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[bookmark: _Toc159799696]Executive Summary
The consultant’s report offers an in-depth analysis of the Taj Hotel in Dubai, where customer satisfaction is decreasing, its critical implications on the hotel’s operation and recommendations to improve the situation. The report starts with the hotel’s overview of its reputation. The overview highlights how the hotel’s strategic position is crucial to its success (Vicziany et al., 2024, p.174). Then, it presents the hotel’s amenities, making it one of the most superior ones in the hospitality industry (Ozdemir et al., 2022). It details the room design of the hotel and how this has contributed to attracting customers. It describes how experienced workers in service for decades give the hotel the upper hand on the market. Moreover, it provides insights into the main challenges the hotel is faced with, in particular, lower ratings by customers and decreasing occupancy rate and income.
The study reveals the various contributing factors that caused the decline in customer satisfaction, including the inconsistent offering of quality service, the lack of personalised experience, and difficulties meeting hygiene standards (Ali et al., 2021, p.16). These concerns have led the hotel to several negative reviews. The hotel needed to fulfil two essential aspects its good image and high turnover (Bhuian, 2021, p.24). This report also suggests that priorities should be given to customer satisfaction and service quality improvement and that a proactive feedback system should be incorporated (Wandia, 2021, p.23). It shows how online reviews play an essential role in hotel brands and how customers use online reviews for booking.	
The suggested change management strategies are designed to ease the introduction of the measures as recommended, including staff training, resource allocation, and communication strategies (Jasinskas et al., 2016). The performance checkpoints are set to evaluate the impact of proposed strategies, concentrating on the increase in guest satisfaction, occupancy rates and revenue growth. The main benefits of  implementing these recommendations are an elevated level of guest experience, improved reputation, and increased profitability for the Taj Hotel in Dubai. It is appropriately handled considering the costs with the recommended measures remaining within the hotel’s Budget and resources (Williamson, 2021). Through an integrated approach that addresses shortcomings in customer satisfaction, the Taj Hotel can recover from its current dilemma and reclaim its position as one of the leading destinations for hospitality in Dubai.
The report mentions some vital impediments to the successful operation, including the inability to create personalised experiences, poor maintenance of the facilities, and unproductive feedback mechanisms that would lead to the customer dissatisfaction. The lasting implications of problems such as these are likely to result in loan repayment problems, downward trends in the number of people who reside there, and damage to brand image (Fowler, 2023, p.95). The report issues several recommendations to address these challenges, such as powering up the feedback systems, shortening the complaint response time, and utilising technology for guest interaction (Dwivedi, et al., 2024, p.1). Moreover, there is an emphasis on creating and maintaining a solid brand image, responding quickly to customer feedback, and adapting to changing market dynamics.
Also, social, technological, economic, environmental, political, legal, and demographic factors, such as age distribution, population trends and ethical factors affecting the hotel industry, are clearly shown with STEEPLED analysis (Frue, 2020). A SOAR analysis identifies strengths, opportunities, aspirations, and (future) results, while a TOWS analysis lists threats, opportunities, weaknesses, and strengths relative to the Taj Hotel. The report recommends implementing an integrated strategy to address client concerns, improve guest satisfaction, and keep the competition (Liang et al., 2024). The selection of the recommended Strategy utilising its strengths are the key factors that should be used to deal with its problems and progress towards sustainable growth and achievement.
The report provides an all-inclusive action plan developed explicitly for the Taj Hotel in Dubai and indicates important things like inconsistency in the service quality, lack of feedback mechanisms from the customers, outdated facilities and poor management of the reputation. The plan is built around the improvement of team member training, deployment of real-time customer feedback platforms, execution of renovation projects, and implementation of protocols for the speedy resolution of online reviews (Tripadvisor, 2024). For every action, there is the corresponding developed outcome, implementation timeline, expected date of completion and planned Budget. By strategically solving these challenges, the Taj Hotel seeks to improve customer satisfaction, loyalty, and its overall reputation, in contrast to the cut-throat competition in the hospitality market of Dubai. The hotel shall apply transparent governance, responsible financial management and barriers/challenges (Kothari and Lahir, 2012). The report delves into how staff training at the Taj Hotel could increase the quality of the service offered to customers.
The consultancy report of the Taj Hotel, completed in Dubai, summarises key points and recommendations focused on increasing the efficiency and effectiveness of the hotel’s operations. The report looks at these problems like inconsistency in service quality, lack of mechanisms to get customer feedback, out-of-date equipment and ineffective reputation management, and the action plan is to end up with guest satisfaction and operational efficiency. Adopting the proposed plans will bring the Taj Hotel into prominence and let it take the leading position among hotels in Dubai with its exclusive adjacent services. The report ends with us appreciating the Taj Hotel for the opportunity it offered us, its collaboration on this project, and how we could collaborate with them to explain our findings.
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[bookmark: _Toc159799697]Introduction
The consultant report of the Taj Hotel in Dubai analyses how customer dissatisfaction has caused a decrease in the hotel’s revenue generation, thus proposing strategic recommendations that will maintain high-quality services, an overall reputation, and guests’ satisfaction. Taj Hotel is located along the iconic Burj Khalifa Street in the busy Business Bay industry of Dubai, United Arab Emirates, the Taj Hotel, Dubai, is the pinnacle of elegance and hospitality excellence (Hymers, (2019). Exhibiting a feeling of magnificence and expertise, the hotel captures the attention of distinguished tourists seeking unparalleled luxury and service thanks to its perfect location amid the bustling metropolitan area (Vicziany et al., 2024, p.174). The Taj Hotel was founded in April 2015 and boasts an extensive history and legacy, extending nine years in the prestigious hospitality sector. Given the location, tourists can enjoy various activities while walking in famous spots, exclusive retail centres, and crowded business districts surrounding the hotels (My bayut, 2023). It is one of the reasons that makes them happy together, not only on the trip but also in life. The decorated hotel rooms, with their vast floor plan and stylish furniture, enclose the place for the guests to enjoy an adobe of relaxation amid the bustling environment and serve a memorable experience.
