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[bookmark: _Toc191751178]Executive Summary
This consultancy report prepared by Global Hospitality Solutions (GHS), aims to present the challenges for Hilton Dubai Al Habtoor City to ensure and retain guest satisfaction at high levels. A luxurious hotel situated in Dubai's heart, the hotel has been struggling with ratings and customer satisfaction scores for the past year. Online reviews and ratings have seen a dip too, with guests noting slow service, impersonal experiences and uneven staff performance. The hotel industry is a very competitive market and the high guest satisfaction must be a priority in a city like Dubai where luxury hotels await the guests everywhere. The report aims to provide a detailed discussion of the concerns, their implications, an explanation of the factors leading to the outcome and proposals for improving customer satisfaction and acknowledgement of the hotel as the most opulent hotel in the region again (Hilton Dubai Al Habtoor City , 2024). One issue that the report starts with is declining guest satisfaction. This issue greatly affected the hotel’s reputation, financial performance and morale of staff. Negative write-ups online has scared off prospective guests, causing a drop in bookings and revenue. Moreover, unhappy customers are unlikely to come back or suggest the hotel which compounds the issue. This is due an increase in staff morale where employees realize that operational efficiencies were not met due to declining guest satisfaction. The report adopts the three strategic frameworks, STEEPLED, SOAR and TOWS to tackle these issues. By using these frameworks, it can be analysed and understood the problem from a multidimensional viewpoint and systematically work to come up with resolutions by accounting for both the internal and external dimensions (Hill and Alexander, 2020). It uses the STEEPLED framework to identify the external and internal factors and how these affect the performance of the hotel. The report highlights social factors as a major challenge, with evolving guest expectations around personalised and efficient service. It demands an investment but technological advancements promise a potential for it. Economic factors with declining guest satisfaction comes reduced bookings and revenue. Environmental elements, including sustainability, are also significant in the modern hospitality world. Political & Legal factors are not major problems but have to be compliant with local laws. From an ethical standpoint, all visitors and keepers must be treated with dignity. Disparities are gradually demonstrating the need to tend to various universal clients. It is studied the hotel and came out with a clear and concise breakdown of the threats and opportunities available (Frue, 2020). The SOAR framework emphasises the strengths, opportunities, aspirations and results of the hotel. Its strong brand reputation, prime location and high-end amenities are identified as some of its key strengths. The areas of improvements are improving the training of the staff, implementing new technology and a better focus on the guest feedback. These aspirations of hotels will ultimately lead to increased bookings, higher ratings and repeat guests. The hotel can reach this aim and reclaim its position as a prominent luxury hotel in Dubai, by capitalizing on its strengths, and countering its weaknesses (Hermans, 2023). TOWS model, a step ahead from SOAR analysis, starts deriving strategies-matching the hotel weaknesses and threats and utilizing the hotel strengths and opportunities. Additionally, threats, like competition from other luxury hotels, can be countered as a direct advantage derived from its strong brand and unique offerings. Common weaknesses such as slow service and staff inconsistency can be improved through better training, and integrating technology. Threats posed by various external and internal elements can always occur and need to be addressed. Once new select strengths or weaknesses are identified, the hotel can find ways it can better meet the customer’s needs through creating specialized packages or experiencing new features on premises. This pragmatic approach makes sure that the hotel uses its resources properly to solve the challenges and achieve the goals (University of Hertfordshire, 2022). The report, informed by the analysis, then offers specific recommendations for the hotel to improve guest satisfaction. These pointers pertain toward the creation of service quality and staff-oriented focused experience. The key recommendations include frequent staff training programs to enhance customer service skills and cultural awareness. This will decrease wait times allowing guests to be visited, greeted and responded to in a timely manner. A guest preference system will enable the hotel to provide personalised services, making guests feel important and valued. Technology integration like self-service kiosks and mobile apps will be used to optimise operations and enhance guest experience. Staff incentive schemes will encourage employees to provide the best possible service, whilst ongoing feedback systems will ensure any areas of weakness and guest issues can be ironed out with relative ease. If they are done on time, it is going to save complaints from guests, increasing satisfaction overall. A short implementation plan is also included, detailing the timeframe, responsible parties and resources needed to implement each recommendation. Supplementing new personnel will require two months, while staff training will require three months. The guest preference system will take four months to set up, and the technology will be integrated in six months. It can enhance cleaning and maintenance in the meantime but employee incentive programs and feedback systems will take two months. The measures that have been proposed above will ensure the long-term performance of the hotel ultimately yielding better revenues, more bookings and improved visitor satisfaction. The hotel needs to use the techniques to facilitate the implementation of recommendations and manage change effectively. To alleviate resistance to organisational change, bring stakeholders in and train workers while also communicating effectively (Hybels and Weaver, 2015). Leadership in particular needs to balance accountability with providing appropriate coaching and support (Giuliani, 2022). Monitoring progress