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[bookmark: _Toc179288996]Executive Summary 
[bookmark: _ustqzjsnyg2p]McKinsey & Company prepared the consultancy report for The Oberoi Dubai which is facing a major issue of high employee turnover and its impact on customer service. The Oberoi Dubai is a renowned business with a global reputation for standard customer service and the present situation is detrimental to its market position. Escalation of employee turnover signifies the poor work conditions of hospitality employees in the industry and the hotel is incapable of handling human capital efficiently. Service delays are reported by the customers as a common grievance with the services of The Oberoi Dubai and it is divisible to digital customers as negative reviews on the internet. The long-term reputation of the brand is at stake due to the rising complaints from customers regarding their services caused by employee turnover. Analysing the issues of the hotel has highlighted a few key points of impact which are Customer dissatisfaction, negative feedback, burden of expenses and burnout of existing employees. The impacts seem to be significant in describing the reasons for high turnover as employees of The Oberoi Dubai are facing poor work distribution from managers along with favouritism at the workplace. In addition, poor wages and growth opportunities worsened their work experience which has resulted in high employee turnover as dissatisfaction of employees influenced voluntary exit from the organisation. The report indicates major financial distress as the company started to observe high administrative expenses with declining net income. Existing employees of the organisation are overworked which increases the feeling of burnout as temporary workers are inefficient which overburdened existing employees with additional duties. Overall findings from the analysis of issues faced by the hotel indicate an absence of efficient management and leaders which is causing major issues of employee management. Employees are impacted equally by the disruptions as the rising cost of living followed by the global recession is reasonable for their financial distress which is assisted by poor wages. The PESTLE analysis shows the external factors which are impacting The Oberoi Dubai and it is evident that present geopolitical tension has contributed to the cost of business. Inflation is stable at present and a comedic labour market influences employee turnover in the hotel. Rising concern over work-life balance and poor work schedules of employees is another collective factor which is responsible for high employee turnover. SWOT analysis shows a strong opportunity for the hotel to leverage technological resources to optimise employee turnover by reducing the pressure of human labour. TOWS analysis is performed to combine the strengths, weaknesses, opportunities and threats of The Oberoi Dubai to set strategic direction which is expected to ease employee turnover by lowering the key resources and opportunities. The report shows the crucial role of AI, mentorship and skills development programs, and sustainability initiatives in implementing digital solutions, on-the-job training and eco-friendly measures to improve career development scope and reduce burden on staff. Strengthening WOM and implementing agile management is favourable for the hotel to reduce turnover while improving customer trust. Based on the identified issues from The Oberoi Dubai, McKinsey & Company has provided recommendations in order to improve the service quality and reduce employee turnover. The study has recommended infrastructure improvement, optimised satisfaction and workforce, and improved staff morale and efficiency to enhance customer satisfaction. McKinsey & Company recommended The Oberoi Dubai to improve infrastructure, optimise satisfaction and workforce, and improve staff morale and efficiency to enhance customer satisfaction. Enhancing staff morale and efficiency with technology eases the burden on the workforce by introducing RPA equipment such as Self-check-in kiosks. Kotter's 8-step change management model supports the major transition of employees to adapt to the digital tools in their workplace to handle complex activities. Ensuring career development of employees with training programs to support skills development to improve accessibility to management roles. Lewin's 3 step change management model is applicable in this scenario to achieve a satisfied workforce. A Workforce optimization solution is suggested for the hotel to reduce the negative perception of customers with optimum services.  