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Executive summary
The leading service and customer satisfaction of the hotel industry always depend on the staff of the hotels. Hilton Hotels has increased its business around the United Kingdom by maintaining their staffs and services more accurately throughout its service years. The housekeeping department of this hotel company has been the main developed area which has eventually increased the attractions of this hotel in the industry. However, since the last few years and after the current pandemic situation of Covid -19, the management of the hotel's housekeeping department has faced challenges to continue their services. This report will discuss the details of the hotel's housekeeping department and its services. As a consultant company, challenges faced by the department, along with the possible management techniques and recommendations to mitigate them will also be discussed in this report.
This report also discussed the organisation chart of Hilton Hotels UK with the description of CEO and Other executive officers along with their respective roles and responsibilities sin hotel operations. An organisational chart mentioning the important personalities including CEO, president, global manager and head of the housekeeping department of Hilton Hotels has also been mentioned in this report. The consultancy therefore determined the three major issues identified from the housekeeping department of Hilton Hotels UK including lack of proper hygienic practice during Covid 19 pandemic, lack of innovative technological support and development of musculoskeletal disorders among housekeeping staffs. After determining these issues, the consultancy also has analysed the whole situation and operations of housekeeping department for this hotel. After analysing the whole situation, the consultancy briefly provided some respective solution for improving housekeeping functions within the Hilton Hotel UK including implementation of technological devices, communicational devices and such on. The findings of the report regarding the financial performance, outcomes of food and beverages departments, staff training and new room designing of the Hilton Hotels. 
The annual net income of the hotel at the year of 2020 has found to be 63,93,24,310 GBP along with introduction of 33700 new rooms across the UK. 4% reduction in employee turnover in housekeeping department has also been found to be associated with training and developmental programs of Hilton Hotels UK. The Clean stay Program of Hilton Hotel UK has found to be beneficial for hygienic practice and sanitization in the housekeeping department operations. The consultancy then provided three major action plans regarding the mitigation of above mentioned housekeeping issues of Hilton Hotels UK. The three action plans are majorly associated with technological integration, health and policies for housekeeping staff a better hygienic practice within hotel rooms. The consultancy also discussed some effective recommendations for the collection of financial and technological resources for implementing those actions plans including partnership with Mayo Clinic healthcare and IT companies across the UK. 
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The hotel industry has helped the people around the United Kingdom in order to decrease their everyday work stress in the last few years. The leading service and customer satisfaction of this industry always depend on the staff of the hotels. The behaviour of the staff towards the travellers and customers of the hotel eventually increase the brand image and reputation of the hotel. Hilton Hotels has increased its business around the country by maintaining their staffs and services more accurately throughout its service years. The housekeeping department of this hotel has been the main developed area which has eventually increased the attractions of this hotel in the industry. However, since the last few years and after the current pandemic situation, the management of the hotel's housekeeping department has faced challenges to continue their services. This report will illustrate the details of the hotel's housekeeping department and its services. As a consultant company, challenges faced by the department, along with the possible management techniques and recommendations to mitigate them will also be discussed in this report. 
[bookmark: _jtr66yb8dauv][bookmark: _Toc67324509]Issues of the hotel
Since the last few years, the company has failed to attract more customers to their business due to technical issues of their business. The housekeeping department of the hotel had not implemented high quality and updated technologies in their business. Sometimes the staff of this department also felt several physical pains and challenges due to the excessive work pressure on their daily shifts. The training process for the housekeeping staff was not implemented and maintained correctly, which eventually affected the health structure. The company has also faced challenges due to their hygiene factors after the current pandemic situation of Covid 19. 
[bookmark: _ed54awo8f9ic][bookmark: _Toc67324510]Impacts of the issues
In order to understand the impacts of all of these issues on the business of the hotel, this report will include both PESTEL and SWOT analysis process. These two processes will be beneficial for this report in order to understand the problems faced by the housekeeping staff of the company. The impact of these issues on the company's brand image and reputation around the industry will also be appropriately illustrated with these two analysis methods. The company will have the opportunity to understand its internal strengths, opportunities along with the potential threats and weaknesses in the business. They will also have an idea of the country's hotel industry and its strategies from the completion of the analysis process. 
[bookmark: _uo759jdnjik2][bookmark: _Toc67324511]Scope & Analysis
[bookmark: _zdapglex8pcn][bookmark: _Toc67324512]Hilton Hotel
Hilton Hotels has increased its business around the worldwide hotel industry since the development of their business. The age of the company is almost 19 years as per the reports. During this time period, the company has increased its business in almost 78 countries around the world. In the hotel industry of the United Kingdom, the company has almost 50 hotels in recent days. As per the reports, there were almost 219,264 rooms available for the customers of Hilton Hotels around the United Kingdom (Hilton, 2021). The feedback from the travel industry on this hotel also describes that the company has maintained its customer services which helped them to maintain their business even after the current pandemic situation. 
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	Strengths
	Weaknesses