through regular reviews and evaluations shall help make any changes wherever necessary. Over time, a focus on continuous improvement will help the hotel find long-term, sustainable success, driven by ongoing training, guest experience enhancements, and data-driven decision-making to ensure the establishment remains competitive in Dubai’s luxury hospitality market (Graeme Beals, Beals and Curriculum Concepts (N.Z.) Ltd, 2019). There is great potential in following such recommendations etc. It expects more operational efficiency, quicker service and streamlined processes closer to happy guests. This will boost employee morale, leading to improved service quality and a more enjoyable work atmosphere. Guest satisfaction will improve and result in elevated ratings, repeat visits and endorsements. Bookings and revenue will grow enough to cover up-front investment. Restoration of the hotel reputation will lead to an increase in incoming guests and a return of the hotel to the Dubai luxury hotel market.
Finally, this report gives a deep insight into the issues of Hilton Dubai Al Habtoor City and gives various recommendation and final summary to improve the hotel guest satisfaction. With a concentration on personnel training, technology adoption, customised services and constant innovation, the hotel can overcome its existing challenges and ensure sustainable success in the future. These suggestions are not only to increase guest satisfaction but also the hotel resumes, performance and share at Dubai luxury hospitality market.
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Figure 01: Global Hospitality Solutions (Global Hospitality Solutions, 2024).
This report has been prepared by Global Hospitality Solutions (GHS), a professional organisational consultancy company that provides solutions to the challenges faced by hotels and hospitality organisations. GHS assists international accommodation properties with over 15 years of experience to enhance their operations, customer satisfaction and business efficiency. Using tried and tested frameworks and strategies, our experts zero-in on what matters and provide actionable solutions (Global Hospitality Solutions, 2024).
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Figure 02: Hilton Dubai Al Habtoor City (Hilton, 2025).
Global Hospitality Solutions has been approached by Hilton Dubai Al Habtoor City, a luxury hotel in the heart of Dubai, UAE. The hotel is under the Hilton umbrella, one of the most recognised names in hospitality industry. The Hilton Dubai Al Habtoor City, a relatively new hotel that was opened in 2017, features high-end amenities such as 1004 rooms and suites, several restaurants, a spa and proximity to many of Dubai’s top attractions. However, the hotel is finding itself in hot water with a certain controversial statement (Hilton, 2025).
The hotel is facing one of the most important challenges on the customer service side, which is to decline the customer satisfaction scores regarding the quality of service and guest experience. Over the past year, the hotel has observed a decline in its online reviews and ratings: guests complain about slow service, absent personalisation and uneven staff performance anywhere in the hotel. This poses a problem for the hotel because in a competitive city like Dubai surrounded by abundance of luxury hotels customer satisfaction leads to a repeat visit (Kopelman, 2019).
There are three frameworks GHS will be used to tackle this problem: STEEPLED, SOAR and TOWS. With these frameworks, it will be able to examine the problem from multiple perspectives and come to solutions that really work.
· STEEPLED Framework: This is where external and internal factors that may be affecting the hotel are introduced. STEEPLED is an acronym used to describe these factors, including Social, Technological, Economic, Environmental, Political, Legal, and Ethical and Demographic factors. It will be used this framework to identify external difficulties, such as shifts in customer expectations or economic climate and internal problems, such as staff preparation or resource allocation that could contribute to lower than previous customer satisfaction levels.
· The SOAR Framework: SOAR denotes Strengths, Opportunities, Aspirations and Results. This will guide to focus on the hotel’s strengths, including brand reputation and location and opportunities, such as staff training or technology implementations. So, it will aid in aligning the hotel’s vision with meaningful actions that will ultimately deliver meaningful outcomes (Hermans, 2023).
· TOWS Framework: TOWS refers to Threats, Opportunities, Weaknesses and Strengths. The comparative framework model will correlate that of the hotel’s strengths and weaknesses to external opportunities and threats. It want to study how the hotel can leverage a strong brand against weaknesses such as poor service and how to take on threats such as an influx of competitors (Barth, 2020).
Additionally, this report will also incorporate Kotter's 8-Step Change Model to assist the hotel in successfully updating the process. It focuses on creating urgency, forming a powerful coalition and communicating a clear vision for change that promotes organisational buy-in (Bell, 2022). The Six Sigma DMAIC approach will be implemented as part of the continuous improvement methodology to systematically identify & eliminate operational inefficiencies, thus enhancing the overall performance of the service (Pande and Holpp, 2022). Lastly, SMART (Specific, Measurable, Achievable, Relevant, Time Bound) objectives will be established to ensure that the recommendations come with a plan for implementation that can only lead to an enhanced guest experience and operational efficiency (O’neill et al., 2021).
These frameworks will guide in making sense of the initial problem and ultimately, allow offering Hilton Dubai Al Habtoor City the knowledge of how these factors come into play, as well as actionable solutions to increase customer satisfaction. It aims to restore the hotel to the ranks of the best luxury hotels in Dubai, and then keep the property successful over the long-term (Lawrence, 2015).
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[bookmark: _Toc191751181]Identified Issue and Impact on the Hotel
