2

Consultancy Report 
For housekeeping department 



Student name: Cornelia Stoian 
Student number: 2013911
Company name: Tower Hotel
Name of client: Margaret Jones
Date due to deliver report: 09.12.2022


[image: ]




 (
Tower Hotel
)

Content Table 

Executive Summary………………………………………………………………………………………….3

Introduction…………………………………………………………………………………………………….3

Scope and analysis………………………………………………………………………………………….4

Main Body………………………………………………………………………………………………………9

Finding and results…………………………………………………………………………………………13

Action Plan……………………………………………………………………………………………………16

Recommendation…………………………………………………………………………………………18

Conclusion……………………………………………………………………………………………………18

Reffrences……………………………………………………………………………………………………19









· Executive Summary 
Tower Hotel is a 4-star hotel based in London and lately has faced some problems in housekeeping department, problems that mainly involved employees: lack of motivation, staff turnover, guest’s expectations are not met, bad reputation and reviews, poor training programme, poor department operations. 
This paper will provide research of PESTEL and SWOT analysis, a list of employees over 24 hours, a list of strengths and weaknesses. The problems that the department faces are identified in a list, and there a list of ways to improve them is also provided. 
The main elements of this report are finding are results and action plan sections, where I provided a detailed list od defined problems in the department now, and action plan table provides information about how to solve these problems, including a budget needed for these changes to be made and a time scale of how long it should take. 
· Introduction
Tower Hotel is a 4-star hotel based in London, around Tower Bridge, and it has 100 rooms over 10 floors. Past 4 months housekeeping department faced many problems in relation with guests and staff. Staff are not performing their job as they used to, they call in sick very often, the morale is very low in the department, and because of lack of performance from staff, guest’s expectations are not met, and complaints and bad reviews decrease the hotel’s reputation. Housekeeping manager needs a consultancy report done by a consultant to bring the housekeeping department to what it was 4 months ago. 
The simplest way to define a consultancy report is a document that provides expert knowledge and solutions for technical problems. It’s written by an expert specialized in the certain problem that the company has or consultant for the company who lacks the knowledge or experience in the specific field. (Team, 2021)
When coming in a hotel and enter the room, cleanness sets a first impression to guests about the hotel and what their stay will be like. A major part of revenues comes from the rooms. So housekeeping is a top concern. Because hotel hygiene is a top on guests’ priority, hotels reputation can suffer if the standards are low and hygiene in rooms does not meet this expectation. (Bunzl, 2018)
· Problems that housekeeping department face at present time: 
· Guests’ expectations are not met
· Employees not performing their job as they used to 
· Increased sickness
· Low morale in department
· Bad reviews
· Decreased reputation 
· Lack of documentation 
Each of these problems will be analysed, discussed, and a solve will be found for each of these problems. Different analysis like PESTEL, SWOT, consumer, and demographic will be discussed to find the best way to improve the hotel’s service and reputation. From my previous experience as a consultant, observations on floor of work practice are very useful. In this way employees are observed what they do wrong, observations are notes and appropriate action is taken straight to the problem. 

· Scope and analysis
As described in introduction of this report, Tower Hotel is a 4-star hotel, situated in London near Tower Bridge and it has opened its doors to guests in 2002. The hotel’s logo represents Tower Bridge and travellers prefers this location because of the touristic attraction whose name it has, and because the location is near public transport. The hotel is not addressed just for tourists, business guests also choose this location because is close to the town centre and business offices area. The hotel operates within 100 rooms situated over 10 floor, 10 rooms on each floor (ground floor to 9th floor). 
A 4-star hotel is large, upscale establishment, and fully staffed. It has specious rooms designed with premium furnishing and include luxurious touches like lavish bedding and fine bath products. (Bell, 2021) Tower Hotel offer to the guest’s multiple pools, hot tubes and jacuzzi, fitness centre, two bars, room service, and the location also has rooms with a stunning review to London Tower Bridge. 
· Housekeeping staff in department based on 24 hours rota:  
· 1x housekeeping manager (which has the role of assistant manager)
· 6x floor supervisors (two on a morning shift, two on an evening shift, and two on a night shift)
· 3x public area supervisors (one on each shift)
· 11x housekeepers (7 for morning shift, 4 for evening shift)
· 2x public area attendants (1 each shift)
· 2x laundry attendants (both morning shift)
· 4x porters (2 morning shift, 2 evening shift)
· 4x room service (2 morning shift, 2 evening shift)
The hotel has 33 employees in 24 hours, and according to their monthly number of shifts, there are 100 employees working in that department all together. 
Tower hotel used to be one of traveller’s preferred location and the hotel was famous for the good balance between quality service, and price, an average room cost is £180 per night. To define good aspects and negative aspects about this hotel and the service that they provide, I will use frame works to identify them.