	· The company has served its customers for the last 19 years, which eventually increased the reputation of its housekeeping services around the industry (Cobanoglu et al. 2018).
· Since the development years, the company has upgraded its business processes continuously.
· The employee retention of the company’s housekeeping department has also been maintained (Maria et al. 2018). 
	· Over the years, the company has had limited shares around the hospitality and hotel market of the country.
· Due to the increased business around the country, the company also had to deal with different policies from the government of those countries in their housekeeping department (Noonan and Rankin, 2017). 
· Different currency values of those countries eventually provided challenges for the management team of the company’s housekeeping department. 

	Opportunities
	Threats

	· The experience of employees of their housekeeping department increased the potential of their business around the market (Shin and Kang, 2020). 
· Innovation in customer services can also increase the business processes of their housekeeping department.
· The training services for the housekeeping staff will also attract more talented employees to the company (Davidson, 2018). 
	· Several international hotel brands have included high technology in the services offered for their customers.
· The decreased hygiene issues of those hotels have increased the competitions for the company around the industry (MacNeil, 2018).
· Marriott International, Starwood Hotels and Resorts, Accor Hotels are the competitors for the Hilton hotels around the country. 


Table 1: SWOT analysis
Table 1 has discussed the SWOT analysis of the company and its housekeeping department around the country. Since the development of the company, the hotel has increased and maintained its business by improving the services offered to its customers. The brand has more than 540 hotels in almost 78 countries around the world (Hilton, 2021). The reputation of the company has also increased around the country's hotel industry. Maintenance of the employee retention process in the housekeeping department has eventually increased the customer satisfaction of the hotel. However, the lack of investment in the updated technology for this department has decreased the quality of their services for the customers of the company. The management team for this department was also unable to maintain the pay structure for the housekeeping staff due to the different values of the currencies around the business industry (Rosemberg and Li, 2018). The difference between the policies of the countries eventually decreased the business opportunities and process of the company. 
The company has also faced challenges due to the different policies of the government of the countries where they have increased their business successfully. Change of those policies eventually affected the behaviour of the housekeeping staff towards the business. The inferior technology maintained by the company in their business has increased the work pressure for the housekeeping department of the company (Kumar, 2020). As a result, the physical health of the staff members of the company's housekeeping department has eventually decreased in the last few years. Thus the management team of this department was also facing challenges while maintaining the quality of the services along with the employee retention process. On the contrary, the training services available for the housekeeping staff and members can eventually help the company to attract more talented employees towards their business. Most of the members of this department have increased the experience of their job responsibilities which can provide business opportunities to the company in the near future. Several international hotel brands have included high technology in the services offered for their customers, which can create a business threat for the company in the near future (Kumar, 2020). After the current pandemic situation of Covid 19, most of the hotels around the country have maintained and upgraded their hygiene issues effectively. Thus the business and customer attraction of the Hilton Company can eventually get decreased due to the poor hygiene issues in recent days. 
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	Factors
	Description
	Impact

