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[bookmark: _Toc191241436]Executive summary 
The purpose of this consultancy report is to analyse the challenges the Ritz Carlton Hotel, Dubai, is facing and solutions to overcome challenges and to increase guest experience and operational efficiency. In this context, the consultant and researcher devised two objectives to meet this purpose a research methodology was designed as well. By selecting a mixed method where the researcher used both qualitative and quantitative research method, challenges and solutions to those were identified. From the analysis of primary and secondary data, the consultant has figured out that there are their big challenges for Ritz-Carlton including operational efficiency, guest experience and brand reputation. It has been identified that guests of this hotel have to wait too long for check-in during peak hours. In addition, there are found high staff turnover and outdated system where inconsistency of services has also been reported. Some guests were found unsatisfied with the lack of digital integration with hospitality service and inconsistency of service delivery and personalised service. As a result, the organisation is at the brink of losing brand reputation due to negative online reviews and word of mouth. However, the consultant has analysed those issues through research data and secondary sources. From the analysis, the consultant has proposed some proposals including digital check-in system, workforce optimisation, CRM system, digital technology integration, training & development for employees and continuous improvement culture in workplace. A pilot program for digital check-in system along with workforce optimisation can implemented for a period of 3 months to resolve issues of congestion time at front desk. This workforce management system will also support in managing employee shift of work, reducing inconsistency of service, mental and physical health of employees, productivity of employees, allocation of human resource properly, etc. In another context, the management of Ritz Carlton should increase its CRM operation to attain efficiency in customer management where this should be integrated with digital technology. A guest profiling system can be developed for collecting and managing customer data where this will support in designing personalised service, recognition and resolving complaint issues. A real time feedback system will be introduced in the hotel where guests will leave their feedback and service experience over their stay in hotel rooms. Moreover, the organisation can respond to customers’ complaint issue promptly after analysing the digital feedback system. With the approach of continuous innovation, this organisation can emphasis on increasing service quality and enhancing service experience of guests besides increasing employees’ performance and productivity. On the other hand, digital technology integration with the service delivery process such as smart rooms, IoT, AI, 24/7 assistance for quick response, mobile app booking and cancellation, etc. along digital marketing will be effective for Ritz Carlton in increasing its customer satisfaction and operational efficiency. Ritz-Carlton should address all of its challenges promptly to retain its brand reputation and loyal customers where the resolution of issues and upgradation of service quality will add value to its strategic positioning in the market. 
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[bookmark: _Toc191241437]Introduction 
Background of Ritz Carlton hotel Dubai 
The luxury five-star hotel Ritz Carlton, Dubai was founded in 1998 with the mission of providing premium hospitality service to the guest of this area (The Ritz-Carlton, 2024). It is located in the heart of Dubai Marian near Jumeirah Beach Residence’s “The walk”. This hotel has been offering high quality premium service to its customers maintaining its symbol of luxury brand and it has created a strong brand position in the hospitality industry of UAE (The Ritz-Carlton, 2024). Ritz Carlton, Dubai offers premium hospitality services to its guests with more than 294 rooms and suits which all are decorated with luxury items and equipment along with elegance, comfort and memory (The Ritz-Carlton, 2024). In addition, this hotel possesses nine dining establishments, spa, health club, six swimming pools, a private beach which all are designed to provide desirable services to the customers. It is surrounded by landscaped garden, tennis court, etc. to mark its luxurious hospitality service. The commitment of quality service quality has also been recognised by Dubai Quality Award in 2001 and 2022 enhancing its brand image of luxury hospitality service (The Ritz-Carlton, 2024). However, this organization has been found in performing sustainability initiatives to meet customers and stakeholders’ desire and satisfaction where the hyper-local hydroponic farm produces fresh supply to the kitchet of this hotel (Hotelier Middle East, 2024). In addition, the management of this hotel has ensured green key certification for the initiative of reduction carbon emission, sustainable usage of resource and waste management. Its loylty program Marriott Bonvoy has been a great CRM service to its customers for providing exclusive and memorable service to customers leading to strong connection with customers and service experience (The Ritz-Carlton, 2024). 
