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Consultancy Report for Hilton on its Housekeeping Department
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Hilton, as a company, focuses on maintaining its reputation in terms of its vision, mission, and values. The vision of Hilton hotels is to load the globe with both the illumination and affection of hospitality. It will be achieved by delivering outstanding experiences in all their hotels, to all their guests all the time. The mission of Hilton is to be the most hospitable company globally. It will be attained through creating cordial experiences for its guests, offering meaningful prospects for its team members, ensuring high value for all owners of the company and ensuring a positive impact to all affected communities. Hilton values hospitality by remaining passionate about delivering outstanding experiences to its guests. This company has maintained a great reputation for always doing the right thing at the right time. It is a company that has leaders both in the hospitality industry and in the communities. This company operates with a sense of urgency and discipline. Hilton has a long, good history of prevailing through straightforward business competition. This company acts with the greatest integrity standard. It is a company that competes for business based on price, service and quality, and awards business on the same similar basis. The reputation of Hilton and all its hotels is the key to its past, present and future success in the hospitality business. Every individual involved in the company’s businesses is responsible for operating with high levels of veracity to improve the reputation of Hilton and uphold a healthy working environment. However, the operations in the company have been affected by the current Covid-19 pandemic. Necessary measures have been implemented to ensure that operations within the different hotels in the company continue normally. This report will mainly focus on developing a consultancy report for Hilton on its housekeeping department. 
The housekeeping department is an operational department within a hotel that is bestowed with the responsibilities of ensuring cleanliness, aesthetic upkeep of hotel rooms, and maintenance of hotel rooms, public and back areas, and the surrounding areas. The housekeeping does not only prepare and clean guestrooms in a judicious way but also cleans and upholds all the things within the hotel. It ensures that all the possessions in the hotel remain spanking new and highly eye-catching when the hotel freshly unlocked its entrances for the business venture. The housekeeping department is fundamental in any hotel business organisation. The housekeeping department in Hilton has comparatively more employees than any other department in the company. For effective operations of the housekeeping department, timely communications with the employees in the department are conducted from the reception team. Every room condition is renewed frequently from the housekeeping department to the reception desk and vice versa. The company has adopted various technological methods to ensure effective communication between the reception desk and the housekeeping department. There is hotel software for update and communication between employees in the housekeeping department and the reception. Other technologies employed by the company include telephone systems and housekeeping mobile applications. 
The housekeeping department in Hilton is divided into different sections. These sections include the executive housekeeper’s office, desk control section, linen section, linen room store, uniform section, tailor’s room, the lost and found section, flower room and the laundry section. The executive housekeeper plans, counsels, briefs, and meets their subordinates. The desk control section plays as the core structural centre for synchronisation and communication with the hotel’s front office and other divisions in the hotel. The room of this section has a big notice board where both employee timetables and day-to-day commands are pinned up. The desk control room is the place where all housekeeping employees report for duty and check out the duty at the end of their shifts. The linen room is the section where current hotel linens are stored for both issuance and receipt at the end of the staffs’ shift. The linen storeroom store the stock of fresh linen and material clothes for making staff uniform. The uniform room stocks uniform. The laundry segment is accountable for the clean-up of all clothes used in the hotel. This section ensures cleaning and drying of all clothes belonging to the guests, uniforms of the employees and linen to the best required normal. 
The housekeeping department in Hilton has more employees than any other department in the hotel. It implies that a lot of expenses go to catering for the employee salaries and welfare. Excellent administration of the housekeeping department relies on attaining equilibrium between the available workload and strength of the team. Before hiring recruits in the housekeeping department, the following aspects are put into consideration: an individual’s understanding of the hotel and its operations, customs and the ethnicity of the hotel, the number of hotel rooms without adequate attendance, the rate of occupancy in the hotel, the hotel administration needs and policies, work magnitude to be executed in each room, the anticipated work quality, work values to be attained, and the frequency with which every task necessitates to be done. The housekeeping department in Hilton employs the following standard rules for deciding on the strengths of the housekeeping staff. One executive housekeeper is allocated for every 300 rooms in the hotel. Every executive housekeeper is awarded one secretary. The executive housekeeper is allocated two assistant housekeepers whereby one is meant for daytime shift while the other is meant for the night shift. Every floor in the hotel has two floor supervisors: one for the daytime and the other one for the night shift. The department has one room attendant for every fifteen rooms during the day shift and one room attendant for every thirty rooms during the night shift. 
Housekeeping is a continuous process happening both during the day and the night throughout the year. The roles executed by the housekeeping department in Hilton are fundamental for the operations of the hotel in a smooth manner. Achieving the critical operational success of the housekeeping department strictly relies on strong cooperation which must subsist among the housekeeping department and the other departments in the hotel such as the front office department and the maintenance unit of the hotel. The housekeeping department in Hilton is responsible for two main areas in the hotel: front of the house areas and the back of the house areas. The sections under the front of the house areas which are a responsibility for the housekeeping department in Hilton hotel include guest rooms, corridors, lobbies, public restrooms, pool and patio areas, meeting rooms, restaurant areas, recreation rooms, guest elevators, and gymnasium rooms. The sections under the back of the house areas which are a responsibility for the housekeeping staff include management offices, storage areas, linen areas, laundry room, employee locker rooms, administrative offices, staff waiting areas, staff elevators and staff staircases.
The housekeeping department of Hilton uses the following standard room status codes to effectively execute its operations as shown in the table below.
	Status 
	Description 