The hotel boasts 296 lavish rooms, all ensuites decorated with Indian artistry (Kayak, 2024). There is room for a big double or twin bed, a minibar, tea and coffee-making ties, a workspace, a bathroom with a bathtub and walk in shower, a wardrobe, a safety box and free Wi-Fi. The large bathrooms with a built-in and separate shower and bathtub allow one to wind down and indulge in ultimate relaxation (Sadhale & Sathe, 2021, p.17). Where it provides customers with unparalleled luxury, it is matched to none. Each room is equipped with a security locker, tea and coffee-making facilities and a minibar that has been thoughtfully chosen to suit your every desire. The Wi-Fi facility will be offered at no extra cost, which the guests within the premises can use (Taj, 2024). Furthermore, business travellers will benefit from a working space ideal for productivity. In addition, an open storage space is also created, which acts as a storage area where visitors can keep their belongings (Taj, 2022).
The Ahmed hospitality consultancy employees, strive to deliver diverse and creative solutions to industry challenges, our team members bring decades of combined experience and are dedicated to addressing client concerns. With a focus on housekeeping, particularly quality control for optimal guest satisfaction at the Taj Hotel, our forthcoming consultant report will employ frameworks like TOWS, SOAR, and STEEPLED. Through these analysis, encompassing social, technological, economic, environmental, political, legal, and ethical factors, we aim to thoroughly assess housekeeping opportunities and challenges.
Fitriani (2022) emphasises the need for both internal and external analysis in the TOWS assessment. Parameters for review include staff skills, operational processes, overall efficiency, equipment availability, inventory, and community reputation. Our goal is to anticipate issues through market trends, competitor actions, and legislative changes, while identifying expansion opportunities (Fisman and Sullivan, 2014). Transitioning to the SOAR framework, we aim to leverage department strengths to achieve specific objectives, motivating employees and fostering ongoing development. The objectives that will promote the development include identifying market trends, opportunities for expansion, competitors’ actions, and evaluation of the parameters such as equipment efficiency, staff skills and hotel reputation within the community.
Barbosa (2023) established that identifying the department’s strong points and figuring out how to make the most of them will raise productivity, effectiveness, and customer satisfaction. The main goal is to provide helpful guidance based on comprehensive research and best practises from the industry. The application of well-established conceptual frameworks and abundant relevant academic literature ensures the provision of solutions that are workable and are grounded in industry best practices and comprehensive research, we strive to offer viable solutions that will enhance the efficacy and efficiency of housekeeping operations at the Taj Hotel in Dubai, ultimately guaranteeing the provision of unmatched service excellence.
[bookmark: _Toc159799698]Analysis
[bookmark: _Toc159799699]1. Identification of Issues
The Taj hotel in Dubai reported a drop in client satisfaction as the cause, which reduced occupancy rates and revenue. One of the most severe issues the Taj Hotel in Dubai faces today is low customer satisfaction, which influences different departments to function poorly (Chadha, 2015, p.5). The hotel now suffers when fewer guests leave their guestbook with the comment “the experience was not satisfying”. Thus, the occupancy rates and revenue sources are at risk (Kipping & Clark, 2012, p.12). This expression of less satisfaction is shown through different feedback channels, such as online reviews and guest comments, which point to dissatisfaction, e.g., service quality, facilities and  cleanliness (Glaveli et al., 2023, p.1004). In this case, the hotel’s reputation is at stake because it can be an influential factor in deterring people from choosing Good Hotel as their preferred accommodation in Dubai. The break-out of COVID-19 substantially impacted the Taj  Hotel in Dubai, resulting in decreased satisfaction, a lower rate of ROA (Return on assets) on occupancy, and reduced average customer spending (Alrawabdah, 2021, p.1). As time passed, guests started posting complaints and comments on the online reviews, including issues like the staff service quality, facilities, and cleanliness. It led to the hotel’s reputation tumbling down, adding to the existing decline in hotel occupancy and revenue.
To effectively address this challenge, Taj Hotel must prioritise customer satisfaction and devise comprehensive strategies to enhance the entire guest experience (Rahman et al., 2023, p.167). This may involve staff retraining for impeccable service delivery, upgrading amenities and facilities to meet the guest expectations, and enforcing stringent cleanliness standards throughout the premises. Additionally, active engagement with guest reviews is essential for timely issue resolution and performance measurement (F_qatar, 2019). By resolving underlying issues, Taj Hotel can reverse the decline in customer satisfaction, reaffirming its position as a top choice among Dubai’s tourists (Iqbal et al., 2023, p.3). Prioritising guest satisfaction not only enhances the hotel’s reputation and financial performance but also fosters customer loyalty, ensuring sustained success in Dubai’s competitive hospitality market.
[bookmark: _Toc159799700]2. Effect on the Hotel
Because lower rates of occupancy and decreased revenue are the immediate effects of the fall in customer satisfaction, the hotel’s financial viability is directly impacted. Taj Hotel of Dubai is affected by the change in customer satisfaction level (Olai, 2024, p.112). Customers won’t stay in the hotel when they have negative feelings, leading to fewer customer bookings. It has a direct impact, resulting in a reduction of occupancy of the hotel rooms, with 15% occupancy. It has resulted in a decrease in the hotel’s revenue. Once the revenue has been reduced, the hotel struggles to pay the salaries of its employees and even pay the utilities such as electricity and water bills. COVID-19 had an impact on the Taj Hotel, resulting in a decrease in the level of customer satisfaction, which resulted in a reduction in occupancy of the hotel rooms. One of the customers’ concerns regarding the services offered by the Taj Hotel was the cancellation of the conferences and events. Dubai government also played a part in reducing room occupancy for the Taj Hotel and the hospitality industry during COVID, whereby they imposed travel restrictions.