The principal problem at Hilton Dubai Al Habtoor City has been declining guest satisfaction. Guests are displeased with the quality of service and their experience overall. This is reflected in lower online reviews and ratings for the hotel (Leong, 2020). Guests cross their arms over slow service, lack of personal attention and erratic staff performance. Greeks in particular enjoy visiting the Arab emirate and very frequently holiday in and out of the UAE, which is a serious problem for the hotel, because Dubai has quite a number of luxury hotels, so guests who aren't happy will never return (Hill and Alexander, 2020). This problem is manifesting at the hotel in many different ways. First, it is damaging the hotel’s reputation. In today’s world, online reviews are very important. Negative reviews can drive away potential guests from staying at the hotel. Second, it is taking a toll on the hotel’s finances (Tang and Lyytinen, 2020). Dissatisfied patrons are not as likely to come back or tell other people about the hotel that means fewer bookings and lower revenue. Third, it is affecting the personnel. When guests are dissatisfied, it can lower staff morale and make it more challenging to deliver good service. In the immediate future, the hotel could experience a falloff in bookings and revenue. Negative reviews from guests with bad experiences can deter new guests, who will freak out at the service in the evenings. The hotel behind the mistake will probably not stay in the market of the best luxurious hotels in Dubai for a long time if the issue is not corrected. That would make competing with other luxury hotels in the area more difficult. For example, the hotel’s average rating on review sites is down from 4.5 to 4.0 in the last year. Generally speaking, luxury hotels in Dubai obtain ratings over 4.5 according to industry benchmarks. This means the hotel is losing ground to its competitive set (Hilton Dubai Al Habtoor City Review & Ratings, 2022).
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The issue faced by the hotel for multiple reasons. Some are external and some are internal.
Internal Factors
· Property Problems: There may be not enough employees, or employees are not well trained. This results in slow service and errors. Guests pick up on unhelpful staff or unfriendly staff. If staffs are overworked, they might not be able to give each guest the attention they deserve (Takeuchi, 2018).
· Operational Inefficiencies: The systems of the hotel may not be functioning properly. For example, booking system might be slow leading to delays when guests check in (Cybellium, 2019). Housekeeping is a common one room’s take longer than expected to clean and people complain. For example, keeping rooms in good working order by not letting the air conditioning be broken can also make guests unhappy (Cybellium, 2021).
External Factors
· Competitive Landscape: Dubai already has loads of luxury hotels and more keep opening. That means guests have a lot to choose from. It should be working with a hotel that underperforms, It can be simply selected a different member hotel making their hotel distinctive by giving better service and experiences (Gerardus Blokdyk, 2018).
· Guests’ Expectation: The role of the hotel is changing in the global landscape and the potential for new guest experiences is growing. They expect personalised service, quick responses and unique experiences. Hotel guests can expect that the staff will display a high level of professionalism and if this does not happen they will leave unsatisfied. Guest feedback indicates that they prefer faster service and more personalised attention (O’fallon and Rutherford, 2020).
· Economic, Social and Environmental Influences: The economy can affect how much children travel. When the economy is bad, people might skip on luxury stays. There are social factors such as the role of online reviews which can affect the hotel as well. Different environmental issues, such as climate change, may make guests more attuned to sustainability. These factors need to be kept in mind by the hotel while operating its business (Brebbia and J  L  Miralles I  Garcia, 2017).
Overall, the contributing factors that led to the decline of user satisfaction at Hilton Dubai Al Habtoor City are a mixture of internal to external forces. Now, the hotel must tackle these causes to solve the problem and enhance its service and operations. Through this, the hotel will work towards restoring its prestige and increase its number of visitors.
[bookmark: _Toc191751183]Feedback and Reputation Analysis
It is very important for any hotel to give a great emphasis to guest feedback and reputation management. They help the hotel learn what guests enjoy versus where things could improve. But good reviews can attract more guests and bad reviews can detract from a hotel’s reputation. Read reviews from guests on platforms such as TripAdvisor, Google Reviews and Booking upon looking at Hilton Dubai Al Habtoor City on rotten places. These problems have resulted in low ratings and fewer positive reviews (Hiles, 2021). Most people look at reviews before they book any hotel. If the reviews are negative, they may book with a different hotel. It can also mean fewer bookings and less revenue for the hotel. The hotel has since tried to respond to negative reviews by apologising and vowing to do better. The trouble with these techniques though is that everyone knows that promises are not actions. The hotel must act to correct the matters and reassure guests they are being heard (Riccardo Rialti, Zuzana Kvítková and Tomáš Makovník, 2023).
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As a result of decreased levels of customer satisfaction, Hilton Dubai Al Habtoor City has seen a reduction in bookings as well. This leads to loss of revenue because fewer guests decide to stay at the hotel. Occupancy rates have fallen and rival hotels with better reviews entice guests. If the trend continues, the hotel risks losing its place at the top tier of Dubai’s luxury offerings. The hotel might also be forking out more money on marketing to attract guests despite negative reviews. Higher training and staff development costs may also weigh on profitability. The hotel needs a better pricing strategy to remain profitable. Higher revenue can also be generated through an increase in basic ticket and other services by guests, if the hotel offers a good quality service (Ana María Campón-Cerro, Hernández and José Antonio Folgado-Fernández, 2019).
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	Factor
	Description