Background of MB Elite Hospitality Consulting
MB Elite Hospitality Consulting is a specialized consultancy firm dedicated to the hospitality and tourism industry. Founded in 2005, the company has established itself as a trusted partner for luxury hotels seeking to enhance their operations, guest experience, and overall brand positioning. The firm offers a range of consultancy services, including market research, business development, strategic marketing, digital transformation, staff training, and operational optimization. Each service is tailored to meet the unique challenges faced by high-end hotels, ensuring measurable improvements in efficiency and customer satisfaction. What sets MB Elite Hospitality Consulting apart is its practical, results-driven approach. The company combines industry expertise with data-driven insights to develop customized solutions that align with evolving market trends and guest expectations. From implementing digital check-in systems to enhancing CRM strategies and workforce management, the firm helps hotels refine their service delivery and maintain a competitive edge. With a strong track record of success, MB Elite Hospitality Consulting continues to support luxury hotels like The Ritz-Carlton, Dubai, offering strategic guidance to address industry challenges and drive long-term growth. By focusing on innovation, service excellence, and operational efficiency, the firm remains committed to helping clients achieve sustainable success in an increasingly competitive market.
Theories and framework included 
In this consultancy report of identifying challenges of Ritz Carlton and proposing solutions to overcome those challenges and to increase guest satisfaction and operational efficiency, the researcher has emphasised on applying STEEPLED analysis, SOAR and TOWS analysis to identifying challenges and opportunities for the organisation (Mensah and Dei Mensah, 2016). In addition, total quality management (TQM) tool has also been described in this study for highlighting the importance of continuous improvement and ways to increase guest satisfaction (Dahlgaard, Kanji and Kristensen, 2018). With the STEEPLED analysis, the researcher has discussed external factors such as social, technology, economic, environmental, political, legal and ethical that create challenge to business operation (Rothaermel, 2019). In another context, a SOAR analysis has also been performed for assessing strengths, opportunities, aspiration and results with the purpose of company strategic goals toward success. In addition, a TOWS analysis directs the path of utilising internal strengths and weakness to combat external threats and opportunities by developing strategic planning to prosper (Ansoff et al., 2018). Moreover, the consultant has discussed requirement of TQM in the performance of this hotel to extend service quality and customers’ satisfaction. In addition, this analysis framework has also been applied in the context of Ritz Carlton for providing solution to its problem such as long check-in time, customer dissatisfaction, inconsistency, improper digitalisation, etc. (Lovelock and Patterson, 2015).
[bookmark: _Toc191241438]Analysis 
STEEPLED analysis
For the purpose of this consulting report, a STEEPLED analysis has been prepared for identifying factors affecting the operation and service of Ritz Carlton Hotel, Dubai. 
[image: ]
[bookmark: _Toc191241417]Figure 1 STEEPLED analysis
Source: (Georgiadou et al., 2019)
Social: The location in which the Ritz Carlton is operation business is considered global tourism hub. A large number of tourists are travelling in this city from different location of the world and they have high demand for luxury hospitality service. Moreover, there are also found rising demand of personalised service, sustainable tourism, premium and luxury tourism service where tourists change their service preferences often with the change in technology (Siakas et al., 2023). As a result, a change in service expectation and experience is found for this hotel. 
Technology: With the radical change in technology, customers are creating demand for various technology oriented services in hotel rooms such as AI driven service, room automation, digital check-ins, mobile apps, IoT, etc. (Bezvesilnaya et al., 2020). In addition, there is also identified the demand for sustainable technology and services to overcome future challenges. However, the management of this hotel has been addressing those demand for maximising customer service, for example, Marriott Bonvoy app along with considering protection to personal data with cybersecurity issue. 
Economic: Though Ritz Carlton experienced dropdown in sales during pandemic period, it has recovered successfully after the post pandemic situation. Since the economy of Dubai largely depends on tourism and hospitality, the government offers supports and incentives to this sector. This hotel faces challenges from exchange rates, inflation and rising competition in price from other competitors (Hospitality News Magazine, 2025). 
Environment: Customers along with other activists are creating demand for sustainable hospitality service that influence management decision of this hotel. In response, the management initiated hydroponic farm, Green key certification, zero carbon goal, sustainable resource management and waste management for attaining its sustainability goals (Legrand, Chen and Laeis, 2022). These initiatives are significant to overcome challenge of hot climate in Dubai and water resource for its arid environment where this hotel is working on eco-friendly and sustainable hospitality service. 
Political: The government of this city addresses tourism and hospitality significantly with visa relaxation policy, incentives, Dubai expo, hosting business, sports and political events, etc. where these are beneficial for business like Ritz Hotelier (Middle East, 2024). On the other hand, this hotel has to comply with strict laws and regulations on cultural issue, international trade policy, food habit, alcohol use, etc. Its political stability has been a great support for the business operation of this organisation. 
