Economic
	Economic factors are also at play here, with the constant ticking of tourism levels, both up and down, creating challenges for how staffing budgets are decided versus service efficiency. The tourism industry in Dubai peaks during festivals such as the Dubai Shopping Festival and international events such as conferences. If these levels are not aligned, service quality can take a hit as wait times increase, and satisfaction drops (Hiles, 2016).

	Environmental
	In the hospitality sector, there is such a need for digitalization and with the climate crisis there are many sustainability efforts, from paperless check-ins to digital documentation. Not only does it have a positive impact on the environment, but also, through alignment with global sustainability initiatives, it will attract eco-conscious travellers (Singh, Puri and Mishra, 2024).

	Political
	This affects a hotel's own ability to attract and manage their stack of the workforce as political regulation on hospitality staffing. Strict labour laws and visa restrictions can limit the flexibility of hiring, the former reading into how easy it will be to get help if occupancy drops at a moment's notice, the latter what help can get (eker, Kaya and Bahçelerli, 2024).

	Legal
	From the legal perspective, guest data protection laws impact digital check-in solutions. This would mean hotels will require to be on the lookout for any such technology of guest registration and communication and potentially make sure they comply with various privacy laws in-order to protect such sensitive data (Benjamin, 2024).

	Ethical
	From an ethical perspective, Hilton Dubai Al Habtoor City must find a balance between maximising operational efficiencies and maintaining meaningful interactions with guests. Even as automation can make things faster and more convenient, hospitality is a people business, and human contact is a critical element of delivering a high-quality experience in hospitality (Hassan and Springerlink (Online Service, 2022).

	Demographic
	Finally, demographic aspects are major, as (the premise) Dubai draws a highly varied international client base. This requires a multilingual team and the ability to adapt to the cultures of their guests. Therefore, providing adequate training about cultural sensitivity and language training can go a long way in delivering better service and achieving guest satisfaction (Farr and Murray, 2016).
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	SOAR
	Description

	Strengths
	Its international reputation, prime location, and strong brand image. 

	Opportunities
	Applying digital check-in solutions, staff training and development, and AI-driven customer service. 

	Aspirations
	Being the effective technologically enhanced hotel in Dubai along with the best service. 

	Results
	Enhanced customer satisfaction, strong occupancy ratios, enhanced revenue, etc. 
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	TOWS Factor
	Strategic Actions

	Strengths + Opportunities
	Invest in modern self-check-in kiosks, increase staff development, and launch the AI-driven service. 

	Strengths + Threats
	Makes sure the good reputation is upheld through identifying the service limitations before the competitors capitalising on them. 

	Weaknesses + Opportunities
	Launch the automated queue maintenance, control the staffing levels in the time of peak moments, and utilise data analytics to predict the customer flow (Nadda et al., 2024). 

	Weaknesses + Threats
	Preventing more revenue loss through the streaming management before the customer satisfaction guides to long-term downfall. 







[bookmark: _Toc192002357]Kotter’s 8-Step Change Model 
Hilton Dubai Al Habtoor City customer complaints include check-in/out balance lines and the front desk not responding. Customer complaints on HILTON DUBAI AL HABTOUR CITY. Hence, it is applied Kotter’s 8-Step Change Model with PKF Hospitality Group to be the consultant.
Build Urgency: Stress negative guest reviews and declining satisfaction ratings.
Bring a Strong Coalition Together: Involving hotel management, PKF consultants, and front office teams.
Create a Vision: Introducing a smooth, tech-driven check-in experience.
Share the Vision: Holding staff meetings and training.
Remove obstacles: Decoupling systems, reallocating staff.
Cultivate Short-Term Wins: Starting by piloting express check-ins.
Build on Change: Reinforcing automation and service training.
Anchor in Culture: Embedding hospitality excellence as a core value.
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Comparing it to the SMART Goals on improving the Front Office guest experience at Hilton Dubai Al Habtoor City-
An Example of a SMART goal: 
Specific: Mitigating check-in/check-out time in half with digital kiosks and mobile check-in.
Measurable: 90% guest satisfaction rating attained in 6 months.
Achievable: Implementing employee training programs and upgrading front desk technology.
Relevant: Streamlining operations is part of Hilton’s promise to world-class service.
Time-bound: All system upgrades & trains to be complete in three months, full review at six months.
By implementing these SMART goals Hilton Dubai Al Habtoor City can greatly enhance front office efficiency and guest satisfaction.
Sigma 6 Model
To address long check-in/check-out queues and nonresponsive staff, Hilton Dubai Al Habtoor City is going to apply Six Sigma’s DMAIC methodology:
Define: Identifying guest pain points through surveys and complaints.
Measure: Evaluating check-in/check-out times and employee responsiveness.
Analyse: Auditing processes and man powering efficiencies.
Improve:  Deploying digital check-ins, re-work staffing schedules, and upgrade training.
Control: Monitoring improvements, quality improvements using guest input and performance metrics
Through Six Sigma, Hilton improves efficiency, decreases errors, and augments overall guest satisfaction.

