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Executive Summary
A consultancy report has been generated for J.W Marriott International. The consultancy report has been generated with an aid to provide expert analysis regarding the problem faced by the organisation. The restructuring of the project management through relevant analysis and strategic management implied by the organisation. The hotel J.W Marriott Washington DCis one of the most renowned brands in the hotel chain industry and has been serving its guests since 1984. The journey started in Washington and expanded globally at present. The feedback taken from the guests has identified some issues which have degraded customer satisfaction and identification of the major issues that are faced by the organisation has been stated. Customers have presented their comments regarding the development of their management communication to deliver the room service at the proper time. It has been often found due to a lack of communication between the front desk and housekeeping the needs of the customer have not been fulfilled. The inventory management is not maintained properly which often resulted in a shortage of the materials which are needed for quality room service in the hotel. Improper inventory has created a lot of wastage and mutualisation of the raw material. The most critical problem the organisation has been facing is workforce retention. Often the employees have been resigning from their job within a period of one year. This has created a shortage of workforce and an increase in the training cost of the new employees. The lack of workforce hampering the functioning of the hotel and thus customer satisfaction has faced a downturn. This problem has originated from several factors that can be both external and internal that have affected the business. The analysis of the factors that have affected externally has been diagnosed thoroughly by PESTEL analysis. The finding has generated a high inflation rate and lack of cheap labour availability has increased the cost of production. The recession has lowered the purchasing ability whereas the high education level has enabled the organisation to employ skilled labour. The increase in technological development has positively impacted the business. Lowered unemployment rate resulted in shifting the workforce for better opportunities has created a problem in workforce retention. Similarly, SWOT analysis has given a detailed insight into the organisation's strengths and weaknesses. J.W Marriott Washington DC Washington DC has a huge brand value and innovative skill which creates an opportunity for a ready market, development of strategy and also a constant flow of workforce. Weakness of J.W Marriott Washington DC has been identified which include lack of management communication, inventory management and the problem of data privacy. The weakness has reflected the threat which includes low revenue income and hard to sustain in the competitive market. As per the analysis, three issues have been framed. Issue one states Poor Housekeeping Service who are assigned to provide cleanliness and a homely environment to their guests. The post-pandemic new normal situation has changed several rules which have restricted the performance of the housekeeping staff. The lack of an ample number of staff has resulted in the irregular activity of the housekeeping function which has annoyed their guests. Complaints against irregular bed sheet change and cleaning have been performed. Management has taken a strategic step to control the cost through controlling housekeeping activity, complimentary breakfast and gradation of room to overcome the loss amount during the period of a pandemic. The failure of the strategy has been shown as a proper solution through proper staff training, implementation of advanced technology in the sanitization process, and pampering guests through proper housekeeping should not be ignored as it directly affects the satisfaction level of the guest. Issue two includes High Staff Turnover which has resulted in a shortage of workforce within the hotel operation.  According to the US Bureau of Labour Statistics, the hotel industry experiences high staff turnover which is approximately 73.8%. 45% of the staff of J.W Marriott Washington DC has resigned for a better opportunity. This issue can be mitigated by providing them health benefits, updated skill training, monitoring of work and providing appraisal based on performance checks. Developing an inclusive workplace and building strong relationships and motivating them for high efficiency in their work.  Issue three includes Poor Inventory Management which resulted in the timely delivery of the service that guests had demanded within the proper time. The solution that has been highlighted for the issue states proper investment towards technological development in the inventory management of J.W Marriott Washington DC. Technology will help to track orders and reorder stock and avoid shortage or misuse of the stock. The identification of issues and solutions has given adequate findings and results. The housekeeping staff has to be highly trained in their pattern of jobs and responsibilities. The role of inventory management within the organisation has been discussed which needs development to check the cost and customer satisfaction. TOWS analysis has been performed which has reflected the threat and opportunity from both strength and weakness of J.W Marriott Washington DC.  Strength has opportunities like high market values and improved training for the staff similarly threat includes high competition and labour market challenges with restricted talent. Weakness of the organisation reflects the staff retention problem, employee recognition, poor inventory and skilled housekeeping. Based on the finding and results, the action plan has been designed pragmatically estimating the tenure time to recover and budget for development. The report has concluded effective recommendations for staff training, developing policy for staff retention and technology integration in inventory management. The report has given a detailed insight into the consultancy process and project management development. 