	Political
	· The political stability of the country has been affected as the United Kingdom has left the European Union. 
· The government of the country has supported unrestricted and free trade for international businesses around the country (Aboagye-Nimo and EMUZE, 2017). 
· In order to maintain foreign trade policies, the government of the United Kingdom has also decreased the investment barriers for international companies.
	Positive and Negative

	Economical
	· The rate of the country's corporate tax was maintained at 19% in 2020.
· The overall growth of the country's GDP has eventually decreased by 9.9% in 2020 (Parida et al. 2019).
· The rate of employment in the United Kingdom is approximately 76.6% in 2020.
	Positive and Negative

	Social
	· As per the current reports, the total population of the country is approx 67.61 million in 2021 (Wood, 2017).
· The rate of literacy in the country is almost 99%.
· According to recent reports, most of the people in the country are from the age group of 50 to 54.
	Positive

	Technological
	· The United Kingdom has successfully increased the rate of investment in technology by 44% in 2019.
· The country has been increasing its international business by maintaining almost five internal communication channels such as Email, Intranet, and Newsletters etc. 
· Customers around the country have successfully adopted and included the updated technology in their daily lifestyle in recent days (Noonan and Rankin, 2017). 
	Positive

	Environmental
	· The country has implemented and maintained the regulations of the environmental protection act 1990 in their business processes.
· As per the reports in 2019, the rate of CO2 emissions around the United Kingdom is almost 5.3tCO2 (Hilton, 2021). 
· The overall climate of the country is temperate.
	Positive and Negative

	Legal
	· The companies around the country have to maintain the regulations of two health and safety acts which are the Health and Safety at Work Act 1974 and Health and Safety at Work Regulations 1999 (Aboagye-Nimo and EMUZE, 2017).
· The international companies around the country also had to maintain the rules of the Consumer Protection Act 1987. 
· The Employment Act 1963 also has been maintained by the country for its international business (Kumar, 2020). 
	Positive and Negative