Aligning the employees with customer demand and excitement while reducing burnout feeling is the ultimate goal of workforce optimization in The Oberoi Dubai to achieve lower turnover. The consultancy report suggests balancing utilisation level in the organisation to satisfy employees with realistic work pressure which contributes to their engagement and retention. In addition to this, the measurement of the success of recommendations has been included for the company which will help to effectively and efficiently incorporate strategies. Employee turnover rate, Net promoter score (NPS), employee satisfaction and Revenue Per Available Room (RevPAR) are core measures of the success of the recommended solutions in The Oberoi Dubai. Moreover, Kotter’s 8-step change management model and Lewin’s change management model have been used to effectively implement the solution in the company to improve customer satisfaction. The estimated time for the strategies has been given and the costs are recommended for the associated strategies. 
[bookmark: _Toc179288997]Introduction
In this consultancy report, the issues faced by The Oberoi Dubai are identified and discussed to propose suitable solutions. The consultancy report is prepared on behalf of McKinsey & Company, a leading global management consultancy firm based in the US. The Oberoi Dubai is a hotel in the Business Bay which is near the Burj Khalifa and Dubai Mall and it is part of The Oberoi Hotels and Resorts, a leading hotel chain business in India. The Oberoi was founded in 1934 with its luxury hospitality services in India. Currently, the hotel brand operates 32 hotels, and Nile cruisers and it has a presence in 7 countries under the name “Oberoi” and “Trident” brand (Oberoihotels.com, 2024). The Oberoi Dubai is accessible from the Dubai International Airport and it has 252 bedrooms including Deluxe rooms with a Dubai Skyline view along with a spa, lounge, five restaurants including Nine7One, and a fitness centre (Theluxevoyager.com, 2021). The hotel accommodates people with its premier, deluxe rooms and suites, luxury suits and family suits spending on the choices of customers. The rooms in Oberoi Dubai have a Burj Khalifa view with 24-hour butler services and customised toiletries for dishware customers. The Oberoi Dubai has 2530 square foot rooms in presidential suites which are preferred by affluent customers. 
Oberoi Dubai leverages its expertise to serve wide customers across its operations which has given significant recognition to the 7 countries. The Oberoi Hotels & Resorts are voted as the World’s Highest Rated Luxury Hotel Brand in terms of guest satisfaction, cleanliness and location (Oberoihotels.com, 2024). The hotel is preferred by a wide range of customers from different backgrounds such as business travellers, leisure and general tourists as its location is feasible to access for everyone visiting Dubai. The hotel is capable of serving guests with its vast area, infrastructure and service potential including Wi-Fi, LED TVs, coffee machines and customisation. The hotel successfully served international customers with its exceptional service quality and wide range of offers. The Oberoi Dubai is capable of conducting conferences, events and weddings for international customers with its spacious banquettes and meeting rooms.  However, in recent periods The Oberoi Dubai has been facing high employee turnover which is directly impacting its customer service. It is anticipated that The Oberoi’s international presence can be affected if the situation continues to deteriorate. 
High expectations from employees in the hospitality sector increase job stress leading to high turnover in The Oberoi Dubai. McKinsey & Company is responsible for preparing the consultancy report for The Oberoi Dubai to suggest suitable measures of changes to improve employee turnover issues and customer services. McKinsey & Company is a leading global management consultancy established in 1926 and its mission is to help clients with distinctive and substantial improvements in their performance (Mckinsey.com, 2024). The company provides consultancy services to different industries including hospitality, finance, retail and healthcare companies. The expertise of the company has successfully helped its global clients achieve the desired results with its innovative solutions. 
In this consultancy report, identifying the root causes of high employee turnover and its impact on customer service requires critical environmental analysis which helps in understanding the present condition of The Oberoi Dubai. PESTLE analysis is performed to establish an in-depth analysis of the hotel's external environment and possible contribution to employee turnover issues (Cox, 2021). SWOT analysis is performed to understand the strengths, weaknesses, opportunities and threats of The Oberoi Dubai which highlights the points of consideration before applying solutions or changes. TOWS analysis is used to describe the strategic planning and scope of the hotel to strengthen the foundation for recommendations in the consultancy report. 
[bookmark: _3cyf4ny262pp][bookmark: _Toc179288998]Analysis 
