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Hilton Dubai Jumeirah

I have chosen this hotel as it part of the Hilton chain which is one of the biggest hotel brands in the world and has got resorts located around the world (Hilton, 2024). The reason I have chosen the Hilton in Dubai is because Dubai has developed into a major travel hub which attracts tourists from around the world and over the last few years has developed into one of the most popular cities to visit with over 16 million people visiting the city in 2024 (Road Genius, 2025). Dubai is known to attract visitors from around the world with many visitors visiting from Europe, Asia, America and the Middle East, this makes it the perfect location to research. It also attracts a wide variety of travellers such as families, solo travellers, business tourists, luxury seekers and honeymooners, as it attracts such a wide range of tourists it shows that there is plenty of stuff to see and do in Dubai whilst also exploring a new culture. Dubai is also well know for luxury as it has been labelled the ‘Shopping capital of the Middle East’ (www.thefirstgroup.com, 2024). 

The department I have decided to research is front of house I have chosen this department as I believe it is one of the most important departments as it is the first point of contact for the guests and therefore is critical for customer satisfaction. The front of house departments usually handles check-ins, check-outs, concierge service, room service and any additional requests which makes it a very important part of the hotel as it ensures that everything runs smoothly with the guests and that all of their concerns get addressed (Bronotte, 2023). The front of house departments is largely influenced by HR practices, financial considerations and legal policies as it needs to ensure that the guests have a good stay and that everything is up to their standards (Pfmonthenet.net, 2024). 

Hilton Hotels & Resorts is a globally recognized brand with a presence in over 100 countries (Statista, 2023). Hilton Dubai Jumeirah is a five-star beachfront property located along The Walk at JBR, a bustling tourist area in Dubai. The hotel is popular among international tourists due to its luxury facilities, private beach, and proximity to Dubai's main attractions.
The Front of House department plays a pivotal role in shaping the guest experience, managing check-ins/outs, guest relations, concierge services, and handling multilingual communication. This report evaluates how Hilton Dubai Jumeirah adapts its Human Resources, Financial Management, and Legal Procedures to meet the expectations of international tourists (Tripadvisor, 2025).

Types of Tourists 

The Hilton Dubai Jumeirah attracts a lot of different types of tourists and they all require different services for example the luxury tourists who are high-income travellers are looking for premium services and exclusivity like very expensive rooms and restaurants, compared to families who are on vacation are looking more for child friendly services and options for multiple rooms and also cheaper places to eat and places to visit during their stay (Hayes Travel, 2025). Business travellers who are most likely there to attend conferences or exhibitions will be looking for somewhere to be able to do some work whilst they are staying in the hotel and will most likely have a loyalty program with the hotel as they are travelling with a business. Over the last few years another brand of tourist has become more popular and that is the solo traveller and they tend to be either millennials or Gen Z and they are mostly looking for experiences with slightly cheaper accommodation as they like exploring new places and learning about different cultures (Travelperk.com, 2024). Each of these groups has different and unique expectations in terms of service, personalization, communication and cultural familiarity, which makes it very important for the front of house staff to understand which type of customer they are dealing with. 

When dealing with different types of tourists it is very important to for the front of house staff to tailor to the needs of the particular tourist. The luxury guests would like priority check-in, concierge service to help them with their luggage, luxury activities and room upgrades as they are big spenders and the management would like to keep them coming back in the future, for families they would prefer welcome amenities for children, fast track service at check in so they can get to the rooms quicker and ideally connecting rooms which would make the experience much more fun for the children. For solo travellers they would prefer customized itineraries, digital room keys and tech enabled services so they can get around quicker and see as much as they can in the time they are there as they don’t tend to stay as long as the other types of tourists (Hospibuz, 2025). 

It is also very important for front of house staff to manage international diversity for example language barriers it is crucial for hotels to have staff that are trained in multiple languages so that the guest can be helped, it also important to understand the guest’s cultural expectations for example people could have different dietary requirements based on their cultures or they could need a prayer room. It is very important that every guest receives consistent 5-star services regardless of their background, it is also very important to have more staff available during peak periods such ac Christmas, Eid or the Dubai shopping festival as it gets extremely busy in Dubai around these times (CIPD, 2021). 