	Social
	Guests expect fast, personalized service. The hotel is failing to meet this expectation.

	Technological
	New technology will enhance service, but the hotel has to pay for it to enable it.

	Economic
	Less bookings and decreased occupancy mean the hotel is losing money.

	Environmental
	This hotel is a good location but needs work in sustainability.

	Political
	No big political issues, but must follow local laws hotel.

	Legal
	To comply with labour laws and safety regulations, the hotel must...

	Ethical
	All guests and staff should be treated equally and with respect by the hotel.

	Demographic
	The hotel needs to cater to a wide reach of needs, as Dubai attracts a lot of international guests.
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	Factor
	Description

	Strengths
	Strong brand, good location, high-end amenities.

	Opportunities
	Better staff training, implement new technology, and focus on guest feedback.

	Aspirations
	Optimise for high guest satisfaction rates.

	Results
	Lots of bookings, Higher ratings and repeat guests.
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TOWS Analysis
	Factor
	Strategy

	Threats
	Other hotels with higher stars rating. Leverage strong branding to draw in guests.

	Opportunities
	Train the staff better services

	Weaknesses
	Slow service and inconsistent staff behaviour. Leverage technology to expedite service and enhance staff training.

	Strengths
	Great location, high-end hotel. Create special packages to lure in guests.
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The Hilton Dubai Al Habtoor City is in a major decline in customer satisfaction. The primary problems are slow service, no attention to detail or customer needs and inconsistent staff service-features. These issues have led to bad reviews and lower ratings online. The hotel’s rating has also been reduced from 4.5 to 4.0 in one year which is below the average rating of 4.3, according to resort’s luxury hotels in Dubai. Staff miss-training and operational inefficiency is the main cause of these problems. Not particularly ready to provide guests with fast and efficient service. Understaffing has resulted in long queues and poor service quality. Internal issues like poor booking systems and slow housekeeping service have made the situation worse. External pressures such as growing competition and increasing customer demands have further compounded the issue (Gee, 2016). The issues have taken a toll on the hotel’s reputation, revenue and the morale of its staff. Guests are not returning; this means fewer bookings and less income. Guests will be discouraged from booking rooms when they see negative reviews online. Guests who are dissatisfied make staff members feel demotivated and it is even more difficult for staff members to deliver excellent service. Unless some issues are tackled, the hotel will likely fall further from the glamorous ranks of top Dubai luxury hotels. It should be noted that implementing targeted solutions for the challenges faced is key when tackling these issues. Providing better staff training, reopening the workforce and implementing new technology can enhance the quality of service. This solution will assist the hotel in meeting customer expectations, improving guest satisfaction and enhancing overall performance.
[bookmark: _Toc191751190]Recommendations
Detailed Recommendations
Hilton Dubai Al Habtoor City, a five-star hotel in Dubai, is facing customer dissatisfaction. Some recommendations for Hilton Dubai Al Habtoor City to improve customer satisfaction are as follows. The recommendations are primarily aimed towards enhancing service quality, staff performance and guest experience.
· Train Staff: The hotel should conduct frequent workshops for staffs. The training should include customer service skills, communication and cultural sensitivity. Workers must learn how to interact with almost international guests and provide personalised services. Investing in stacked and tiered training programs will lead to a feel-good perception of work for staff, standard competency, guest satisfaction and guest loyalty (Reid and Green, 2024).
· Hire More Staff: By hiring more staff, the hotel can cut waiting time and speed up the service. Having more employees can also help guarantee that guests receive careful and prompt attention. This will keep staff from being overworked and help staff provide higher quality service (Podmoroff, 2015).
· Providing Customised Experience: The hotel should create a guest preference system. For instance, the system will record preferences like room type, dietary restrictions and any other special requests made by the guests. Through this data, the hotel can provide personalized services, making the guests feel valued and appreciated (Chun Meng Tang, K Thirumaran and Klimkeit, 2021).
· Digital Innovation: The hotel should implement self-service mobile apps for express check-in and check-out capabilities. Room service orders and feedback collection from guests can also be digital. Technology can help with improving operations and guest satisfaction (Busulwa et al., 2020).
· Staff Incentive Programs: Employees who are praised in guest feedback should be rewarded and recognized within the workforce. This will encourage employees to provide better service and keep the quality of their work at a high level (Fisher, 2018).
· Feedback Systems: The hotel should implement a regular feedback process to collect problems and necessary improvements from guests. Regular management should immediately address common grievances and notify guests of what is better. This will demonstrate that their opinion matters and will help it deliver better service (Kaye Sung Chon and Yu, 2022).
· Maintenance and Housekeeping Advance: The hotel should ensure timely clean-up and maintenance. The quality of housekeeping service must be inspected regularly. Be sure to make needed repairs and address issues promptly to avoid guest complaints (Raghubalan and Raghubalan, 2015).