Issues faced by The Oberoi Dubai 
The Oberoi Dubai is observing high employee turnover which is impacting its customer service and satisfaction leading to the potential for reputation damage, profitability declines and poor CRM. The Oberoi Dubai is a single site of the Oberoi brand and any impact on the single site can lead to significant damage to the brand’s market position and competitive advantages. 
Key impacts of escalating employee turnover 
· Customer dissatisfaction and frequent grievances
Due to the high standards of services, the Oberoi brand is less likely to offend customers but due to the rising employee turnover streamlining services is highly challenging for the hotel. Failure to retain employees has been a major challenge for Oberoi Dubai as wage issues are a factor of disengagement among employees (Qasim, 2020). Therefore, employees are incapable of providing excellent services with high work pressure with limited resources which is resulting in grievances.
· Reputation damage with negative feedback
The digital presence of the hotel provides the flexibility to share experiences with people through feedback and reviews.  Customer feedbacks are highly valuable for hotels and repeated grievances from customers impacts reputation of brands (Kamble et al. 2020). The legacy of the Oberoi brand is being impacted by these reviews and it is damaging its reputation in the market. 
· The burden of expenses on profitability
The company observed a sharp increase in its expenses in 2023 to 15831.52 from 1145719 in 2022. Financial distress is a common impact of high employee turnover as the company requires temporary labour and a higher cost of employee training (Li et al. 2022). The net loss of 840.48 in 2022 indicate unstable financial condition of the company in recent years considering the surge in employee expenses. 
[image: ]
Figure 1: Income Statement of EIH Limited
(Source: Eihltd.com, 2023) 
· Burnout of existing employees
Existing employees of The Oberoi Dubai are observing significant burnout feeling as staff shortage increased workload and relevant stress factors. The engagement of employees in the workplace is affected as their dedication and hard work seem to be worsening due to existing issues at the hotel. Management is the main regulatory body in an organisation and it is responsible for employee performance (Fisman & Sullivan, 2014). Hence, existing employees are often constricting management decisions and exhibiting poor morale values. 
Possible reasons for the issue
· Inefficient work delegation by the managers
The Oberoi Dubai has a poor management structure which is inefficient in delegating responsibilities among workers which results in employee dissatisfaction. The hotel is maintaining a workforce with significant responsibilities; hence distribution of work should be fair and systematic. Employees are facing issues at the workplace due to favouritism of the management responsible for poor human capital utilisation which is impacting morale and motivation (Baron and Armstrong, 2007). Many front-line workers are reporting that favourite employees of the managers are receiving fewer responsibilities than others which creates disparity and affects employee commitment leading to high turnover in the hotel. 
· Poor wages and work schedules
The absence of minimum wage concept in the UAE has led to wage dissatisfaction among employees compared to their work pressure in The Oberoi Dubai. In the recent period, inflation in the UAE has risen as an impact of the global pandemic which increased commodity prices and cost of living (Rashad et al. 2023). Hence, the wages of employees did not rise with the surging cost of living and it has been an influence for leaving the organisations as the hospitality sector in Dubai is competitive and job availability is strong. Furthermore, the work schedules of employees were reported to be a factor of high turnover as long working hours at unsociable hours are not preferred by the employees. 
· Limited growth opportunities 
Employees mentioned that their career growth is uncertain in this sector which is influencing them to leave the hotel industry to join somewhere else with better career opportunities. Due to a lack of structured development in the hospitality sector, The Oberoi Dubai is unable to maintain a robust system of performance evaluation and promotion (Ghani et al. 2022). Therefore, retaining talented people is a challenge for the hotel without mentorship programs, skill development measures and periodic promotion. 
PESTLE analysis
	Political
	· The authoritarian government in the UAE strictly handles media content which might be impactful on hospitality marketing (Bbc.com, 2023).
· Political tension between Russia and Ukraine has contributed to the political benefits of the UAE as the country has become the financial capital for Russia’s international settlements (Themedialine.org, 2024).

