


[bookmark: _Toc149921198]Executive Summary 
Hotel management is considered to be the leading factor that can support the economical side of the countries and manage the needs of the travellers as well. Some of the key factors like the hospitality, leadership, governance and brand image are marked to be an important part of the hotel industry. However, the issues related to the staff, the management problems and the process of promotion are mainly taken into consideration to retain the position of the hotel. It is further noted that the application of effective strategies like the formulation of more efficient care, adoption of robotics and technological modes of development is also considered to be the main factor that can enhance the hotel persistence as well (Nam, et al., 2021). However, some of the basic issues will be mainly taken into the consideration in this consulting report where the mismanagement because of inefficient staff and the customer retention will be mainly taken into the consideration. It is further noted that the application of effective examples are also considered where the Sadaf Delmon Hotel of Dubai is mainly considered in the report as well. The problem related to the mismanagement and the loss of customers due to the inefficient staff and unskilled workers are the main issues that are faced from the side of the company (Marek, et al., 2020). 
The report is considered to furnish the ideas which include the external, internal and the development processes that can process the company as well. The application of different kinds of models frameworks like SWOT, PESTLE and TOWS matrix are mainly selected in this report for the sake of emphasis. It is noted that the economic condition of Dubai is significantly high which can endorse positive results for the company. It is noted that in 2028 the GDP is considered to reach around 618.94B in the case of UAE which can support the development of the companies engaged in the development (Statista, 2023).
[image: ]
Figure: Projected GDP of UAE
(Source: Statista, 2023)
It is noted that the rise of the GDP can ensure the development of the hospitality and hotel management development as well. Apart from that SWOT analysis is also considered in the mentioned report where the strength of the hotel is mainly discussed with addition to the weakness. Significant effort on maintaining the diversity and poor management for the utilizing the human resources are mainly observed in the hotel which is identified as the main problem that is discussed in the report (Nguyen, et al., 2022). Apart from that, the recommended processes where the threats related to the human resource can be mitigated through automation are also considered to be the main ideas of the mentioned report.
It is noted that the analysis where the reputation, brand image and the revenue of the hotel along with the ideas of the development are mainly presented are also represented in the mentioned report. Both positive and negative sides of the hotels are integrated in the report to ideate the development and manage the needs. The application of the technology and the management of the HRM principles and policies can also be a major factor that can strengthen the efficiency of the hotel (Darvishmotevali & Altinay, 2022). The change in the recruitment policies, the application of eminent measures to control the development and the strategic measures to engage the stakeholders for infrastructural development are also discussed in the report as well. It is considered that monetary support is one of the key factors that can ensure the development of the companies (Karmaker, et al., 2021). Therefore, the idea where the stakeholder integration and the management of the hotel that can provide a steady support to recover from the issues of mismanagement is mainly ideated. It is noted that effective recruitment strategies, management of the ideas and the processes of development are mainly analysed through the help of the mentioned report (AlHamad, et al., 2022). Social media promotion and workplace collaboration are mainly considered in this mentioned report where the ideas and the strategies related to the talent and skill management can be implemented for the hotel.
The recommendations like the increase in the social media promotion, increase in the HRM processes, management of the stakeholders and the effective use of technology and automation are mainly concentrated in this report. The technology and automation are considered to provide a significant development for the companies and therefore, the automation for providing client satisfaction is mainly taken into the consideration (Ng, et al., 2021). It is also noted that the application of the data driven decision and relying on the online data interpretation and statistical notions to gain a strategic outcome is also taken into the consideration for the sake of the development. As a result, the ideas related to effective management can be a major process that can ensure the development of the companies. Recommendations related to the utilization of government grants and recovery policies are to uphold the development of the companies in the hotel industry (Yacoub & ElHajjar, 2021). As a result, a set of recommendations from the consultancy is also presented in the report as well.
The increase in the tourism industry in the Middle East is considered to be the leading factor that can provide the country with a significant share of finance. Being an economical support for the advancements and the management of the hotel industry is considered to be a major factor that can ensure the development of the companies (Gaur, et al., 2021). It is noted that the action plan, development of the certain areas for the sake of the development and the management of the needs of the companies are further recommended that can provide steady support to the companies.
