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	[bookmark: _Toc179198144][bookmark: _Toc179226180]Executive Summary
It is imperative that high staff turnover in the housekeeping department of the Ritz-Carlton, Berlin, is currently a big challenge. Concerns arise over operational inefficiencies, higher costs, and a definite drop in guest satisfaction, which has sharply affected, for example, room cleanliness, timely service delivery and overall guest experience. This is a problem for a luxury hotel that is dependent on delivering impeccable guest experiences, and this problem is becoming more and more problematic for the hotel’s reputation and its ability to continue to deliver high standards. Moreover, the hotel’s internal challenges are more than acute because of the growing competition in Berlin’s luxury hotel market. This consultancy report analyses the root cause of high turnover at The Ritz-Carlton, Berlin, including low wages and lack of career progression, proposing a set of actionable recommendations to reduce turnover, improve staff retention, and maintain The Ritz Carlton, Berlin’s high standing in the competitive luxury hospitality industry.
One major concern for The Ritz-Carlton Berlin is one of the highest turnovers by departments where turnover has affected the housekeeping department, flagrant service delivery to guests have deteriorated. Management of the housekeeping staff is vital to ensuring that guests of Ritz-Carlton receive services that meet their status, and high turnover has led to such negative consequences as increased costs, decrease of differentiation, and operation problems. The cause of these problems is low wages, lack of promotions, and high job requirements for the housekeeping position. Secondly, pressure from outside includes the general inflation of cost of living in Berlin and the high competition in the luxury hotel industry which has made it challenging for the hotel to hold good staffs.
The results presented in the study suggest that the turnover rate at the Ritz-Carlton Berlin stands at roughly 45%; this means more than 30 % above the European hospitality industry average. This high turnover is not only an internal affair but has direct external consequences for the hotel and its position in the market. Recent guest feedback at hotels on social media platforms such as TripAdvisor and Booking went down due to bad housekeeping services as more customers complained of the level of hygiene and services delivery which took a backward step. A housekeeping service internal guest satisfaction survey conducted in the last one month indicated that as many as 35 percent of the guests who rated the hotel below five stars complained of either delayed house keeping services or the rooms were not cleaned to their satisfaction. These statistics raise the issue about the decline in the quality of service which is a huge problem for a luxury brand as it has to charge higher prices due to the kind of service it offers. However, the escalating cost of living in Berlin where the hotel is located for instance, rent has gone up by 20% in the last five years has forced the hotel to provide willing and appropriate remunerations to its employees.
The levels of physicality also make a very big contribution in the formulation of work-related injuries since housekeeping entails several tiring hours at work, coupled with labor-intensive tasks, further exacerbated by shortages in staffing. From the PESTEL analysis conducted and the factors affecting staff retention it is clear that external factors include; high cost of living, pressure from society to work to improve on the working conditions and career progression. In SWOT analysis the following was realized: The Ritz-Carlton Berlin has strength in its brand position, strength, location and weaknesses included a high turnover rate and inadequate career advancement programs. TOWS analysis was efficient in transforming these disadvantages into potential advantages: reputation of the hotel as an attractive recruitment tool for qualified personnel and the use of technology for the personnel’s work improvement.
The following recommendations can be initiated to deal with the noted problems: Firstly, further elevation of wages for housekeeping staff to industry standards or above should be facilitated. In other words, the Ritz-Carlton Berlin can compare its wages with those of other companies such as Hilton and InterContinental, which makes it easier to keep compensation rates high to attract the right employees. Besides wage, offering better incentives such as medical covers, fare reimbursements, proficiency-based incentives will contribute to making the working environment more attractive. It will also help in decreasing turnover rate, since you will see that your needs are being attended by the company, and hence you will not need to go elsewhere to get them met. The mentioned changes are processed in cooperation with Human Resources and Finance departments to revise the pay systems and conform to the legal acts.