Legal: While operating business in Dubai, this hotel has to maintain labour laws, consumer protection, health and safety regulations, privacy and data protection, etc. endorsed by UAE government (Barrows and Powers, 2018). 
Ethical: Applying fair treatment to employees, equality and diversity in workplace, CSR activities, ethical sourcing of supplies, ethical promotional activities, accountability to guest privacy, etc. the management of Hotel has been found ethical in business of tourism and hospitality industry (Brotherton, 2016).  
Demographic: Since Ritz needs to welcome customers from diverse region, it has to ensure fair and ethical treatment to diversities in culture, religion, region, language, colour, etc. It offers family and personalised service to guests from diverse arena, where employees are also trained properly to treat difference efficiently (Hassanien and Dale, 2019). 
Current challenges of Ritz Carlton
[bookmark: _Toc191241439]Research issue
The issue of this study is to analyse the challenges facing by the Ritz Carlton Hotel, Dubai and solutions to overcome challenges and to increase guest experience and operational efficiency. 
Aim of the study 
The aim of this study is to offer effective consulting recommendations for the Ritz Carlton Hotel, Dubai to overcome its challenges and to increase operational efficiency. 
Objective of the study
The objectives are listed below:
· To identify challenges of the Ritz Carlton Hotel, Dubai while operating business and providing customer service 
· To propose some solutions to enhance guest satisfaction and operational efficiency at The Ritz Carlton Front Office
Research methodology 
The consultant used a mixed method with quantitative and qualitative research method for identifying challenges and solutions of this hotel in Dubai (Gupta and Gupta, 2022). In this context, 30 respondents were selected as sample using non-probability convenience sampling technique where they include guests and employees. In addition, an interview was conducted with 10 employees on the issue for the same purpose. Besides, the consultant analysed secondary sources such as books, articles, websites and newspaper for collecting data and analysis (Flick, 2015). 
After collecting data, the consultant prepared a data analysis section highlighting findings from primary data collection and secondary data collection. A discussion on secondary sources has also been prepared where the consultant and researcher developed TQM, SOAR and TOWS framework in the light of findings and issues of this Ritz Carlton. 
[bookmark: _Toc191241440]Findings and discussion
From the interview session, the respondents replied that customers are facing problems with the front desk congestion during peak period. On the other hand, some respondents reported that customers don’t find any congestion in front desk when there is no seasonal fluctuation in tourists’ visit. They also expressed that guests often place complain regarding service inconsistency and their experience not meeting expectation. 
A survey was conducted among 30 respondents who are customers of Ritz Carlton, Dubai. They were asked with a questionnaire of seven questions regarding recent challenges faced by the organisation. From the responses, the consultant and researcher prepared an analysis using MSexel where the analysis is discussed below: 
[image: ]
In response to this question, 56% of the respondents agreed to the statement that guests experinece long check-in and check-out time at the front desk of this hotel. Though there were found 26% respondents’ being neutral in response, the major portion of them agreed. The response refers that some experience long waiting time due to peak hours or seasional flucuation of guests. 
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In the second question, respondents also replied positively where more than 56% agreed to the statement. The customers experienced lack of efficiency in queue management during peak hours. While preparing this question, the consultant and researcher took support from customer feedback report of the hotel and secondary sources. This implies that it has been failing in managing desired queue management for customers who are waiting too long for check-in or check-out.
[image: ]
From the anlaysis it is found that 60% of the respondents agreed to the statement. So, it can be stated that The management of Ritz Carlton hasn’t installed and integrated desired smart room technology, personalisation, IoT to extend customers’ service experience. Here, 26% of the respondents disagreed to the statement where they might experience desirable technology while receiving service from the hotel. 
[image: ]
About 64% of the respondents experienced inconsistency of service delivery from employees of Ritz Carlton. They agreed that the lack of consistency in room service and housekeeping along with service quality often dissatisfy guests at Ritz Carlton. On the other hand, 23% disagreed to the statement where this could vary due to discrepancy in service delivery among all guests. 
[image: ]
In this question, the consultant and researcher proposed a solution to long waiting time problem for Ritz Carlton where customers respondents replied positively. 76% of the respondents replied that digital check in and check-out can be possible solution to reduce long waiting time at front desk. In this context, effective queue management and express service option can be another options for overcoming this challenge. 