	Economics 
	· The GDP of the UAE is rapidly growing as it is anticipated to reach 712.69 billion US dollars by 2029 (Statista.com, 2024)
· The inflation rate of the UAE has declined to 2.1% in 2024 from 4.8% in 2022 which signifies stable prices of goods and services (Gfmag.com, 2024)
· The unemployment rate in UAE is the lowest at 2.71% in 2023 with a rapid decline from 4.29% in 2020 (Macrotrends.net, 2024)

	Social
	· The literacy rate in the UAE has increased to 98.29% in 2022 suggesting growing education among people above the age of 15 (Macrotrends.net, 2024)
· Tourism infrastructure in the UAE is conducive to hospitality growth as Dubai is a popular tourist destination (Majumdar and Paris, 2022)

	Technological
	· Advanced Internet-based technologies are boosting digital marketing efficiency in companies leading to better purchase behaviour of consumers in the hospitality industry (Nuseir and Aljumah, 2020)
· Artificial Intelligence is integrated into the UAE hotels to accelerate competitive advantages by understanding consumer preferences and tailoring services (Hussein Al-shami et al. 2022)

	Legal
	· The UAE labour law has no minimum wage policy which is impactful on labour fairness in the country as migrant workers' rights are often violated (Ewers et al. 2023)
· The whistleblower protection policy is initiated by the government of UAE to maintain transparency, disclosure and integrity in Dubai Tourism and the tourism industry (Dubaidet.gov.ae, 2021)

	Environmental
	· Dubai Sustainable Tourism integrated suitability into Dubai’s hotel classification system and Expo 2020 focused on large-scale sustainability initiatives (Singh and Dutt, 2024)
· Evolving sustainability measures and regulations increase compliance pressure on employees which is influential on their dissatisfaction in the hospitality sector



The above analysis indicates that the global disruptions, regulations and sustainability pressure have collectively contributed to the poor wage conditions of the employees in The Oberoi Dubai as the organisation is aiming to reduce expenses. Moreover, economic conditions in the post-pandemic period have contributed to the rising cost of living which generates a sense of exploitation among employees with long working hours and no minimum wage system (Buheji, 2022). From the above analysis, it is evident that The Oberoi Dubai has a significant opportunity in the present political condition, being a strategic partner of Russia. The economic importance of the UAE can contribute to hospitality growth by leveraging the technological resources of the country. Declining unemployment in the UAE reflects adequate labour availability in the hospitality sector to optimise administration costs in The Oberoi Dubai. Moreover, education growth in the country favours the acquisition of skilled labour in the hotel businesses along with automation technology to balance HR requirements. The sustainability initiative of the UAE government supports the commitment of The Oberoi towards energy conservation and management, waste minimisation and recycling (Eihltd.com, 2023). Hence, the brand can leverage sustainability measures in tourism to attain desired sustainability targets such as GHG emissions and recycling of plastics. 
SWOT analysis
	Strengths 
· Diversity in services and amenities
· Highest rating of global consumers
· Extensive infrastructure to accommodate customers and their requirements
· Strong loyal customer base 
	Weaknesses
· Employee dissatisfaction and high turnover
· Inefficiency of the management
· Poor career growth opportunities for employees
· Poor work distribution and labour attrition

	Opportunities
· Integration of Artificial Intelligence to reduce labour dependency 
· Mentorship and skill development program to support the career growth of employees
· Sustainable tourism policies to achieve sustainability targets 
	Threats
· Competition with similar hotel brands such as Four Seasons, Taj and Mandarin Oriental 
· Negative feedback of customers can impact the reputation of The Oberoi Dubai
· The continuation of geopolitical tension is detrimental to the earnings and operations of the hotel


 
The above analysis shows that the company can leverage its diversity, ratings, extensive infrastructure, and loyal customer base to address the present issues, reduce employee turnover, and improve customer services. Artificial Intelligence integration, digital marketing and sustainable measures are key drivers of improvement in The Oberoi Dubai by offsetting management inefficiency, employee dissatisfaction and work distribution systems (Cruz-Morato, García-Mestanza and Dueñas-Zambrana, 2021). The present threat of competition, negative feedback and the impact of labour attrition in the company has significant consequences if immediate actions are not undertaken. 
TOWS analysis
	Opportunities
	Strengths/Opportunities
	Weaknesses/Opportunities

	Integration of technology
	Partnering with large technology companies to streamline the digital system of work leveraging the global reputation 
	Improving employee satisfaction with technology-driven facilities for customers such as Robotic Process Automation (RPA) as front-line staff to assist in check-in and carry luggage for customers

