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Executive Summary 
This report addresses key operational challenges at Jumeirah Beach Hotel and provides strategic recommendations aimed at enhancing both guest satisfaction and operational efficiency. The report covers the issues of inconsistent customer service, cleanliness standards, poor communication between departments, inefficient housekeeping operations, and resistance to change. Through a detailed analysis and targeted recommendations, the goal is to ensure Jumeirah Beach Hotel delivers exceptional service quality while maintaining operational excellence.
Jumeirah Beach Hotel, a prominent luxury resort in Dubai, has faced several operational challenges that impact the guest experience and overall efficiency. Despite its reputation for luxury, the hotel has encountered persistent issues such as inconsistent customer service, cleanliness, poor interdepartmental communication, and operational inefficiencies, particularly in housekeeping. These problems have led to a decline in guest satisfaction, which in turn affects the hotel’s reputation and profitability. The purpose of this report is to identify the root causes of these issues, analyse their impact, and provide actionable recommendations to improve hotel operations.
The analysis revealed several operational weaknesses that have negatively affected guest experiences.
Inconsistent customer service is one of the main issues identified. While staff are generally attentive, a lack of comprehensive training results in a reactive approach to guest needs, instead of a proactive, personalised service. This inconsistency in service leads to frustration among guests, particularly those who expect high levels of attention and professionalism at a luxury resort.
Cleanliness standards have also been a major concern. Guests have reported discrepancies in the cleanliness of rooms and public areas, which is a fundamental aspect of hotel service. The lack of standardised cleaning procedures and regular quality control checks has contributed to these inconsistencies. The hotel needs a clear set of protocols to maintain cleanliness across all areas, ensuring that guest expectations are consistently met.
Another significant challenge is poor communication between departments. Specifically, the front desk and housekeeping teams often fail to communicate in real time, which leads to delays in fulfilling guest requests and can result in operational inefficiencies. Miscommunication has led to service errors, such as missed room turnovers or incorrect information being passed to guests, impacting the overall guest experience.
In addition, housekeeping operations are inefficient, with long turnaround times for room cleaning and preparation. Housekeeping staff do not have an efficient system in place to track room status or staff performance in real time, leading to delays and mismanagement of resources. This inefficiency reduces the hotel’s ability to offer prompt and high-quality service to guests.
Lastly, resistance to change within the hotel has slowed progress in addressing these challenges. Many staff members are reluctant to embrace new systems or processes, making it difficult to implement improvements. Resistance is often a natural reaction to change, but without proper change management strategies, the hotel struggles to bring staff on board with necessary improvements.
To address the operational challenges identified, several recommendations have been proposed.
First, staff training is crucial for improving service quality. A comprehensive training program should be implemented to enhance customer service, technical skills, and cultural sensitivity. This training should focus on developing a proactive approach to service, where staff anticipate and exceed guest needs. Additionally, training should include technical expertise for specific departments, such as housekeeping’s cleaning protocols and front desk’s guest interaction skills. Cultural sensitivity training is also important to ensure staff understand the diverse backgrounds and expectations of the hotel’s international clientele.
To improve cleanliness, the hotel should standardise cleaning protocols across all areas. The development of detailed Standard Operating Procedures (SOPs) for housekeeping will ensure consistency in cleanliness standards. Regular quality control checks should be conducted to monitor compliance with these protocols, with supervisors carrying out spot checks and addressing issues immediately. Technology can play a role in this process by enabling real-time tracking of housekeeping tasks, improving efficiency and performance.
Improved communication between departments is vital. The introduction of real-time communication tools, such as messaging platforms, will allow staff from different departments to communicate instantly and reduce errors due to miscommunication. Additionally, daily briefings for department heads should be held to align on operational priorities and guest needs. A centralised guest database can also be developed to allow all departments to access and tailor services based on guest profiles and preferences.
To optimise housekeeping operations, the hotel should implement housekeeping management software that tracks room status and staff performance in real time. This will enable more efficient room turnovers, faster check-ins, and better resource management. Additionally, the use of eco-friendly cleaning materials and sustainable practices should be encouraged to appeal to environmentally-conscious guests and promote sustainability within the hotel.
Finally, a change management plan should be introduced to help staff adapt to new systems and processes. This plan should focus on clear communication about the benefits of the changes, regular training, and feedback mechanisms. Phased rollouts of new systems, along with ongoing support from management, will help staff adjust gradually and reduce resistance to change. 