	Occupied 
	A guest is currently registered to the room

	Complimentary 
	The room is occupied. However, the guest is not yet charged for the room

	Stay over 
	The guest will not be checking out today. They will stay at least one more night 

	On change 
	The guest has left. The room has not been cleaned and made ready for the next customer

	Do not disturb 
	The guest has appealed not to be disturbed

	Sleep out
	A guest booked the room. The bed, however, has not been used

	Skipper 
	Guest left without paying the hotel bill

	Sleeper 
	Gust has settled their bill and left the hotel. The front office staff has not properly updated the status of the room

	Vacant and ready 
	The room has been cleaned and inspected. It is ready for the next customer

	Out of order 
	Room cannot be assigned to a new customer. It is locked for maintenance purposes

	Lock out
	Room locked till the customer clears with the front desk

	Due out
	Room expected to become vacant after the next day’s check out time

	Check out
	Customer has settled his or her account. Has returned the room keys and left the hotel.
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The housekeeping department in Hilton is one of the critical departments in the hotel. This department is tasked with the following responsibilities. The housekeeping department is tasked with ensuring superiority in housekeeping hygiene, safety, comfort and aesthetics for all guests and customers in the hotel. The department is tasked to guarantee healthy furnishing and upholding guestrooms and public areas. The department provides a budget, budget control and helps forecasting expenses correlated to housekeeping roles. The department is supposed to ensure high cleanliness standards and general upkeep in all sections of the hotel for which it is responsible. 
The department has an effective management system that ensures success in all its operations in the hotel. Hilton housekeeping department is committed to ensuring the health and safety of its guests. Safety necessitates commitment from every person. The department does not tolerate any form of violent conduct among its staff or any staff from the other departments in the hotel. The department is strictly acquiescent with all the environmental, occupational and health safety laws. However, in the recent past, the housekeeping department has faced a challenge in dealing with the current Covid-19 pandemic that has affected every person all over the globe. The departmental management team has come up with strict measures to help minimise the spread of the Covid-19 virus. These measures should be followed by both the staff in the department and the guests visiting the hotel.
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Hilton hotel is a private business enterprise venturing into the hospitality industry. In the current modern world, critical management focuses on identifying and analysing the business environment of any company so that efficient company policies can be proficiently framed. The main objective of Hilton is to raise its productivity and performance in the global hospitality market, which ultimately will lead to profit maximisation. The other aim of Hilton is to be a prominent worldwide hospitality organisation. It also aims to become the first choice for both guests and business clients. Hilton is involved in meeting the needs and expectations of its diverse stakeholders such as the company’s shareholders, employees, suppliers, and customers. The company has adopted fair trade practices, legislation of customers, and the legislation of employees to effectively execute its responsibilities in favour of all its stakeholders. Hilton is one of the greatest global hotel chains offering hotel and resort services. It is operating in global boundaries either through owning, managing, and franchising through independent operators globally. 
The housekeeping department is very critical in Hilton hotel operations. This department determines a guest’s preference of the hotel depending on how the guest is served on different services. However, the current Covid-19 pandemic has triggered the department to make some changes meant to ensure the safety of both the employees and the guests. One of the proposed changes is the introduction of the Hilton clean stay room seal. It will help guests realise that their rooms have not been used since cleaning. Use of innovative disinfection technologies meant to effectively sanitise surfaces and objects. The bottom line of this is that there have been changes in the normal cleaning protocols practised before the emergence of the Covid-19 pandemic. The newly adopted practices are anticipated to be permanent. In April, Hilton announced a new cleaning programme called Clean Stay which is meant to convey an industry-defining standard of hygiene and disinfection in all possessions belonging to Hilton globally.