In conclusion, since high level of staff turnover is characteristic of the housekeeping department, the problem of maintaining the high standards of the Ritz-Carlton Berlin is rather important for the further development of the enterprise. The hotel can support employees and make them want to remain with the company by raising wages, improving benefits, offering promotions, and implementing use of technology that decreases stress on the job. Panel advice is made to tackle internal and external factors that are presently affecting the Ritz-Carlton Berlin to guarantee consistent delivery of great customer experience while at the same time optimizing the institutions performance. Appropriate and efficient incorporation of the recommendations in this paper, under the leadership of a competent and results-oriented change management process, will helps the hotel eliminate the current challenges and translate them into strength.
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	[bookmark: _Toc179226181]Introduction
The Ritz Carlton Berlin is a lovely five-star luxury hotel with great service and good amenities. The hotel situated in the heart of Berlin – near Potsdamer Platz – has 303 elegant rooms and 40 suites in quite such a design that it will make you feel like you are in heaven. As shown in research of Zarezadeh et al. (2022), the Ritz Carlton Berlin has been a destination of high-end travellers since 2004, seeking luxury and comfort in one of Europe’s most vibrant cities. Leisure and business travellers are attracted to the hotel near major cultural landmarks, shopping districts and business centres (Kasim, 2024). While it has many strengths, The Ritz-Carlton, Berlin is losing that battle with high staff turnover in the housekeeping department, which is starting to take its toll on service quality and guest satisfaction (Panchapakesan et al., 2022).
This consultancy report is prepared to analyse comprehensively the hotel staffing challenges and provide actionable recommendations. A high turnover level of housekeeping department staff operational inefficiencies, higher costs, and declining guest satisfaction in terms of cleanliness and timely service areas have been experienced (Jones et al., 2022). However, this is very much the case, especially in the case of a luxury hotel such as The Ritz Carlton, where guests expect the very best service.
Furthermore, in the study of von Hehn et al. (2024), several important frameworks and theories were studied in order to analyse the causes of high turnover staff and its impact on The Ritz Carlton, Berlin. The PESTEL analysis was used first to analyse the external factors that influence hotel operations (Jibril and Yeşiltaş, 2022). It measures how external pressures impact staff retention and operational performance on the basis of political, economic, social, technological, environmental and legal factors. The hotel's staffing situation is even more stressed together with the high cost of living in Berlin and growing competition in the luxury hotel market.
The SWOT analysis was then used to analyse the internal strengths and weaknesses of The Ritz-Carlton, Berlin and the possibilities and threats of the market (Morrison, 2024). As this analysis this analysis brings to notice that the hotel enjoys a strong brand reputation and has a prime location, but at the same time, it has weaknesses, including lower than average wages for housekeeping staff and few opportunities for career progression (Iyengar and Venkatesh, 2024). The SWOT analysis helps identify these issues and lay down targeted recommendations to retain staff and maintain the quality of the service.
However, it has been argued by Studente and Cattaneo (2023) that after the SWOT analysis, the TOWS analysis was done to convert the hotel's weaknesses into opportunities to develop strategic solutions. For example, the analysis recommends that staff attracting and retaining capacity be leveraged from the hotel’s brand strength and customer loyalty by providing better benefits and career development programs. Furthermore, the TOWS analysis recommends using more technology in housekeeping operations to reduce the physical demands on staff, lower job-related stress, and increase employee satisfaction (Islam et al., 2024). This consultancy report aims to deliver an actionable, clear roadmap for addressing the identified issues to fulfil the purpose of this consultancy report, provide The Ritz-Carlton, Berlin, with a clear and actionable path to overcome the issues identified in this report. If the recommended changes are implemented, the hotel will reduce staff turnover, improve operational efficiency and keep a lead in the luxury hospitality market. This report aims to assist The Ritz-Carlton, Berlin, in transforming its staffing challenges into growth and improvement opportunities for the hotel that will continue serving its guests to the highest standards. 