Implementation Plan
	Recommendation
	Timeline
	Responsible Party
	Resources Required
	Potential Challenges

	Staff Training Programs
	3 months
	HR Department
	Training materials, trainers
	Staff availability for sessions

	Increase Staff Numbers
	2 months
	HR Department
	Recruitment agency, Budget
	Budget constraints

	Service Personalization
	4 months
	IT and Front Office
	Customer database software
	Data privacy concerns

	Technology Integration
	6 months
	IT Department
	Kiosks, Mobile App Development
	High initial costs

	Incentive Programs
	2 months
	HR Department
	Budget for rewards
	Employee participation

	Guest Feedback Analysis
	Ongoing
	Customer Service Team
	Feedback software
	Low guest participation

	Maintenance and Housekeeping
	Ongoing
	Housekeeping Manager
	Cleaning supplies, Maintenance staff
	Quality control (Wyoming Science, Technology And Energy Authority, 2017)



Costs Associated with Recommendations
	Recommendation
	Estimated Cost
	Cost-Saving Measures
	Long-Term Financial Benefits

	Staff Training Programs
	$20,000
	Group training sessions
	Improved guest satisfaction and repeat visits

	Increase Staff Numbers
	$50,000
	Part-time contracts
	Faster service and increased bookings

	Service Personalization
	$15,000
	Use existing software
	Higher guest loyalty and personalised experiences

	Technology Integration
	$100,000
	Outsource development
	Faster processes and better reviews

	Incentive Programs
	$10,000
	Non-monetary rewards
	Motivated staff and better service

	Guest Feedback Analysis
	$5,000
	Digital feedback collection
	Improved reputation and better ratings

	Maintenance and Housekeeping
	$30,000
	Regular maintenance contracts
	Fewer complaints and higher ratings


Their recommendations will enable Hilton Dubai Al Habtoor City to enhance the customer experience. The hotel can better serve its guests by focusing on the areas of training employees, utilising advanced technology and implementing a guest feedback system. The charges are modest and relative to the hotel’s volume. Over time, the upgrades will lead to improved guest satisfaction, higher repeat visitation and greater revenues.
Six Sigma Model (DMAIC Approach)
Define
· Problem: Slow service, lack of personalisation and inconsistent staff performance are leading to decreased guest satisfaction.
· Goal: Improve service quality, guest experience and staff performance that increases guest satisfaction (Shankar, 2019). 
Measure
1. Current Situation:
· Customer satisfaction rating went from 4.5 to 4.0.
· Long waiting times.
· Negative online reviews.
· Lower booking rates.
2. Data Collection:
· Guest feedback
· Online reviews
· Employee feedback
· Service waiting times
Analyse
Root Causes:
· Poor staff training
· Low employee motivation
· Insufficient staff numbers
· Lack of personalised services
· Slow booking and housekeeping systems
Improve
Solutions:
· Deliver staff training programs.
· Hire more staff.
· Build a system that tracks guest preferences.
· Implement self-service kiosks and mobile applications.
· Implement staff motivation systems.
· Implement feedback collection systems
Control
1. Monitoring:
· Monthly reviews of customer feedback.
· Regular staff meetings.
· Performance reports.
· Reporting KPIs (Customer satisfaction score, speed of service, staff productivity).
2. Continuous Improvement:
· Regular training sessions
· Technology updates
· Apprehensive guest feedback

Outcome
This hotel will be better off by using this model:
· Guest satisfaction
· Service speed
· Staff performance
· Online ratings
· Repeat bookings

[bookmark: _Toc191751191]Change Management Strategies
There are many other aspects of an organisation that changes can impact. When driving change, one should practice change management. This helps ensure that the transition goes smoothly and is successful. Staff could become confused or discouraged in the absence of proper change management. This can also impact their performance quality as well. Change management is the art of maximising employee acceptance of changes and improvement in efficiency as a result of the changes (Mccalman, Paton and Siebert, 2016).