PESTEL analysis 
The hospitality industry is affected by every decision of the local government because the political stability is helpful for growth of hotel industry. This industry is also a big contributor the country’s economic because of its foreign guests that bring with them foreign currency. The age group and their financial classed that the hotel is addressed for is also very important. We live in an era where technology is very important everywhere, especial in hospitality where hotels provide a smooth service offering many options to guests to save their time and make things simple. When it comes to environment, many hotels have adopted the last few years sustainable practices to keep the environment friendly. The legal environment of a country is a decisive factor behind the hospitality industry because there are taxation rules that have a direct impact on the business. (Wondershare, 2022)
	P
Political
	· Hotel’s reputation suffered from the new decision that government made during the pandemic. 

	E
Economic
	· Current inflation affects the number of guests and travellers that this industry face now, they do not travel as much as before because of economy 

	S
Social
	· Many travellers prefer other facilities in the hotel, for example spa, jacuzzi, swimming pool, and the hotel provides this for guests. 

	T
Technological
	· As many other hotels, Tower Hotel use its website for secure room booking and payments. 

	E
Environmental 
	· To be eco-friendly, in the department employees only use eco-friendly cleaning products. From bathroom cleaning products to laundry liquid. 

	L
Legal 
	· The location is safe, with low crime rates or other incidents, is known that guests avoid dangerous areas. 



· Political: Because during the pandemic many businesses held online meetings due to government travelling restrictions, many of them keep these habits at present time, even if there are no restrictions anymore. And because a part of Tower Hotel’s guests were business travellers, their occupancy has decreased after the pandemic because many businesspeople have now the opportunity to hold their meetings online and skip travelling. 
· Economic: because is a 4-star hotel, Tower Hotel is considered as a hotel for guests with income more the average, the average cost for a double room is £180 per night. Economic inflation affects travelling and guests’ interest for luxury locations. The number of travellers is not that big when the inflation is high because they will not have enough finances to travel, so hotels are left with a reduced number of travellers, which might choose low-cost locations. 
· Social: Being a 4-star hotel, the location offers guests many amenities, like swimming pool, hot tubes, jacuzzi, room service, two bars, fitness centre, and a stunning view to London Tower Bridge. 
· Technological: like many other hotels, Tower Hotel also offer guests the facility to book rooms online and online payments also through its online website in a safe manner. 
· Environmental: all cleaning products in the department are eco-friendly free of chemicals. To be a little bit more sustainable, in bathrooms toiletries are supplied in recipients that are reused. 
· Legal: it is known that guests are not looking just for a location near public transport, with many facilities and a great view, gusts also look for a safe place, especially is they have children. Tower Hotel is situated in a safe area, there were no incidents around reported over the 4 years. 

SWOT Analysis 
This tool is used in hotel management to evaluate internal opportunities which are strengths and weaknesses, as well as opportunities and threats. Is very useful to define opportunities in time and use them as much as you can. This tool is also very good because it allows the company to take a more accurate decision making and build a sold strategy for the business. (Landman, n.d.)
	S
Strengths 
	· Full independent and flexible, control of the associated business decision, and good facilities 

	W
Weaknesses 
	· High set up cost for a room, inexperienced staff, single brand strategy, and limited loyalty programme opportunities. 

	O
Opportunities 
	· Develop personalised service and products

	T
Threats 
	· Unfavourable economic conditions, high staff turnover, strong competition from international brands or hotel chains. 