	Mentorship and skill development programs for employee career development
	Introducing mentorship and skill development initiatives by partnering with suitable career coaches to offer on-the-job training using the extensive infrastructure of the hotel 
	Utilising mentorship and skills development courses to boost employee morale and motivation to reduce dissatisfaction at the workplace along with the attrition 

	Sustainability
	Eco-friendly and technical initiatives such as carbon consciousness and fair wages to set a positive perspective among employees leveraging the global reputation
	Improving work schedules and the environment by implementing sustainability such as inclusion policy and mental wellness programs to reflect the value of staff in the hotel

	Threats
	Strengths/Threats
	Weaknesses/Threats

	Competition with leading hotel businesses
	Differentiation with extensive infrastructure to organise events to attract customers to secure competitive advantages (Bello, Jusoh and Md Nor, 2021)
	Competitive salaries for employees help in retaining talented individuals with high satisfaction 

	Impact on reputation from negative feedbacks
	Strengthening WOM with discounts and souvenirs to offset the negative perception among customers using the existing customer base
	Appointing managers with the right leadership skills to distribute work according to the ethics skills and interests of employees to avoid the chances of negative reviews and employee dissatisfaction

	Geopolitical tension and its impact on earnings
	Capitalising the global reputation to negotiate favourable prices for services from suppliers to reduce expenses and increase net income to stay agile with political disruptions
	Implement agile management to eliminate possible inefficiencies to mitigate political impacts while reducing employee turnover