Human resources have a big effect on the front of house department as it creates staffing structures and different roles such as front desk agents, concierge, guest relations officers and bell captains these are all important roles to ensure that the front of house department runs smoothly. HR is also involved in the recruitment process and it’s very important that they choose the right candidate who would ideally be multilingual and culturally aware, very often they are recruited internationally or via Dubai’s hospitality job fairs (Dubai Forever, 2024). To ensure that the front of house department runs smoothly it’s important that all of the staff are trained properly to make sure that the 5-star standards are met. Hilton have an in-house training program at Hilton universities which provides training to its staff to ensure everyone follows the same standards (Hilton, 2022). HR also provides cultural diversity management this ensures that there are teams with over 30 nationalities working together and also promotes inclusivity, respect and conflict resolution strategies (Hofstede, 2011).

Hilton also needs to ensure that everything remains in their budget but it also gives the front of house staff a bit of leeway to give out upgrades or to attend special requests. They also use an RMS system to generate dynamic pricing models to ensure that the cost of rooms is competitive with the competition. They are also allowed to upsell at check in for example room upgrades or dining packages or if there are repeated guests or loyalty members they can create personalized offers. To keep the costs under control they use automated kiosks to reduce manual tasks and if there are other Hilton hotels nearby they share services. They also have KPI examples such as average daily rate (ADR), revenue per available room (RevPAR) and guest satisfaction index (GSI) (Ali, 2024). 

The front of house department also has to understand legal policies and procedures and has to comply with local laws such as the Dubai Department of Tourism and commerce Marketing regulations and the UAE labour laws which controls working hours and fair treatment of staff. As it is a hotel it will also have data stored on all of the guests and to store the data they need to follow the EU data protection rules. They also have health and safety protocols such as fire evacuation plans and have safety signs in multiple languages around the hotel. Another safety feature Hilton have is legal vetting for third party tour operators and concierge partners who work out of the hotel and provide a service to the guests (Brown, 2024). 

Hilton Dubai Jumeirah’s Front of House operations are strategically aligned with the needs of a diverse international clientele. By integrating culturally competent HR practices, adaptive financial strategies, and robust legal compliance, the hotel ensures that every guest experience is seamless, personalized, and legally protected. This strong foundation enables the hotel to thrive in a competitive and multicultural tourism market, positioning itself as a leader in service excellence.

Operations Management Plan

Executive Summary 

Hilton Dubai Jumeirah is a five-star beachfront hotel catering to a global tourist demographic. Its operations are designed around excellence in guest service, cultural sensitivity, and profitability. The Front of House department being the guest’s first point of contact, plays a pivotal role in maintaining service quality and brand reputation.

The Plan
This Operations Management Plan focuses on three key areas essential to the hotel’s ongoing success:
· Human Resources (HR) – efficient staffing, training, and cultural integration.
· Finance – budgeting, cost control, and revenue management.
· Legal Policies and Procedures – compliance with local/international laws, health and safety, and supplier contracts.
· 
Key Objectives
· Maintain guest satisfaction at 90%+ through superior service.
· Achieve operational cost efficiency during both peak and off-peak seasons.
· Ensure 100% legal compliance across all operational policies.
· Support continuous improvement and sustainability in service delivery.

Human Resources Management 

The front of house department includes Front desk agents who’s main job is to handle check in’s and check outs, concierge team who provide information, bookings and tailored experiences, bell services and valet staff who support luggage handling and transport and the supervisors and front office managers who oversee operations and service standards (Elphick, 2017).  When recruiting and training staff it is important for Hilton to have the right strategy such as seasonal hiring this tends to happen when the hotel are expecting a large number of tourists usually over holidays. Hilton also partners with hospitality institutes in the UAE, India and the Philippines to have more staff available when they are busier in Dubai than the other places so that the staff can transfer over for a short time. Hilton tend to look for multilingual skills when hiring people in Dubai as many people visit from around the world. Hilton also have four different training programs for employees these are cultural sensitivity workshops, customer service excellence, crisis and emergency response and tech training these programs are designed to make the staff fully aware of Hiltons expectations to be the best and to provide the guests with the best service. The KPI’s for the front of house department include a guest check in time which would ideally be less than 5 minutes, guest satisfaction with the target being 90%+ and upselling success rate. There will be monthly performance reviews led by the front office manager, to motivate the employees there could be incentive programs for the best employees and guest feedback will be directly tied to employed appraisals (RSRGlobal, 2024). 