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The issues of staffing and mismanagement is a viable problem that is faced in the hotel industry and on certain modifications is considered to be controlled, aiming for development. It is noted that aging population, financial conditions, share of GDP, cultural factors and the client demands are considered to be the key drivers that can impact on the employment of the hospitality industry. The climate and the sustainable issues are also considered to play an important role which can ensure the development of the hotel industry and stakeholder integration (Rubio-Mozos, et al., 2020). The issues related to the staff inefficiency and guest dissatisfaction is mainly faced in UAE hospitality. The loss of talent and the human resources in addition to proper corporate culture in order to generate efficiency is mainly seen from the side of the companies. The mentioned report will emphasize its arguments based on the example of Sadaf Delmon Hotel. The mismanagement, lack of corporate culture and issues related to the human resource is mainly seen which degrades the potential of the hotel. Sadaf Delmon Hotel is present in 36A street, AL Rigga, Deria, Dubai and is considered to provide diversified facilities as per the choice of the customers. It is noted that the hotel is operative from 2003 and is present in the prime position in Dubai for easy availability of the visitors (Delmon Hotel, 2023). The hotel is considered to be present near AL Rigga road and caters the visitors as it is near to the Airport. The hotel provides King Deluxe, Twin and Triple Deluxe as well as Executive room services.
The Black Swan company which is operative in Dubai is considered to be the chief consultancy firm which can recommend the development in the UAE. It is noted that the company is operative from 2016 and is 100% transparent, accountable and accurate. The main strength of the company is considered to be developed with the experience where it furnishes its portfolio to provide experience working with GCC countries. It is also noted that the company is flexible and provides preliminary free services on the consultation as well (Black Swan, 2023). The legal framework, flexibility and costing process is considered to be the leading factor that can ensure the development of the companies. Therefore, effective processes which can ensure the development of the companies are mainly provided by Blackswan. The free consultation services and initial cost calculation are also provided which can benefit the development of the companies. It is noted that the free consultation is a major factor that can ensure the development and manage the needs of the companies as per the requirement (Kasauli, et al., 2021). As a result, the change in talent management and the need for employee training and supervision is considered to be the leading scale of development that can be provided from the side of the companies.
The explanation of the critical issues and the management fallacies can be explained through the introspection of internal and external analysis of the hotel. The application of different kinds of frameworks are therefore considered to be the main idea which can ensure the development of the companies (Dmytriyev, et al., 2021). The application of SWOT and PESTLE is mainly taken into the consideration that can ensure the development. The reliable and unbiased insights about the situation and the companies can be mainly generated through the application of the SWOT and PESTLE (Shadman, et al., 2021). On the other hand, the strategic application that can ensure the development can be generated through the application of effective frameworks as well. The TWOS matrices are also used for the sake of the development and the management of the ideas (Roy, 2021). The TOWS matrix can also offer recommended steps and provide specific insights that can develop the efficiency and the management of the companies. As a result, the inclusion of the same is also done in the mentioned report which ideates the efficacy and the development of the hotel in the competitive position. 
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‘Staff inefficiency leading to guest’s dissatisfaction’ is a key issue claimed by the guests on different social review websites of Sadaf Delmon Hotel, Dubai (TripAdvisor, 2023). Staff inefficiency can be spotted when the staff is underperforming to their fullest potential on account of different reasons like poor management, improper training, and personal reasons. As a consequence, inefficient staff leads to low productivity and poor service quality (Haywood‐Farmer, 2019). Hence, the goodwill of the hotel is impactful due to inefficient staff. As per Parnell (2019), guest dissatisfaction is evident when the customers are not happy with the services provided by the organisation and eventually fail to meet the guest's expectations. The health of the business can be influenced by the guest’s dissatisfaction. The serious impact on sales turnover and occupancy rate can be demonstrated as the consequences of guest dissatisfaction in the hospitality sector. The dissatisfied guests will not consider repeat purchases and influence other people by sharing negative reviews on different publicly accessible websites (McAlexander, 2019). The negative word-of-mouth hampers brand reputation and affects the organisation in achieving desired profitability index. 
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Negative Review of the Hotel
Source: TripAdvisor 