[bookmark: _p6skz0dd897t][bookmark: _Toc179288999]Recommendations and Change Management 
Recommendation for The Oberoi Dubai based on the identified issues
Enhancing staff morale and efficiency with technology 
The Oberoi Dubai needs to promote work-life balance to offer a flexible schedule and rotational system. In this case, it can be said that to reduce the employee turnover rate the company needs to provide a competitive compensation package and recognition program to the employees to encourage them to provide productivity to customer service. Moreover, clear communication is important to ensure the transition of ideas between leaders and employees. In this context, Kotter's 8-Step Model can be utilised as a Change management model to improve the staff model and reduce the turnover rate to encourage high standards of service delivery (Kotter, 2012). Apart from enhancing staff morale, it is important to implement technological solutions to ease the work of employees in The Oberoi Dubai to eliminate the feeling of burnout and reduce the turnover rate. According to Kılıçhan and Yılmaz (2020), Automation technology is a widely accepted solution in the hospitality sector. Labour-intensive activities are handled by RPA equipment such as guiding visitors to rooms, carrying luggage and handling the service preferences of customers. The Oberoi Dubai should increase the usage of Self-service kiosks across the hotel to reduce the burden on front-line staff, especially during peak tourism seasons (Truong et al. 2020). It helps in utilising manpower in complex activities which require human intervention such as customer handling. Kotter’s 8-step change management model applies to the major transition of employees to prevent failure (Laig and Abocejo, 2021). Employees in The Oberoi Dubai are already feeling the urgency of changes which requires guiding coalition and strategic visions from the management to increase technical skills and adaptability to the new system. 
Providing training programs 
The Oberoi Dubai should implement a structured training program for the employees which will include a comprehensive skill development process with a fresh course for new employees (Hasan and Chowdhury, 2023). In addition to this training, managers of the The Oberoi Dubai should lead the initiative to ensure that employees are in process. The training programs should be used to enhance the career growth of the employees and provide necessary resources for the success of the company which ultimately promotes an efficient and effective service quality for the customer. Supporting the career development of employees with training programs sets a clear direction for achieving better skills such as technical skills and customer handling skills (Saniuk, Caganova and Saniuk, 2023). Accessibility of employees to managerial roles in the hospitality sector should be ensured by The Oberoi Dubai. 
Mentorship in the training programs aids influence on employees with positive reinforcement and its impact on employee turnover is expected to improve with a poster perception. Career development scope for the employees is secured by delivering a variety of nine princes in the hospitality sector and job rotation should be incorporated as a form of training to help employees gain varied knowledge and skills to boost their engagement (Tuncer, Unusan and Cobanoglu, 2021). Applying Lewin’s change management model, employees should be communicated in the unfreeze stage where they receive awareness of expected changes and it is relevant to their professional growth (Burnes, 2020). By implementing the training programs during the change phase and committing to the changes in the practices the hotel can successfully achieve career development permanently to satisfy employees.  
Updating hotel infrastructure and employee benefits
The Oberoi Dubai needs to invest in the infrastructure which includes guest rooms, lobby restaurants and Technology infrastructure. The hotel can also establish a partnership with technology vendors and interior design consultants to align renovation with modern Hospital it is standard. Moreover, it can be said that green technology and energy-efficient lighting can be incorporated into the hotel in order to upgrade the infrastructure in a particular way (Khalifa and Gado, 2024). This recommendation can be implemented with the staff brief on benefits and giving guests a discount during the construction of the hotel. Employee turnover can be reduced by escalating their benefits such as free access to the extensive services of The Oberoi Dubai. Developing a child care centre in the hotel using its vast property is beneficial for working parents and it sets a positive image for the employer (Teo, 2023). Maintaining one's line of transportation is favourable for easing accessibility for customers while giving free commuting facilities to employees. 
In addition, employee benefits should include free healthcare from The Oberoi Dubai to feel secure and exhibit strong commitment at the workplace. Nudge theory is relevant to the changes in the organisation as the benefits for employees act as a tool of positive reinforcement to direct them in a desired way of performance (Cai, 2020). It represents evidence that employees can represent their advantages while giving them autonomy to go through the changes and it helps in reducing negative perceptions as well as contributing to lowering the turnover. The subtle method influence delivered by the organisations is effective in gaining employee trust and commitment to maintain the standard of services along with declining voluntary exit of employees. 
Improve customer satisfaction with workforce optimisation
The negative online reviews and complaints for the The Oberoi Dubai impact on customer satisfaction and decrease the reputation of the company which results in declining company revenue. In addition to these, it has been observed that ensuring a customer feedback system helps the hotel to enhance its reputation. Regular reviews of the workforce condition are valuable for optimising the manpower to align with the demand of customers during different seasons (Hashemi-Petroodi et al. 2021). In the hospitality sector, burnout is extremely common which can be mitigated with effective work schedules to maximise productivity and outcomes from the workforce without complaining about customer service (Mukwevho, Nesamvuni and Roberson, 2020). Shifting to a new work schedule and culture should be managed with Kotter’s 8-step change management model which streamlines the process of change with a sense of urgency, communication, guiding coalition, strategic vision and recognition of short-term results. 