An action plan has been developed to address the operational challenges identified in the report. The plan includes comprehensive staff training, the development of standardised cleaning protocols, implementation of real-time communication tools, housekeeping management software, and a structured change management strategy. The desired outcomes include improved guest satisfaction, enhanced operational efficiency, and a more engaged and adaptable workforce. The plan also includes a timeline for implementation and cost estimates for each initiative. Key measures of success will be guest satisfaction scores, operational efficiency metrics, and staff performance evaluations. The action plan provides a clear roadmap for transforming the hotel’s operations to meet guest expectations and improve overall performance.
In conclusion, Jumeirah Beach Hotel faces several operational challenges that impact guest satisfaction and overall efficiency. By implementing comprehensive staff training, standardising cleaning protocols, improving interdepartmental communication, leveraging technology for better housekeeping management, and addressing staff resistance to change, the hotel can improve service quality and operational performance. With proper planning, these changes will result in higher guest satisfaction, more efficient operations, and a stronger market position in the competitive luxury hotel industry.


Introduction
Jumeirah Beach Hotel, a prestigious five-star luxury resort located in Dubai, has earned its reputation as a top-tier destination for families and luxury travellers alike. The hotel boasts 599 rooms and suites, many of which offer stunning panoramic views of the coastline and iconic landmarks, including the Burj Al Arab (Chilton, 2024). The hotel’s extensive facilities include numerous dining options, an aquatic park, a private beach, and a wide variety of recreational activities (Jumeirah Beach Hotel, 2025). Despite its prime location and exceptional offerings, the hotel has recently faced negative guest feedback that centres around issues of poor service and inconsistent cleanliness (Tripadvisor, 2025). 
As a consultancy firm specialising in the hospitality industry, we at Khatun International Consultancy (KIC) have been approached by Jumeirah Beach Hotel to analyse these recurring problems and provide actionable solutions. With extensive experience in operational efficiency and customer satisfaction within the hospitality sector, our consultancy firm focuses on identifying the root causes of challenges and delivering data-driven, strategic recommendations. We have worked with a range of international clients, helping them enhance their customer experiences, manage brand reputation, and increase profitability. Through the application of well-established frameworks and analysis tools, we are confident that we can support Jumeirah Beach Hotel in addressing these issues. 
The primary issues at Jumeirah Beach Hotel that we will focus on in this report are poor customer service despite an adequate number of staff and inconsistent cleanliness. These issues have been highlighted in several guest reviews, which mention that despite the hotel being fully staffed, service remains disorganised, unprofessional, and often slow. This is particularly evident in areas such as concierge services and breakfast arrangements, where guests have reported long wait times and poor communication from staff. These service failures are damaging the hotel’s reputation and causing dissatisfaction among guests, particularly in a competitive luxury market. 
The second issue concerns cleanliness. While cleanliness is a fundamental expectation of all hotel guests, there have been reports of rooms and public areas being inadequately cleaned or maintained, with discrepancies in cleanliness standards. Guests have noted that while some days the cleaning staff do a thorough job, other times, rooms are left in less-than-ideal conditions. This inconsistency directly affects guest satisfaction, as cleanliness is one of the most important factors influencing a guest's decision to return to a hotel. Furthermore, as cleanliness is a core service component, poor maintenance can also tarnish the hotel’s overall image, especially for a five-star property where attention to detail is paramount. 
The hotel has recognised these service and cleanliness issues as critical to its ongoing success. They are causing not only operational inefficiencies but also negative guest experiences, which can lead to a decline in customer loyalty and, potentially, revenue loss (Wang, Lin and Li, 2023). In response, the hotel has turned to our consultancy firm to analyse these challenges in detail, identify their underlying causes, and propose a set of strategic recommendations for improvement. 
To structure our analysis and recommendations effectively, we will be using three key frameworks: STEEPLED, SOAR, and TOWS. 
· STEEPLED Analysis will allow us to investigate external factors - such as social, technological, economic, environmental, political, legal, ethical, and demographic influences (CIPS, 2025) - that may be contributing to the hotel’s current challenges, particularly around service quality and cleanliness. Understanding these external factors will provide us with the context necessary to address the hotel’s internal issues more comprehensively. 
· SOAR Analysis will enable us to assess the hotel’s strengths, opportunities, aspirations, and results (Cascade, 2023). By focusing on the positive aspects of the hotel's operations and customer offerings, this analysis will help us identify areas where the hotel is performing well and how these strengths can be leveraged to drive improvements in service and cleanliness. 