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Strategic management is critical in any enterprise. Strategic management in the housekeeping department is fundamental since it is a system centred on planning and monitoring how the entire Hilton hotel meets its objective. The core of the organisation was assessed. The strategies used, the available technologies and available resources were considered. As expected, external factors affected the operations of the housekeeping department. PESTLE analysis was applied since it is fundamental to strategic planning and management. 
PESTLE analysis is a tool used to identify critical external issues that may affect a business enterprise. The factors analysed by PESTLE analysis may be both opportunities and threats to the business enterprise. It is fundamental to initiate the analysis before management can exploit the information. The main issues being analysed are the political, economic, social, technological, legal, and environmental issues that affect the company operations. It is worth noting that these forces will not affect the company operations equally. PESTLE analysis can be used to address new market opportunities for the company.  
The factors considered under PESTLE analysis include political factors which address various laws. The laws of concern under this factor are formulated by the political entities. The other factor considered is the economic factor. These are any factors that directly or indirectly affect the state of the company’s economy, profits, and revenue. These comprise taxes, inflation rates, stock market trends and costs of labour. Social factors under PESTLE analysis focus on both consumers and prospective consumers. Purchasing trends, choices in people’s lifestyles, population rates, levels of education and individual social classes affect consumer preferences to the company and all the services it offers. Serious attention is paid to social factors when conducting the PESTLE analysis of the company. Technological factors focus on technological levels and advancements. Legal factors are sometimes levelled as political factors. However, legal factors affect how the company operates its costs, facilitates its business and how it tackles the demands of its products. Additionally, under legal factors, much attention is paid to consumer laws, health, and safety laws of the customers. Under environmental factors, much attention is paid to the company’s contribution towards climate changes, weather, and the eco-friendliness of the company’s products (Ristova, 2020). Effective strategic management in the housekeeping department necessitates PESTLE analysis information to be very useful towards improving their services.
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A SWOT analysis is a great strategic planning tool that aids organisations to recognise areas they are performing well and the areas they need to perk up both in internal and external perception. SWOT is an acronym for strengths, weaknesses, opportunities, and threats to the company as a whole and the housekeeping department as an entity within the company. A SWOT analysis will help the housekeeping department create a strategic plan to achieve the departmental goals, advance the departmental operations and ensure the business remains pertinent. Both strengths and weaknesses are internal factors within the department, while opportunities and threats are external factors affecting the departmental operations. Strengths and opportunities are favourable to the success of the department, while weaknesses and threats are harmful to the success of the department. 
Strengths are within the departmental control. These factors include everything the department does right while trying to achieve its set goals, initiatives, or objectives. Categories of strengths analysed include financial strengths, customer strengths, internal strengths and learning and growth strengths. Weaknesses are also within the control of the department. However, weaknesses include all the things which keep the department from remaining on track to attain the set departmental goals and objectives. Weaknesses present all the things the department has to fix or alter to attain its success. The categories of weaknesses include financial weaknesses, customer weaknesses, internal weaknesses, and growth weaknesses. 
Opportunities are within the departmental external environment. These entail all factors which impact the departmental objective from outside the department or the company itself. These factors may comprise factors such as technology, economics, legislation, and regulation, shifts in competition and socio-cultural changes. The department can take advantage of these factors to attain its goals and move the company’s business forward. Categories of opportunities include financial opportunities, customer opportunities, internal opportunities, and growth and learning opportunities. Threats, on the other hand, include anything in the external environment that might lead to issues for a project, or which create a threat to the success of the department. Categories of threats include financial threats, customer threats, internal threats, and growing threats. 