The guest’s complaints regarding the ‘staff inefficiency’ have created a negative image of the Sadaf Delmon Hotel, Dubai. More specifically, the guests have evidenced that the housekeeping staff, reception team, and management are ineffective and failed to respond to the guests’ requirements. The inconvenience caused by the guests encountered during room cleaning, late food services, and lengthy registration process is due to staff inefficiency and poor management of Sadaf Delmon Hotel, Dubai. The inattentive staff failed to deliver quality services to the guests. Moreover, the responsiveness of the staff in meeting the guests’ requirements is negative at Sadaf Delmon Hotel, Dubai. The staff inefficiency in the hotel is mainly due to a lack of integration in the operational process, poor management, and ineffective monitoring of the service delivery process (Ladhari, 2019). As per the report, the UAE and Dubai hotel sector requires 90,000 skilled hospitality staff by 2025 in consideration of to supply of hotel rooms. Currently, 0.7 million people are employed within the hotel sector in UAE and Dubai. However, as per new regulations implemented by the UAE Government, nearly 30% of the staff from Saudi Arabia must be recruited for managerial and front desk jobs (Intelligence, 2023). Presently, there are 894000 rooms in the year 2022-23. Therefore, a staff shortage is one of the key causes leading to guest’s dissatisfaction with the hotel. 
Firstly, poor management is one of the main causes leading to staff inefficiency at the hotel. The guests have denied the presence of management staff at the hotel (Lewis, 2021). Poor management leads to low staff engagement in the organisation. Moreover, low engagement declines overall productivity and increases employee turnover rates. Ineffective management often fails to understand employee’s concerns and needs. Lewis (2021), opined that the employees are considered to be the strategic resources of the organization and thereby require full support from the management to achieve the desired target. The lack of leadership buy-in demotivates the staff and eventually, the productivity gets affected (Ladhari, 2019). Hence, the management of the organisation plays an important role in undertaking strategic decisions to improve organisational performance. As per Ansoff (2021), Poor management influences the company’s profitability and influences employee turnover rates. The employees are dependent on the management regarding their approaches and support (Lepak, 2017). However, poor management demoralizes the employees and eventually affects their performance. 
Secondly, a lack of strategic planning is one of the identified causes of staff inefficiency at Sadaf Delmon Hotel, Dubai. Strategic Planning defines the process of the organisation to formulate its vision and plan accordingly to achieve the desirable target (Seth, 2019). Strategic planning enables the organization to establish the sequences for achieving the goals. Moreover, strategic planning supports the organisation in allocating the resources for attaining the strategic goals. In the dynamic business environment, strategic planning is impactful to organisational productivity and facilitates the organisation to achieve competitive advantage. As per the report, the projected revenue of the UAE hotel market will reach US$0.42bn within the year-end 2023. The revenue is forecasted to demonstrate an annual growth rate of 2.30% within the year 2026. Moreover, the projected volume of the hospitality market of UAE will be around US$0.46bn by 2027. The report has also anticipated that the UAE hospitality market size will touch USD 9459.8 million within 2028 by registering a CAGR of 5% (Statista, 2023). In consideration of the forecasted market size and revenue growth of the UAE hospitality sector, strategic planning holds special emphasis for the Dubai hotels. 
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Revenue Growth of the UAE Hospitality Sector 
Source: https://www.statista.com/ 