Thus the front desk operational inefficiencies in Hilton Dubai Al Habtoor City hurt guests' satisfaction, revenues, and brand image as well. All of these stem from outdated check-in processes, undertrained staff, and not enough technological integration. Effective configuration of the existing Hilton infrastructure combined with strategically channelled digital and operational fixes offer the hotel a path towards a powerful front office bounce back (Palmatier et al., 2019).
The Hilton Dubai Al Habtoor City is showing some signs of operational ineptitude in terms of guest touch point angles. Guests have become frustrated with lengthy waits and a lead-me-do effort at the front desk team, leading to poor online critiques and poor customer retention. In the competitive luxury hotel market in Dubai, these inefficiencies can result in revenue loss and brand positioning dilution. The unpleasant experience decreases customer satisfaction and causes bad comments in the internet on sites like Trip Advisor and Booking. com (ISLAM, 2023). That, in effect, keeps bookings and repeat business at bay because studies show that hotels with higher ratings attract more guests, even when prices rise. In addition, corporate clients and meeting planners expect service to be seamless, and failures could jeopardise reaching lucrative contracts. As a result, overworked staff burn out, resulting in turnover and training costs. Queues are often made worse when guests are offered manual check-in processing too, and the need for temporary extra seasonal employees also leads to delays (Macwhinney, Malʹchukov and Moravcsik, 2014). And Hilton Dubai Al Habtoor City is an interesting case of this dichotomy; as its nearest competitors embrace the likes of self-check-in kiosks and AI-powered chatbots, the property has barely dipped its toes in the pool of digital transformation. Insufficient training for professionals, eg with respect to language, cultural knowledge, etc., can also lead to decreased service quality. Some other suggestions like digitising the check-in process, using AI-powered 24/7 customer service & having a smooth automated queue management system to streamline operations (Kannan and Bernoff, 2019).
Also, by enhancing staff training and planning the workforce optimally during peak seasons, guest experience can be improved. Embracing technology and operational aspect of the hotel will enhance its brand image, boost customer satisfaction, and drive revenue performance.


[bookmark: _Toc192002359]Recommendations and Change Management
This report covers the recommendations and change management strategy recommendations to help Hilton Dubai Al Habtoor City overcome issues of long check-in/check-out queues and lack of concern from front office agents. If these changes are implemented properly, it will allow the hotel to increase guest satisfaction, optimize the effectiveness of operations, and secure a strong position in the competitive environment of luxury hospitality (KANSAL, 2025).
[bookmark: _Toc192002360]Recommendations
Applying a Digital Check-in and Check-out System
This e-check-in and check-out will enable guests to avoid standing in long queues and can carry out their check-in and check-out from a mobile app or a self-service kiosk. For this, it is best to partner with a hospitality technology provider that offers a mobile check-in system that can integrate seamlessly (Kronenberger and Ledbetter, 2023). The hotel will also feature self-service kiosks in the lobby to accommodate the on-site guest registration option. Training will be provided to staff to handle the digital check-in process and resolve issues, if any, during the operation. By also enabling mobile key for rooms, they will further decrease reliance on physical key cards, further streamlining the process. The anticipated benefits include less time spent waiting at the front desk, an increase in guest satisfaction, and more time for staff to offer personal service. Implementation of the Aristech will cost an estimated $50,000 for integrating software and hardware, $5,000 for training staff, and $10,000 per year for maintenance (Miller and Sanderson, 2014).