Table 2: PESTEL analysis
Table 2 has illustrated and describes all of the governmental factors which have affected the overall business of the company since the development years. In 2020, the United Kingdom left the European Union, which eventually affected the travel business of the country. The numbers of visitors for the business purpose have decreased due to this issue (Cobanoglu et al. 2018). The Hilton Company has been mainly attractive to its business travellers and customers. Thus the overall business of the company has decreased since the last year of the time period. On the contrary, the unrestricted and free trade for the international businesses supported by the government has also increased the business opportunities for the company in recent days. The country has also decreased the limits and barriers to their investment process. This up-gradation can be beneficial for the company in order to increase and upgrade its technologies for the housekeeping department of the company (Maria et al. 2018). The rate of corporate tax in the country remained 19% in 2020. Thus the company was unable to increase its business ethics within this one year of the time period. However, the growth rate of the country's GDP has been beneficial for the company in order to maintain its business performance even after the current pandemic situation of Covid 19. 
The country has also increased their technological investments over the last two years of the time period. This increased investment in updated technologies has eventually increased the business opportunities for companies around the country. Thus the Hilton Company can also have the possibilities to include more updated and high-quality technologies in their housekeeping department in the near future (Rosemberg and Li, 2018). This upgrade will eventually increase the customer satisfaction of the company along with the housekeeping staff of their business. However, while providing and updating the services offered for the customers, the company will also need to maintain the legislations of health and safety acts of the country. The regulations of the employment act of the United Kingdom will also need to be maintained by the company while updating their housekeeping department. 
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[bookmark: _1peeqkezax1l][bookmark: _Toc67324517]Modifications for the staff training process
Since the last few years after increasing the business, the company has included several training processes for its staff members around the business. These training sessions have helped the employees of the company in order to understand the primary ethics and objectives of the company's business (Noonan and Rankin, 2017). After joining the company, the new employees can also have an idea of their individual job responsibilities and their importance for the business. In this way, the company was able to increase the quality of its services around the business successfully. However, the training sessions do not provide any physical exercises for the employees around the company. Over the last few years, the company has successfully increased its business around the country. This process eventually increased the numbers of visitors and rooms in the hotels (Aboagye-Nimo and EMUZE, 2017). As a result, the work pressure of the employees of the company's housekeeping department has eventually increased over the last few years. 
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Figure 1: Impact of staff training process
(Source: Influenced by the views of MacNeil, 2018)
The employees of this department were getting tired more frequently due to the excessive work pressure in recent days. Thus the company will need to implement more physical exercises in their training programs in the near future. These exercises will eventually increase the physical health of the employees of the company's housekeeping department (MacNeil, 2018). The company will also need to conduct some practical sessions for the housekeeping staff in the near future. In those sessions, the Hilton Company will have to implement the training of updated technologies. Implementation of these sessions can be beneficial for the company and its employees in order to increase the quality of their services for the customers. The practical sessions conducted by the company will eventually increase the overall knowledge and skills of the employees of the company's housekeeping department (Shin and Kang, 2020). In this way, the company will have the opportunities to increase the talented employees in their business. The company can also conduct several competitions amongst the employees after the training sessions, which will allow the employees to increase their knowledge more efficiently and also quickly. The employees of the company can decrease the time limit for each of their services by participating in those competitions in the near future. This process will eventually increase the quality of their services around the hotels of the United Kingdom (Parida et al. 2019). The company will also have the opportunity to increase the customer satisfaction of its business in the near future. 
[bookmark: _926utwz57v60][bookmark: _Toc67324518]Requirements to update the technologies
In order to increase the business, the Hilton Company and its hotels will need to include latest technologies in their business process. Since the development years, the company has maintained its business successfully (Rosemberg and Li, 2018). The primary strategy of the company was to include more innovative services for its customers around the country. The United Kingdom is also famous among tourists around the world. Due to the increased international businesses around the country, the hotels of the United Kingdom are also getting occupied by the business workers and travellers from the different countries around the world. Thus the company has included more high-quality services for its customers. This process has helped the company in order to increase their business opportunity around the hotel industry of the company (Kumar, 2020). The company has also had the benefit to keep up with the competition of the industry in the last few years. However, the hotel industry of the country has successfully increased its technologies in recent days. 
As a result, the customers get attracted to the hotels having updated technologies and services. Along with the updated services, the technologies available for the housekeeping employees of the hotels have also been increased in recent years (Noonan and Rankin, 2017). Thus most of the employees get attracted to the companies which provide the benefits of updated technology in their business. In order to increase the business structure and also include more employees in their business, the Hilton Company will have to update their technologies in the near future. These updated technologies will allow the housekeeping staff in order to increase their performance along with their skills (Wood, 2017). The employees will have knowledge of the updated technologies from the training sessions conducted by the company for them. Increasing technology will also help the company in order to decrease the work pressure of the employees around the hotel and its housekeeping department. The quality of the services can also get increased due to this new upgrade in the company's business. The management department of the company will have the opportunity to understand and solve the challenges and issues faced by the employees of the housekeeping department. The company can implement artificial intelligence or AI techniques in their business. This implementation will allow the company in order to get an idea of the issues of the current pandemic situation around the country (Aboagye-Nimo and EMUZE, 2017). The AI techniques will also allow the company in order to identify the possible opportunities for the employees, which will eventually make the customers safe and healthy during their vacation period. 
[bookmark: _w5qg2x3y900w][bookmark: _Toc67324519]Improvement for the hygiene factors