Thirdly, ineffective Human Resource (HR) policies and lack of motivational techniques can also be considered as the key causes for staff inefficiency in the hotel. Employee Motivation plays a positive role in contributing towards organisational productivity (Teas, 2019). As per Daley (2019), employee motivation considers the forces that stimulate their willingness towards a specific action. Employee commitment and employee morale are the outcomes of high employee motivation. The highly motivated employees are productive and ensure better performers in the workplace. Moreover, motivated employees complete their tasks within the deadline and eventually undertake discretionary effort toward their job responsibilities. Employee Motivation contributes to a high level of employee satisfaction and loyalty to the workplace. At Sadaf Delmon Hotel Dubai, the staff is inattentive in responding to guest’s requests. Moreover, motivating the employees results in work efficiency and directly helps to achieve the organisational goals. The employees are showing a lack of interest in attaining the guest’s request at Sadaf Delmon Hotel, Dubai. Furthermore, the responsiveness of the staff in delivering quality service has been influenced by to lack of employee job satisfaction. 
The external Environment has been impactful on the decision-making process of the organisation/industry (Ansoff, 2021). Moreover, the external environment consists of factors that are uncontrollable and directly impact the strategic decisions of the organisation (Blumentritt, 2019). Therefore, PESTLE Analysis is a framework that is used to examine the impact of external factors on the business decision-making process of the organisation (Bonn, 2019). 
	PESTLE Factors
	Description

	Political factor
	The UAE is mainly a federal presidential state that has a ‘tribal autocracy’ based on seven constituent monarchies. Hence, democratically elected institutions are not observed in the UAE. The Government of Dubai has announced a ‘National Tourism Strategy’ to attract 40 million guests to the hotels within 2031. Moreover, an investment of around DH100 billion has been raised to implement the strategy nationally (UAE, 2023). Hence, politically, the support from the Dubai Government can be observed. Therefore, the political stability of the UAE is helpful to the hotel sector to accelerate its growth strategy. 

	Economic factor
	Tourism and hospitality have been an important part of the UAE's economic growth. Dubai Government has undertaken a nationwide tourism strategy to push the tourism sector’s contribution towards GDP. The anticipated tourism growth to the GDP of the nation up to Dh450bn within the year-end 2031 will have a positive impact on the economy and hospitality sector as well (Sharpley, 2021). The strengthening of hospitality and tourism products, building capabilities, and encouraging tourists across the world are part of Government initiatives. Hence, economic factors play a positive role in accelerating the growth of hospitality sector organisations in Dubai. 

	Socio-Cultural factor
	The constant change in the tastes and preferences among people can be spotted under socio-cultural factors. Hospitality organisations are responding to the current taste and preferences of the guests by redesigning their service delivery process (Hosmer, 2019). Moreover, the millennials and Generation Z customer segment are seeking value for money. However, a shorter product life cycle is a concern for hospitality organisations due to the involvement of high operation costs. Hence, the negative impact of socio-cultural factors on the business decision-making process of the hospitality organisation can be spotted. 

	Technological factor
	Technological upgradation like automation, Artificial Intelligence (AI), and social media promotional strategies have enhanced hospitality operations. The convenience created by the technological applications has been impactful in delivering a seamless customer experience (Lehtinen, 2018). In Dubai, the majority of the hotels are using contactless check-in, revenue management tools, and automated Customer Relationship Management (CRM) tools to deliver superior value propositions to the customers. Hence, technological factors are having a positive impact on improving hospitality operations. 

	Legal factors
	The hotel operation in Dubai has been granted by DTCM. Moreover, the UAE is governed by a CIVIL law system that focuses on codified laws. There is also a local judicial department managed by Dubai Municipality. Moreover, the hotel operations are managed by the local Government in Dubai. Therefore, mandatory regulations are observed under legal factors (Sadler, 2019). Hence, the administrative duties of hospitality organisations are increased due to the presence of legal factors. 

	Environmental factors
	Environmental factors like pollution and climate change issues have insisted the Dubai Government introduce the Tourism Stamp process (Hillman, 2019). The hotels irrespective of all classifications operating in Dubai have to meet the highest standards of DET’s 19 sustainability requirements including energy and water efficiency along with waste management programmes. Moreover, staff education and engagement activities need to be monitored by the hotels to meet the sustainability standard implemented by the Government. Millennials and Generation Z customers are showing their interest in sustainable accommodation.





