Financial Management 

The financial planning process at Hilton Dubai Jumeirah ensures that the Front of House operations are adequately funded, efficient, and responsive to guest demand. Budgets are developed annually and adjusted quarterly based on forecasting and occupancy trends. Some of the key budget allocations include: staff salaries and overtime, technology systems such as self-check in kiosks, guest welcome amenities and concierge service, staff training programs and utilities and consumables. Forecasting tools such as those integrated into Hilton’s global financial systems, use historic data and market trends (holidays for example) to predict demand and plan spending accordingly (Hakimi, 2024).

Revenue Management and Pricing Strategy

Hilton employs advanced Revenue Management Systems (RMS) to optimize pricing and drive profitability. Although room pricing is the primary revenue driver, the Front of House contributes significantly through upselling and cross-selling. Hilton also has some dynamic pricing and these include adjusting room rates based on demand, season and competitor pricing, also offering early check in or a late check out for an additional fee and potentially a package service which could be a airport transfer or activity via the concierge desk (Lacalle, 2021). 

Cost Control and Efficiency 

Cost efficiency is achieved through strategic planning and smart resourcing such as cross-training staff to cover multiple roles, energy saving initiatives such as automated lighting in areas and also digital check in options to reduce reliance on printed material and labour hours. There are also regular cost audits which are conducted by department heads and finance officers to make sure that there is no operational waste (Arbelo, Pérez-Gómez and Arbelo-Pérez, 2016). 

[bookmark: _GoBack]Financial Reporting

To ensure that the financial report is up to date the front desk gives daily reports to the financial team of the revenue they have taken in, also a weekly report to show the result of the week and if it matches what was originally planned or expected for that week and the monthly reports which shows comprehensive department financial health including payroll analysis, guest satisfaction and the profit margins on the services offered by the concierge stand. These reports are reviewed by the Hotel Finance Director, Front Office Manager, and the Regional Hilton Finance Team to maintain transparency and align operations with strategic goals (NetSuite.com, 2023). 

Legal Policies and Procedures

As part of a global brand operating in the UAE, Hilton Dubai Jumeirah must comply with a mix of local regulations and international standards. The Front of House department ensures that all guest interactions and operational processes align with these legal obligations. Some of the key compliance areas include labour laws as they need to follow UAE employment regulations regarding work hours, breaks, contracts and wages. Also data protection this needs to comply with General Data Protecting Regulations (GDPR) standards, particularly for EU guests regarding personal information storage and usage. Another key area is visa and ID verification as all guests must present valid identification, all of the staff are trained to verify passports and UAE ID according to legal requirements and accessibility laws these ensure that the front desk counters and lobby spaces are wheelchair accessible and equipped with assistive technology when required (Darwish, 2025). 

The front of house department plays a central role in health and safety by enforcing key policies such as fire safety, public health and emergency procedures. For the fire safety staff will be trained in evacuation protocols, and will have plenty of signs to show emergency exits and the staff need to ensure that the emergency exits are clear and inspected properly (etheme, 2020). The public health protocol will have to comply with Dubai Municipality hygiene standards this includes the availability of hand sanitizers and daily sanitation of surfaces that are touched regularly by guests (Team, 2023).  Staff will also be trained on emergency procedures such as regular fire drills to make sure that everyone understands what to do, some staff will be trained to deal with medical emergencies in case something happens to a guest or team member in the hotel. Another protocol staff will be trained on is what to do if there is an emergency like a terrorist attack or a potential attack it will be important for the staff to remain calm to help as many people as possible (Lewis, 2024). 

The hotel will also have to maintain comprehensive insurance coverage to cover themselves in case something happens. The hotel will need public liability insurance this covers incidents involving guests in public areas like the lobby for example (AXA, 2024). They will also need employee insurance to guarantee that all of the staff are covered under health and workplace insurance (Dubins.ae, 2018). The hotel will also have business interruption insurance this covers losses due to unforeseen events affecting hotel operations such as natural disasters or pandemics (Kagan, 2024). And finally the hotel will need data breach insurance this is in line with GDPR risk management to cover any digital information in a security incident (Leonard, 2024). 
Operational Logistics

The front of house department plays a crucial role in guest service management and it’s important to make personalised experience for the guests. The key components in guaranteeing that the guests have a good stay are pre-arrival communication, the hotel will email or text the guests after they have booked a room with a conformation and also key information about the hotel and upcoming events (De Bruijn, 2023). Another thing to personalise is the check in/out the hotel could have options such as the traditional front desk with hotel staff, digital check in via the hotels app and have express check out available in the rooms where you can check out via an app on the tv or phone (Business Traveller, 2017). Another thing the hotel will offer is special requests for guests which include dietary needs, early check in, accessible rooms, baby cots and VIP handling for loyalty guests. This will ensure that everyone will have what they need to male their stay as good as possible and to ensure that our 5-star standards will be kept (Brethauer, 2018). The hotel will also have a concierge service which will be able to help guests with arranging tours, restaurant reservations and ticket bookings, this will help the guest find the perfect activity for them during their stay and will also make their time in our hotel more enjoyable. 