The main business factor of the hotel industry is the control of the hygiene issues around the services offered for the customers. After the recent pandemic situations of Covid 19, travellers and business workers from different countries always try to find hotels that have maintained the hygiene and health protocols of the industry (Parida et al. 2019). Thus the company will have to include more hygiene factors and services by maintaining the Covid 19 protocol of the country's hotel industry. Since the last few years, the company has expanded its partnership with most of the famous hygiene companies around the country, such as Dettol. So in order to maintain the hygiene issues, the company will have to include the sanitizers and masks available in those companies for their employees around the housekeeping department. The partnership with Mayo Clinic Health care will also allow the company to include more hygiene products for their employees and also customers (Kumar, 2020). In this way, the company will have the opportunity to increase the quality of their services for their customers even after the current pandemic situation of Covid 19. Maintaining the hygiene issues for the housekeeping staff will also increase the health structure of the department. Thus the management department of the company can have the opportunity to maintain the retention of the employees more accurately (Davidson, 2018). Maintaining the hygiene factors will also help the company in order to attract more talented employees in their housekeeping department while increasing their business. 
[bookmark: _Toc67324520]Organizational chart Hilton Hotel 
The organisational chart is also very important to understand before determining various issues within the housekeeping department of Hilton Hotel, UK. The president as well as Chief executive officer of Hilton Hotel, UK is Christopher J. Nassetta. He is not only responsible for management and board operations of Hilton Hotel, UK but also several other activities including advisory as well as real estate operations (Hilton Management, 2021). Kristen Campbell is the chief ESG officer and general Counsel of the Hilton Hotel who is associated with policy engagement as well as industry relations. Laura Fuents is executive vice president of Hilton Hotels including the roles of Chief Human Resource officer. Danny Hughes is the global president of Hilton Hotels who operates the global operations including headquarter. Syliwia Kakareko is the head of housekeeping department in Hilton Hotels UK. 
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Figure 2: Organisational structure chart of Hilton Hotel
(Source: influenced by Hilton Management, 2021)
[bookmark: _Toc67324521]Issues faced by housekeeping department
The housekeeping department of Hilton Hotels, UK follows a specific program which is referred to as Hilton CleanStay program. Due to various partnerships of this hotel with Lysol and Dettol, the cleaning as well as disinfection programs in this hotel; are absolutely effective. According to the Hilton CleanStay program the hygiene regulations and practices of Hilton Hotels contribute to healthy and clean development of the guests along with the highest quality of wellness solutions (Hilton Cleanstay, 2021). Despite such clean and hygienic practices at the housekeeping department of Hilton Hotel, UK, there are some issues which are currently faced by the management in the contemporary time. As a consultancy three issues have been identified. 
· Covid 19 pandemic outbreak: In the current time due to Covid 19 viral outbreak as well as pandemic situation across the world, the most affected sector is the tourism and hospitality sector. Due to lockdown people are avoiding staying in hotels regarding their learning programs and hygienic practices. In such a time, the regular cleaning program and practices of Hilton Hotel is acting like one of the major challenges in contemporary time. Although the partnership with various disinfectants, Hilton Hotel, UK is facing difficult issues including lack of contactless hygiene practices, trained staff and high level of sanitisation in the rooms (Jiang and Wen, 2020). Due to lack of interaction between staff along with the management department of Hilton Hotels UK, this is acting up like a major issue in the housekeeping department. 
· Musculoskeletal disorders among staff: Another major issue which has arisen in the contemporary time due to Covid 19 pandemic which increased the work pressure as well as occupiedness among the hotel staff and workers. Due to increased work pressure at the housekeeping department of Hilton Hotel, UK, the staff and workers are facing health challenges including development of musculoskeletal disorders (Parmar and Dalal, 2017). Due to huge work pressure and highly maintained services at the housekeeping department of Hilton Hotel including arrangements for guests, continuous sanitisation, disinfection as well as manual material handling increases the risks of above mentioned disorders among staff. 
· Lack of digital platforms and technical support: One of the other issues which seem to be a major problem in Hilton Hotel UK is lack of proper technical support. Due to Covid 19 pandemic outbreak the demand for automated product handling and social distancing has been increased. Proper digital technologies including automated monitoring, automated foods and product handling machines as well as voice controller programs helps in the housekeeping department in the Covid 19 situations (Петрук, 2020). 
[bookmark: _Toc67324522]Analysis of the issues 
The above three major issues of Hilton Hotel UK are creating challenges for the housekeeping department in the contemporary time, which increases the risks of financial loss and poor organizational performance. The impact of Covid 19 viral outbreak on the hospitality sector has generally influenced not only the housekeeping department, but also the whole internal operations of the hotel. As housekeeping facilities of a large hotel in the UK, the department possesses responsibilities of handling rooms, guest staff and food items. In the current world, where higher levels of hygienic practice and sanitisation are required in hotel operations due Covid 19 effect, the lack of properly trained staff and automated technologies are creating issues for the Hilton Hotel. Technological advancement at Hilton is also required to maintain proper interaction between the housekeeping staff which also helps to reduce their work pressure as well as chances of having musculoskeletal disorders (Parmar and Dalal, 2017). Lack of effective communication between management department and housekeeping staff is at Hilton Hotel, also results in poor hygienic practices and sanitation challenges. A technical disadvantage in the housekeeping department also leads to disintegration sissies among the staff which ultimately contributes to poor organizational performance (Rahman, 2020). 
[bookmark: _Toc67324523]Solutions 
Some solutions which are found to be helpful in contemporary time for improving housekeeping operations within large hotels are discussed below. As a consultancy the proposed solutions for resolving those above mentioned issues would be
· Contactless facilities: One of the most powerful solutions for improving the housekeeping operations of Hilton Hotels UK during Covid 19 pandemic time is implementation of contactless facilities. Contact fewer facilities with the help of digital platforms in various housekeeping operations including food and beverage distribution, cleaning, room designing as well as greeting the guests are beneficial in the current time (Hilton Cleanstay, 2021). 
· Integration of modern innovative technologies: Integration of modern innovative Information and Communication Technologies (ICT) in the housekeeping department helps in automated operations within the department which not only beneficial in Covid 19 situation but also beneficial for maintaining health and safety of housekeeping staffs (Rode and Poole, 2018). 
· Installation of Communication devices: Communication devices such as GPS, CCTV Camera and WLAN facilities are also beneficial to maintain social distancing as well as hygienic practices among housekeeping staff and guests of Hilton Hotel (Kumar, 2020). 
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Figure 3: Significance of Technical Support and Digitalization in Housekeeping Department
(Source: Influenced by Kumar, 2020)
[bookmark: _Toc67324524]Findings and results 
[bookmark: _Toc67324525]Financial performance of Hilton Hotels UK
	Net income of fourteen quarter
	Annual net income
	Introduction of new rooms
	New programs