· TOWS Analysis will allow us to adapt any identified weaknesses into actionable strategic opportunities (Lucidity, 2020). By examining the hotel’s internal and external environment, we will develop a set of targeted actions that can address the issues at hand, transform weaknesses into strengths, and enhance overall guest satisfaction. 
Through the application of these frameworks, our consultancy firm will provide Jumeirah Beach Hotel with a detailed roadmap for addressing the key issues of customer service and cleanliness. Our goal is to help the hotel enhance operational efficiency, improve service standards, and ensure that cleanliness is consistently maintained at the high levels expected by its discerning clientele. This will ultimately allow Jumeirah Beach Hotel to restore its reputation, improve guest satisfaction, and secure its position as a leading luxury destination in Dubai. 

	Analysis 
Jumeirah Beach Hotel require us to address specific operational issues that have been impacting guest satisfaction and overall service quality. Based on a thorough review of guest feedback, we have identified two major concerns that need immediate attention: poor customer service despite the availability of sufficient staff, and inconsistent cleanliness across the property. These issues are not isolated but are interconnected, as inefficient service can exacerbate the perception of poor cleanliness, and vice versa (Kant and Kumar, 2021). 
At the core of the problem is a failure to deliver consistent and high-quality service, despite having a large number of staff. Guests have reported dissatisfaction with both the level of attentiveness and the professionalism of staff in several areas of the hotel, including concierge services and dining experiences. While the hotel has a sufficient workforce, issues related to service management and staff engagement are causing inefficiencies. Research into service quality using SERVQUAL theory emphasises that the presence of sufficient staff on it’s own does not automatically guarantee excellent service (Sravanan, 2019). Instead, it is the alignment of staff capabilities, training, and motivation that leads to the delivery of high service quality. This misalignment between the hotel's workforce and its service delivery standards is likely a result of poor training and unclear service expectations, which leads to inconsistent guest experiences (Grobelna and Wyszkowska-Wróbel, 2023). 
Inconsistent service can lead to negative guest perceptions, where customer expectations are high. According to Expectation Confirmation Theory (Oliver, 1980), guests arrive with certain expectations based on previous experiences, brand promises, and marketing materials. When these perceptions are not met, particularly in 5 star properties like Jumeirah Beach Hotel, there is a significant impact on overall satisfaction (Ariffin and Maghzi, 2012). The hotel’s failure to consistently meet service expectations is, therefore, a critical issue that must be addressed immediately. 
The second issue that needs attention is the inconsistency in cleanliness. Despite some positive reviews mentioning satisfactory cleanliness during their stay, other guests have reported rooms and public spaces that were not cleaned to the expected 5-star standards. This inconsistency has a direct impact on guest satisfaction and is fundamental to repeat business. Cleanliness is one of the most basic expectations for hotel guests, and any failure to meet this can significantly tarnish the hotel’s reputation (Choi, 2019). In a luxury setting like Jumeirah Beach Hotel, where guests expect a high level of hygiene and presentation, such lapses can lead to a serious decline in guest loyalty. 
The root causes of this inconsistency in cleanliness and can likely be attributed to a combination of factors, such as insufficient cleaning protocols and inadequate staff training.   Employee professionalism, which encompasses adherence to organisational goals and procedures, is essential in service-oriented environments like hotels (Mekoth, Thomson and Unnithan, 2022). If housekeeping staff are not provided with clear guidelines or standard operating procedures, cleanliness standards will inevitably vary across rooms and different days. This issue can be further exacerbated if the hotel is not providing proper quality control measures, which are essential in a high-end property where guest expectations are heightened.  When service management is lacking, it can hinder the ability to effectively address guest needs, which may subsequently affect housekeeping operations and overall hotel performance  (Secchi, Roth and Verma, 2020). For instance, delayed check-ins or poor communication with the front desk can create a backlog of rooms that are not cleaned on time, leading to discrepancies in cleanliness. 
Another critical factor to consider is how the service and cleanliness issues may be interrelated. A poorly managed guest service system can affect housekeeping performance. When service staff are overburdened and stressed (Koc and Bozkurt, 2017), they subsequently may fail to properly communicate guests’ needs to the housekeeping team causing delays or oversights in cleaning. Furthermore, poor communication between the front desk and housekeeping can result in rooms being cleaned too late or not cleaned to the expected standard. This lack of coordination can make it appear as if there is an inherent problem with the hotel’s cleaning process, when in fact the root cause lies in the broader service management system. 