Kotter’s 8-Step Change Model
· Create Urgency: Hilton Dubai Al Habtoor City receives poor ratings and reviews from guests. Service needs to be improved quickly by the hotel.
· Form a Powerful Coalition: This will take a combined effort from the management team, HR department and customer support team to figure out.
· Create a Vision for Change: It aims to provide faster service, deliver personalized experiences and improved quality of service to guests.
· Communicate the Vision: The hotel needs to communicate to staff why these changes are necessary, what reinforcements will be made, and most importantly how this will be of benefit to everyone.
· Remove Obstacles: More employees should be hired, train staff, and new technology should be introduced to resolve slow service.
· Create Short-Term Wins: The hotel can reward staff who provide excellent service and are prompt in handling guest complaints.
· Build on the Change: A consistent model with ongoing staff training and updates in technology will enhance the guest experience.
· Anchor the Changes in Corporate Culture: Customer satisfaction should always be the top rule of the hotel and be attentive to guest feedback (Juneja, 2019).

Change Management Practices
It creates awareness among the staff about the necessity of change. It reassures staff that the new ways of working are getting embedded and it prepares them to be more comfortable and confident with it. Common change management processes are communication plans. Frequent and transparent communications provides staff with information of what is going on. Management should offer explanations for changes taking place and how they will benefit the hotel and staff. Regular staff meetings can be held to keep staff abreast of movement in the changes (Ball et al., 2020). Another key strategy is staff training. It is about preparing the staff for new skills which should be done through training programs. Practical sessions and workshops is another way staff can feel more confident using these new systems. With adequate training, staff will understand their responsibilities. It will enable them to also serve guests much better (Parker, 2020). Reacting and responding gives way to stakeholder engagement in managing change. This includes staff, management and guests. The hotel should also listen to their thoughts and opinions. This understands their concerns and makes improvements if needed. This is to come up with and try to establish trust with the stakeholders and allow the process to be much smoother (Hodges, 2018).
Addressing Staff Concerns
Staff will react to changes in various ways. Some staff will accept change without question and some will feel uncertainty or resistance. Resistance also occurs when staffs are afraid that they may get laid off or that they cannot adjust to new processes. The management needs to listen to these concerns and respond promptly. Staff involvement will help ease resistance. Staff feel respected and valued when they are part of the journey. They can offer advice and present their ideas. It makes them a little more receptive to change. Empathetic communication is key to resolving staff concerns. Management should explain why the change must come, and how it can only benefit everyone going forward. Regular meetings and feedback sessions can help staff voice their concerns. Management should respond honestly and supportively to their questions (Eller and Eller, 2021).
This should include mechanisms of support to ease the transition. Counselling sessions or help desks can provide emotional support. These tools will help staff feel more confident and prepared.