A SWOT analysis can be used in diverse situations. It can be employed to explore new ventures or mergers. It can aid the company to identify the mission of the company and understand competitors. There are certain limitations to SWOT analysis that are out of the control of management. These limitations comprise an increase in prices, legislation by the government, economic environment, and raw materials. Internal limitations within the department encompass lack of skilled and efficient labour, insufficient research, and insufficient development facilities.
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Hilton housekeeping departmental PESTLE analysis was conducted. The political factors in the Hilton PESTLE analysis were explained as follows. Political stability in the country was very critical as hotels are required to cope with the political situations in the various countries. Hilton Hotel operates in several countries. It is exposed to diverse political risks associated with every single country. For instance, the UK left the European Union. It is anticipated to reduce the number of visitors visiting the UK, thus reducing Hilton hotel revenues in the UK.
The economic factors in the PESTLE analysis of Hilton were as follows. The business of Hilton is defined by several economic factors. A country’s interest rates, inflation rates, growth rates and the GDP of that country will affect the operations of the hotel in that specific country. Due to Covid-19, most countries are getting extremely low-interest rates to incentivise several investors to venture into investments within the country. Loans are at cheaper rates. It portrays a great opportunity for Hilton to expand and diversify its business because of the cheap credit availability. The level of productivity is slow in most countries because of the slowdown brought about by the universal lockdown. The Covid-19 pandemic has left most people without money to spend on leisure activities. It is not a good indication as far as the hotel business is concerned.
The social factors affecting Hilton identified in the PESTLE analysis were as follows. The brand of Hilton hotels is well-recognised among many international guests. The finance of the hotel is greatly affected by social issues such as the lifestyles of the customers, demographics of the customers, rate of population growth and cultural differences of the customers. Individuals’ increase in their income contributes to them spending more. It presents a good opportunity for the hotel. However, due to the Covid-19 pandemic, most people prefer to remain indoors. It has affected the operations of the hotel. 
There are continuous technological improvements in the current competitive world. Hilton must improve its technology to remain at the competitive end with its competitors. The hotel has to accept all payment modes, which is very critical in the current world of digitalisation. New booking systems have to be adopted in the department. Laws and regulation in the country of operation affect the hotel’s operations. Legal factors are strongly interlinked with political factors. Various laws have been initiated by various governments of several countries to tackle the Covid-19 problem. Some of the initiatives implemented include maintaining social distance between individuals and sanitising the hotel rooms to combat the spread of the disease. These new things have raised the operation cost of the hotel, which has affected the company’s profitability. 
People are becoming more sophisticated towards environmental protection. The hotel should keep a close watch on proper waste management. Climate change is a serious threat to Hilton hotels. Different countries have different environmental standards. These norms can affect the profitability of the hotels in those markets. The hotels should undertake several steps towards saving the global environment. In conclusion, the above Hilton PESTLE analysis emphasises several issues which impact the company’s business performance. 
Hilton has over 18 operating brands. The annual revenue estimate of Hilton worldwide, according to the estimate contacted in 2020, was over 4 billion dollars. The company has an employee body of over 141,000 employees who manage its worldwide operations. The table below shows a summarised SWOT analysis of Hilton hotels. 
	Strengths 
· Global brand and portfolio 
· Loyal customer database
·  Brand image 
· Employee benefits 
· Management system 
· Adopting technology
· Brand value
	Weaknesses 
· Breach of data
· Lack of trust of stakeholders
· Bad reviews 