	127,031 GBP
	63,93,24,310 GBP
	33700
	Tempo


Table 3: Financial Performance of Hilton Hotel UK, 2019-2020
In the fourth quarter of 2020, the net income of Hilton Hotel UK was found as 127,031 GBP with annual revenue of 639324310 GBP (Hilton Annual Report, 2021). The new rooms’ development at the hotels has been found to have a growth of 6% in 2019 than 2018 with an approval of 33700 new rooms. In the first quarter of 2020, the hotel management has launched a new lifestyle brand named Tempo. 
[bookmark: _Toc67324526]Food and beverages department 
	Corporate expertise
	Supply management
	Menu designing
	Staff responsibilities
	Chefs and teams
	flavours

	SVP, VP of Culinary, Senior “Director of F&B Operations CALA Regions”
	Vendors, purchasing agreements
	Architecture model
	Training for potential improvement and seasonal menu changing
	National acclaimed chefs from featured restaurants
	Application of hygienic tools 


Table 4: Operations of Food and Beverage department of Hilton Hotel, UK
Food and beverages department is one of the major functional departments under housekeeping operations of any large hotel or hospitality sector. The food and beverage department of Hilton Hotel includes systemic operations including pepper management of the department. The functions of this department are associated with corporate expertise teams which includes SVP, Senior and Regional Directors for different support teams from Restaurants and Bars across the UK (Hilton Food Management, 2021). The menu designing as well as abstract analysis of food and beverage menus of Hilton Hotel UK are mainly associated with architecture model development which ultimately helps in the staff members training and potential improvement. The chefs and cooking staff of the housekeeping department of this hotel also possess national acclamation and experiences. The supply and management of food as well as the beverage department of housekeeping at Hilton Hotel are found to be associated with agreements and vendor operations. 
[bookmark: _Toc67324527]Housekeeping staff trainings
	Trainings
	efficiency
	recruitment
	Engagement
	Leadership development