Leadership and Accountability
Change does not happen without Leadership. Leaders need to lead staff by example. They must have a positive attitude and provide support during the transition. Good leaders can motivate staff to go the extra mile to embrace change. The vision and goals of the changes should be communicated clearly. They need to inspire employees to contribute to the shared objective. Leaders must also attend to team concerns and offer solutions. As such, accountability exists at each level of the organisation. The roles of each department with respect to the goals need to be very clearly defined. This can be achieved through regular performance reviews and progress reports. Good performance should be rewarded and acknowledged. Staff should be receiving feedback from their supervisors. This helps staff understand where they are successful and where they need to focus on development. People who engage in the change process are much more organized and much more likely to be successful (Worrall, 2013). Thus, Hilton Dubai Al Habtoor City changing management strategies are required to enhance customer satisfaction. The transition may be easier through good communication, staff training and stakeholder buy-in. Involving with them, communicating with them as clearly as possible and providing support systems to them, will eliminate resistance. Leadership and accountability will help make those changes stick. It is how these techniques allow the hotel to provide quality service and solid levels of guest satisfaction.
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Key Performance Indicators (KPIs)
A couple of Key Performance Indicators (KPIs) can be used to measure the success of the recommendations. The KPIs would monitor progress (The and smartKPIs.com, 2015).
· Increased Customer Satisfaction Scores: This is the key KPI. Guest satisfaction can be gauged by feedback received from guests, reviews on third-party sites like TripAdvisor and Google Reviews. An increase in scores will indicate that guests are happier with service (Johnson, 2016).
· Increased Staff Productivity: This can be measured by service speed and quality. Like reduced check-in times, improved room service and reduced guest complaints about delays (Lahti, 2019).
· Lower Operational Cost: With the use of tech like self-service and better training, the hotel can save some costs. It can be quantified by looking at costs pre and post the changes (Social Tables, 2019).
· Higher Occupancy Rates: More bookings and repeat guests indicate that the hotel is attracting and retaining customers. This can be tracked in the hotel’s booking system (Yu, 2020).
· Employee Satisfaction: Happy employees perform better. It can be examined morale and job satisfaction through regular staff surveys (Menig, 2022).
These KPIs correspond with the hotel’s objectives of boosting guest satisfaction, growing its top line and ensuring a good reputation. By doing so, the hotel will make sure it stays competitive in Dubai's luxury sector.
Review and Evaluation Process
The hotel needs to have a regular review and evaluation process to ensure that the recommendations are working:
· Monthly Reviews: The team should meet once a month and review the different KPIs. They should measure whether customer satisfaction scores are rising, staff productivity is enhancing and costs are decreasing.
· Guest Feedback: They should regularly collect feedback from guests via surveys, comment cards and online reviews. This will help determine what part still needs improvement.
· Staff Feedback: Staff feedback with regular meetings can define and tell what's in and what's out. Staff can share their experiences and recommend changes.
· Performance Reports: Each department shall submit performance reports indicating the progress made. For instance, the housekeeping team can report on how clean rooms are and the front desk can report on how long it takes for check-in.
· External audits: An external consultant can be hired to check on the performance of the hotel and give an unbiased opinion (Poister, 2018).
By monitoring these key areas regularly, the hotel can know when to alter or modify things and measure its success.
Continuous Improvement
Continuous improvement is a key to long-term success. It should not stop after doing the first changes. Instead, it needs to continue keeping a watch on its strategies and adjust them as needed.
· Ongoing training: Staff training is not a one-off event. Staff will be motivated and kept updated through the regular workshops and refresher courses.
· Guest Experience: The hotel should focus on a superior guest experience. For instance, updating mobile app or integrating new functionalities into the self-service.
· Tuning Guest Preferences: The frame records the guest preference regularly. It will allow the hotel to remain personal.
· Data-Driven Decision Making: The hotel should always be making data-driven decisions. This will allow spot new issues before they can escalate into a significant problem (Honey, 2019).
It will maintain excellence and keep guests happy through continuous improvement.
[bookmark: _Toc191751193]Potential Benefits
Hilton Dubai Al Habtoor City would reap many of the benefits from implementing the recommendations. The benefits will have a positive impact on hotel operations, staff morale, customer satisfaction and financial performance.
· Operational Efficiency: With the hiring of personnel and appropriate technology, the hotel can improve waiting times and increase service speed, etc. For example, self-service will speed up check-in and check-out. This will ensure smoother hotel operations and happier guests (Lambros, 2021).
· Staff Morale: Better training and incentive programs will ensure that the staff feels valued and motivated. Contented employees give better service which will benefit the guest experience (Bowles and Cooper, 2019).
· Guest Satisfaction: Personalization enables to treat guests so special, enabling lesser response times. The result will be higher scores on satisfaction and reviews. Happy guests are more likely to come back and tell others to stay at the hotel.
· Financial Performance: Higher customer satisfaction rate will result in more bookings and repeat visits. This will increase revenue. The other one is improving profitability through technology that reduces operational costs.
· Reputation: All these good reviews and high ratings will help the hotel nurture its reputation. This will draw more guests in the door and assist the hotel in competing with other luxury hotels in Dubai (Kreps and Wilson, 2022).
In the case of the hotel, if they use the guest preference system, a returning guest might come back to their favourite room and meal already waiting for them. This helps then feel appreciated and more loyal. Likewise, quicker check-in means less frustration for guests, and helps them to just get to enjoy their stay. These advantages will allow the hotel to continue to be one of the top Dubai luxury hotels long into the future. So it will also secure financial stability and advancement.

[bookmark: _Toc191751194]Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost

	Declining guest satisfaction
	Conduct staff training programs to improve service skills and cultural sensitivity.
	Improved staff performance, faster service, and personalised guest experiences.
	3 months
	$20,000

	Slow service and overworked staff
	Hire additional staff to reduce waiting times and improve service quality.
	Faster service, reduced guest complaints, and better attention to guest needs.
	2 months
	$50,000

	Lack of personalised guest experience
	Implement a guest preference system to record and cater to individual needs.
	Enhanced guest loyalty and satisfaction through personalised services.
	4 months
	$15,000

	Operational inefficiencies
	Integrate technology like self-service kiosks and mobile apps for faster processes.
	Streamlined operations, quicker check-in/check-out, and improved guest feedback.
	6 months
	$100,000