	Opportunities 
· Marketing 
· Partnership 
· Developing markets 
	Threats 
· Lawsuits 
· Competition 
· Covid-19 pandemic 



The list below is a list of strengths of Hilton hotel. Hilton hotel is a global multinational brand. The company is operating in more than 118 countries globally. The portfolio of the hotel consists of 6,215 properties and over 983,946 rooms. Hilton has a loyal database of customers. Hilton has over 50 million guests of its total 18 brands in several countries. Hilton has maintained a good reputation of remaining good towards its employees through offering several benefits to its employees. Hilton has a great management system. It follows the best management and performance evaluation system in the hotel and hospitality industry. It follows employee training, development, promotion, salary increase and other motivational programmes. Hilton has always been fast to acknowledge and adopt the latest technological trends, which can improve the guest experience. 
The following are weaknesses of Hilton hotel established from the SWOT analysis. The main weakness identified was a data breach. Hilton had security into the cash register of the company and conciliated the security of two credit cards. It resulted in a penalty of over 700,000 dollars on the company. The second threat identified was the lack of trust of the company’s stakeholders. The last threat identified was bad reviews. Some guests had left bad reviews on several social media platforms concerning the hotel. Such bad reviews portray a bad image towards the success of the company. 
The following are the opportunities identified from the SWOT analysis. The first opportunity identified was that of marketing. Hilton must exploit diverse social media platforms to market and promote its services and products. Simplicity and convenience might attract many new guests. The second identified opportunity was a partnership. The entire Hilton fraternity should consider engaging in joint ventures and alliances with other global companies operating in the hospitality industry. The last opportunity recognised as developing markets. Hilton should extensively venture into market development in developing countries, especially Latin America and Asia. 
The following are threats identified in the SWOT analysis that Hilton hotel has to face. The first identified threat was lawsuits. Some certain workers in Hilton stole confidential documents of Starwood hotels. Hilton had to pay a 75 million dollar fine to Starwood. This lawsuit kept on going for many years and resulted in pushing away many investors and stakeholders. The second identified threat is competition. Hilton is facing several global competitors, which are developing quickly in the hospitality industry and consequently enlarging their market. The last recognised threat was the Covid-19 pandemic which resulted to be great havoc to Hilton Worldwide Holding. The global lockdown and business shutdown contributed to the company’s revenue and net income dropping by 54.4% and 181.2%, respectively, during 2020. In conclusion, the SWOT analysis concluded that Hilton is one of the global biggest hotel and resort chain brands. The lack of trust of investors, economic recession, competitors, and the Covid-19 pandemic are some of the key challenges recognised. Hilton should inflate its market by making alliances and partnerships to tackle these issues. 
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The housekeeping department in any hotel business donates to great profit amount. This department is considered an ancillary service. It is because guests necessitate a hygienic, neat, and enjoyable ambience. The first impression of the customer’s mind is generated from housekeeping. It is through the efforts of the housekeeping department that the hotel can express its care to its customers. Housekeeping implies executing all the chores towards cleaning, ensuring orderliness, and running the property of the business. The housekeeping duties entail maintaining the hotel to the best possible conditions in terms of cleanliness and maintaining the hotel at an exceedingly pleasing ambience.
The objectives of hotel keeping include always upholding the universal cleanliness of the whole hotel. The other objective is to perform cleaning chores most efficiently and effectively as possible. To attain its objectives, the housekeeping department works in collaboration with the other divisions in the hotel. Some of these divisions include the front office section, the human resource department, foods and beverage section, sales and marketing department, accounts sections and the maintenance section. 
The layout of the housekeeping department relies on several factors such as the total number of guestrooms, outlets in the hotel and the required number of staff to successfully ensure the smooth running of operations within the department. Some of the most prominent areas in the department include the office of the executive housekeeper, housekeeping control desk, laundry area, linen room. Uniform room, tailoring section, housekeeping stores, flower room and the lost and found section. The housekeeping department is responsible to ensure tidiness and cleanliness in the following hotel areas: the guest rooms, public areas like lobbies and lifts, conference halls, parking spaces and the administration offices. Additionally, the housekeeping department is accountable for handling the keys for every floor in the hotel. Several terms are used in the housekeeping department. Most of these terms have been stated, and their meanings explained earlier in the report.  
Every staff member in the housekeeping department is entitled to certain roles. The common goal of all these roles is to achieve the sole objective of the department towards ensuring customer comfort and satisfaction in the hotel. Some of the categories of staff members include the executive housekeeper, assistant housekeeper, supervisors of housekeeping and the operating staff. Several qualities are very pertinent before hiring any staff to the housekeeping department. Some of these qualities include individual hygiene and appearance, communication skills, interpersonal skills, and personal skills and traits. The staff in the housekeeping department follows certain principles while executing their roles. These include cleaning and hygiene values, safety and security principles, comfort and privacy principles and the required decoration. 