Furthermore, dissatisfied customers are less inclined to shell out extra cash for extras like room service or spa services. The hotel’s income from these additional services has dropped by 20% in the last six months. Since the hotel derives a significant portion of its revenue from these extras, this damages them even more (Ray et al., 2024, p.4). Decreased occupancy rates can additionally result in job losses. The hotel could not afford to keep 30 employees, so they were forced to let them go in the last quarter. It impacts the workers who lost their jobs but also raises the amount of work for the remaining employees who must pick up the slack. At one point, there were negative reviews of the Taj Hotel in Dubai, thus damaging the hotel’s reputation. Unsatisfied guests may give negative comments to the people they meet about the hotel and leave negative comments on the Taj Hotel website, which deters potential customers from booking its services.
[bookmark: _Toc159799701]3: Reasons for the Problem
Various factors, including the uneven service quality, a shortage or personalised experiences, and problems with maintaining hygiene, cause the decrease. A lower customer experience can be caused by multiple underlying issues contributing to a fall in customer satisfaction at the Taj Hotel in Dubai. The inconsistent quality of service throughout various guest interactions is one crucial aspect. A great variety of service customers can receive from employees – from excellent to poor ones (for example, a team member can be rude, uncaring and careless) (Kim et al., 2024). Nevertheless, the oscillation in the service level may impact the guest’s negatively, as the guest does not tolerate the fluctuation in the level of service.
The Taj Hotel faces challenges in providing individualised attention to guests, leading to potential dissatisfaction (Kumar, 2022). Modern visitors increasingly expect tailor-made experiences, posing practical difficulties for meeting diverse expectations. Failure to cater to guests’ unique needs may diminish overall satisfaction levels. Additionally, inadequate maintenance of public facilities near the hotel can also contribute to poor client satisfaction. A well-kept environment is essential for guest satisfaction, impacting their overall stay experience. Effective service delivery requires addressing these factors to ensure a positive guest experience.
[bookmark: _Toc159799702]4: Responses to the Problem
It can be that the Taj Hotel’s audit systems need to be more appropriate or may be used. Even considering that the hotel has mechanisms in place to get customer feedback, e.g. surveys or comment cards, these methods need to be more complete to describe the diversity of experiences that customers may go through. Furthermore, some problems may arise concerning the hotel’s response criticism, customers’ comments and tips can be ignored. Addressing the whole customer journey and increasing in-house customer satisfaction is possible by collecting customers’ input and needs. 
Taj Hotel is restructuring its feedback mechanisms to address declining customer satisfaction (Baron & Armstrong, 2007, p.2). While existing data collection methods like feedback cards may be in place, they may not capture the full spectrum of guest experiences. Passive feedback collection methods can also overlook issues. Adopting a multidimensional approach, including digital feedback devices and on-site and off-site measures, is crucial for obtaining comprehensive guest feedback. Implementing humanised approaches, such as seasonal feedback surveys, can provide valuable insights for improvement.
The speed at which the hotel responds to complaints is also critical. It is essential to respond promptly to complaints and concepts from visitors, taking the appropriate remediation measures to rectify problems and stop them from happening again (Noordzy, 2014, p.90). It calls for solid lines of communication between visitors and hotel employees and a dedication to constant growth. A sound feedback management infrastructure would be needed to ensure this does not happen and every problem is identified, with which guest feedback is monitored and arranged as a priority.
The Taj Hotel is committed to giving customers fantastic service and unplanned pleasant moments that bring back customers by innovating its feedback systems and letting its clients become part of the Taj family (Markidess, 2006). Taking note of what the customer says and reacting, especially by doing something if there is a problem, can make Taj hotel the best among competitors (Mavridopolou & Mahoney, 2020, p.12). It will be the select place to be for the wise tourist. Undoubtedly, it becomes obligatory to focus on the control of feedback management as it will remain a critical part of the solutions and a beneficial tool for sustainability and achievements in the future in the tourism industry. The hotel’s brand is threatened following customers’ dissatisfaction with its services. The adverse credibility may cause potential guests to get away, leading to fewer customers, lower occupancy rates and low profits since most customers trust reviews and ratings, which they use as a basis for their booking decisions. Another outcome of the hotel’s damaged reputation is being less positioned against its competitors in the industry and losing its brand equity.
[bookmark: _Toc159799703]5. Income
A decrease in occupancy directly impacts revenue streams such as room bookings, dining, spa, and entertainment, leading to financial strain for the hotel (Allos, 2023, p.8). Poor reputation further exacerbates the situation by deterring repat guests and potential customers, compounding financial challenges. Rising customer complaints indicate a need for intervention to achieve revenue goals and ensure profitability. Financial reports for 2019 indicate a significant decline in revenue, with room bookings down by approximately 20% and other services by 15%, impeding the hotel’s ability to fulfil its mission and operate profitably.
[bookmark: _Toc159799704]6. Scope
Although customer satisfaction has declined, the effect on the operations of the Taj Hotel is far-reaching, in as much on guest experience, financial outcomes, team member morale, and image, which is felt everywhere. Improving tourism requires a comprehensive approach to be taken. This approach will address the reasons for less revenue generation, apply practical solutions, and conduct surveys to upgrade tourism. But the other side is that the issue has a broader scope, which is way beyond the general concerns of the hotel, and this makes it a market dynamic, a market development and competitive pressures.
[bookmark: _Toc159799705]STEEPLED Analysis:
Conducting a STEEPLED analysis of prospective issues in macro elements that could influence the organisation's activity could aid in determining or shaping the organisation's commercial and procurement tactics (CIPS, 2024).
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[bookmark: _Hlk159701435]Figure 1: Source (Business documents, 2024)