· Strengths: because is not a chain hotel, is very independent and flexible, can take decisions for its own good and improvement and does not have to follow policies that other hotels in the chain follow. Also, facilities that the hotel provide for guests are a strength because a big percentage of guests are looking for pool, room service, bar, or fitness when they book a room. 
· Weaknesses: in this area I can include the cost for a room, even if the facilities and service are good, this is not a price that a wide range of guests or travellers can afford to pay. Because of Brexit and high demand of staff in other sectors, Tower Hotel has to employee unexperienced staff which needs training and experience, and this type of staff are not efficient as old and experienced staff. Being an independent brand can sometimes be considered as a weakness, depending on what problem we are talking about. As an example, when we have a chain hotel, reputation and marketing strategy is easier to manage because if something bad happen in one of the chain hotels, the other hotels will help with the good reputation and reviews. But when you have an independent hotel, you are responsible for what happen with bad reviews, why the company get them, and you are also responsible to bring the reputation back up. Loyalty programmes are not very attractive also for travellers especially, because is just one location worldwide. When travellers visit a location, is very rare that they return to that location and if they do, they might want to go to another hotel. In this case, loyalty programmes might be worth for business travellers, because they are more likely to return to the location in future for business purposes. 
· Opportunities: the hotel can offer guests personalised products and services, for example organise décor in room for special events like birthdays, anniversaries, or celebrations to increase feedback and good reputation. 
· Threats: Unfavourable economic conditions like increased inflation that most countries face now affects the demand of guests because they do nit travel at all, or those that still travel can look for cheaper room costs even if they do not get the same service. Staff turnover is a massive threat in the company now. Because they are not stimulated, they do not fell like they belong to a team, and they do not have that familiar environment where they enjoy coming to work, they do not turn for all their shifts if they can financially afford it. Competition is another threat, especially on online marketing and advertising. Guests trust more brands that they know and booked before, brands that someone that they know been at, or more popular brands inspire them more trust. Is hard to beat competition with an international brand or a chain, even if you offer the same services and facilities at the same price or even a little bit cheaper. 




· Main body
Housekeeping is considered the main important part in a hotel because this department handles one of the most important tasks of the hotel: maintaining cleanness and hygiene. Housekeeping is also considered being the department that play a vital role in cost control. For a better efficiency in housekeeping department, is essential to be optimised, efficient, and always improve guests’ satisfaction. (Joshi, 2022)
	Positive Aspects 
	Negative Aspects 

	Department is fully staffed 
	Bad reviews 

	Hotel offer guest facilities 
	Poor employees’ performance 

	Full independent and flexible to make changes
	Guests’ expectations are not met 

	Safe location 
	Decreased reputation 



Analysing positive and negative aspects that Tower Hotel faces now, fully staffed department is a positive point to start a change with because we can play with the employees and move them around for better performance, and recruiting is a less worry at this present time. Offering guests facilities is very important for customers these days because they do not want to stay their room doing nothing, they do not pay that amount of money for that, and facilities can sometimes be a way of attracting clients. Because is an independent hotel and its does not belong to a chain is very flexible to any change that might be needed to try different strategies. The least positive aspect of Tower Hotel is that is in a safe location, with a low criminal rate and this is another attraction strategy for guests, especially if they have children. Negative aspects list covers more subheadings, but I listed here just the main ones, and the negative aspects must be analysed in more depth on each of them. Bad reviews are a big challenge for hotels because is on everyone’s hand to check online a hotel’s reviews. If reviews are bad, then guests will choose another hotel, especially if there are a bigger number of bad reviews then positive reviews. Poor employees’ performance does not help the reviews, service that guests get, and the hotel overall and leads to not unmet guests’ expectations and decreased reputation because employees are very important in the business wellbeing, without good employees, the business cannot perform. 