[image: ]
About 70% of the respondents stated that the organisation needs to provide required training to employees for overcoming challenge of service inconsistency in the hotel. In this context, the management of Ritz Carlton should arrange training and development program for the employees who are serving guests in hotel for avoiding service inconsistency. 
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The consultant and researcher proposed a range of digital technologies to respondents for enhancing service experience of Ritz Carlton, Dubai. In response, 87% of the respondents agreed to the statement that digital technology such as mobile apps, AI driven customer service, IoT, personalisation and smart room technology are significant in extending customers’ service experience. From the observation and knowledge of consultant, it can be reported that that the management of this hotel should need to conduct research for identifying more options of technologies to integrate with the service delivery of Ritz Carlton, Dubai. 
From the analysis above both in qualitative and quantitative research method, it is found that this hotel has been experiencing challenges from front desk congestion, lack of digital integration and service inconsistency mostly. These challenges are creating high impact on guest experience and customer satisfaction where the management should adopt effective strategies and action plan to overcome these challenges. 
[bookmark: _Toc191241441]Frameworks and strategic tools for Ritz Carlton 
Total quality management in the hospitality industry 
TQM is systematic approach for improving services of product and services where an organisation includes employees and customers together for enhancing performance. This strategic tool is to be applied in hotel industry where the key principles for this context are discussed below:

[bookmark: _Toc191241418]Figure 2 Total Quality Management
Source: (Olaleye, Abdurrashid and Mustapha, 2024)
Guest focus: Abd and Al Manhawy (2013) stated that organisations in hotel industry need to focus on guests’ expectation while designing service and service delivery process. In another context, Hussain and Khan (2020) cited that the management of an organisation has to collect feedback from guests who are visiting hotel frequently for understanding their needs and expectation. According to Ali et al. (2021), organisations in hotel industry have to emphasise on enhancing customers’ satisfaction where service experience should be enhanced to exceed expectation level. In this context, strategies such as SERVQUAL, personalised service, CRM are to be implemented for increasing approach of guest focus for an organisation in the hotel industry. 
Continuous improvement: Chibili (2019) discussed that an organisation in the hotel industry has to promote strategies of continuous improvement in workplace for updating service quality where employees will be guided in a way of increasing their performance. On the other hand, Dionizi and Kërçini (2013) reported that a culture of continuous improvement should be established in workplace for encouraging employees to enhance service quality, process, facilities of hotel regularly. 
Employee engagement: Sun and Bunchapattanasakda (2019) cited that employee engagement is a key process of total quality management where employees involved in the decision making can support management in designing strategy for service improvement. In this context, Chandani et al. (2016) stated that the management needs to collect information from employees involved in customer service where employee empowerment in decision is effective strategy for emerging organisational performance and service improvement. 
Operational efficiency: TQM directs the path of streamlining process where an organisation focuses on attaining efficiency in energy usage and waste management. In addition, Olaleye, Abdurrashid and Mustapha (2024) reported that the management of an organisation has to develop standard operating procedures that will guide employees in front desk management, consistency in service delivery, housekeeping, performance monitoring, etc. 
Customer satisfaction: According to El Masry, Hamido and Hilaly (2015), total quality management in hotel industry provides strategic solution to increase customer satisfaction where it instigates performance of organisation in exceeding customers’ expectation of hospitality service. 
Competitive advantage and competitor analysis: From the analysis of Henry (2021), it is identified that organisations in hotel industry can attain competitive advantage through quality service delivery and memorable experience through TQM strategy where it proposes of developing competitor analysis for comparing quality, efficiency, experience of guests, practices, audits, etc. for the purpose of attaining competitive advantage. 
Technology integration: From the analysis of Jayawardena et al. (2023), it is stated that the management of an organisation in hospitality industry focuses in adapting with changes through TQM where integration of technology in service is enhanced to develop smart room service, AI driven personalisation, digital check-in, data analytics, market analysis, etc. for the customer satisfaction. 
Supplier quality management: TQM strategy also suggests in ensuring quality management of suppliers who are delivering foods, amenities, technology, maintenance, etc. Bouranta, Psomas, and Pantouvakis (2017) stated that management has to establish a long term strategic relationship with suppliers for ensuring supply quality of vendors or suppliers. 
Performance metrics: Zylfijaj and Pira (2017) reported that organisations in the hospitality industry have to maintain proper monitoring and measurement techniques for increasing service quality under TQM approach. In this context, strategies such as online reviews, guest satisfaction scores, employee feedback, revenue, audit etc. can be useful where the management can apply six sigma principles for reducing service error and attaining operational efficiency (Nair and Choudhary, 2016).