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	[bookmark: _Toc179226182]Analysis
[bookmark: _Toc179226183]Identified Issue: High Staff Turnover in the Housekeeping Department
It has been anticipated in the study of Solomon and Mrad (2022) that nnotorious for its luxury service, the Ritz-Carlton, Berlin, has been beset by so much staff turnover in its housekeeping—over 100% in certain departments—that it can hardly have its guests at ease. The high employee turnover rate in the hospitality industry is reported to increase operational costs and reduce productivity and quality of service, which also affects customer satisfaction. In Europe, the turnover rate for hotel staff is traditionally around 30% a year. However, at The Ritz-Carlton, Berlin, the turnover rate is about 45%, considerably higher than the industry average (Fam et al., 2023).
[bookmark: _Toc179226184]Impact on Guest Satisfaction
Maintaining The Ritz-Carlton brand's luxury standards is critical, so housekeeping plays an important role (Budhiraja et al., 2022). High turnover directly impacts the two areas that guests expect: impeccable cleanliness and prompt service. Although the overall satisfaction of guests looks positive, the number of reviews that mention room cleanliness and service speed is notably lower than before, as seen on Booking.com and TripAdvisor guest reviews and according to a recent internal survey that the hotel conducted, 35% of the guests that gave less than 5 stars on their stay said that it was because of delayed housekeeping services or poor room cleanliness. However, it has been argued by Shahid and Paul (2022) that uunderstaffing and inexperienced staff fast-tracked without proper training directly cause a decline in service quality.
[bookmark: _Toc179226185]Causes of High Staff Turnover
[bookmark: _Toc179226186]Low Wages and Employee Benefits
As per Salama (2024), low wages are a major reason for high staff turnover in the housekeeping section. Housekeepers in luxury hotels in Berlin earn an average of €12.50 per hour, slightly below the German average wage for such jobs in other sectors, according to industry data. The Ritz-Carlton has struggled to retain its employees compared to competitors like InterContinental and Hilton, who offer higher pay scales and more benefits in a competitive labour market (Bryant, 2024). As Berlin’s cost of living continues to rise, with rent prices increasing by 20% over the past five years, staff retention becomes even more difficult.
[bookmark: _Toc179226187]Lack of Career Progression
In addition to this, Richards (2024) has emphasised in his study that there is another major cause of high turnover rates in the housekeeping department, one that people involved think is just a lack of career advancement opportunities in the department. Research in hospitality has found that employee retention should be a main focus, especially in luxury hotels where skill development is expected (Bruhn, 2023). The Ritz-Carlton, Berlin management does provide regular training, but many housekeeping staff claim the programmes do not translate into real promotional opportunities. A survey of housekeeping staff found that 60% felt they weren't offered clear pathways to career growth, making them feel stuck and left.
[bookmark: _Toc179226188]Job Stress and Physical Demands
High turnover has also been partly due to the nature of the work physically demanding tasks requiring long hours and upkeep of strict cleanliness standards (Bharath, 2023). Research shows that these employees who are in physically demanding roles, such as housekeeping, are more likely to be dissatisfied at their jobs and more likely to become burnt out. According to a German Hotel and Restaurant Association study, Berlin hotel housekeeping staff have a high rate of work-related stress, with 45% of respondents experiencing symptoms of burnout (Mishra and Kukreti, 2022). This stress has only worsened the problem, compounded by the increased workload caused by staffing shortages.
[bookmark: _Toc179226189]External Factors Influencing the Hotel: PESTEL Analysis
A PESTEL (Political, Economic, Social, Technological, Environmental, Legal) analysis is required to support the understanding of the external forces that may have contributed to high staff turnover and other operational problems of the hotels in Germany (Kreutzer, 2023).
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	Factor
	Impact on the hotels in Germany