	Factor
	Impact on hotel

	Social
	Personalised experiences have become more popular with guests, and online reviews are getting increasingly important.

	Technological
	Advances in technology, the emergence of new booking platforms, and digital concierge services in the hospitality sector (Dwivedi et al., 2024)

	Economic
	Change in exchange rates, the impact of global occurrences on tourism, and the impact of the economic crisis on travel budgets.

	Environmental
	Environmental sustainability practices like impacts of hotel operations, energy conservation, and waste management.

	Political 
	Government restrictions regulating hotel companies and adjustments to visa policies affecting international travel.

	Legal 
	Observance of labour rules, safety and health needs, and potential legal repercussions for guest complaints.

	Ethical
	Efforts for corporate social responsibility, ethical product and service procurement, and fair treatment of employees.

	Demographic 
	Demographic trends like; population changes, age distribution, and influence customer preferences and demands.



[bookmark: _Toc159799706]Findings from STEEPLED analysis:
Upon the examination of external factors of using STEEPLED analysis the following have found, such as, guests are making decisions based on online reviews, and customised experiences are growing popular among guests. New booking platforms and technology have had a significant impact on the hospitality industry. The corporate social responsibility, ethical purchasing of products and services, and fair labour treatment of employees should all be considered. The economic crises have an impact on travel budgets, as do currency fluctuations in the global economy. Government regulations on the hotel companies and visa policies have a significant impact on the international travel. It is critical to adhere to health requirements, employment regulations, and safety precautions. The environmental sustainability policies , such as waste management and the impact of hotel operations, are critical for the hotel compliance and reputation. Lastly, the demographics phenomena such as age distribution and population change have an impact on customer demand and preferences. 
[bookmark: _Toc159799707]SOAR Analysis:
Strategic planning is based on a process that goes beyond traditional analysis to provide organisations with an in-depth and forward-thinking view (Neal, 2023).
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Figure 2: Source (Neal, 2023)