There are certain rules that the housekeepers are required to follow. The housekeepers play a very important role in the hotel. They represent the rest of the staff in the hotel. Additionally, they portray an image of the hotel by working towards maintaining the hotel to great standards. The housekeepers are required to always conduct themselves well while on the job. The following are some of the rules that the housekeepers are required to critically follow. The housekeepers are required to enter their respective work floors with clean and tidy uniforms and in the proper manner of grooming. They are required to only use the service lifts. They are required to talk with the other staff only during the necessary scenarios. They are required to stand outside the guest brooms while talking to the guests to respect the privacy of the guests. They are also required to familiarise themselves with the guests’ faces due to security reasons. Housekeepers should not accept any gift from the guests. If the guest insists, they are required to report the issue to their respective floor supervisors who will give them a direction on what to do.
The housekeeping department portrays several advantages to its guests. This department ensures a clean and hygienic atmosphere for the guests. This department offers a comfortable and convenient stay for the guests. This department offers privacy, security, and safety to the guests. The housekeeping department provides amenities to the guests and makes the guests feel good and their desires satisfied. One of the key roles of the housekeeping department is cleaning. Cleaning has several advantages towards the comfort of the guests. Several cleaning equipment’s are used ranging from manual cleaning equipment’s to electric cleaning equipment. The success of the housekeeping department greatly determines the success of the entire Hilton hotels.
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The hospitality sector is people-oriented. The success of business in the hospitality sector entirely depends on the relationship between customers and employees. Hilton is among the greatest global entities operating and succeeding in the hospitality business. Hilton entails shared value where it values its employees and guides their behaviour which has insinuations on the performance of the company. The business strategy of Hilton focuses on distinguishing the whole service. Hilton offers the outstanding facility to its customers. Hilton is an extremely large firm. The firm maintains a hierarchical structure for effective monitoring of all of its hotels. The organisation maintains a great style of approach in managing its employees and training them to attain the maximum standards required to fully satisfy the customers. Customer satisfaction is the core of Hilton service strategy. Hilton’s success in the hospitality business was enabled by the company’s service differentiation strategy. Hilton is concerned with attaining the requirements and expectations of its diverse stakeholders who encompass the shareholders of the company, the company employees, the company suppliers, and customers. The company has assumed fair trade practices, customer legislation, and the legislation of employees to accomplish its responsibilities in support of all its stakeholders (How and Lee, 2021). Hilton is one of the supreme global hotel chains presenting flagship of full hotel and resort services. It is operating in global boundaries either through owning, managing, and franchising through independent operators globally.
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Several issues were identified which necessitated actions. Several weaknesses were singled out after conduction a SWOT analysis. One main weakness recognised was a lack of trust from the stakeholders. The other weakness recognised was bad reviews from some of the guests. Some customers in Hilton hotels have left poor reviews on several social media platforms concerning the company. Some of these customers claimed that the services offered were not satisfying. There was a data breach that led to some hefty fine on Hilton. Additionally, Hilton encounters several problems while integrating its services in different countries with different cultures globally. Hilton consequently did not thoroughly invest in the research and development fields. Consequently, the company’s liquid asset ratio implies that Hilton does not have an effective financial plan.  
Several threats posing a serious concern to the company were also identified. One main threat identified was competition from rival companies. Companies like Intercontinental group, Marriot International and Hyatt hotel were identified as the main competitors of Hilton. These organisations are rapidly blooming in global hospitality and enlarging their markets. If Hilton does not keep up its pace, these competitors will out win its operation in the global industry. The other threat identified was the Covid-19 pandemic. The pandemic has severely affected the operations of the company. The pandemic has led to a drop in the company’s revenue and net income. Additionally, the rising cost of raw materials was recognised to be posing a threat to the smooth functioning of Hilton. Hilton is operating in very many countries globally. It has made the company prone to fluctuations in currency in those specific countries. Lastly, new regulations implemented by different government bodies will continue to be consistent forms of threat to Hilton and its diverse operations.  
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The table below shows a summarised action plan of all identified weaknesses and threats affecting the operations and the success of Hilton hotels and all its consequent operational departments. 
	Issue of Concern
· Covid-19 pandemic 
· Competition 
· Lawsuits 