Staff training programme 
Staff training programme is essential in a company especially if the company faces certain problems with staff performance. Training gives employees a refresh about how they should do their jobs and can qualify as the backbone of an organisation and not just a way to train the people. If staff have the right training, it can help them handling the changes that the company faces, transformation, and disruption. Studies suggest that 40% of employees will leave their job within the first year due to poor employee training and hiring new workforce might cost a minimum of $2500. (Kaushik, 2022)
· COSHH training (Control of Substances Hazardous to Health) is an essential training for employees that handles cleaning substances, and this training should be the first one that is delivered to staff. 
· Colour coding and infection will train staff to adopt an efficient infection control procedure when using cleaning equipment and how to use colour coding system with the overall cleaning range. 
· Health and Safety provides staff information about health and safety at work and how to develop safe system to improve safety at work. 
· Introduction to Housekeeping will explain to employees what the difference between the two times of housekeepers in a hotel (public area and room attendant) is and what their job roles in the hotel are and what a huge part in creating the guest’s first impression they play. 
· Washroom Hygiene is the training that provides information about different hazards found in the laundry and the specific cleaning regimes that are required to minimise the spread if infection. 
Housekeeping is an operation that function 24/7 and is essential in keeping the hotel clean and comfortable for the guest’s “short home”, but this process is successful only when the whole department work as a team and they act responsible. Executive housekeepers play an important role in the department, because is the person that must make sure everything is stunning after the housekeeper left the room and must pay attention to detail. (Web, 2019)
Problems that housekeeping department faces in the hotel:
· Guests’ expectations are not met: when I talk about guest expectation not being met, I refer to the fact that they request something, and the housekeeping department do not prove that. For example, lately, guests expect to be treated more special and not like another guest and this give them a satisfactory experience during their stay. A way to deliver a personalised experience is to leave a welcome note with the guest’s name in the room after has been cleaned, send notifications about breakfast hours, or information about events in the hotel. (Chamberlain, 2021)
· Employees not performing their job as they should do: employees performance is essential in this industry because they have direct interaction with the guests and they should satisfy the guests needs. There is a saying that perfection of work depends on pleasure at job, which is very true. This can be achieved by training, quality employee’s education, or finding out what the problem is and why employees cannot perform their job as they should, if they do not feel capable to do that role. (Essays, 2018)
Ways to improve housekeeping operations: 
· Prioritise: before staff go to start their job, make a list of any guests with special needs or requirements and hand it over the staff responsible for those rooms. In this way communication is not missed and guests needs are met, a problematic area at this time in the department. In this way staff will also be able to prioritise their cleaning tasks 
· Technology: is a useful modern way to inform room attendances when a guest has checked out or when a guest is waiting in the lobby for their room to be ready. In this way employees don’t waist precious time to check and missed communication is again ticked of the list. Using a mobile app of this kind, employees get notified about an urgent task or how they should prioritise their jobs. They can also use the app for their time sheets, for trainings, communication between the department, and notes. 
· Sustainability: is a must in a hotel these days, especially 4-star hotels. We live times when people are more aware about the environment, and they prefer to choose restaurant, hotels, products, and services that offer this option and are sustainable. Giving guests eco-friendly products such as toiletries, give then the chance to limit the amount of cleaning requirements during their stay (this also saves the time spent by housekeeping cleaning a room and in laundry as well as the costs) and use eco-friendly cleaning products. 
· Bring timely changes in standard operating procedure: room attendances should not take more than 20 minute to perform their job in one room as following: 7 minutes to make the bed, 5 minute to clean the bathroom, 3 minutes for dusting, 3 minutes for sweeping and mopping, and 2 minutes for amenities replenishing. An extra time of 5 minutes should be given to new room attendance, just to familiarise themselves with the job role and routines. If an experienced room attendant takes more than 20 minutes to attend and clean a room, the reason why this happen should be discussed and if more training is required it should be provided. 
· Train and reward your staff: are known that staff work and perform their better when they are rewarded, and there are statistics to support that trained employees perform their job better because they have a fresh reminder about how they should perform their job. To keep their morale up put a reward policy in place. If they are not performing well with the reward policy, invest in training them where they have lack of performance because in this way, they will become motivated and they will stay in the company. Don’t dismiss people and give them the chance to get better because is hard to get new employees especially after Brexit and covid and takes financial costs. 
After employees had their training programme and issues have been identified in the department, is essential that a good marketing strategy is in place to get back the guests. The goal of every hotel owner is to attract more guests because it increases the occupancy rate and the company’s income and revenue. Looking at research, there are two types of people: those that love living in a hotel, and those that hate it. It is a challenge to be in a hotel industry marketing because outside there is a massive competition, especially with the website growth, while some of hotel marketers are familiar to these trends, they are still tasked with hitting their metrics, which are often tied to booking. A good marketer will always achieve to make sure people can find the hotel in the first place, and then get that excited and can’t wait to book their stay. (Whitney, 2021) There are some ways to improve hotel marketing:
· Make sure you target the right audience: look at what type the hotel is and who is addressed at. Tower Hotel is addressed for both leisure and business travellers, so the rate of guests can easily increase. 
· Allocate more marketing budget during peak booking season: the main visited time of the year in London is Christmas and summer weekends. Investing more money in online advertising worth it during these times. 
· Do not market just the hotel market the location also: let people know about the positive aspects of the location, how safe it is, and how near it is to public transport, city centre, and touristic attraction. Let potential guests know that in surrounding area there are coffee shops, pubs, and other attractions. 
· Build and advertise a customer’s loyalty programme: this strategy is very good for business travellers because they are likely to return for their business. On online advertising attract potential guests with this promotion and let them know that they get discount on their second stay. 
Marketing strategy is not just about putting in place a strategy and leave it like that for years. To meet the marketing demands that are always changing, the company’s marketing strategies must be adapted regularly and against competition. An ideal strategy will help optimise the number of expected guests and at the same time will build brand awareness and reputation. (Lacalle, 2021)