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[bookmark: _Toc136285082]Introduction
[bookmark: _7houdj5lgvf0]A consultancy report is developed with an aid to provide and generate an understanding of the diagnosed problems and possible overcoming solutions to them. The consultancy report is generated to reflect the expert comment regarding any issue which helps the business to achieve its goal and bring success. The report will be developed with an aim to develop knowledge on the process of consultancy and management of the project. The report will proceed with its effective discussion based on the operational gap of the J.W Marriott Washington DC Washington DC. The problems that have been identified on which consultancy report will be generated includes the lack of proper workforce retention, mismanagement in the housekeeping which has affected customer satisfaction and inventory mismanagement. There are several factors which affect the business operation which can be both external and internal factors. The external factors will be analysed through PESTEL analysis. This model helps to identify the necessary factors that affect the business externally. Close observation of these factors helps to assess the situation through which a business can make its strategy to overcome the risk and make betterment in their operation. Whereas the internal factor that a business possesses will be analysed through SWOT analysis this helps the business to self-assess their weakness and strength. Identification of the strength of the business will diagnose the opportunities that may arise through it and similarly, weakness helps to locate probable threats. The scope and analysis will help to understand the functioning of the hotel in detail. Based on the analysis an improvement plan will be developed. TOWS analysis will help to exhibit the hypothesis that will be generated for J.W Marriott International. Detailed discussion and data will help to generate a proper action plan. The overall discussion will provide recommendations for the organisation's future development.  
[bookmark: _Toc136285083]Scope and Analysis
Hotel Overview 
[image: ]
Figure: Google rating of J.W Marriott Washington DC
Source: (google, 2023)
J.W Marriott Washington DC is one of the eminent brands in the hotel industry. The first hotel was opened in Washington in 1984 by J.W Marriott International. The business has earned goodwill and successfully expanded its business in Europe and the Middle East. The headquarters of the hotel is situated in Bethesda, United States. The hotel is situated at an excellent location which attracts potential customers to their property.  The landmark of the hotel is near the White House of Washington D.C. which enables the hotel to get varied customers. The property is designed in an extraordinary way that satisfies the needs and preferences of the guests who visited the property for family trips and vacations as well as business and corporate conference events (acas, 2023). The hotel has 755 guest rooms and 22 special suits. The rooms are designed with several facilities and amenities that would satisfy the guest by J.W Marriott International. Well-spacious and ventilated rooms, large bathrooms fitted with modern bathroom fittings. The hotel provides an option for a full wall window which enables an obstruction less view of the cityscape. Accessibility of the room has been ensured to provide quality service to their especially abled customers. 
The overall review that the hotel has gathered from their guests is quite satisfactory though a few issues have been diagnosed which include a lack of minimalistic approach in the room. The rooms of the hotel lack the modern minimalistic look and even the classic aged look (Clark, 2012). The interior is quite mediocre which has received negative feedback. The rate the hotel rooms charge for the decor of the room does not match the customer's satisfaction. Google Review has given a 4.4 rating as per the review accumulated within which the most important factor that came up was a lack of proper management cooperation.  
Scope of the hotel 
The hotel has made many technological developments into their hotel to enhance customer satisfaction like the facility of high-speed internet connection, Smart HDTVs, and variation in food menu and beverages especially the rooftop lounge which provides an excellent experience to enjoy the city ambience. The meeting space has been extended and redesigned within a floor space area of 2,712 sq. ft which can accommodate more than 150 people approximately. A sustainable approach has been introduced in the hotel operation like recycling the Guest Room and water footprints computation up to 648.58 litres per room. The introduction of various improved technology like robots, AI and Smart contactless operation in the hotel operation has improved functional activity and enhanced customer satisfaction. An important development has been introduced to improve the accessibility of the hotel through providing a service of valet parking to smooth access of wheelchairs (Kotter, 2012). This development will enable better performance of operations and satisfy their customer needs in a highly competitive market.   The above-mentioned factors create huge scope for J.W Marriott Washington DC to increase their revenue generation through satisfying their guests.     