· Breach of customer data


· Lack of trust of stakeholders

· Bad reviews from customers 
· Fluctuations in currency 
	Action Plan 
· Adhere to health guidelines. 
· Improve quality of services
· Implement strict rules on the employees! 
· Strict repercussions to the employees caught. 
· Improve stakeholder trust on the company. 
· Ensure satisfaction of customers. 
· Adopt a common currency in all branches globally
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· From the analysis conducted above, it is evident that Hilton has faced several threats. The housekeeping department should work towards improving the trust of all stakeholders in the company. The entire company, in particular, should ensure that no more of the stakeholders leaves the business venture. 
· Additionally, the customers’ data should be highly respected. Future data breaching should be avoided at all costs. 
· The housekeeping department should additionally improve the standards of its services in order to avoid bad reviews from the customers in future.   
· The company has adopted digitisation schemes meant to improve its services to its customers. However, the company has been incapable to generate awareness through the means of digital media. It is suggested that the housekeeping department in Hilton should concentrate their next strategy on improving digital skills. It should engage in digital training for all of its employees. Hilton is not effectively using the potentiality of social media platforms to their fullest. Professionals need to be hired, who specifically specialise in social media marketing. A team of members should be educated to respond to the questions over social media sites from potential customers.
· The company consequently should avoid future lawsuits. Future lawsuits might tend to push away potential investors. The lawsuits additionally will attract heavy fines, which might detriment the operations of the company. 
· The entire Hilton organisation should work smartly and ensure total satisfaction to all of its customers to remain in the highly competitive hospitality business.
· Concerning the Covid-19 pandemic, the housekeeping department should critically follow all the required health guidelines in order to ensure total safety of the customers visiting different Hilton hotels globally.
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In conclusion, the company should persist in maintaining its strengths. It should focus on maintaining its brand and portfolio. The company should focus on maintaining its brand image and the loyal database of its customers. The company should continue offering its employees the necessary benefits to motivate them to poster excellent results for the business success. The company should continue following its management and performance evaluation system and improve it where necessary. The company should be persistent in adopting and implementing the changing technology. It will help the company easily market its services to attract new customers. The company should consider partnering with other better-performing companies in the global hospitality industry to improve its services to the customers. 
Concerning the Covid-19 pandemic, the housekeeping department, which is the core department should strictly adhere to the provided health guidelines in the different countries globally. The department should improve the quality of its services so that the company can remain competitive globally. The department should implement strict regulations to monitor employee behaviours so that the company is not involved in any form of future lawsuits. Strict repercussions should befall any staff in the housekeeping department who in any way breaches that data of the customers. The department should work towards improving the trust of the stakeholders towards the services the department is offering. The housekeeping department's top focus should be customer experience. The housekeeping department's performance will influence the company's overall success.
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