· Findings and results
	Lack of motivation 
	Employees are not performing their job as they should do and as they used to do it, they seem to be unmotivated and their interest for the company’s performance is low 

	Staff turnover 
	Staff turnover goes along with lack of motivation, employees easily find another job if they are not motivated to come to work in an environment that they like, especially if they can financially afford some more time off than usual. 

	Guest’s expectations are not met 
	Because of lack of motivation and poor organisation, guests’ expectation is not met, resulting in bad reviews and decreased reputation 

	Bad reputation and reviews
	Bad reputation come along with poor service, especially on social media where guests leave their impression about the hotel and their stay 

	Staff training programme 
	Giving employees regular training will give them a refresh about how they should perform their job and you will keep them up to date with government guidelines 

	Lack in housekeeping operations 
	Poor organisation and attention for cleaning chemicals, laundry operations, work allocation, and timing



· Lack of motivation: Hotel housekeeping staff make up many the hospitality industry and they are an essential part of a successful business when own a hotel. In this industry, a good housekeeper is more likely to be motivated to deliver good standard cleanness which then result in high guest satisfaction. On the other hand, lack of housekeeper’s motivation can result in less quality of work and bad guest reviews and satisfaction (Solutions, 2022) I have spoken to some of the housekeeping staff, and they said that over the past 4 months motivation has decreased a lot in the department. They do not feel appreciated, and they feel like to come to work just for their money, there is not a familiar atmosphere anymore. 
· Staff turnover: employee turnover in hospitality industry has always been difficult to manage and this is down to a few factors that is not in hands of business owner or general manager. There are many contributing factors towards people wanting to leave this industry, i.e., unsuitability for this role, lack of flexibility, lack of recognition, minimal growth opportunities. (Blythe, 2021) There are some factors in management’ hand to reduce staff turnover in the department, like giving them the opportunity to grow, especially to old staff that are known to work hard, and recognise everyone’s hard work, factor that will increase employee’s motivation as well. 
· Guest’s expectations are not met: to meet guests’ expectations is the minimum required to fulfil bookings throughout the year. If the company provides excellent service, special amenities, use of technology and make the guest’s stay smooth they are more than likely to become loyal guests and to refer your hotel to friends and family. (Lacalle, 2022) Tower hotel has the facilities to meet the guest’s expectations, but that is not enough all the time. Some guests must wait long time for their room to be done when they come for check in, and sometimes the room is not cleaned as it should be. If they have a certain request in their room, because of missed communication, guests do not get what they ask for. 
· Bad reputation: is all about monitoring and influencing how the hotel is perceiving online by keeping track of review sited, posting, and engaging on social media, because the hotel’s online reputation is vital for overall business and staying on top of it make a big difference against the competition. (Boley, 2020) Apart from online marketing and social media activity, gest service plays a massive role in bad reviews and reputation. The hotel can be active daily on social media, if they do not give quality service, guests will leave bad reviews online and they will not recommend your location. 
· Staff training programme: there are 5 trainings that are a must for employees to have them done regularly (they are listed under staff training section page). Attending these trainings, they can learn how to do their job better and how to protect their selves and others. 
· Lack in housekeeping operations: the department needs someone more often on the floor to supervise what is going on, how staff perform their job and how effective they are. Cleaning chemicals are not used as they should be, this can be improved with training, but someone also needs to be supervising the floor to make sure that employees work as they should do. Work allocation and timing must be closely monitored also, because is one of the reasons why employees are not effective: do they like their job, are they allocated correctly, and are they timing their jobs correctly to be effective?