PESTEL Analysis 
There are several external factors that influence the business operation and having a keen knowledge of the external factors helps the business to assess the probable threat to avoid the risk. Similarly, the factor creates opportunities for the organisation to properly flourish with the available resources and situation (Newton, 2010). This analysis of the external factors will be analysed with the help of PESTEL analysis. 
	Factors
	Impact on the business

	Political Factors
	The high inflation rate has resulted in a rise in the price of the goods which can affect the hotel’s expenses for regular hospitality requirements. The constant increase in CPI by 0.4% will give a tough situation for J.W Marriott Washington DC to handle its cost. 
Government efforts in the tourism industry can help J.W Marriott Washington DC to revive from the post-pandemic situation by utilising the positive approach of the government, 

	Economic Factors

	The labour cost has risen and the availability of cheap skilled labour has also decreased which has resulted in the expense of J.W Marriott International. The minimum wage rate has been fixed by the government at $7.25 per hour.
The recession has decreased the purchasing power of the consumer by 7.4%.
An increase in the tax rate to 6% has increased the cost of the hotel and import of raw materials for J.W Marriott Washington DC.   

	Social Factors

	More than 37.9% of the population above the age of 25 possess a graduate degree and skill creates an opportunity for the hotel to employ skilled staff with high efficiency (employment-studies, 2023). 
The unemployment rate has experienced a downturn by 3.4% which has created an opportunity for the human resources of J.W Marriott Washington DC. to opt for better opportunities as employing options has extended in the market. This has created a problem of staff retention within the organisation (Armstrong, 2007). 

	Technological Factors
	The availability of high technical development has enabled J.W Marriott Washington DC to implement technological development in their organisational operation. Inventory management and floor management could be enhanced through better technology like. Personalised software for inventory check-ups, AI, robotics, improved sanitation machines and cleaning fixtures.
The broad network created through digitalisation creates an open market for the business to explore for market expansion.

	Environmental Factors
	The growing concern about environmental change has a high demand for a sustainable approach in the business which has created a scope for J.W Marriott Washington DC to apply sustainable approaches to inventory management to reduce waste generation. 
The usage of eco-friendly products and renewable sources of energy like e-vehicles and solar panels for power connection will help to reduce costs for J.W Marriott Washington DC. 
Effective concern towards the environment will create goodwill in the organisation and thereby draw the attention of the potential guests. 

	Legal Factors

	The employment law that includes the Civil Rights Act of 1991 and health and safety regulation reflect the statutory OSH Act of 1970 creates a guideline that binds malfunction of the organisation to ensure the rights of the employee and customers (Wiley, 2023). Thus, J.W Marriott Washington DC needs to face legal hazards if the legal factors are disobeyed. 



Evaluation
J.W Marriott Washington DC may face an increase in the cost of production due to high inflation and the availability of cheap labour has decreased which resulted in organisations bearing more labour costs. High education enables J.W Marriott Washington DC to get skilled labour and high technical development creates a scope to introduce modern technology in the operation of the organisation (Burke, 2011). A sustainable approach would guide J.W Marriott Washington DC to reduce waste generation and control the cost. The legal structure binds J.W Marriott Washington DC to handle their employees and provide proper wages to maintain a constant flow of workforce within the organisation. 


SWOT Analysis 
J.W Marriott Washington DCis one of the prominent names in the hotel chain industry. The analysis of the organisation's strengths and weaknesses will enable it to locate the theta and opportunity of the organisation. The analysis will be the basis of the SWOT analysis. 
	Strengths
Brand value
J.W Marriott Washington DC has high goodwill and brand value in the market which attracts huge guests. The organisation provides luxurious services to their guests. 
Global market
Business expansion has enabled the organisation to access their business in the global market which has created recognition and demand in the market. 
Innovation
Constant innovation and gradation in the strategies in the organisation’s cooperation helped the business to succeed (audit. wales, 2023). Changes in the service and products served have been enhanced through research and innovation which satisfied their guests. 