To better understand these challenges, we have applied a STEEPLED analysis, which identifies the external factors that might be influencing these operational issues. 
· Social Factors
As social expectations evolve, travellers increasingly demand personalised, responsive service and high standards of cleanliness. Guests expect hotels to provide tailored experiences that meet their specific needs, driven by both cultural preferences and individual desires (Lei and Wang, 2023). The rise of online reviews and social media platforms has amplified the impact of guest feedback, where any negative review can affect a hotel’s reputation (Berezina et al., 2015). 
· Technological Factors
The integration of technology plays a significant role in enhancing both service quality and cleanliness standards. Innovations such as mobile check-ins, guest service apps, and real-time communication between departments can streamline operations, reduce guest complaints, and boost satisfaction levels  (Hwang, Yoon and Lee, 2022). Additionally, advancements in housekeeping technology, such as automated cleaning systems or smart sensors, can help maintain cleanliness standards and prevent inconsistencies  (Das, 2021).
· Economic Factors
The global economic downturn caused by events like the COVID-19 pandemic has heightened the importance of operational efficiency and cost management and the need to adopt performance management criteria that could adapt to rapidly changing conditions, emphasising the need for improved operational efficiency (Ablanedo-Rosas et al., 2021).
· Environmental Factors
As sustainability becomes a key priority for many travellers, the demand for eco-friendly practices in the hospitality industry is rising. Hotels are increasingly expected to adopt green cleaning protocols, implement energy-efficient practices, and reduce their carbon footprint  (Bardukova, 2023). This trend is particularly important for luxury hotels like Jumeirah Beach Hotel, where high standards of cleanliness are essential. 
· Political Factors
Political stability and regulations governing the hospitality industry have a significant impact on the hotel’s operations. For instance, government mandates on cleanliness standards during the pandemic have raised hygiene expectations, requiring enhanced protocols to meet new requirements (Dubaidet.gov.ae, 2020).
· Legal Factors
Legal requirements around health and safety, labor laws, and hospitality standards are critical for Jumeirah Beach Hotel’s operations. For example, adhering to local and international standards for cleanliness and sanitation is especially important in the luxury hotel segment, as any failure to meet these legal requirements could result in fines or reputational damage. 
· Ethical Factors
Ethical considerations in hospitality have grown, with guests and staff alike demanding more ethical business practices. Jumeirah Beach Hotel must ensure that its staff are paid fairly, treated ethically, and provided with opportunities for professional growth to maintain high employee morale and service quality (Wong, Kim and Hwang, 2021). 
· Demographic Factors
Demographics play a key role in shaping hotel expectations, particularly in a diverse city like Dubai. With a wide range of travellers from different cultural backgrounds and countries, Jumeirah Beach Hotel must cater to varying tastes and expectations. This includes understanding the needs of millennial travellers who prioritise authentic experiences and technology integration (Sofronov, 2018), as well as older generations, who may value more traditional luxury and high-quality service (Callan and Bowman, 2000). 
The SOAR framework focuses on identifying the internal strengths of Jumeirah Beach Hotel and leveraging them for growth, addressing opportunities for improvement, and aligning with the hotel’s aspirations to improve service quality and operational efficiency.
· Strengths
Jumeirah Beach Hotel benefits from several key strengths that provide a competitive advantage in the luxury hotel market. The hotel’s prime beachfront location and established brand reputation are crucial competitive assets that attract guests seeking a premium experience  (Illescas-Manzano et al., 2021). In addition, the wide range of family-friendly amenities (including pools, restaurants, and recreational activities) appeal to both leisure and family travellers, as well as experiences catered to specific guest needs such as The Ramadan Garden  (Time Out Dubai, 2025), reinforcing the hotel’s market positioning as a family-centric luxury property. These strengths give the hotel a solid foundation to build upon for improving operational areas such as service and cleanliness.
· Opportunities
There are various opportunities to address the identified operational issues. A key opportunity for Jumeirah Beach Hotel is the integration of technology to improve both service quality and operational efficiency. Research has shown that the use of mobile check-ins, guest service apps, and real-time communication tools can enhance both guest satisfaction and internal processes (Crudu, 2024). For instance, using mobile apps for service requests and feedback can help streamline guest interactions with staff, which would directly impact the hotel's service levels and efficiency. Furthermore, technology can help track housekeeping performance, monitor cleaning standards, and prevent inconsistencies in cleanliness  (Abode, 2024).