· Action Plan
	No
	Problem
	Solution 
	Desired outcome 
	Time scale 
	Completion date 
	Planned budget 

	1
	Lack of motivation 
	Reward monthly the housekeeper that worked the hardest for the whole month
	Housekeepers will see that they get rewards in money if they are the best in that month and will be more productive, trying to increase their income in that month 
	1 month 
	1st of February 2023
	£200 per month 

	2
	Staff turnover 
	Be more flexible about their shifts and work around to their needs in their job role, and give them the opportunity to grow if they are good enough 
	Employees will stop with the company if they have the possibility to have a flexible programme or to grow, and money needed to be invested in recruiting are saved 
	1 month 
	1st of February 2023 
	£0

	3
	Guest’s expectations are not met 
	Stimulate employees to work weekends when is more demanding and pay them £1/hour more for these shifts 
	Enough staff during weekends to meet guest’s expectations are reduce waiting time 
	1 month 
	1st of February 2023 
	£4,752 per month 

	4
	Bad reputation and reviews 
	Optimise website and stay active on social media. 
	Increased reputation and reviews will attract more guests and more income 
	3 months 
	1st of April 2023 
	£0 

	5
	Staff training programme 
	Offer training every 3 months for all staff working in the department 
	Employees will do their job better and will have a regular refresh about their job role 
	1 month 
	1st of February 2023 
	£2,500 every 3 months 

	6
	Lack in housekeeping operations 
	Department needs a Human Resource manager 
	Housekeeping operations needs to be organised and monitored; employees must be supervised closely how they organise their time
	2 months 
	1st of March 2023
	£3,000 per month 



1. Lack of motivation: Monthly rewards for one of the employees will make the difference when it comes to their motivation. Everyone wants to increase their monthly income and they will try their best to get an extra £200 with their salary, his strategy will also develop a competition between employees. Other small signs of appreciation shown daily that does not cost money will improve employees interest for work, for example offering the employees, the chance to step up in their career will make them feel appreciated and if they are looking for a further career, they will try their best in their job role just to be observed and to be offered a better job role. When a supervisor role in available, offer someone that worked hard and was dedicated to the company the opportunity to be the new supervisor. In this way, the other housekeepers will see that their work is not forgotten and each little effort matters. Listening to them is another important way to make them feel valued and motivated. Employees opinion always matter because they know best what is on the floor because they are always there doing their job. When a change needs to be done, take in account their opinion as well. 
2. Staff turnover: statistics shown that recruiting new work force in any department need money invested in training and recruitment. Working along with employees and listening to their needs will make them stop with the company and apart from saving the money needed to invest in recruitment, the company will also have good valuable staff to trust. If someone do not feel competent to have a certain job role in the department, for example housekeeping, give them the opportunity to work in laundry or public area. If someone needs flexible hours because they do not have childcare, try to work around with their needs, and the most important, give them the opportunity to grow and step up in their career when there is the opportunity. 
3. Guest’s expectations are not met: the hotel needs to make sure that enough staff are supplied in the weekends, when is more demanding, because this is one of the reasons why guest’s expectations, staff shortage will make them wait in lobby for hours for their rooms to be cleaned. Stimulating employees to come to work on weekends will decrease staff turnover and will improve guest service. 
4. Bad reputation and reviews: general manager need to pay more attention and spend more time on social media and try to re-organise his duties during the day to have more time dedicated to this role by staying active on social media and engaging with audience in real time. 
5. Staff training programme: Money should be invested in a trainer, and this should be contacted to provide training to staff every 3 months, especially to new employees. 
6. Lack in housekeeping operations: An HR manager must be employees, to monitor and be in charge on what employees do, how they perform their job, what their needs are, and how the company can meet their needs. 

· Recommendations
· Increase motivation by rewarding employees monthly, in this way employees will be more competitive and productive because they will want to increase their income every month 
· Be flexible with employee’s needs and listen to them to avoid turnover.
· Stimulate employees to work when is more demanding (weekends) to avoid not meeting guest’s expectations 
· Online activity and marketing must be present to increase bad reputation and bad reviews. Bad reputation and reviews are always taking place online, so a permanent online presence can avoid this. 
· Trainer to be provided every 3 months for regular training programme.
· Human Resource manager must be recruited for better department operations and for better online marketing. 

· Conclusion 
In conclusion, Tower Hotel have some areas in housekeeping department that needs some finances invested, but after this investment the hotel will operate and satisfy guest’s needs as it used to do months ago. The majority time scale of these problems is 3 months, and a budget of £10,452 should be invested the first 3 months. One of the good aspects of this department is that is fully staffed; however, staff turnover solutions are implemented in this report to avoid staff shortage. The two lists of training programme and ways to improve housekeeping operations are one of the strangest points of this report, because is clear and fixated about the important changes that needs to me made. Investing in a Human Resource Manager is the change that needs the biggest budget but is also the most important change that will make the difference, because a Human resource manager can supervise employees better. 
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