SWOT Analysis is a framework that helps to examine the key strengths and weaknesses of the organisation along with the weaknesses and possible threats (Bowman, 2019). In the context of Sadaf Delmon Hotel, Dubai the following SWOT analysis has been performed: 
	Strengths
· Budget-friendly hotel for travellers in Dubai (Booking.com, 2023)
· Location of the hotel is near to Al Ghurair Shopping Mall and also beside the Al Rigga metro station. 
· International buffets for breakfast, lunch, and dinner are available for guests across the world. 
	Weaknesses
· Inattentive staff that failed to respond to the guest’s requirements. 
· Lack of coordination between reception and housekeeping staff has increased guest dissatisfaction (TripAdvisor, 2023). 
· Poor management, lack of leadership buy-in, and inadequate monitoring are the pitfalls of the hotel. 

	Opportunities
· The Government of Dubai has announced a ‘National Tourism Strategy’ to attract 40 million guests to the hotels within 2031. Moreover, an investment of around DH100 billion has been raised to implement the strategy nationally (UAE, 2023). Therefore, Government-sponsored investment can help the hotel to accelerate its business growth in Dubai. 
· The rise in the number of millennials and Generation Z customers in the hospitality sector can fetch more revenue for the hotel sector. 
· The rise in demand for the tourism sector has been positive for the hospitality sector growth in Dubai. 

	Threats
· Negative reviews of the hotel on social reviewing sites by the guests like TripAdvisor can damage the goodwill of the brand. 
· Extensive competition in the hospitality sector has been impactful on the occupancy rate of the hotel (Teas, 2019). 
· Economic fluctuation like a rise in the rate of inflation can reduce the occupancy rate of the hotel. 


TOWS Analysis is a strategic management framework that is used to develop strategies in relation to internal and external business factors (Boyd, 2019). The purpose of TOWS analysis is to minimise the threats, capitalise on the business opportunities, retain the business strengths, and eradicate the weaknesses (Buysse, 2018). 
	
TOWS Matrix
	Strengths (S)
· Convenient location of the hotel 
· Budget-friendly accommodation service
· Diverse food options for guests across the world 
	Weaknesses (W)
· Inefficient staffs 
· Poor Management 
· Lack of coordination between the staffs 

	Opportunities (O)
· Government support to the hospitality sector 
· Rise in the Millennials and Generation Z customers 
· The demand in the Tourism sector has accelerated the growth rate of the hospitality sector
	S/O Strategies
· Investment in increasing accommodation facilities. 
· Focusing on sustainable hotel operations to attract millennials and Generation Z customer segment. 
	W/O Strategies
· Developing the Service Blueprint by addressing the service gaps 
· Implementing the CRM strategies to increase guest satisfaction. 

	Threats (T)
· Extensive competition in the hospitality sector 
· Economic fluctuation 