Additionally, there is a growing demand for sustainable practices in hospitality, and Jumeirah Beach Hotel can enhance its competitive positioning by integrating eco-friendly cleaning practices and emphasising sustainability in marketing  (Wisnawa, 2024). This would not only address guest concerns regarding cleanliness but also appeal to environmentally conscious travellers.
· Aspirations
Jumeirah Beach Hotel aspires to become a recognised leader in luxury hospitality, with a focus on delivering unparalleled service and operational excellence. This aspiration is aligned with industry expectations for 5-star hotels, where personalised service and consistent quality are paramount  (Five Star Alliance, 2024). By focusing on continuous improvement in service delivery and cleanliness, the hotel can achieve this goal and solidify its position in the competitive Dubai market. The hotel must emphasise the importance of staff training, development and empowerment to create a culture of excellence (Mann et al., 2024). According to research, effective training programs improve not only employee skills but also customer satisfaction and loyalty  (Lassoued, Mahgoob and Guirat, 2022).
· Results
The desired outcomes of these efforts would include improved guest satisfaction scores, better employee engagement, and enhanced brand reputation. Research suggests that investing in staff engagement and training leads to higher performance and better customer experiences  (Mohammed Abu Hussein et al., 2023). Additionally, operational improvements such as better housekeeping standards and improved communication will directly lead to positive guest reviews and repeat business (Bhatnagar and Nim, 2019), crucial for maintaining a competitive edge.
A TOWS analysis further reveals strategic actions that the hotel can take to address these interconnected issues. 
· Strengths-Opportunities (SO) Strategies
· Leverage location and brand reputation to promote service and cleanliness improvements; the hotel’s established reputation and strategic location can be used to market the ongoing improvements in service and cleanliness to attract guests. Highlighting these efforts through marketing campaigns and social media channels can not only recover any lost reputation but also differentiate the hotel from competitors (Kotler et al., 2017).
· Invest in staff training and technology to streamline operations and improve service consistency; as identified in the SOAR analysis, the integration of technology and investment in training are key opportunities for operational improvement. The Service Profit Chain model  suggests that investing in employee satisfaction (via training) and leveraging technology leads to enhanced service delivery, which ultimately results in improved guest satisfaction (Ennew, 2015).
· Strengths-Threats (ST) Strategies
· Promote quality and consistency to mitigate external threats; economic pressures, particularly from fluctuating labor costs, pose a threat to the hotel’s ability to maintain high service and cleanliness standards. However, leveraging the hotel's reputation and prime location can help to combat these threats by emphasising the superior quality of service through targeted marketing. Having strong brand equity can help businesses withstand economic downturns (Geueke, 2023).
· Strengthen staff engagement and loyalty through better working conditions and support; as external economic pressures increase, it is essential to maintain staff engagement. According to Herzberg’s Motivation-Hygiene Theory (Nickerson, 2023) improving employee satisfaction through enhanced work environments and recognition will lead to better performance and service consistency, which are critical for competing in the luxury hotel market.
· Weaknesses-Opportunities (WO) Strategies
· Implement structured service delivery models; addressing weaknesses in service management requires structured approaches, such as adopting the SERVQUAL model (Parasuraman et al., 1988) to standardise service delivery. This could include setting clear expectations for service at each guest touchpoint and training staff to meet these standards.
· Standardise cleaning protocols and quality control measures; Jumeirah Beach Hotel should develop clear standard operating procedures (SOPs) for housekeeping to ensure consistent cleanliness. The Total Quality Management (TQM) approach  (Pratt, 2019) can be used to create a culture of continuous improvement where the cleanliness standards are monitored, feedback is used to improve practices, and staff are continuously trained.
· Weaknesses-Threats (WT) Strategies
· Address communication breakdowns between departments to prevent service and cleanliness inconsistencies; the lack of communication between departments is a major contributor to operational inefficiencies. Effective communication is integral to delivering high-quality service. Streamlining communication channels between the front desk, concierge, and housekeeping would mitigate these inefficiencies (Farrell, 2024).
· Optimise resource allocation to ensure better training and support for staff while managing economic pressures; given the economic challenges, Jumeirah Beach Hotel should invest in lean management practices to optimise resource allocation (Rauch et al., 2016). This would allow for better staff training without overwhelming the operational budget, ensuring that high service standards are maintained even in challenging economic conditions.