Increasing Employee Training and Customer Service Protocols
Mandatory training programs for customer service and soft skills will be conducted to develop the responsiveness and professionalism of the staff to attain this (O’Mahoney, 2021). Having the option to perform based rewards will motivate employees to perform brilliantly whereas an arranged framework for getting feedback will aid in keeping track of guest satisfaction and aim to improve. Moreover, by appointing guest experience managers, the quality of service can be improved consistently. The anticipated rewards: faster and more responsive front desk personnel, enhanced guest interactions resulting in guest reviews and higher employee morale and job satisfaction. Overall, the consultancy firm estimate implementation costs at $20,000 per year for training programs and $15,000 per year for performance incentives (Bentley, 2018).
Workforce Optimisation and Shift Management
Use workforce and shift management to deliver service without delays and improve guest satisfaction by ensuring ample staffing during peak periods. By better knowing which shifts are overstaffed and which are understaffed, scheduling decisions can be much more productive by the use of hardware and software implemented for workforce management. Implementation of flexible scheduling, bringing staffing levels in line with demand to reduce inefficiencies (Macduffie, 2021). Cross-training programs will also be implemented so employees can assist in multiple roles, improving adaptability and service quality as well. Expected benefits include a reduction in guest wait times, more efficient use of workforce resources, and overall lower operational costs through better scheduling. Cost estimate: $25,000 for workforce management software and $10,000 for training and implementation (Rajapakshe, 2024).
Revamping the Front Desk Design 
A strategically designed front desk is capable of revolutionising workflow and the guest journey, allowing for a seamless and pleasurable experience. Additional counters to accommodate more guests and wait time reduction have been included in the implementation plan. These guest queuing areas will be redesigned to provide comfortable seating and an improved experience, minimising stress and improving comfort. Digital signage will be used to communicate essential information and give guests easy-to-follow directions, enhancing the overall communication process. Expected benefits of the redesign include an improved check-in and check-out process, increased aesthetics and enhanced guest experience, and decreased congestion in the lobby area. The projected prices for the renovation and extra counters are $100,000, with an additional $15,000 for digital signage (Nagraj Balakrishnan (Raju et al., 2017).
Digital check-in and check-out system will improve the experience of guests and increase the efficiency of operations at Hilton Dubai Al Habtoor City. The seamless integration of a mobile app and self-service kiosks would expedite check-in and check-out, enabling guests to skip long lines and check in or out whenever they liked. Mobile room keys would cut down on physical key card dependence, allowing for a more seamless, tech-enabled experience. And also training the employees to handle these digital processes and troubleshoot the problems will ease out the operations (Lai, 2023).
Intensive training of the staff in soft skills and high-pressure situations will help Hilton to improve its customer service the employees who work in customer-facing positions will be able to provide faster and more professional service. Staff could be incentivised to improve service delivery performance-wise, and guest experience managers should be employed to keep service levels consistent (Niall Richard Murphy et al., 2016). Moreover, workforce management optimisation software for better scheduling and cross-training employees would not only lead to the elimination of wastage but also offer satisfaction for guests. Finally, a new hotel front desk design would be investment-worthy as it could reduce congestion with more counters and comfortable seating, help with guest flow, and experience through digital signage, not just aesthetics (Jordan and Crick, 2024). Together, this combination of technology and employee development will drive guest satisfaction and operational effectiveness at Hilton Dubai Al Habtoor City. 
[bookmark: _Toc192002361]Change Management Strategies
Stakeholder Engagement and Communication Planning: Most of the guests at Hilton Dubai Al Habtoor City have complained about the long check-in/check-out queues and the attitude of the front desk staff who were unresponsive. Hilton Dubai Al Habtoor City will hold town hall sessions with employees to go over the upcoming changes and enhancements. Internal newsletters and staff meetings will provide regular updates. For guests, communication will revolve around email, app push notifications, and will focus on digital check-in capabilities and other features to enhance the experience. This approach minimises all sorts of risk and increases necessary satisfaction levels for both staff and guests (Withee and Withee, 2022).
Staff Training and Development: Hilton Dubai Al Habtoor City will develop a complete training strategy to prepare all staff for transitioning new technology and enhanced customer service protocols. The hotel will also organise training workshops to prepare the employees for the new tools and systems. Establish a mentorship program for new hires to pair with an existing staff member to encourage support in the workplace (Panero and Zelnik, 2014). Periodic refresher courses to refresh skills and educate employees about best practices to ensure an ongoing learning culture is established. This forward-thinking mindset keeps the spirit of innovation alive and well, constantly preparing for outstanding guest experiences (National Academies Of Sciences, Engineering, And Medicine (U.S.). Committee On Improving The Quality Of Health Care Globally, 2018).
Pilot Testing: New procedures will be phased in by Hilton Dubai Al Habtoor City over some time to minimize system disruptions and ensure a smooth implementation of systems. Digital check-in will gradually be deployed first for a small number of guests while testing proceeds, before being made available for full rollout. A small number of staff will be selected as early adopters to learn the new systems and procedures. The hotel will gather feedback from both guests and staff for an improved and streamlined process. Once the necessary refinements are implemented, the system will be rolled out to all guests to ensure a smooth transition and the best possible guest experience (Ford and Sturman, 2018).
Monitoring and Continuous Improvement: Hilton Dubai Al Habtoor City will carefully track the impact of strategies put in place for enduring success. Reviewing guest feedback and online reviews will be frequently performed to rate levels of guest satisfaction and to find areas for improvement. We will be measuring the front desk efficiency metrics like average check-in time, etc., so we can improve operations and have it running smoothly (Buehler, 2023). 