Organisational dynamics: Kachwala, Panchal and Pai (2021) cited that an organisation needs to apply transformational leadership style, effective communication and employee engagement while adopting TQM. An effective change management model is required to overcome change resistance and resource constraints where a collaboration among departments of an hotel can increase efficiency of application of total quality of management in Ritz Carlton hotel. 
SOAR analysis 
For assessing current market position of Ritz Carlton hotel, Dubai a SOAR analysis has been prepared by the consultant below: 
Strength: This hotel has gained a strong market positon with its premium brand image and global recognition. Moreover, “Gold Standard” service approach has enhanced its reputation among customers seeking luxury hospitality service (Wan, 2015). In another context, its location in Jumeriah Beach and strong loyalty program with Marriott Bonvoy have also created unique value in the industry (The Ritz-Carlton, 2024). The management of Ritz Carlton has adopted sustainability initiatives, personalised service, exclusive service experience, etc. which have added value to the quality and brand image. 
Opportunities: For Ritz Carlton, there are found immense opportunities of growth where those include digital integration with service such as smart room, IoT, mobile technology, AI, etc. (Nikolskaya et al., 2021). Offering luxury tourism destination can an option for market expansion where sustainability for eco-friendly tourism service will increase strategic position in the industry. It can develop strategic partnership with luxury brands for offering exclusive services to its guests where arrange of big business events, conferences, can extend its market share though there exists risk of maintaining price and consistency in quality (Mensah and Dei Mensah, 2016).  
Aspiration: The management of this hotel is found exploring opportunity of gaining leading positing in the hospitality industry of Dubai by competing with Burj Al Arab, Four seasons, etc. (Hospitality News Magazine, 2025). In addition, it also wants to lead the way of sustainable tourism and hospitality brand along with enhancement of customer service through personalisation, loyalty program, digital technology and attracting business and corporate tourists (Hospitality News Magazine, 2025). 
Result: For the achievement of aspirations and exploring market opportunities, it needs to achieve key metrics that include more than 90% positive reviews from online reviewers, high occupancy, revenue collection increase by 5% a year, increase of membership in loyalty program and gaining sustainability brand certificate, etc.

TOWS analysis of Ritz Carlton 
	External factors
	Internal strengths
	Internal weakness

	Opportunities
It can attain growth in luxury tourism and destination sector 
Ritz Carlton can attain opportunities of digital integration through integrating technologies for hospitality service
Sustainable tourism brand with its eco-friendly service offering 
Attracting business and MICE customers for increasing market segment
By developing strategic partnership with suppliers, Ritz can offer extensive and exclusive service to its customers. 
	To explore opportunities, the management of this organisation needs to leverage its strengths on opportunities. SO strategies include 
It should integrate technologies such as IoT, smart room, AI, robotics, mobile app, digital check-in, etc. to increase service experience.
Eco-friendly tourism through effective waste management, resource utilisation and zero carbon initiation needs to implemented (Legrand, Chen, and Laeis, 2022). 
It can extend its Marriott Bonvoy loyalty program to surprise customers 
Effective promotional strategies for attracting business customers to arrange meeting or events. 




	WO strategies 
By implementing smart or digital check-in and check-out system it can overcome front desk congestion (Konovalova et al., 2018).
With the digital technologies, the service can be extended 
Though providing proper training and development to employees, it can minimise service inconsistency (Bokareva and Yudina, 2020).
Automation in business operation and service needs to be introduced for efficient service delivery



	Threats 
Intense competition in the hospitality industry of Dubai, UAE and the competitors include Atlantis, Four seasons, Burj Al Arab, etc. 
Fluctuation in economic policy, interest, inflation, pandemic impact on sales 
Customers are changing preference to digitalised and personalised service, sustainable tourism 
Changes in political relation such as VISA restriction, tariff, wars, trade war, etc. 
	ST Strategies 
Overcoming competition, it needs to emphasise on service quality, service experience of guest and differentiation in CRM strategy 
By offering exclusive services such as private yacht tours, attractive destination, cultural integration, etc. it can increase customer satisfaction 
The management of Ritz Carlton needs to integrate digital technology and to increase sustainable tourism approach for meeting demand of customers (Mensah and Dei Mensah, 2016). 