	Strengths
	Opportunities
	Aspirations
	Result

	Modern facilities
	Technological advancement
	Participation in the community
	Increased recognition for the brand

	Positive online reviews
	Accessing new markets
	Worker satisfaction
	Improved edge over competitors

	Strong brand image
	Enhancing the variety of service offered
	Talent acquisition
	Improved sources of revenue

	High-quality service
	Growing travel industry
	Sustainable practices
	More satisfaction from guests



[bookmark: _Hlk159697721][bookmark: _Toc159799708]Findings from SOAR analysis:
The outcomes from analysing SOAR analysis demonstrates the availability of modern facilities, positive online evaluations, the maintenance of a strong brand image, and the delivery of high-quality services. The technological innovation, new market evaluation, growth of new travel sector, and the expansion of the range of services offered. Talent acquisition, community involvement, employee happiness, and environmentally responsible methods. An increased brand recognition, greater customer happiness, a competitive advantage, and new revenue opportunities. 
[bookmark: _Toc159799709]TOWS Analysis:
A TOWS analysis is a valuable management of strategy technique that can help either organisations or individuals recognise and prioritise their behaviours. The TOWS matrix shows the relationships among distinct aspects of a particular instance, which includes its positive and negative aspects (Indeed, 2023).
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Figure 3: Source (PresentationGo, 2024)

	Taj Hotel Dubai, UAE
	Strengths
	Weaknesses

	
	SO
	WO

	Opportunities
	Superior level of service.
Improving the variety of services offered. 
Modern facilities.
Growing travel industry.
	Inadequate maintenance of the amenities.
Technological innovation (Poudel, 2018)
Poor quality services.
Accessing new markets.

	
	ST
	WT

	Threats
	Strong brand image.
Increased competition.
Positive online reviews.
Negative online testimonials. 

	Insufficient training for employees.
Economic downturn. 
Not meeting up to the expectations of the tourists. 
Environmental disaster. 