	Developmental programs for improving housekeeping operations and career longevity
	4% reduction in housekeeping staff turnover 
	Tenant acquisition program and Recruitment Operations Centres
	80% higher employee engagement
	Virtual instruction and leadership for team members 


Table 5: Housekeeping Staff Training Programs at Hilton Hotel, UK
One of the other major aspects of the housekeeping department of Hilton Hotels UK found to be associated with training and developmental programs for workers and staff (Hilton Training, 2021). The ecosystem for improving staff engagement as well as staff motivation in the housekeeping department at Hilton Hotel, UK are generally for improving the internal operations. Training is provided in the department for increasing the career longevity of housekeeping staff including better efficiency in the different housekeeping operations including technical and hygienic practices. Implementation of such training programs and developmental opportunities the staff turnover rate for the above mentioned hotel has been found to be reduced by 4% along with an 80% increase in the employee engagement. Increasing staff engagement especially in the housekeeping department helps to increase workforce productivity, guest’s satisfaction and internal environmental performance. The leadership facilities of Hilton Hotel found to be associated with innovative solutions in the housekeeping departmental issues which also provide health and safety opportunities for the staff members (Hilton Training, 2021). 
[bookmark: _Toc67324528]Hilton Cleanstay Room
	Partnerships
	Room design
	Cleaning and sanitisation
	disinfection
	technologies
	Check in

	Dettol, Lysol, Mayo Clinic
	10 high touch, deep clean areas with thermostats and remote controls 
	Multiple cleaning daily and limited number of guests 
	Easily accessible disinfectant wipes for guests 
	Innovative technologies  with UV lights, automated spray 
	Digital key arrival and mobile devices 


Table 6: Room Management by Housekeeping Department of Hilton Hotel UK
The Cleanstay program of Hilton Hotels UK has been introduced by the hotel management to improve housekeeping functions as well as improving the hospitality business operations amidst the middle of Covid 19 pandemic. Hilton Hotel has found to be a partnership with various other organisations to improve their housekeeping programs by introducing innovative disinfection and sanitisation strategies (Hilton Newsroom, 2021). The strategy of Hilton Hotel regarding such a program has been found to be effective for providing safety and secure assurance to guests by developing partnerships with 18 brands. The disinfectants and hygienic practices of the housekeeping staff of the hotel are associated with deep cleaning facilities including cleaning in door handles, light switches as well as television and air conditioning remotes. The guests are also found to be accessed for disinfectant weeps easily provided at the main entrance and elevators. Implementation of contactless check in has also been found to be included in the program for maintenance of social distancing and automated check in facilities. Digital keys have also been introduced by Hilton Hotel for proper maintenance of housekeeping operations which found to be beneficial both for the guests and housekeeping staff [Refer to Appendix]. 
[bookmark: _Toc67324529]Action plan 
The three action plan has been prepared for resolving respective issues found in the housekeeping department of Hilton Hotels UK. The budget that has been decided for the implementation of such an action plan includes £50,000. As a consultancy, the budget has been properly divided among the three suggested action plans for the improvement of Housekeeping operations at Hilton Hotels UK. 
	Number
	Issue
	Solution
	Desired outcome
	Time bound
	Target Completion date
	Planned Budget

	1
	Social distancing and hygienic practices issues among housekeeping staffs
	Housekeeping staffs will be provide personal protective equipments along with specialised masks, sanitizer and head caps during sanitisation of rooms and guests welcoming 
	The hygienic practices and sanitisation strategies will be improved among housekeeping staffs of Hilton Hotel UK. The customer satisfaction during Covid 19 time will also be improved with the implementation of such strategy. 
	1 months 
	22/04/2021
	£10,000


Table 7: Action Plan 1
	Number
	Issue
	Solution
	Desired outcome
	Time bound
	Target Completion date
	Planned Budget