Our hotel will also integrate smart technology to solve problems and make life easier for our workers and more convenient for our guests. We will install smart check in booths to speed up the process and reduce the amount of stress on staff as well as having a app for our hotel which can be used to check in as well as being able to customize your room and order any room service. We will also have a POS system which will handle food and beverage purchases form the restaurant or café and charge it to the guest’s room (Hayes, 2024). Another service we will integrate is feedback platforms this will give instant feedback to the front desk and you will be able to use the app to give feedback and if there is a problem the front desk will sort it out as quick as they can. We will also have an AI based chatbot on our website to help guests if they have any questions whilst booking their stay in our hotel. 

Customer Experience and Satisfaction 

As part of our customer experience and satisfaction protocols we will have multiple channels to give feedback and if there is any negative feedback we will work as hard as we can to solve the issue and guarantee that the customers will have an amazing stay. We will have a guest relations team that will monitor all the feedback and will respond when needed (sopforhotel, 2023). At random points throughout the year we will also have a mystery guest who will pretend to be a guest to ensure that the service is up to standards for all guests, the front of house department will also have daily meetings to ensure that all staff are updated on everything that is happening that day including if there is any special guest attending or a major event happening (Daoust, 2021). 




Risk Management  

The front of house team plays a critical role in identifying and responding to risks that may impact the guests experience and hotel operations, we will have regular risk assessments to ensure that everyone stays safe. We will have a risk assessment for guest safety this will include accidents in lobby areas and medical emergencies, another section will be technology failures as we will need a backup plan in case the tech goes down and the guests are waiting to check in. Another risk assessment will be the public relations issues as negative guest interactions will lead to online backlash or damage to our reputation so it is important for the staff to know how to handle complaints properly. The risk assessments will be very important as it could save the hotel a lot of time and money if something does go wrong as the staff will understand the contingency plans and will be able to keep the situation under control (Evotix, 2022). 

Contingency plans in the hotel are very important and they could include having plenty of staff for manual check in’s in case of a problem with the technology and have a list of guests who are arriving on that day so they won’t have to rely on tech and the guests won’t have to wait long. Another contingency plan we will have is overflow staffing plans during peak periods or shortage of staff this will include cross-department support this will ensure that no section will be over crowded and the guests won’t have a long wait. We will also have a back-up communication system such as radios in case of an emergency to ensure that the staff can remain in contact with each other (Loggie, 2023). 

Monitoring and Evaluation 

Our front of house department will use KPI’s to measure performance, track guest satisfaction and guide continuous improvements. For the operational efficiency KPI’s we will set targets of less that 5 minute wait at check in and an average of less than 2 minute wait at reception for any queries. For the financial KPI’s we will upsell at check in for example room upgrades or late check out options as well as promoting other activities in the hotel like a spa package or different excursions. We will also target a guest satisfaction score of more than 90% and at least a 4/5 rating on websites such as TripAdvisor (L and man, 2011). 

To ensure that the hotel will continue to improve we will conduct regular operational audits these will be conducted by internal staff to guarantee that the hotel is doing well, we will also have guest feedback and we will analyse the feedback to see where we can improve and what changes we can make to improve the hotel for the future. Another way to improve is to have a suggestion box for the staff as this could lead to a great idea from a team member and will improve how things are run in the hotel. And finally we will compare our results from the KPI’s with other nearby hotels to see how we are doing compared to them and if there is a section where we could improve on. It is very important for the hotel to keep improving to ensure that the standards stay high and to attract guests to come back again in the future (Ratcliffe, 2024). 



Conclusion

The operations management plan for the front of house department demonstrates a strategic and responsive approach to serving international guest in a very popular tourist destination. By using advanced technology, tailored human resources strategies and maintaining high standards the hotel will attract many guests and will be a very popular place to stay. Our key strategies will be flexible and multicultural HR practices to manage an international team, dynamic financial planning and revenue management to maintain a profit whilst offering competitive value, legal framework that ensures full compliance with local and international standards and tech driven and personalized guest service experiences. These strategies will ensure that the hotel remains competitive and will continue to have a high standard for all of the guests. 
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