It not only boosts employee motivation during the change process but also facilitates a better work environment contributing to lower turnover in the long run. Following the 8-step model of change any possibility of resistance can be eliminated with shared visions and communication by the management to clarify the expected changes from the transition to seek optimum cooperation of employees. As per the views of Battini et al. (2022), balancing the utilisation of the workforce with regular task reviews and job rotation is an effective way of attaining feasible change in the work system (Alzoubi et al. 2021). Kotter’s 8-step model should be applied by The Oberoi Dubai to achieve desired changes with communication and management between employees and managers to sustain a new work schedule. It is useful in offsetting the practice of over-utilisation and underutilisation depending on the season to reduce employees’ urge to leave the organisation. 
Measuring the success of recommendations  
The success of the recommended solution should be measured with the employee turnover rate changes in the upcoming period as it is the main KPI of changes in the The Oberoi Dubai. The hotel may expect a decline of 10% in turnover after implementing change in the work process. Employee turnover rate is the expression of employees' intention and the dynamics of the labour market are understood under different legislation (Lazzari, Alvarez and Ruggieri, 2022). The satisfaction level of employees can be measured with an internal survey which will compare a few questions relevant to the workplace and further changes in the work process can be implemented based on the feedback of employees. According to Frye et al. (2020), the hotel authority should initiate regular surveys preferably once a month to evaluate employee morale, engagement and issues to adjust management strategies. Regular survey results should exhibit an increase in employee satisfaction by 5% each month which should be strictly monitored by the management of The Oberoi Dubai. According to Agag et al. (2024), the Net promoter score (NPS) is another metric for ensuring customer service improvement in the hotel which reflects customer loyalty and the probability of recording the brand to others. It is a rating given by the customer between 0 to 10 which should be analysed to see the changes in the customer service quality. Revenue Per Available Room (RevPAR) is a valuable tool for measuring earnings generated by a hotel to determine the effectiveness of the changes and operating efficiency (Sulistiyo, Fitriana and Angraini, 2024). Collecting the data from the RPA tools such as self-check-in kiosks can help in assessing the waiting duration, response time of the hotel and efficiency of customer service. 
Potential benefits of the hotel 
The Oberoi Dubai has the potential to improve employee retention, customer satisfaction and operational efficiency by implementing strategies. This strategy includes a flexible work schedule, improved compensation and a recognition programme for the employees (Kurdi, Alshurideh and Alnaser, 2020). The recommended strategy helps to reduce recruitment and training costs and improve employee model and satisfaction rates which ultimately promotes strong customer-employee relationships in the The Oberoi Dubai. 
· The potential benefit for the The Oberoi Dubai is that the company can reduce the high turnover rate by implementing these recommendations. As a result, the high turnover rate in the hospitality industry is expensive, therefore retaining employees can help to save long-term revenue and maintain consistency in the quality of service (Ghani et al. 2022). It has been observed that engaged employees are more dedicated to delivering exceptional service and reducing absenteeism ultimately increasing the productivity of employees. Potential benefits for the company are that it will be able to provide a practice and quality service to the hospitality industry by improving staff training, personalised service and upgrading infrastructure in order to enhance gas satisfaction and repeat business in the hospitality industry (PJ et al. 2023).
· inefficient work delegation and inadequate compensation impact the motivation of the employees and affect the workforce. Ensuring an effective workforce and adequate compensation for the employees can help to enhance guest satisfaction and increase the loyal customer base (Rane et al. 2023). The result is that they will recommend the hotel to friends, peers, colleagues, and family to take this service. As a consequence, the positive review and online review have the potential to boost the online reputation of the hotel and improve search ranking to attract potential guests for the The Oberoi Dubai.
· The Oberoi Dubai has other important potential benefits from the revenue growth which can be achieved through the enhancement of employee engagement to give satisfaction and operation and efficiency (Al-Omari et al. 2020). This will lead to an increased occupancy rate with high ancillary revenue and competitive advantage. has been observed that improving customer satisfaction helps to encourage spending on ancillary service. Moreover, a competitive advantage can be gained by offering superior and excellent service to the customer along with modern amenities. 
The associated cost of implementation 
To implement these strategies, The Oberoi Dubai needs to invest in scheduling software, training programs and wage adjustments. The Oberoi Dubai can increase by 5% to 10% based on the salary as an increment which encourages employees to provide their best customer satisfaction (Murtiningsih, 2020). This approach will help to reduce the retention rate of the employees in the hotel effectively. The estimated cost of the wage adjustment is around £150,000 annually based on the workforce size. The company needs to implement a fair and transparent delegation system by scheduling the work time (Bharadwaj, Khan and Yameen, 2022). For this reason, the company needs to invest around £10,000 to £20,000 to improve the overall hotel performance of The Oberoi Dubai. The long-term benefits from the employee's retention can be enhanced through the investment in the training program and estimated cost of the training program is £5,000 to £10,000. 
[bookmark: _oecdpfnugwce][bookmark: _Toc179289000]Action Plan 
	Number 
	Problem 
	Solution 
	Desired outcomes 
	Time scale 
	Date of completion 
	Planned budget 