	WT Strategies 
A key focus should be given on overcoming weaknesses such as operational inefficiency, service inconsistency, front desk congestion, etc. to combat with threats. 
Guest should be provided with digital experience such as mobile check-in service, flexible cancellation, payment system, escorting travellers, etc. to exceed satisfaction.
By implementing and managing TQM, the management can enhance its service quality and service experience through continuous improvement approach (Nair and Choudhary, 2016). 
Utilising technology for market analysis and forecasting, it can optimise price fluctuation and occupancy.
Guests need to provide with fair treatment, healthy hospitality, surprise, memorable experience, etc. to connect them long term relationship. 





[bookmark: _Toc191241442]Recommendation and change management 
[bookmark: _Toc191241443]Recommendation 
From the analysis and discussion, the consultant has proposed some recommendations for the challenges faced by Ritz Carlton, Dubai. The proposed recommendations are discussed below: 
Digital check-in and check-out: Ritz Carlton, Dubai has been experiencing issues of front desk congestion where customers have to wait too long time during peak hours. In this context, the management of this hotel should implement digital system for check-in and check-out where guests will experience reduced waiting time and congestion at front desk of the hotel (Zhu, Wang and Cheng, 2021). It can utilise benefits of Marriott Bonvoy App for this purpose where a seamless mobile check-in and check-out system will be offered to guests of Ritz Carlton, Dubai. To avail this service, guests will receive mobile key access for getting entry or exit at front desk. Moreover, a self-service kiosk can be effective option for check-in and check-out at the hotel. In another context, the management of this hotel can implement AI powered queue management system that will support in predicting peak congestion for adjustment and allocation of resources (Kansakar, Munir and Shabani, 2019). A specialisation service of express check-in and check-out services for VIP and loyal customers can create value among guests who are regular and loyal of Ritz Carlton. It is expected that this digital system for check-in and check-out will enhance customer satisfaction, reduction of congestion and positive impression among guests. 
Staff training and development: Since this hotel has identified complaints of inconsistent service from guests, it needs to settle it down quickly. In this context, a standardised service delivery policy should be designed for guiding employees in the right direction. Moreover, required staff training and development program should be arranged for employees who are delivering services such as housekeeping, food service, maintenance, etc. (Čerović, 2020). Customer service workshop or training program can be another effective solution for this issue where employees will face dummy experience of managing guests at peak hours. The management has to arrange such program quarterly where employees will find options of improving their service quality. Moreover, guest audit system can be applied for gauging performance of employees where they will be provided with opportunities of rectifying their issues (Chandani et al., 2016). In another context, employers have to apply staff reward program for enhancing motivation among employees who will be awarded for their quality and productive performance. As a result, motivated employees will exert high productivity for maintaining consistency in service delivery, customer satisfaction and engagement (Riley, 2014). 
CRM upgradation: There has been identified a lack of digital integration with the service delivery and process of service where this reduces customer satisfaction and service experience.  Ashqar et al. (2023) stated that customer relationship management is a significant and effective tool for analysing and managing customers to enhance customer satisfaction and relationship. This provides framework of understanding customers’ needs and preferences to develop desire service to exceed customer satisfaction. In this context, the management of Ritz Carlton should increase its CRM operation to attain efficiency in customer management where this should be integrated with digital technology. A guest profiling system can be developed for collecting and managing customer data where this will support in designing personalised service, recognition and resolving complaint issues (Jayawardena et al., 2023). With the AI based CRM system, the hotel can measure guests’ preferences such as food habit, dining options, room temperature, facilities, etc. In addition, it supports in designing comfort and facilities of guests’ room by analysing past experience where this option can surprise customers’ satisfaction. In another context, the hotel management can enhance its loyalty program with the CRM support system by offering personalised experience, offering, discounts, memorable service experience for lasting customer loyalty relationship (El Sheikh et al., 2020). 
Workforce optimisation: Kansakar, Munir and Shabani (2019) cited that workforce planning is required for a hotel to manage guests efficiently and attaining operational efficiency during peak and off-peak hours of service delivery. In this context of Ritz Carlton hotel, the management should integrate digital system with workforce planning for designing proper workforce scheduling and work distribution. This energises efficient staffing of the organisation where managers can manage workforce forecasting demand of service. This workforce management system will also support in managing employee shift of work, reducing inconsistency of service, mental and physical health of employees, productivity of employees, allocation of human resource properly, etc. (Nikolskaya et al., 2021). By implementing this system, the organisation can achieve excellence in cost effective workforce management, quality service, employee retention and maximum customer satisfaction. 