	Weaknesses
Management gap
The guests are often not satisfied with the organisation's management staff due to a lack of communication (Noordzife, 2014). The proper communication with the housekeeping and desk staff fails to meet customer needs and preferences within time (people management, 2023). Guests' complaints have been raised due to it. 
Inventory mismanagement
Lack of proper management of the inventory due to lack of properly trained staff and training (Wiley, 2023). Increase the cost of production due to wastage of the inventory. Unable to deliver the guests' needs in proper time created a negative impact on guests' satisfaction. 
Lack of data safety
Despite high investment in technological development organisation is unable to secure their data and efficiently implement technology in every sector of the organisation which will develop operation and communication. This led to a lack of trust in the guest for the organisation. 

	Opportunities
Strategic development 
The research and innovation will help the organisation to improve its operation and improve customer satisfaction (Scholes, 2020). This will help to manage the performance of J.W Marriott International.
Pull of workforce
The high brand value will be able to pull a dedicated workforce within the organisation (O’Mahoney, 2020). Willingness to get associated with the high brand official enables a constant flow of workforce. 

	Threats
Competition
A Highly competitive market will overtake the market of J.W Marriott Washington DC if they fail to improve their customer satisfaction. 
Low revenue earning
Mismanagement in inventory will create an increase in operational cost and the possibility to earn high revenue will decline thereby.  