	1.
	Lower brand image due to poor customer services 
	Provide personalised customer services, being available 24*7 hours and ensure that the company has hired generous and kind staff 
	Positive online reviews will help to attract more customers. It will also help to enhance the company's reputation and increase the brand image as a quality service provider (Alzaydi, 2024)
	3 to 4 months 
	15th January 2025
	£7,000 

	2.
	Limited growth opportunities 
	The Oberoi Dubai needs to implement a structured career development program which includes mentorship training skill development and clear promotion of the employees. It helps to identify the hard work of employees and promote high-performing employees in higher positions to ensure effective and excellent services 
	The desert comes from the solution of enhancing employee satisfaction, reducing employee turnover rate and increasing the engagement of employees to work. where the company is to build the workforce to ensure services 
	5 months 
	10th February, 2025
	£5,000 

	3.
	Poor wages and work schedules
	The Oberoi Dubai needs to conduct a market salary to provide benchmark exercises to adjust employees' wages, review current compensation packages and introduce performance-based incentives to increase high morale and ensure employee engagement (Venkatakrishnan et al. 2023).
	The desired outcomes from the compensation package are that it helps to enhance employee retention, increase productivity and ensure service quality at the same time it will help to reduce the turnover rate of the employees.
	2 months 
	14th November, 2024
	£10,000 

	4.
	Inefficient work delegation by the managers
	The Oberoi Dubai can enhance employees' well-being by providing flexible work schedules incorporating scheduling software work-life balance (Nguyen et al. 2020). 
	The desired outcome of the company is to improve work-life balance which leads to increased job satisfaction and reduced burnout of the employees. As a result, a high retention rate will be achieved by creating a flexible work environment 
	3 months 
	20 th December, 2024
	£6,000 




[bookmark: _akq2fjrs1f55][bookmark: _Toc179289001]Conclusion 
From the above information, it can be concluded The Oberoi Dubai is a leading hotel in Central Dubai which is a part of The Oberoi Hotels and Resorts, a renowned hotel chain business in India with extensive infrastructure to accommodate a large number of visitors. The consultancy report evaluates the issues faced by the hotel and its possible solutions and it is prepared by McKinsey & Company which is another global brand famous for its management consultancy services.  McKinsey & Company is thankful to The Oberoi Dubai for giving them an opportunity to analyse the potential issues and recommend areas of improvement. The Oberoi Dubai is facing high employee turnover which is directly impactful on its customer service as the frequency of grievances increased along with negative reviews and employee burnout. The direct impact of the high employee turnover in The Oberoi Dubai is customer dissatisfaction with the hotel and its services which is resulting in frequent reports of grievances. The financial impact of high employee turnover is significant as the wages of employees are satisfactory but the origination occurs at a high cost of administration. Employees are reluctant to work in the hotel due to poor growth. PESTLE analysis represents a stable economy with the potential impact of geopolitical tension. In addition to this, the PESTLE analysis shows the external factors which impact The Oberoi Dubai and present geopolitical tension. It has been observed that this has contributed to the cost of the business in hotels like The Oberoi Dubai. Moreover, inflation is stable as per the PESTLE analysis at present and a comedic labour market influences employee turnover in the hotel. In this context, it raises the concern that work-life balance and poor work schedules of employees as a collective factor for high employee turnover. Additionally, SWOT analysis presents a strong opportunity for The Oberoi Dubai in order to leverage technological resources which ultimately optimises employee turnover and reduces the pressure on human labour in a particular way. Similarly, TOWS analysis has been incorporated to understand the areas of improvement in the business. However technological advancements are useful in leveraging tools to optimise labour-intensive jobs to reduce dependence on human capital. The global reputation and extensive infrastructure of the hotel are conducive to introducing attractive initiatives to satisfy employees and customers to reduce turnover and improve customer services. After analysing the company's issues the recommendation has been provided to improve the service quality and reduce employee turnover.  In addition to these the company recommended to The Oberoi Dubai to improve infrastructure, optimise satisfaction and workforce, and improve staff morale and efficiency to enhance customer satisfaction. The measurement of the success of recommendations is also included in the study for the company so that it can implement the strategies effectively and efficiently. Moreover, the change management theory such as Kotter’s 8-step change management model and Lewin’s change management model to effectively implement the solution. The estimated time has been given along with the costs which are associated strategies. 
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