Through focused efforts on staff training, clear communication between departments, and the introduction of technology solutions, Jumeirah Beach Hotel can resolve these issues and restore its reputation as a premier destination in Dubai. The following section will outline specific recommendations for addressing these issues and ensuring sustained improvements.



	Recommendations 
Based on the operational challenges observed at Jumeirah Beach Hotel, particularly in the areas of customer service and cleanliness, a detailed set of recommendations has been developed. These recommendations aim to enhance guest satisfaction and improve operational efficiency by focusing on key areas such as staff training, standardised cleaning protocols, interdepartmental communication, and leveraging technology. This report discusses the strategies for implementation, the required change management processes, the methods for measuring success, and the associated costs, providing a holistic approach to addressing the hotel’s operational issues.
1. Comprehensive Staff Training Programs and Service Standards
A primary recommendation for improving service quality at Jumeirah Beach Hotel is the introduction of a comprehensive staff training program. In the hospitality industry, well-trained staff are crucial in delivering high-quality services that meet or exceed guest expectations as seen for example by the exceptionally high standards you would find at The Ritz-Carlton (Richardson, 2024). The training program at Jumeirah Beach Hotel should be multi-faceted, focusing on several key areas.
First, customer service skills need to be a major focus. Training should emphasise the importance of personalised service, where staff are not only reactive to guest needs but proactive in creating memorable experiences (Mariola, 2024). It’s essential for staff to understand the value of empathy, communication, and problem-solving to effectively handle a variety of guest needs and situations (Leesbourne, 2024). Technical skills specific to each department should also be covered. For instance, housekeepers must be trained on the most efficient and effective cleaning techniques, while the front desk team should be proficient in the check-in/check-out processes, guest interaction, and problem resolution. Given the hotel’s international clientele, cultural sensitivity should also be a key component of the training program. This is essential for staff to understand cultural differences and offer service that meets the diverse needs of guests (Kenesei and Stier, 2016). Moreover, soft skills training should be incorporated, particularly for frontline staff who deal directly with guests. Teaching employees to handle conflicts with tact and polite professionalism is vital in ensuring positive guest experiences (Noorani, 2024).
Implementing a comprehensive training program will require significant changes in how staff work and interact with guests. Resistance to change is a natural human response, and it’s essential to manage this transition carefully. Kotter (1996) provides a framework for successful change management, emphasising the need for clear communication and leadership engagement. To ease the transition, hotel management should clearly communicate the benefits of the new training program, not only for guest satisfaction but also for personal and professional growth for staff. Regular meetings and feedback sessions can help alleviate concerns and ensure staff buy-in. Senior management should actively participate in the training to demonstrate their commitment to improving service standards. Additionally, phased training rollouts will allow staff to gradually adjust to the new expectations, reducing the risk of overburdening employees.
The success of the training program can be measured through a variety of indicators. Guest satisfaction scores, particularly those related to service quality, will serve as a key metric. A significant improvement in these scores will indicate that the training has had a positive impact (Agag et al., 2023). Additionally, performance evaluations from supervisors should assess how well staff are applying the training in their daily tasks (Bishop, 2024). Regular feedback from staff regarding the training itself can also provide valuable insights into its effectiveness. Finally, employee retention rates can be another indicator of success, as well-trained and engaged employees are less likely to leave (L. Holston-Okae and Mushi, 2018).
Implementing a comprehensive training program will involve costs, including the development or purchase of training materials, fees for external trainers, and the time staff spends away from their regular duties. 
2. Standardise Cleaning Protocols and Introduce Quality Control Measures
Inconsistent cleanliness has been identified as a significant issue at Jumeirah Beach Hotel. To address this, the hotel should implement standardised cleaning protocols across all areas, from guest rooms to public spaces. 
The creation of detailed Standard Operating Procedures (SOPs) for housekeeping is a crucial step. These SOPs should cover the entire cleaning process, from the materials used to the frequency and methods of cleaning. By clearly outlining expectations, staff will have a consistent reference for maintaining cleanliness across the property (Selander, 2024). In addition, regular quality control checks should be implemented. Housekeeping supervisors should conduct spot checks to ensure that cleaning standards are consistently met and that any issues are addressed promptly. Regular inspections are vital in maintaining the desired level of cleanliness and preventing small problems from escalating (Mullins, 2024). Incorporating technology can also enhance cleaning processes. Housekeeping management software, for instance, can track room status and assign tasks to staff in real time (Hollander, 2024). These tools can also help identify areas for improvement by tracking the time spent on cleaning tasks, room turnaround times, and staff performance. The hotel should explore sustainability in cleaning practices. Eco-friendly cleaning products and energy-efficient methods can be adopted to align with growing guest demand for sustainability (Ecochem, 2024). Green cleaning is not only good for the environment but also serves as a selling point for environmentally conscious guests.