	S/T Strategies
· Social media campaigns to increase the reach of the advertisement. 
· Fetching feedback from the guests. 
	W/T Strategies
· Focusing on the strategic planning of the organisation. 
· Examining the negative reviews of the guests with priority and improving the service quality. 
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[bookmark: _Toc149921202]Recommendations 
‘Staff inefficiency leading to guest’s dissatisfaction’ of Sadaf Delmon Hotel, Dubai is a central issue observed in different social review websites (Centeno, 2019).  As per Lewis (2019), staff inefficiency is mainly evidenced when the staff is underperforming to their fullest potential due to multiple reasons like poor management, improper training, job dissatisfaction, and personal reasons. The guests have raised complaints against the housekeeping staff, reception team, and management that are ineffective and failed to respond to the guest’s requirements (Buysse, 2018). The inconvenience caused by the guests at room cleaning, late food services, and lengthy registration process has been shared on different social sites. As a consequence, the brand reputation of Sadaf Delmon Hotel, Dubai has been hampered and eventually influenced the profitability. 
· Strategic Planning is the first and foremost approach to developing the vision of the business (Centeno, 2019). Furthermore, Strategic Planning is the refined process of the organisation in formulating the vision and business planning to achieve the desirable target. Strategic planning facilitates the organisation to develop the sequences for achieving the strategic goals (Grunig, 2019). It is strategic planning that supports the organisation in allocating the resources for attaining desired business objectives. In the context of the extremely competitive hospitality market, strategic planning is impactful to organisational productivity and also facilitates the organisation in achieving a competitive advantage (Hosmer, 2019). Firstly, the mission of the Sadaf Delmon Hotel Dubai is to deliver quality and affordable accommodation for the guests by putting sustainability hotel practices on a priority basis (Lewis, 2019). Secondly, the vision of Sadaf Delmon Hotel Dubai is to deliver superior value propositions to the guests. In addition, the business values must include people, profit, and planet to drive employee motivation, societal responsibilities, and sustainable business practices (Lynch, 2019). Under the strategic planning aspect, the formulation of an effective HR policy can attract, retain and develop employees to attain organisational productivity. Strategic planning is crucial in developing a plan and guidelines for the hotel. Hence, a roadmap for the hotel based on mission, vision, and organisational goals has been focused under Strategic Planning (Rumelt, 2019). In accordance with Bowman’s Strategy Clock model, the positioning of the business in relation to price and perceived value can be focused. The purpose of Bowman’s Strategy Clock model is to place the products/services in attaining the most competitive position in the market (Meredith, 2018). As per Bowman’s Strategy Clock model, the ‘hybrid position’ is effective for Sadaf Delmon Hotel Dubai which focuses on the low price and differentiation aspect to attract guests across the world (Milton-Smith, 2019). With the hybrid strategy, the balance between cost and differentiation is mainly focused. The budget-seeking travellers will prefer Sadaf Delmon Hotel Dubai due to the affordable pricing and added value (Nucciarelli, 2020). Currently, Sadaf Delmon Hotel Dubai has been positioned in the budget category in Dubai. Therefore, retaining the current position by giving emphasis on differentiation can increase the occupancy rate in the upcoming period (Parnell, 2020). 
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Bowman’s Strategy Clock model 
Source: https://www.marketing91.com/ 

· Human Resource Planning (HRP) is a continuous process towards systematic planning for achieving optimum use of the employees of the organisation (Bailey, 2019). The purpose of HRP is to address the current and future human resources for meeting the organisational goals. The HRP interlinks the human resource management strategy with the overall strategic business plan of the organisation (Baird, 2020). Moreover, HRP is a strategic technique to balance the flow of employees and reduces employee turnover rates in the organisation. With the HRP, future staff requirements can be planned by assessing the current human resources of the organisation (Becker, 2018). Firstly, the business objectives need to be analysed to review the business expansion plans and financial situation. Secondly, HRP focuses on the inventory evaluation of the current employees to review their contribution to the company. The work performance of the employees needs to be measured by considering their views and concerns under the inventory evaluation phase of HRP (Boon, 2019). Thirdly, forecasting the human resource demand as well as supply requirements has been encouraged in the third phase. The documentation of skilled and experienced professionals to fulfil the business goals is emphasised. The planning for vacancies is crucial that could arise from upcoming retirements, promotions, job changes, and layoffs (Chen, 2021). Fourthly, undertaking gap analysis and creating a human resource action plan by comparing the current performance level with the desired performance standard has been prioritised in the HRP. The planning of strategies to reduce the gap with the support of training and development programmes, leadership buy-in and employee motivational techniques are effective for Sadaf Delmon Hotel Dubai. Lastly, monitoring the planning through feedback has been emphasised. The plan was undertaken to reduce the gap in accordance with human resource allocation, budget availability, and inventory position. 
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Human Resource Planning
Source: https://www.aihr.com/ 
· Training and Development programme is an educational activity that helps to improve the effectiveness of the organisation by enhancing the skills and knowledge of the employees (Schuler, 2019). The purpose of Training and Development in HRM is to improve employee’s job performance and facilitate career growth. With Training and Development, the process of acquiring skill, knowledge, and attitude can be spotted. Moreover, Training is the acquisition of knowledge and skills to perform a specific job. The guests have complained about the staff efficiency of Sadaf Delmon Hotel Dubai. More specifically, the responsiveness of the staff in handling the guest’s requirements is negative (Collins, 2020). Hence, the Training and Development programme helps to eliminate skill gaps by focusing on the learning and skill development process. The Training and Development programme has a positive impact on employee performance and fosters innovation in the workplace (Delery, 2019). Training and Development programmes support employee engagement activities in the organisation. Multiple benefits of training and development programme include the development of a stronger workforce, alignment with the organisational objectives, boosting employee motivation, and creation of a stronger brand. At Sadaf Delmon Hotel Dubai, job-related knowledge for the employees is highly needed to enhance guest satisfaction. The training programme should impart the required skills among the staff to improve their responsiveness in attaining the guest’s request. The change in the attitude among the staff in delivering prompt services to the guests can be improved with the application of an effective training programme (Daley, 2019). An effective HRM emphasises driving skills and competencies with the training and development programme. Furthermore, the Training and Development programme helps to acquire new knowledge and improve their performance by adapting to changing business needs. Hence, Training sessions need to be designed by focusing on the service gaps and overall business goals (Hendry, 2019). 
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Training and Development Programs 
Source: https://www.researchgate.net/ 