	2
	Higher prevalence of musculoskeletal disorders among housekeeping staff
	A health and safety policy for housekeeping staffs which will provide the health coverage’s for any disorders developed during extreme pressure at work
	The work pressure and negative health outcome of housekeeping staffs of Hilton Hotels UK will be reduced amidst in the middle of Covid 19 pandemic 
	3 months 
	22/06/2021
	£15,000


Table 8: Action Plan 2
	Number
	Issue
	Solution
	Desired outcome
	Time bound
	Target Completion date
	Planned Budget

	3
	Lack of digital platform and innovative technical support 
	Integration of artificial intelligence or AI in the technical support of Hilton Hotels will helps to improve housekeeping management operations easy and efficient 
	Not only the cleaning, hygienic practices of the hotels but also the operations of other departments such as food and beverage, staff training and room designing will also be improved at Hilton hotels. 
	6 months 
	22/09/2021
	£25,000


Table 9: Action Plan 3
[bookmark: _Toc67324530]Recommendations 
The consultancy also wants to mention some useful suggestions for implementing above mentioned action plans for the housekeeping department of Hilton hotels UK. The three recommendations for implementing the above mentioned actions plans are described below. 
· Financial resources will be required for the collection of personal protective equipment for individual members of the housekeeping department of Hilton Hotels. The Hotel can collect financial resources from different investors along with sharing the action plan with different national and international shareholders. As Hilton Hotel also made a previous partnership with Mayo Clinic Healthcare, UK, a legal agreement for the collection of personal protective equipment can also be beneficial for the Hotel. 
· Mayo Clinic Health Care Centre UK can also be a helpful derivation of health and safety policies for all the workers and labourers of the housekeeping department of Hilton hotels UK. Such policies can also be helpful to provide financial coverage to the workers regarding their musculoskeletal disorders issues which developed due to extreme pressure and workload in the housekeeping operations. Such health and safety coverage’s for workers of the housekeeping detriment not only can be beneficial for the hotel management but also helps the housekeeping more motivated and encouraged towards their jobs. Such policies and health coverage’s will act as an intrinsic motivational factor for the housekeeping staff which ultimately may lead to better environmental performance by Hilton Hotels UK. 
· Implementation of Artificial Intelligence (AI) may help to increase the automated as well as improved digital facilities in the housekeeping operations in the contemporary times especially amidst Covid 19 pandemic outbreak across the world. The Hilton Hotels UK may develop some partnership with IT companies across the nation for technological integration. Resources as well as technical support from such companies regarding installation of automated machines for improving housekeeping operations can be beneficial for the hotel authorities. 
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Figure 4: Advantages of Artificial Intelligence at Housekeeping Operations
[bookmark: _Toc67324531]Conclusions
This report has focused on organisational consultancy regarding the improvement of housekeeping facilities of Hilton Hotels, UK. The issues regarding the operations of the housekeeping department of Hilton Hotels UK have been discussed at the beginning of the report. A SWOT analysis has been done on the Hilton Hotel which has identified major strengths such as high employee retention, upgrade business processes as well as higher competitive advantages in the competitive hotel industries across the UK. On the other hand some weaknesses of Hilton Hotels UK have also been identified in this report including poor technological application and limited market share. One of the major threats of Hilton Hotels has been identified as updates technological support of competitors as well as hygienic issues during Covid 19 pandemic time. From the PESTLE analysis, it has been found that the technological along with social factors of the UK are beneficial for the growth and development of hotel industries in the competitive market. 
The lower GDP (9.9%) and medium employment rate (76.6%) of the country has positive as well as negative impact on the development of hotel industries. As a consultancy, three issues have been identified from the housekeeping department of Hilton Hotels UK and a proposed solution as per the consultancy has also been provided in this report. The three issued included hygienic challenge due to Covid 19 regulations, lack of technological support and development of masculoskeletal disorders of housekeeping staffs. The consultancy also mentioned three action plans for mitigating identified issues of the housekeeping department of Hilton Hotel including a minimum budget and time scale. The consultancy also suggested some recommendations for financial resources and technical resources collection for implementing these action plans. 
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(Source: https://newsroom.hilton.com/corporate/news/hilton-defining-new-standard-of-cleanliness)
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