Evaluation
J.W Marriott Washington DC has high brand values and international recognition which create a ready market for the business and a constant flow of skilled workforce. Innovation helps the company to develop its strategy for improvement (Johnson, 2005). Though the lack of management communication deteriorates customer satisfaction and mismanaged inventory increases operational costs. This weakness creates a threat to overtake the demand of the company by available competitors in the market and also creates a low revenue earning scenario. 
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House-Keeping Department: This function falls under the operations department of the hotel which is mainly responsible for overseeing the cleanliness and hygiene of the hotel rooms along with maintaining the setup of the hotel's public areas and surroundings. In other words, this department ensures that the customers visiting J.W Marriot Washington DC can have a pleasurable experience in their every hotel stays. The duties of the housekeeping department start with room inspection prior to the arrival of a hotel guest and making sure that the room is properly arranged with the mandatory supplies needed for delivering a satisfactory experience. There are some issues that the housekeeping department of the client is facing all of which have been listed in the points below. 
Issue One
Poor Housekeeping Service: The staff working within the housekeeping department of the hotel is mainly responsible for maintaining the cleanliness and hygienic factor of the hotel rooms and lobbies. Thus, it is important for the staff within this department to be trained with the best skills so that the duties of each staff are executed properly. However, it has been seen that post the pandemic period the hotel has been skipping its housekeeping services due to the shortage of workers. This entails that the default housekeeping services offered by the hotel have been limited to trash cleaning and towel replacement. The guests staying at the hotel have been complaining about unclean beds, mattresses or dirty windows. It has been reported that J.W Marriot Washington DC only provides housekeeping services to its guests until and unless requested (CBS News, 2022). This has been mainly done by the hotel management to manage the extra costs which was expended during the pandemic. Daily housekeeping, complimentary breakfasts, and room upgrades are some of the essential housekeeping services that the management exempted from the daily list and decided to offer only on request. Furthermore, it has also been reported that Marriot has launched a new model for housekeeping stay-over services which is centred on the choices of the guests during their duration of stay (Marriot Bonvoy, 2023). 
Solution
Providing Staff Training: Providing housekeeping training will ensure each staff and worker knows the most appropriate cleaning methods and have proper knowledge of the equipment needed for the delivery of standard services. Ensuring staff training for the workers within the housekeeping department will ensure that each duty is executed with the right standards within the desired time frame. The brand image of J.W Marriot Washington DC mainly depends on the way it treats the guests and the experience they gather during their hotel stays. Thus, providing staff training with the most appropriate strategies can be identified as one of the best ways this issue of the hotel can be solved. It is recommended that the management of the hotel should arrange a staff training and development program that will be solely focused on teaching the staff the updated skills and standards that are needed for the execution of the best housekeeping service (Lacalle, 2022). Training the staff will allow them to know the most appropriate cleaning methods that they can implement while cleaning or preparing the hotel rooms for the arrival of guests. The use of proper sanitisation tools and disinfectant chemicals for cleaning the lobby areas and rooms can be identified as one best options. Apart from that, the staff should also be trained to use PPE kits and the ways to handle cleaning equipment that will prevent their risk factor (Marriott Bonvoy, 2022). Additionally, it is also suggested that the training should also inform the housekeeping department that the frequency of the services offered at the hotel should be increased which will mostly depend on the duration of the stays of the guests at the hotel premises. Guests when offered daily housekeeping services including making the bed ready, cleaning the trash cans, rearranging the bathroom towels and other crucial services make the guests pampered during their vacations which raises their satisfaction level during their stays (Sachs, 2021).   
Issue Two
High Staff Turnover: Employee turnover is considered one of the major setbacks that a company needs to check in order to sustain itself within the competitive market. Retaining the employees within the business should be one of the main focuses of the management of the hotel in order to improve its brand image and meet the constantly upgrading customer expectations. In that context, according to a report by the US Bureau of Labor Statistics it has been found that the hotel sector of the country has been experiencing the highest turnover rate which amounts to 73.8% (Alexandra, 2022). This is due to the fact that the pandemic has one of the main reasons why workers from this industry have been fleeing from their job roles for fear of getting infected. According to findings gathered from secondary studies 41% of staff from the housekeeping department at Marriot Hotels considered reemployment as a better option. Additionally, the findings also reveal that 45% of the workers at Marriot believed that they were unfairly paid. J.W Marriot Washington DC has been ranked within the top 40% of the nearby companies within the same location (Comparably, 2023).  
Solution
Developing Employee Retention Policies: Employees and workers can be the best assets that a highly reputed hotel can have. Hence, ensuring their work satisfaction can bring positive changes to the way they deal with the guests which will have a direct impact on the brand image of the hotel. Studying the high employee turnover situation that J.W Marriot Washington DC is facing it is recommended to the management of the hotel to review and remodify their employee retention policies so that the turnover rate within the business decreases. Hence, it is suggested that the human resource department of J.W Marriot Washington DC when hiring employees should focus on a number of key areas. This includes offering a competitive salary package with an offering of other health benefits. The human resources department should also ensure that the housekeeping staff should be developed with the proper and updated skillsets including both hard and soft skills that will be needed for the execution of daily duties (Ruane, 2023). Along with that, it is also equally important that the human resource team should monitor the skill development program and also should review and assess the performance of the staff. This will allow the team to deliver helpful feedback to the staff on the basis of which the workers can improve their deficit skills. Also, staff promotion and appraisals can also be a great option for retaining the workers from the housekeeping department.  This can work as a factor of motivation which will drive their work engagement level leading to the delivery of superior customer and housekeeping service. Moreover, it is also suggested to the management of the hotel to support an inclusive workplace culture where all the staff and workers will be seen as equals and would be given equal opportunity in terms of work appraisals and other benefits (MALYAROV, 2018).
Issue Three
Poor Inventory Management: Managing the stocks and resources needed for the smooth flow of daily operations at the hotels is an essential task that an ideal hotel manager should do. In that context, hotel inventory management the term can be defined as the monitoring, storing and replenishing of all the required stocks of the hotels that include room amenities, kitchen equipment, food raw materials and many more. However, it has been noticed that J.W Marriot Washington DC have been suffering from bad inventory management issues after the course of the pandemic. The lack of expertise within the housekeeping team has led the hotel to face problems while delivering housekeeping services. This is due to the fact that the hotel has been using a manual inventory tracking system which is quite vulnerable to human errors due to which the hotel has failed to deliver on-time services with ease (Jenkins, 2022). 
Solution
Integration of Technology in Hotel Inventory Management: It is highly advised that the management of the hotel should focus on making significant investments towards the technological field and integrate various advanced software in their inventory management process. It is recommended that the housekeeping department head should make use of tracking software that allows the automated features of re-ordering and procurement. It will be beneficial for J.W Marriot Washington DC to use cloud computing software for the management of the hotel stocks. It is also suggested that the hotel should also measure and report the performance metrics including inventory turnover and processing speed and share those with the suppliers in order to better manage their stocks (Oaky, 2022). Keeping a close watch on the suppliers and monitoring their supplying performance can help to avoid supply chain reactions which will decrease complexity and also streamline the workflows of the housekeeping department. Along with that, the hotel should also conduct daily stock auditing that will help the housekeeping department to keep their inventory stock levels up-to-date. Also, with the application of demand forecasting tools the inventory management at the hotel can be exponentially improved which will allow the housekeeping department of the hotel to keep up with the changing customer preferences or seasonal trends. The management of the hotel is also advised to teach the staff the use of inventory management software which will reduce the chances of human error while using the. Moreover, it is suggested that the housekeeping department should also optimise its inventory space. Therefore, it is advised that the hotel should categorise its inventory on the basis of which automated orders can be picked, packed and shipped. It is recommended that the hotel should use FIFO software within their inventory management that will regulate the stocks of the hotel accurately and also reduce the expenses needed by the hotel (White, 2023).    
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Areas and function of different areas under housekeeping department of JW Marriott
A table showing different areas under the housekeeping department of the JW Marriott hotel
	Areas
	Key Findings