· The service Blueprinting technique is a strategic operational approach by visualising the service components of the hotel (Cronin Jr, 2017). The purpose of the Service Blueprinting technique is to assess the key problems in the service delivery process and eventually improve the loopholes by involving the staff. With the Service Blueprinting technique, the customer touch points are explored and assessed to improve the service quality (Ghobadian, 2019). The guests encountering the issues need to be identified for undertaking improvement plans. Moreover, educating the staff about the service components of the hotel can be implemented with the Service Blueprinting technique (Ladhari, 2019). 
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Service Blueprinting 
Source: https://media.nngroup.com/ 
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Change management is a systematic approach to dealing with the transition or transformation of organisational goals and processes (Truss, 2018). The purpose of change management is to execute strategies for implementing and controlling change. Moreover, change management is a move from a current to a future desirable state by assessing the gaps and implementing the transformation with a systematic approach (Zeithaml, 2019). In consideration of the ‘change management practices,’ Lewin's Change Management model can be the ideal approach to sustain the change in the organisation (Beerel, 2018). The Lewin Change management model will be effective for Sadaf Delmon Hotel Dubai in relation to three phases: unfreezing, change, and freezing (Wright, 2016). In the unfreezing phase, the breaking down of the existing status quo for building the new capacity is the main focus. The ‘employee resistance’ will be the restraining factor for the hotel to implement the change. However, employee resistance can be observed due to changes in existing operational practices. Therefore, moving into the second phase of ‘change’ has been emphasised in the Lewin Change management model (Cameron, 2017). The change management practices like training and development programmes, strategic human resource planning, and employee motivational techniques can be focused on. 
· The training and Development programme will be effective for Sadaf Delmon Hotel Dubai to enhance staff efficiency. Undertaking a training and development programme will have certain investments due to the involvement of strategic training partners but it will have a positive impact in the long term (Feng, 2018). The Training and Development process requires the acquisition of skill, knowledge, and attitude. Moreover, a Training programme helps in the acquisition of knowledge and skills to perform a specific job. The guests have complained about the staff efficiency at Sadaf Delmon Hotel Dubai. More specifically, the responsiveness of the staff in handling the guest’s requirements is negative (Gill, 2017). The specific hospitality training modules are required at this moment to improve staff responsiveness at the hotel.
· Employee Motivational techniques are important for a productive workplace. Employee motivation is a drive that stimulates the willingness of the individual to perform significantly in the workplace (Lehtinen, 2018). At Sadaf Delmon Hotel Dubai, the employees are not showing empathy in delivering services to the guests. Therefore, employee motivational techniques like benefits, perks, incentives, recognition, etc. can be prioritised to enhance commitment among the employees. Moreover, employee engagement in the workplace can be enhanced with employee motivational techniques (Lengnick-Hall, 2018). However, in terms of cost, the management of Sadaf Delmon Hotel Dubai has to invest in employee motivational techniques to increase their commitment to their job responsibilities. 
· The two-way communication system in the performance management process under strategic human resource planning can be effective in understanding the concerns and issues of the staff along with the performance assessment (Lewis, 2016). The involvement of the staff in the decision-making process can help to drive Employee engagement in the workplace. With the two-way communication system, the current performance of the staff can be measured against the standard benchmark. The consideration of guest feedback in the two-way communication system needs to be focused on reviewing the service gaps (Tarique, 2018). Moreover, the feedback from guests needs to be encouraged during their check-out time to understand the loopholes and service quality issues. The two-way communication system will have potential benefits in terms of performance assessment and performance monitoring. The real-time communication process can be activated with the two-way communication system in the organization. However, the implementation of a two-way communication process will not increase the cost of operation but enhance the operational efficiency of the hotel. 
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	SL. No.
	Problem
	Solution
	Desired Outcome
	Time Scale (in months)
	Completion date
	Planned Budget