Guest feedback system: It is essential that an organisation collects and analyses feedback of customers where this improves service quality and satisfaction of customers. Thus, the management of Ritz Carlton has to develop guest feedback system for collecting guest feedback which will utilise in resolving issues of guests in the hotel. A real time feedback system will be introduced in the hotel where guests will leave their feedback and service experience over their stay in hotel rooms. Moreover, the organisation can respond to customers’ complaint issue promptly after analysing the digital feedback system (Zsarnoczky, 2018). In this context, the management needs to install smart tablets in guests’ room, mobile app features, website and sentiment analysis tool where managers for guest experience will analyse those data for future performance and complaint resolution (Balatska et al., 2022). In addition, a 24/7 AI chatbot needs to be offered to guests who can seek instant support for their minor issues where this support system is obvious to improve satisfaction and business brand image. 
Continuous innovation: The management of Ritz-Carlton should establish a culture of continuous innovation where employees will be inspired for improving their skills and performance continuously. A digital KPI tracking system will add value to this issue where managers can monitor and guide employees’ performance. For this approach, leaders of this hotel will arrange different training and development program for increasing skills of employees who are to follow a process of continuous innovation to increase operational efficiency of the organisation and quality of service (Farrington, Antony and O’Gorman, 2018). 
[bookmark: _Toc191241444]Change management 
For implementing desired change in Ritz-Carlton, Dubai, the management needs to apply ADKAR change management model where resistances of change will also be addressed and resolve accordingly.

[bookmark: _Toc191241419]Figure 3 ADKAR change model
Source: (McCalman, Siebert and Paton, 2015)
Awareness: The management has identified that there is a need for change to overcome challenges such as front desk congestion, inconsistency in service delivery and lack of digital integration. In this context, an awareness of the change is to be created through internal assessment, guests survey and feedback analysis where the reports are to be presented in team meeting and management (Hayes, 2022). A coordinated communication among employees should be performed to share necessity of change and possible ways of bringing the change. Besides employees, stakeholders of the organisations are to be communicated for raising awareness of such change in this organisation. 
Desire: Hayes (2022) stated that desire of change is followed by change awareness where stakeholders of an organisation feel desire of bringing organisational change. At this stage change desire, the management will face resistance such as digitalisation, fear of automation, hesitation in AI driven process in fear of job loss. In addition, this organisation will face resistance from employees due to their lack of confidence, disruption of comfort zone and fear of unknown situation where these resistances should be addressed efficiently by the management (Tang and Tang, 2019). In this context, the management needs to overcome those resistances by creating positive awareness and motivation of the outcome and commitment to change. Employees of Ritz Carlton, Dubai should be engaged in decision making and strategy development process by arranging workshop, contest, discussion, etc. Incentives for employees following change and performance will be effective way of overcoming resistance and creating desire. In addition, an effective communication regarding positive benefits of digital technology and AI should be developed between management and employees for managing their hesitation and apprehension (Wong et al., 2019). In this context, transformation leadership and coaching leadership will be effective styles for leading the organisational change. 
Knowledge: A change should be come with proper knowledge where leaders of organisation has to share knowledge among employees and stakeholders to overcome their resistance of change due to lack of information. Ritz Carlton can arrange training and development program for the employees to adapt with digitalisation process and change. This skill development program will increase technical knowledge and skills among employees who will manage digital tools and technologies of the hotel. On the other hand, Riley (2014) reported that hands-on training, interactive session and cross functional training are found fruitful for organisation initiative technical and process change in workplace. 
Ability: Paramitha, Tobing and Suroso (2020) cited that leaders and managers of an organisation have to offer assistance and support to employees who struggle to accept change after training and skill development program. In this context, the management of Ritz Carlton have to arrange pilot program of digital check-in and check-out, mobile application, CRM system, real time feedback system, etc. for supporting employees and getting them accustomed with the change and new technologies (Zhu, Wang and Cheng, 2021). As a result, the organisation will find some change champions who will be assigned with responsibilities of supporting and assisting their colleagues in change process. 
Reinforcement: A successful change implementation requires proper reinforcement for sustaining changes. For this purpose, this organisation should perform monitoring and performance evaluation for assessing employees’ adaptation with change and areas of improvement (Chibili, 2019). In addition, employees should be provided with recognition and reward program for their performance along with feedback which will increase motivation among them. The management of this hotel needs to arrange guest survey program, CRM program and internal performance progress report for assessing progress of change and outcomes after implementation of desired change (Hayes, 2022). 