	Staff number and roles
	A significant number of staff members are working in this department. 

	
	The housekeeping departments contain various roles, for instance, floor supervisors, housekeepers, room inspectors, housekeeping managers and linen attendants.

	
	The responsibilities of this area are to ensure cleanliness, maintenance, and maintaining the appearance of guest rooms. 

	Staff training
	Comprehensive training programmes for both existing and new employees.

	
	The aim of the training is to provide the employees with the necessary knowledge and skills to provide exceptional cleaning services and ensure customer satisfaction (Agatha Suciadi, 2020). 

	
	The topics included in the training programs are proper use of equipment, cleaning techniques, use of chemicals, communication and customer service skill enhancement. 

	Inventory management
	Inventory management includes maintaining the stocks of cleaning supplies for instance chemicals and equipment, linens and more. 

	
	The role of this area in housekeeping departments is to monitor and track the availability of sticks, usage tracking and rendering. 

	
	JW Marriott has implemented automated inventory tracking systems to ensure smooth operations of this department and limit the risks of stock shortage. 

	Room management
	The housekeeping department follows the cleaning protocols established by the hotel to ensure consistency in maintaining the cleanliness of the rooms and room linen. 

	
	The cleaning process includes dusting, bed-making, bathroom cleanliness and vacuuming which helps in maintaining the overall presentation of the rooms (Alcalde-González and Mozo, 2021). 

	
	The aim of this area of the housekeeping department is to contribute to maintaining the satisfaction rates of the guests along with ensuring a timely turnover between them. 