	Low staff motivation
	Introduce staff incentive programs to reward excellent performance.
	Increased staff morale, better service quality, and higher guest satisfaction.
	2 months
	$10,000

	Poor feedback collection
	Set up a regular guest feedback system to identify and address issues promptly.
	Improved reputation, better online reviews, and higher guest satisfaction scores.
	Ongoing
	$5,000

	Maintenance and housekeeping issues
	Ensure timely room maintenance and regular housekeeping quality checks.
	Fewer guest complaints, cleaner rooms, and better overall guest experience (Premier’s, 2018).
	Ongoing
	$30,000



SMART Goals
	SMART Goal
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Improve Customer Satisfaction Scores
	Increase customer satisfaction ratings on online platforms
	Achieve a 4.5 rating on TripAdvisor and Google Reviews
	Through staff training, technology integration, and personalised services
	Higher customer satisfaction will improve reputation and revenue
	Within 6 months

	Enhance Staff Training Programs
	Conduct regular training sessions for customer service and communication
	At least 90% of staff must complete the training
	Using professional trainers and internal resources
	Well-trained staff provide better service
	Within 3 months

	Implement Technology Integration
	Install self-service kiosks and mobile app systems
	100% of guests should be able to use self-service check-in
	Use existing budget and IT support
	Technology will speed up service and reduce waiting times
	Within 6 months

	Develop Guest Preference System
	Set up a digital system to track guest preferences
	Record preferences of 80% of returning guests
	By using customer management software
	Personalised services will improve guest satisfaction
	Within 4 months

	Launch Staff Incentive Programs
	Introduce rewards for best-performing employees
	At least 70% staff participation in the program
	Provide monetary and non-monetary rewards
	Motivated staff provide better service (O’neill, Conzemius and Commodore, 2016)
	Within 2 months




[bookmark: _Toc191751195]Conclusion
Hilton Dubai Al Habtoor City has been struggling with declining guest satisfaction. Key findings provides insights to service quality and guest experience that need to be addressed internally and externally to regain the hotel’s position as a world-class luxury destination in Dubai. The root causes of the problems were analysed using STEEPLED, SOAR and TOWS frameworks and actionable recommendations were suggested that would mitigate them. One of the major issue points being pointed out is high guest dissatisfaction due to poor service timings, little scope for personalisation and erratic behaviour of staff. All of these problems result in fewer reservations and lowered ratings and bad internet reviews. The investigation found that operational ineptitude and poorly trained staffs were among the major internal factors that led to this problem. There are external challenges as well, such as an increasing amount of competition, and rising expectations from guests. A few suggestions to overcome the issues were suggested. This may involve high staffing levels that minimise workloads and waits; introducing management protocols such as staff training programs for cashier based teams to elevate service and sensitivities; or guest choice mechanism per establishments with a guest desire in mind. Self-service and smartphone apps can eliminate barriers to entry and improve the customer experience. It recommends flexible feedback systems as well as employee reward systems to enhance the morale of the staff and make sure that they stay in their learning curves. The plan includes a detailed timetable, which person will be responsible for each activity, and the estimated cost of implementing each idea. The savings generated by the changes will offset the $230,000 total investment in these initiatives over the coming years. Higher occupancy levels, happier guests and, in the end, more revenue are the outcomes of these efforts. This will also allow the hotel to compete better in the luxury hospitality market of Dubai with a well-established product brand. Change management methodologies have been focused on to ensure smooth transitions. Resistance to change is natural, and it can be mitigated with effective communication, staff training, and stakeholder engagement to facilitate continuity and promote buy-in for the new practices (Uhl and Lars Alexander Gollenia, 2016).  Using key performance indicators (KPIs) like customer satisfaction scores, staff productivity and occupancy rates will allow the hotel to track its progress and make adjustments along the way. The hotel will be responsive to the needs of both its guests and employees, owing to regular reviews, feedback from guests and suggestions from employees. Balancing high standards of service and being ahead of competition will require continuous iterations. To summarise, Hilton Dubai Al Habtoor City has the right attributes to be considered as one of Dubai’s finest hotels but to achieve this it have been identified some misses that needs to be delivered to their guests before they become hope less for this brand. All of these elements have resulted in better customer experiences, increased sales and enhanced brand reputation in 2024 and will continue to do so well into the future of hospitality as well. These mentioned measures will serve the hotel in the short run and also keep its success ongoing in a world filled with competitiveness. A special thanks to Hilton Dubai Al Habtoor City for giving Global Hospitality Solutions the privilege of collaborating with them on this project. This is a crucial approach for the hotel to understand how they can accomplish their organisational goals and deliver great experiences to their guests. 
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