Standardising cleaning protocols requires significant changes in how housekeeping staff perform their tasks. To ensure successful implementation, it is essential to involve housekeeping supervisors in the development of SOPs. This will help create protocols that are practical and tailored to the specific needs of the hotel. Training on the new cleaning procedures should be provided to all housekeeping staff. Ensuring that all employees understand and adhere to the new standards is crucial for maintaining consistency. Regular feedback sessions with staff can help address any challenges they encounter while adjusting to the new protocols.
The success of standardised cleaning protocols will be measured through several key indicators. A significant improvement in guest satisfaction scores related to cleanliness will be the primary measure of success. Housekeeping inspections, conducted by supervisors, will provide insight into staff compliance with cleaning standards. Additionally, the hotel should track room turnaround times, as reduced turnaround times indicate more efficient cleaning processes.
The costs associated with implementing standardised cleaning protocols include the development of SOPs, technology implementation (such as housekeeping management software), and training for staff. 
3. Enhance Communication and Coordination Between Departments
Effective communication between hotel departments is essential for smooth operations and a seamless guest experience. At Jumeirah Beach Hotel, poor communication between housekeeping and the front desk has been a contributing factor to service delays and operational inefficiencies. To address this, the hotel should implement several measures to enhance communication and coordination.
One of the most effective tools to improve communication is the use of real-time messaging platforms. These platforms would allow staff from various departments to communicate instantly about guest requests, room statuses, and service needs. Technology can help reduce miscommunication and ensure that staff are aware of important updates in real time (Peek, 2023). Additionally, daily briefings for department heads can help ensure alignment on guest expectations, room availability, and any operational challenges that may arise throughout the day. These briefings advance collaboration and promote problem-solving across departments. A centralised database of guest profiles and preferences should be developed. This database would allow all departments, from housekeeping to front desk, to access guest information and tailor services accordingly. 
Introducing new communication systems requires careful planning and staff training. Employees should be trained on how to use the new communication platforms effectively. To ease this transition, management should communicate the benefits of improved communication, emphasising how it will reduce service errors and make their jobs easier. A phased implementation of the communication tools will allow staff to adapt to the changes gradually, and ongoing support should be provided to troubleshoot any issues that arise during the rollout.
The success of improved communication between departments can be measured through several metrics. A decrease in service-related complaints tied to miscommunication is an important indicator. Additionally, operational efficiency can be measured by monitoring response times and task completion rates. Finally, feedback from staff on the usability of the new communication tools will provide valuable insights into the effectiveness of the system.
Costs associated with this recommendation include the purchase and implementation of communication platforms, as well as the time spent on staff training. 
4. Leverage Technology to Monitor Service Delivery and Cleanliness Standards
Adopting technology to monitor service delivery and cleanliness is an important strategy for improving operational efficiency at Jumeirah Beach Hotel. Technology can provide real-time insights into hotel operations, allowing management to identify issues before they affect guest satisfaction. Mobile guest service apps, for example, can allow guests to submit service requests, track the status of their requests, and provide feedback in real-time. Hotels such as Lara Barut in Antalya already offer a 24hr WhatsApp concierge service (Collection, 2024), giving guests the experience of having a personal staff member at their fingertips at all times. This allows guests to reach out directly with any questions or requests, providing a more personalised and immediate service. In addition to mobile apps, the hotel should implement housekeeping management software to track cleaning tasks, room status, and staff performance as already mentioned above. 
The implementation of new technologies requires staff training and ongoing support. Hotel management should ensure that all staff are familiar with the new systems and comfortable using them. A pilot phase can help identify potential issues before full implementation, and technical support should be readily available to address any challenges that arise.
The success of this technological integration will be measured by guest feedback, operational metrics, and reduced complaints related to cleanliness or service delivery. Improved tracking of housekeeping tasks and faster response times will indicate that the new technology is having a positive impact on operational efficiency.
Costs include the purchase and implementation of mobile apps and other management software.