Evaluation
JW Marriott is one of the most prestigious and well-known hotels in the world. Therefore, a significant workforce is highly needed for ensuring the smooth operation of this hotel. The housekeeping department of this hotel also employs a significant number of employees. This department is consistent with various roles and responsibilities that help in the smooth running of the hotel. The roles that fall under this department are housekeepers, room inspectors, floor supervisors, housekeeping managers and linen attendants (Anastasya, 2019). These roles help in helping the department to fulfil its responsibilities, for instance, ensuring cleanliness, and maintaining the overall room appearance and maintenance. The organisation has adjusted its staff levels to optimise operational efficiency and ensure proper staff coverage during the peak seasons. 
The importance of effective employee management and training is highly recognised by the hotel. Thus, the organisation also follows the same for the housekeeping department by emphasising quality-based and effective training programs for both the new and existing staff. The training facilities provided by these hotels covered a range of subjects for instance proper use of cleaning materials and equipment, customer service skills, cleaning techniques and more. The housekeeping department of the JW Marriott hotel aims to deliver impressive cleaning services that can satisfy their guests by providing the staff with appropriate knowledge and resources. 
Inventory management plays a great role in ensuring the optimum functions of the housekeeping department. The area of inventory management includes the maintenance of appropriate stocks of cleaning materials, linen and equipment. The organisation also employed an automated inventory management system to get better outcomes in stock monitoring, usage tracking and rendering (Jonathan, 2019). This system has greatly helped the hotel to streamline the process of inventory management by reducing the risk of shortage of sticks and ensuring an efficient operation of the whale department. 
The JW Marriott has paid a significant amount of management in its room management by ensuring the smooth operations of its housekeeping department. The hotel has set some cleaning standards and protocols that have to be followed by the staff to ensure consistent and effective service. The protocols cover a range of topics for instance dusting, bathroom cleanliness, vacuuming, maintaining the room presentation and more (BAQUERO, 2022). This area in the housekeeping department has greatly helped in ensuring the turnover of guests in a timely manner and maintaining guest satisfaction levels. 
TOWS analysis
	
	Strengths
	Weaknesses

	Opportunities
	High demand for luxury accommodations
	Staff turnover and retention problems

	
	High potential for staff development and training
	Lack of employee recognition system

	
	Comprehensive employee perks and benefits
	Decreased guest satisfaction due to improper behaviour of the housekeeping employees

	Threats
	High competition in the hotel industry for skilled workers
	Poor inventory management

	
	Labour market challenges in the form of a limited number of local talents
	Poor availability of skilled housekeeping workers



Explanation
Strengths/Opportunities
JW Marriott has high recognition in both national and international markets that can help in attracting the top talents from the market. The services of this hotel fall under the luxury segments which greatly helps in fulfilling the high demand of luxury accommodations. In addition, this high recognition can help in retaining and attracting housekeeping employees to meet the high demand for luxury accommodations. The potential of this hotel to offer their employees inclusive perks and benefits also can help in establishing itself as a preferred employer among the talents in the market (Tram, 2022). Therefore, by providing exceptional housekeeping services to its guests, this hotel can increase its overall market share by fulfilling the expectations of luxury-seeking guests. 
Strengths/Threats
The high competition in the market from other hotel-based organizations has posed various challenges for JW Marriott in terms of skilled workers recruitment. Thus, the potential of this hotel to provide its employees with training and development opportunities can help in mitigating this issue and build an effective workforce for its housekeeping department. These facilities can further help in improving staff retention, reducing turnover and maintaining the motivation of the housekeeping staff by making them feel valued and recognised (Aguilar-Escobar and Garrido-Vega, 2021). It can help in attracting and retaining talented workers despite the competitive talent market. 
Weaknesses/Opportunities
JW Marriott has a comparatively poor employee recognition system that has caused challenges for the organisation to retain its existing employees as well as attract skilled ones from the market. Therefore, the organisation can utilise its comprehensive employee benefits and perks to address this issue and reduce the severity of it. The organisation also needs to establish a proper employee recognition system that can help in increasing employee satisfaction and engagement of housekeeping employees (Nimri and Kensbock, 2020). A culture of appreciation can be developed by this hotel by providing their employees with performance incentives, a positive work atmosphere and career development opportunities to make them feel heard and valued. 
Weaknesses/Threats
The JW Marriott hotel also has experienced decreased guest satisfaction due to improper behaviour of the housekeeping staff that can pose harm to the overall reputation of the hotel in the market. Poor inventory management due to high reliance on automated systems has been considered as one of the main reasons behind the emergence of this issue contributing to poor availability of cleaning equipment and supplies, service delays and more (Stevanie Vickyance, 2019). Thus, the hotel should pay attention to its stock replenishment process and inventory tracking systems to ensure the timely delivery of services from the housekeeping workers and achieve a higher level of guest satisfaction. 
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	Number
	Issue
	Solution Presented
	Probable Outcome
	Time Frame
	Required Budget