[bookmark: _Toc159799710]Finding from TOWS Analysis:
TOWS study revealed the following results, environmental crises greater competitiveness, an economic slowdown, and adverse online testimony. The expansion of the travel nosiness, new market entry, technological innovation, and the enhancement of services offered. In addition to poor service quality, failure to fulfil customer expectations, insufficient staff training, and service enhancement. Finally, the positive impacts of brand image, positive internet reviews and modern facilities. 
[bookmark: _Toc159799711]Recommendations to tackle issues faced by the Taj Hotel Dubai
[bookmark: _Toc159799712]1. Improve Service Quality:
The following are some key points that can help improve service levels at the Taj Hotel in Dubai: As a final step, regular skill classes focussing on customer service should be organised for the staff. In such hands-on seminars, participants get to deal with questions about anticipating clients’ needs, developing problem-solving skills (informative: ways of solving problems), and learning how to communicate effectively. Newton (2010) articulated that workers will follow up on any new achievements and improvements in the hospitality industry by updating their employment training (Pu et al., 2024). Hence, this will eventually cause such an indispensable customer experience (Dang et al., 2024). However, performance incentives not only influence personnel positively but also serve as a force which aids them in delivering better performance. For instance, team member bonusses like awards, recognitions, or monthly personal honours can motivate staff members to go the extra mile and do more than expected (Agarwal et al., 2024). For recognising and praising their outstanding achievements will encourage employees to keep up the good work and eventually make our hotel more successful.
[bookmark: _Toc159799713]Change management:
In order for the Taj Hotel in Dubai to make significant improvements in service quality, it is vital that change management be embraced (Subramaniam et al., 2011). Team engagement is the key, since it gives possibility to involve team members in customer service projects and to include those real-life experiences and insights  there (Burnes, 2014, p.4). Collaborative participation of staff in organisational functioning is one of the decisive factors in organisational functioning (Huang, et al., 2016). Besides, given supplementing the present education resources with other resources, educational systems can be more individual-centred and developed by using well-structured courses, modern technologies, and ongoing feedback mechanisms (Becker et al., 1997, p.40). Employees shall be provided with appropriate tools and resources, so that they are able to deliver quality service (Agarwal et al., 2024, p.225). Communications are vital in implementing change efficiently. A major transformation is sometimes considered to be impossible without the manager of the company is an enthusiastic supporter (Kotter, 2012, p.6). Therefore, managers must clearly transmit to their employees the importance of keeping up the customers’ delight and meeting their needs (Noordzy, 2014). Communication line facilities unity and common purpose between employees leading them to hotel values and aims. The strategy is to be implemented throughout the cycle of change management which ensures smooth innovations in the business, organisational transition and redesigning of business processes at the Taj Hotel in Dubai (Whittington, 2020, p.27). Flexibility as a measure of maintaining a high reputation and the ease of employees is the key to change.
[bookmark: _Toc159799714]2. Enhance Facilities Maintenance:
It is crucial to ensure the customers who visit the Taj Hotel in Dubai are fully satisfied and always remember it (De, 2021, p.21). Structured mechanics of maintenance are essential elements to make the whole system successful. It is necessary to ensure that the rooms’ floors, elevators, and other public areas are kept clean and operational. Hence, the administration must conduct regular maintenance checks and inspections. To achieve this, staff should look into guest rooms and public areas and ensure that heating, ventilation, air conditioning, and plumbing are working. The hotel could preserve its high character and never disturb its habitants by letting them know about and fixing their problems.
Additionally, restoration and refurbishment must be funded to enhance facilities and increase quality to keep up with the fast-changing trends and the guests’ tastes. Constant refurbishment ensured that their creation continuously recreated a modern and luxurious feeling for their guests pleasure by updating the recreation facilities, refreshing the common areas, or simply changing the furniture in the rooms. Consistent large-scale capital injection in property developments can help the Taj Hotel maintain and even acquire domination in the competitive hospitality sector (Billore, 2024; p.155). Furthermore, it will attract customers who wish to find new services and equipment. 
A corrective system is also added to the preventive system. It gives workers a skill they can use when problems occur, as they will find more straightforward solutions than those that take time. Performing maintenance proactively, routine inspections, and replacing worn-out components can help the hotel reduce or avoid downtime and air costs and ensure that the employees always keep the guests happy (Aggarwal and Mittal, 2024, p.1). Appropriate preventive maintenance is an excellent asset in prolonging the lifespan of assets and enhancing the operational processes. In other words, the hotel can maintain the delivery of quality services. Through a proactive approach that encompasses inspections done on an ongoing basis, strategic investments and scheduled maintenance activities, the Taj Dubai can retain its reputation as a luxurious hotel of choice for tourists. The condition of the hotel’s clean amenities still works to impress customers opinions about the hotel and also shows the hotel’s dedication to prestige service delivery.
[bookmark: _Toc159799715]Change management:
Change management needs to be streamlined at the Taj Hotel in Dubai in order to guarantee seamless service. Participating in decision-making with staff members promotes empowerment and teamwork (Burnes, 2014). The hotel utilises the skills and ideas of its workers to enhance job happiness and productivity by incorporating them in the refurbishment process and offering opportunities for feedback and debate. To provide employees with the skills and information they need to adopt new technologies and uphold strict hygiene standards, hands-on training sessions are crucial (Newton, 2010, p.18). Employees are more equipped to deal situational changes as a result.
Another crucial aspect for conducting change measurement strategies is maintaining facilities. Maintaining the degree of client satisfaction and safeguarding the hotel’s reputation depend on effectively communicating maintenance to the facilities. The perception of maintenance extends beyond simply noting how tidy the hotel is, it also emphasises the necessity of maintenance for the hotel to run smoothly, which gives staff members a greater sense of significance in the hotel’s operations (Marandi et al., 2024). Because of this, employees come to understand their importance and that their place in the hotel’s maintenance plan is a tall order given their relevance to the establishment’s operations.
[bookmark: _Toc159799716]3. Strengthen Feedback Mechanisms: 