The recommendations presented in this report aim to address the operational challenges faced by Jumeirah Beach Hotel. By focusing on staff training, standardised cleaning protocols, improved communication, and the use of technology, the hotel can enhance both service quality and operational efficiency. With proper change management strategies in place, these initiatives can be successfully implemented, leading to improved guest satisfaction, operational performance, and long-term profitability.
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Action Plan 
	Problem Identified
	Solution(s)
	Desired Outcome
	Time Scale
	Cost Estimate

	Inconsistent Customer Service
	Implement a comprehensive staff training program focusing on customer service, technical skills, and cultural sensitivity.
	Improved guest satisfaction through enhanced service quality, higher engagement from staff, and more personalised guest interactions.
	3-6 months 
(Initial training, ongoing refresher courses)
	High
(Training materials, external trainers, and staff hours)

	Inconsistent Cleanliness Standards
	Develop and implement standardised cleaning protocols (SOPs) for housekeeping. 
Introduce regular quality control inspections.
	Cleanliness consistency across all areas, improved guest satisfaction, and reduced complaints related to room conditions.
	2-4 months 
(SOP development, staff training, and initial inspections)
	Moderate 
(SOP creation, quality control tools, staff training)

	Poor Communication Between Departments
	Introduce real-time communication tools (e.g., messaging platforms) for staff to interact across departments (housekeeping, front desk, etc.). 
Hold daily briefings for department heads to align on guest needs and room availability.
	Enhanced coordination, faster issue resolution, and seamless service delivery across departments.
	1-3 months 
(Platform implementation, training, and daily briefing setup)
	Moderate (Communication software, training, and system integration)

	Inefficient Housekeeping Operations
	Introduce housekeeping management software to track room status and staff performance in real time. 
Implement eco-friendly cleaning materials and sustainable practices.
	Improved efficiency in room turnover, optimised resource use, and higher guest satisfaction with sustainability efforts.
	2-4 months 
(Software implementation and eco-friendly material sourcing)
	High
(Software cost, eco-materials, and training)

	Inadequate Handling of Staff Resistance to Change
	Implement a structured change management plan, including clear communication, training, and feedback mechanisms.
	Staff adaptation to new systems and processes, reduction in resistance, and smoother implementation of changes.
	3-6 months 
(Phased rollout, continuous communication, and feedback collection)
	Low 
(Change management tools, communication materials, and management time)





Conclusion
The operational challenges at Jumeirah Beach Hotel, particularly in customer service and cleanliness, have a significant impact on the guest experience and the hotel's overall efficiency. As highlighted in the analysis, the inconsistency in service quality and cleanliness is a critical concern that needs to be addressed to enhance both guest satisfaction and operational performance.
The analysis reveals that customer service challenges stem from a lack of effective staff training, which results in a gap in the ability to meet diverse guest needs. Similarly, the cleanliness issues are linked to inconsistent practices and a lack of standardised procedures within the housekeeping department. Additionally, poor communication between departments, especially between housekeeping and front desk staff, further complicates operational efficiency. These challenges have not only led to negative guest feedback but also impacted the hotel’s reputation in the competitive hospitality market.
Based on these findings, the recommendations proposed aim to address these operational deficiencies by focusing on four key areas: comprehensive staff training, standardising cleaning protocols, improving interdepartmental communication, and leveraging technology. The introduction of a thorough staff training program will ensure that employees are equipped with the skills to provide high-quality, personalised service. Standardising cleaning protocols will eliminate inconsistencies, ensuring a consistently high standard of cleanliness across the hotel. Enhancing communication between departments through real-time messaging systems and daily briefings will streamline operations and reduce service delays. Lastly, incorporating technology into both service delivery and cleanliness management will allow for real-time monitoring and quicker response times, improving both efficiency and guest satisfaction.
In order to successfully implement these recommendations, careful attention must be paid to change management. As outlined in the analysis, managing staff expectations and ensuring that all employees are onboard with these changes is critical. Regular training, feedback sessions, and leadership involvement will help foster a smooth transition. Measuring success through guest satisfaction scores, operational metrics, and employee performance evaluations will provide tangible insights into the effectiveness of these improvements.
Overall, the recommendations presented in this report offer a comprehensive approach to addressing the operational challenges faced by Jumeirah Beach Hotel. By implementing these strategies, the hotel can significantly improve both service quality and operational efficiency, leading to enhanced guest experiences and long-term profitability. The successful execution of these changes will not only resolve the current issues but will also position the hotel for future success in a highly competitive industry.
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