[bookmark: _Toc192002362]Action Plan
Hilton Dubai Al Habtoor City has also been mentioned frequently in guest complaints regarding long check-in/check-out queues, unresponsive front desk staff. These matters must be attended to as they are paramount to the protection of the hotel brand and keeping the guests satisfied. This consultancy report presents a strategic action plan designed to increase front office efficiency through improved staff responsiveness while optimising the overall guest experience.
	Number
	Problem
	Solution
	Desired Results
	Time Bound
	Completion Date
	Planning Budget

	1
	Long check-in/check-out queues
	Implementing mobile check-in/check-out and self-service kiosks can help alleviate congestion at the front desk.
	Decreasing wait by half, providing more guest features and easier to use, and increasing satisfaction.
	2 months
	01/05/2025
	$50,000

	2
	Inactive front desk staff
	An emphasis for front office employees should be customer service training, with a focus on mannerisms and efficiency.
	Enhance staff efficiency and professionalism that will result in better stays for guests.
	3 months
	01/06/2025
	$15,000

	3
	Inactive staffing levels during peak hours
	Get into AI-powered demand forecasting for scheduling staff.
	This decreases guest wait times by ensuring that appropriate staff levels are maintained during busy hours.
	2 months
	01/05/2025
	$12,000

	4
	Limitation of digital concierge service
	Daily FAQs and WhatsApp based Guest Services powered by 24/7 AI chatbot for immediate queries and requests.
	Always on support reduces the workload on the front desk, leading to increased guest satisfaction.
	3 months

	01/06/2025
	$32,000

	5
	Shortage of evaluation
	Double-check card reader systems and offer contactless options.
	Speedy transactions, decreasing check-out durations and benefiting customer experience.
	2 months
	01/05/2025
	$20,000
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This is a letter for the joint consultative questioning between the Front Office and Concierge departments in the Hilton Dubai Al Habtoor City Reporting. We have been able to pinpoint certain problem areas, according to the long back check-in and check-out queues and unaccommodating front desk staff, because of these assessments. These issues need to be addressed in order to increase guest satisfaction, operational efficiency and maintain the hotel’s place in the industry as a luxury hospitality icon.
With the help of some analysis and a few observations, we found that long waiting lines on check-in and check-out are results of the non-optimized workflow processes, wrong manpower scheduling, poor use of technical innovations. High workload, insufficient training and low motivation everywhere the front desk employee is blamed for his wretchedness. This creates operational bottlenecks that detrimentally impact the holistic guest experience leading to declining customer satisfaction and lose of repeat business (Pachghare, 2016). We recommended a multi-pronged approach covering process reengineering, technology enablement, and employee engagement to alleviate these concerns. The hotel can also implement a digital pre-check-in solution, self-service kiosks, and optimised staffing schedules based on demand forecasting to reduce guest waiting times.
Additionally, enhancing employee training programs with a strong emphasis on customer service, communication skills, and stress management will empower front desk staff to respond proactively and efficiently to guest needs (Appelbaum and Batt, 2019).
We further recommend implementation of a guest feedback monitoring system to ensure service quality and respond to recurring pain points. The management team will use data to continuously improve their business and validate that the solutions they implemented meet changing guest expectations. Additionally, implementing a performance-based incentive program for the front desk employees will improve employee morale as well as highway the expectations of the service providers to their clients.
If Hilton Dubai Al Habtoor City successfully addresses these recommendations, it can expect smoother front office operations, staff morale, and eventually the guest experience. If applied, these measures will turn the hotel into an industry leader in guest satisfaction, generating positive word-of-mouth and stimulating repeat visits.
We are truly grateful to Hilton Dubai Al Habtoor City for giving us the opportunity to work on this project. It has been an honour to have played a part in the hotel continuing its commitment to exceptional hospitality. Thank to the hotel’s management team of Aviation and Hospital Management, who generously shared their insights and operational data with us, for empowering us to present informed and actionable recommendations.
PKF Hospitality Group will continue to support Hilton Dubai Al Habtoor City with future initiatives to relinquish utmost operational performance and guest experience. We paginate forward to with the successfully implementation of our recommended returned and we are ready to assist in any capacity the additional need us. We are once again thankful for the trust place in us for this great work, and cannot wait to see the hotel achieve new milestones in delivering guest satisfaction and operational excellence (Jeroen Gulickx, 2016). If the hotel needs further consultation or post-analysis on the effects of the proposed adjustments we (PKF Group) will be happy to continue our collaboration. And wish Hilton Dubai Al Habtoor City all the best in providing superb hospitality services to its guest.
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