By using digital platforms for real-time data collection, the Taj hotel in Dubai can improve its feedback procedures (Hughes, 2022). Through these methods, customers can instantly offer feedback through online questionnaires or smartphones, which reflects the hotel’s dedication to ongoing improvement in order to create an environment of attentiveness and encourage candid input, staff training is crucial for promoting guest contact and gathering feedback during their stay. Additionally, keeping visitors happy and loyal requires assembling a specialised team to handle complaints from customers quickly and analyse data for corrective action (Sudirjo et al., 2024, p.54). 
[bookmark: _Toc159799717]Change management:
Digital feedback technology should be the core of thorough training on the excellent use of this technology. Employees should be trained in all aspects of the use of these platforms so that they can use the platforms to gather, assess, and conveniently reply to customer feedback. Also, as part of the training, staff need to know data analysis and trends from feedback data, and then they have to react appropriately to questions or requests by guests or suggestions on the websites (Recker et al., 2024, p.179). The hotel is well skilled to do the job at an advanced level, bolstered by using digital feedback channels to the maximum at all times to keep improving its sales. This aim can be achieved if the improvement culture is maintained and developed among the teams formed for the projects. Application of customers feedback as a harvest for and appreciation of the employees’ contributions in the later projects rewards the employees with encouragement to look for and use the feedback from the customers in future projects.
[bookmark: _Toc159799718]4. Reputation Management:
Maintaining a good reputation is indispensable for the purpose of staying on a positive track and appealing to customers to the Taj Hotel in Dubai. Social media monitoring and reviews online provide an opportunity for the hotel to respond immediately to customer satisfaction (Hughes, 2022). This can make the hotel look connected to customers and keen to satisfy customers (Recker et al., 2024, p.179). The proactive handling of guest comments and complaints is evidence of the hotel’s concern for the customers (Shalini and Sudha, 2023). Testimonials and customer reviews, used as a tool, makes the hotels stand out and gain credibility of the customers. Thus, focus on reputation management allows for hotels to remain competitive in the market and regain returning customers (Gilli et al., 2024, p.10). In order to cope with the dynamic environment for customers, the Taj Hotel Dubai in UAE should review its management practices to train staff for crisis communication and put up a protocol for complaint resolution (Rather et al., 2024, p.1). Creating a responsible culture equips employees to be active in reputation management and always makes the hotel visible while steadfastness and employee pride and affiliation are fostered.
[bookmark: _Toc159799719]5. Measuring success:
The Taj Hotel in Dubai can use several measures to assess the performance and efficacy of its efforts. First, metrics like more robust online reviews, higher occupancy rates, and higher guest satisfaction scores can be used to gauge success. These metrics are necessary for customer satisfaction and loyalty since they show how visitors view the hotel’s amenities, services, and overall experience (Gazi et al., 2024, p.2). The key performance indicators (KPI) is a useful tool to measure the hotel’s operations by tracking occupancy rates and monitoring trends in guest satisfaction score allows the hotel to assess the effectiveness of its efforts to improve facilities and service quality.
Metrics such as qualitative and quantitative research can be used to gather information on hotels performances, by using surveys that can be undertaken on a regular basis to acquire a better understanding of customers’ views and perceptions. These surveys allow the hotel to obtain thorough input from customers about their preferences, experiences, and components need improvement (Martinez et al., 2023, p.550). Monitoring variations in customer perceptions and satisfaction levels over time can help the hotel identify aspects that need to be improved. Furthermore, surveys provide insights into new trends and enhancing customer expectations, facilitating the hotel to adjust its strategies to remain competitive.
In addition, tracking sales and profit margins is critical for evaluating the financial impact of implemented strategies. While ensuring that customers are delighted of paramount significance, it is equally vital to ensure that projects provide demonstrable business results (Arjpin et al., 2024, p.17). The hotel can evaluate the effectiveness and profitability of its operations by examining revenue sources and profit margins. Positive changes in financial outcome, such as increased income or profit margins, indicate that the implemented strategies are resonating with customers and boosting the hotel’s overall performance.
[bookmark: _Toc159799720]6. Potential Benefits:
The intention is to execute ideas that will improve the Taj hotel Dubai’s operations, resulting in higher customer satisfaction and commercial expansion. By focusing on delivering high-quality service and exceptional guest experiences, the hotel can bolster its reputation, resulting in increased reservations and potentially higher room rates (Ali et al., 2021, p.23). This approach ensures that the hotel can maintain profitability even amid market fluctuations and competitive pressures, positioning it as a market leader and inhibiting potential new entrants (Matsuoka, 2022). Furthermore, investments in technology and organisational processes can streamline operations, reduce waste, and optimise resource allocation, contributing to long-term financial sustainability and customer satisfaction (Anes and Mamede, 2024, p.533). 
[bookmark: _Toc159799721]7. Cost Considerations:
Cost considerations are paramount when determining strategies for the Taj Hotel in Dubai, encompassing budgeting for facility upgrades, feedback platforms, and training initiatives. This includes allocating financial resources for hiring trainers, developing instructional materials, and conducting training sessions to enhance staff members’ customer service and management skills (Lee et al., 2024, p.615). furthermore, the hotel faces challenges in maintaining a balance between asset upgrades aiming at customers’ current tastes and budgetary constraints (González et al., 2023, p.248). Despite the fact that the first stage of such the initiatives requires a huge amount of investments, the long-term outcome, such as customer satisfaction, and repeated business are the reimbursement for the cost (Akram, et al., 2024, p.260). Despite potential short-term profitability challenges, satisfied customers are more likely to return, contributing to the hotel’s sustained success. Ultimately, while enhancing the Taj Hotel’s star status may incur initial expenses, investments in quality improvements are expected to yield long-term benefits in terms of revenue growth and brand enhancement.
[bookmark: _Toc159799722]Action plan tailored for the Taj Hotel in Dubai
The Taj Hotel in Dubai needs a solid action plan to deal with the most vital operational issues, which are to perform at a high level. Through organised problem-solving approaches and focused solutions such as improved team training, digital platforms for measuring real-time customer feedback, and establishing protocols for reputation management, the hotel will pursue attainable objectives within specified timeframes and budgets (Mistry, 2024). This systematic approach helps to correct the prioritisation of goals and measurable objectives, monitor progress, and properly allocate resources. By applying the action plan, the hotel can successfully deal with its operational problems, improve the guests’ satisfaction, and enlarge its competitiveness in the Dubai hospitality market.