[bookmark: _Toc191241445]Action plan 
After identifying required changes in the organisation for overcoming challenges of Ritz Carlton, the management needs to design an implementation plan to achieve success. Here, an action plan has been prepared below as guidance for the organisation. 
	Number
	Problem 
	Solution 
	Desired outcome 
	Time scale 
	Completion date 
	Planned budget

	1
	Congestion at front desk and inconsistency in service
	Staff training and pilot digital check-in
	Consistency in service delivery and increase in service quality
Reduced congestion at front desk
	3 months
	23-05-2025
	£30,000


	`2
	Lack of integration with digital technology 
	Full CRM and feedback system rollout and workflow optimisation
	Digitalisation in workplace and long-term guest satisfaction
	6 months
	24-07-2025
	£50,000


	3
	Lack of operational efficiency
	KPI tracking and continuous improvements
	Improved operational efficiency of Ritz Carlton
	12 months
	23-02-2026
	£70,000




[bookmark: _Toc191241446]Conclusion 
According to requirement, the consultant of MB Elite Hospitality Consulting has designed a consultancy report for analysing the challenges facing by the Ritz Carlton Hotel, Dubai and solutions to overcome challenges and to increase guest experience and operational efficiency. In this context, an intensive research was conducted where the consultant and research identified some critical issues faced by the organisation. Ritz-Carlton has been receiving complaints from its customers over congestion at front desk where guests have to wait too long time for check-in and check-out service. This bothers customers while they are to enter into a service for relaxation after tiring journey or office ours. In another context, there has been identified lack of integration with digital technology that customers are raising their demand for smart services. The advancement in technology has created an urgency among customers to experience benefits and service of digital transformation while they are experiencing hospitality service. On the other hand, competitors in the industry have also enhanced their digital transformation initiative for offering comfort and desirable service to guests. Inconsistency of service and lack of operational efficiency are two crucial challenges for this organisation where customers and employees expressed their opinion during data collection regarding these issues. The consultant has found some solutions to these challenges through research and analysis that was conducted using both primary and secondary data. Since the organisation is facing congestion at front desk during peak hours, it can introduce digital check-in and check-out system. With this system, guests can take entry or exit using mobile apps or digital card in the process where express pass movement can also be designed for resolving this issue. In another context, digital technologies such as IoT, CRM system, smart room, AI, etc. can be integrated with the service process for enhancing service quality and meeting customers’ preference. The CRM system will be effective for collecting and analysing customers’ data of their past experience where this information can be used for future service design and quality development. In service inconsistency can be resolved through workforce optimisation, employee management, staff scheduling and training & development where employees will be distributed responsibilities based on their specialisation and scheduling. In another context, a culture of continuous innovation will be developed in workplace for guiding employees in a way to improve their performance regularly where KPI tracking system will be effective for this purpose. As a result, Ritz-Carlton will receive maximisation in operational efficiency of whole organisational performance and customer satisfaction with loyalty. However, the management and the employees of Ritz-Carlton were found highly cooperative in sharing information, assistance and providing feedback during the process of research and findings. Employees were interviewed for this purpose where they were honest to their statement and purpose. In addition, the management ensured available resources for performing the job of preparing a consultancy report. Ritz-Carlton, Dubai has to implement recommendations of this report for overcoming their challenges and enhancing operational efficiency where there exists scope of improvement of consultancy report through further research with their internal and external experts. 
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[bookmark: _Toc191241448]Appendices 
Questionnaire 
1. Do you experience Long check-in and check-out wait times in Ritz Carlton Hotel, Dubai?
2. There is found Lack of efficient queue management or express service options during peak hours at the front desk of Ritz.
3. The management of Ritz Carlton hasn’t installed and integrated desired smart room technology, personalisation, IoT to extend customers’ service experience.
4. Lack of consistency in room service and housekeeping along with service quality often dissatisfy guests at Ritz Carlton.
5. Digital check in and check-out can be possible solution to reduce long waiting time at front desk.
6. The organisation needs to provide required training to employees for overcoming challenge of service inconsistency in the hotel.
7. Digital technology such as mobile apps, AI driven customer service, IoT, personalisation and smart room technology are significant in extending customers’ service experience. 
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