	1
	Poor Housekeeping Services
	It is recommended that the housekeeping staff should be subjected to skill development programmes. Training the housekeeping staff with updated hard and soft skills should be the main goal of the skill development program. In addition, the housekeeping department should also instruct the staff to maintain checklists so that routine cleaning of the hotel rooms should be done regularly (Lacalle, 2022).
	It is expected that the skill development program will be helpful for the staff to equip the guest treating and cleanliness skills. This will allow the hotel to deliver a much more pleasurable experience to the guests. In addition, the frequency of the housekeeping services should be increased for maximum guest satisfaction. 
	3 months
	$ 8000

	2
	High Employee Turnover
	It is suggested that the hotel management should review their staff retention policies. It is advised that increasing the salary package, adding extra health benefits and providing staff appraisals can reduce staff retention (MALYAROV, 2018). Moreover, developing an inclusive workplace culture is also encouraged.
	Reviewing the staff retention policies will instil trust among the staff towards the management. It will also motivate them to work attentively which will lead to the execution of quality and standard housekeeping services.
	4 months
	$ 9000

	3
	Poor Inventory Management
	It is advised that the housekeeping department should make use of advanced software like tracking technologies, and demand forecasting and also optimise their inventory space that will aid the department to better manage their stock levels. 
	Integrating advanced technologies into the inventory system of the hotel will reduce the chances of human errors. It will help the housekeeping department to better manage their stocks and deliver room amenities within the stipulated time. Thus, increasing guest satisfaction at the hotel. Using the FIFO method will aid the hotel to manage higher profits (White, 2023).
	6 months
	$ 10000
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Here are some useful recommendations that J.W Marriot Washington DC can implement in their housekeeping department that will help in the improvement of the service standards bringing positive customer feedback. 
Staff Training: It is highly recommended to the management of the hotel implement a staff training program for the staff working within the housekeeping department. Developing the necessary hard and soft skills within the staff is highly required as it will enable them to deliver quality housekeeping services. Along with that, the staff should also be trained to handle cleaning equipment and they should be instructed to perform routine inspections of the hotel rooms that will facilitate a satisfactory stay at the hotel for the guests (Ruddick, 2021).
Improved Employee Retention Policies: It is highly suggested that the human resources team of the hotel should consider remodifying their employee retention policies in order to decrease the staff turnover rate. Hence, it is advised that the management should offer a more competitive salary structure and also provide other benefits to the employees. Along with that, the management should also be responsible for the establishment of an inclusive work culture that will support the work morale of the majority of the staff. Thus, driving their work satisfaction rate which will enable the staff to remain with the organisation for a longer period of time. Moreover, retaining employees will also help the firm to increase its brand reputation significantly (Kim, 2020).
Technology integration in inventory management: It is recommended that the hotel management should allocate funds to the housekeeping department for the application of technologies in its work processes. Integrating demand forecasting software, inventory tracking software, and automated stock replenishing software will help the housekeeping department to optimise its inventory space. Therefore, allowing the staff to serve the guests with the necessary room amenities in a timely manner (Jenkins, 2022).
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This consultancy report has been constructed on behalf of J.W Marriot Washington DC which is a hotel run and managed by the J.W Marriot group of hotels. In that context, this report has shortly overviewed the organisation and some of the strategic issues that it has been facing in recent years. It has been studied in the report that the organisation has been struggling with their housekeeping department for which guest satisfaction at the hotel has decreased a lot. Apart from that it has also been identified in this report that high staff turnover and poor inventory management are some other problems of the housekeeping department at J.W Marriot Washington DC. Thus, the report has initially conducted a PESTLE and SWOT initially which have been useful for understanding the external and internal environment of the hotel. Apart from that, each issue that the hotel has been facing has been analysed in detail and strategic solutions are presented for each. The all-over findings that have been gained through this consultancy report have been discussed in the findings section. An action plan has also been formulated to get an overview of the steps needed for the implementation of the solutions presented in it. Further, some recommendations including staff training, remodification of staff retention policies and integration of technologies within the stock control of the housekeeping services have also been suggested at the end of this consultancy report. 
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