	Number
	Problem
	Solution
	Desired outcome
	Time Scale
	Completion date
	Planned budget

	1
	Service quality inconsistency
	Enhancing team member training sessions for the employees to improve how they interact with the customers
	Increased customer satisfaction and royalty
	Ongoing
	Continuous throughout the service provision
	$5000

	2
	Lack of a mechanism for collecting customer feedback
	Implementation of real-time customer feedback platforms like digital feedback platforms
	Enhanced satisfaction and engagement levels
	Three months
	26/05/24
	$10,000 for setting up platform

	3
	Outdated facilities
	Executing and planning renovation projects that will modernise hotel amenities and enhance the experiences of the guests
	Increasing the occupancy rates and guests’ perception
	Six months
	26/08/24
	$100,000 for renovation projects

	4
	Ineffective reputation management
	Establishments of the protocols that will be replying promptly to online reviews
	Increased of the positive referrals and enhanced reputation
	Ongoing
	Continuous
	Allocate additional resources within the marketing Budget for the reputation management team ($7000)



The objectives of these initiatives are to improve the hotel’s reputation, increase client satisfaction, and streamline operations. These entail determining the issues, putting forth solutions, defining the goals, scheduling the execution phase, determining the end date, and assigning funds (Needle, 2022). The hotel intends to address problems including uneven service quality, a dearth of guest feedback methods, antiquated amenities, and a poor market perception by methodically carrying out the created plan. Through focused efforts, the goal is to increase guest happiness and loyalty. Setting quantifiable goals and implementation schedules permits progress monitoring and accountability, while clearly defining problems and their remedies guarantees appropriate prioritising. This governance structure encourages alignment among stakeholders transparency in the goal of bringing about constructive organisational transformation. Effective financial resource allocation for strategies is ensured by the budget plan (Williamson, 2021, p.223). In order to minimise costs and achieve goals, cost analysis directs strategic expenditures based on ROI (Return on Investment) and impact (Gomes et al., 2023, p.10). the action plan supports the Taj Hotel in strengthening its position in Dubai’s hospitality sector, improving guest happiness, and resolving operational concerns.
[bookmark: _Toc159799723]Conclusion
In conclusion, the findings of research that took place in the Taj Hotel in Dubai enlightened some of the main concerns and recommendations for improvement. The drawbacks, for instance, inconsistent service quality, absence of guest feedback mechanisms, obsolete equipment, and the ineffectiveness of reputation management, are the key sections which should be targeted through the strategic approach that will lead to great satisfaction of guests and operational efficiency if some areas of the business are improved (Schuler and Jackson, 1987, p.210). Based on the action plan, the hotel will be able to tackle the issues mentioned above and, therefore, its reputation will rise. At the same time, it will be seen as one of the top noteworthy and luxury hospitality experiences for the guests.
Ahmed hospitality consultancy are very honoured to have had the chance to work with the Taj Hotel on this project, and we would like to extend our heartfelt gratitude. The fact that the hotel willing to go through this process establishes a growing reputation, as a team member committed to a relentless pursuit to improve and stay on top in customer service, a fundamental feature in the fast-paced world of the hospitality business of Dubai. Adopting this report’s proposed improvements will allow the Taj Hotel to become the market leader in Dubai’s competitive hospitality industry and improve the quality of the services provided to its guests. The implemented strategies outlined in this report will ensure the hotel’s successful operations. They will continue consolidating their position as a magnet for gourmets seeking luxury accommodation and perfect service.
On behalf of Ahmed hospitality consultancy, we thank the Taj Hotel Dubai for allowing us to come together and participate in this beautiful journey. Our collaboration with Taj Hotel Dubai it is an honour to have reach such an achievement for the success that brings such accomplishment. We would like to continue our future cooperation with Taj Hotel Dubai. Our dedication to assist Taj Hotel Dubai continues to stay committed, and support their business operations, as their needs grow and change within the hospitality industry. Trends seems to change more significantly, therefore, it is essential to re-adjust and improve the service provision, practices corresponding to the new interests and needs of the guests visiting these facilities. The formulated strategies are no doubt a foundation for successful progress. They will be a powerful engine of the changing process towards even higher steps in the Taj Hotel. By pooling together our expertise and resources, we will take on the encounters and the moments of value-proposition that the future has in store for us, and the outcome will be that Taj Hotel remains at the front line.
We take this opportunity to thank Taj Hotel for placing your trust with us. Our company would be willing to ensure that we are always in close contact with Taj Hotel Dubai and quickly respond to your demands, which will be used to achieve Taj Hotel’s Dubai end goal (O’Mahoney, 2021). Feel free to contact us for questions outside of what was addressed or if you need additional data. We are here as your community organisation to extend our assistance in any way possible.
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