	1
	Human resource issue 
	Efficient hiring through HRM methods
	The process of efficient hiring can increase the development of the HRM and include the efficiency skills which can develop the company. It is also noted that the application of effective hiring can further increase the customer retention through increased service and productivity.
	3
	18/12/2023
	10,000 GBP

	2
	Poor staff skill
	Employment training
	The employment training can increase the workplace collaboration and resolve the issues related to the development and the management challenges. It is noted that an effective employee can increase the hotel efficiency and increase the customer acquisition and company reputation. The employment training can be done through the application technology and automation which can increase the training and development of the companies. 
	5
	31/12/2023
	20,000 GBP

	3
	Poor customer management
	Effective hospitality skills and technology intervention
	The management process increase can develop smooth collaboration and cohesive work delegation. As a result, the strategic approach to engage the development and manage the efficiency is mainly done from the side of the companies. The revaluation of customer journey mapping can also be managed by the companies which can include the development. As a result, strategic management is considered to be the main factor that can resolve the issues and increase management processes of the companies.
	8
	5/3/2024
	15,000 GBP

	4
	Lack of automation and technology
	Technological investment and stakeholder management
	The technological processes and the investment of the stakeholder can increase the pricing reduction and further increase the development of the companies. It is noted that automation and technology is a major factor that can increase the efficiency and the development of the companies.
	4
	27/12/2023
	75,000 GBP


Table: Action Plan
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The aim of the report was to evaluate the needs and the management of the companies based on the development. It is noted that specific strategies are mainly taken into the consideration for the sake of the analysis and development. An effective stress on increasing the management potential of the hotel is mainly observed in the report. It is noted that management efficacy can resolve the multidimensional issues and the problems related to the development (Wei, et al., 2021). It is further noted that the effort on management methods can resolve the problems faced by the hotels related to the room services and the operational fallacies. On the other hand, it is found that the process of development through training mechanisms, technologies and automation are also considered to be the main factors that can ensure the development. It is noted that technological processes have a significant dominance and the development which can resolve issues like human error and management problems (Lee, et al., 2019). Therefore, the ideas which can increase the technological and automation implication are mainly included in this report. It is further noted that the application of the effective frameworks are also taken into the consideration for the sake of the development. The application of SWOT, PESTLE, TOWS matrices are used for the development of analysing the internal and external factors which can lead to the development of the companies. The frameworks are considered to be the ideal fit for the macro and micro environment analysis effectively (Budiyanto & Sholeh, 2021). The motivational techniques and issues that are faced from the side of the companies are also included in the research which can decrease the efficiency of the companies. However, a sincere lack of employee motivation are mainly seen which can deplete the efficiency and the management of the Hotel. The ideas like AI application for CRM management and DTCM which can improve the sustainability and the management processes used from the side of the companies are mainly observed (Prebanić & Vukomanović, 2021). Relevant information regarding the same is mainly presented in the research as well. The Action plan includes the relevant amount of time and budget that is needed to retain the efficiency of the development. It is noted that employment training and automation are costly investments which can provide efficiency in a long term process to the hotels (Lukanova & Ilieva, 2019). As a result, the process can be taken into consideration which can ensure the development and manage the needs of the companies.

It concludes that the application of specific medication related to specific areas can increase the development and manage the needs of the companies. However, the problems and the challenges of the implementation are also considered which can be managed through strategic planning. The consultancy services provided by Black Swan includes diverse actions which can provide more premium services related to advanced strategy and costing. Such processes can be mainly taken into consideration for the sake of development.
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