	Political
	- Strict labour regulations, particularly around wages and working conditions. 
- Germany’s minimum wage law puts financial pressure on luxury businesses (Jones et al., 2022). 
- Worker unions empower staff to negotiate for better wages and conditions. 
- Immigration policies facilitate the employment of migrant workers, but integration challenges (language barriers, cultural differences) exist (Jibril and Yeşiltaş, 2022).

	Economic
	- Berlin’s economic growth has driven up the cost of living, especially housing (20% increase in rent over five years) (Morrison, 2024). 
- A competitive labour market for skilled workers, particularly in hospitality, requires higher wages and benefits. 
- Wages for housekeeping staff at The hotels in Germany, Berlin, are below the industry average, contributing to turnover (Iyengar and Venkatesh, 2024). 
- Economic disparity between wages and living costs is a major driver of staff dissatisfaction.

	Social
	- Younger employees (Millennials and Gen Z) prioritise work-life balance, which conflicts with long shifts and high physical demands in housekeeping. 
- Increasing diversity in the workforce, with many migrant workers, introduces language and cultural challenges (Islam et al., 2024). 
- Social trends emphasise workplace well-being and mental health, creating pressure to offer better staff support. 
- Expectations for career progression and job satisfaction are unmet, contributing to turnover (Hinson et al., 2024).

	Technological
	- Opportunities exist to reduce physical workload through automation and smart technologies (e.g., cleaning robots, inventory systems) (Fam et al., 2023). 
- High initial costs and resistance to technological change have delayed adoption in housekeeping. 
- Potential for using mobile applications to streamline service requests and reduce staff pressure (Budhiraja et al., 2022). 
- Performance tracking software can help monitor inefficiencies but could increase job stress if mismanaged.

	
	- Growing focus on sustainability in the hospitality industry (e.g., eco-friendly cleaning materials, energy-efficient appliances). 
- These green initiatives require additional training and effort from housekeeping staff, increasing workloads (Kreutzer, 2023). 
- Aligning with guest preferences for eco-friendly practices can boost reputation, but implementation requires meticulous execution.

	Environmental
	- Growing focus on sustainability in the hospitality industry (e.g., eco-friendly cleaning materials, energy-efficient appliances). 
- These green initiatives require additional training and effort from housekeeping staff, increasing workloads (Kreutzer, 2023). 
- Aligning with guest preferences for eco-friendly practices can boost reputation, but implementation requires meticulous execution. 
- Long-term benefits of sustainability practices include attracting eco-conscious guests and improving the hotel’s market position (Bryant, 2024).

	Legal
	- Strict employment laws govern working hours, overtime, and job security for housekeeping staff. 
- Occupational health and safety regulations aim to reduce workplace injuries, especially in physically demanding roles (Mishra and Kukreti, 2022). 
- Legal requirements to offer permanent contracts after a set time can deter employers from hiring long-term staff. 
- Government pressure to improve unemployment rates has increased expectations for businesses to offer better working conditions and career advancement opportunities (Kreutzer, 2023).



The external factors studied indicate that competition for workers in Berlin and the high cost of living exacerbate the hotel’s internal problems, but social trends towards employee well-being are forcing the hospitality industry to rethink its human resource strategies (Almeida et al., 2022).
[bookmark: _Toc179226190]SWOT Analysis of The Ritz-Carlton, Berlin
The first step is to analyse the positive and nnegative aspects of the hotel's operations. Below is the current SWOT analysis of The Ritz-Carlton, Berlin.
[image: What is a SWOT Analysis? How To Use It ...]
	Strengths
	Weakness

	- Strong brand reputation and loyal customer base. 
- Prime location in Berlin, attracting a wide range of guests (Bruhn, 2023).
- High guest satisfaction in non-housekeeping services, with 90% of guests rating dining and concierge as "excellent." 
- Exclusive membership programs and partnerships, including Marriott Bonvoy, enhancing customer loyalty (Bryant, 2024).
	- High staff turnover impacting service quality, with a 45% turnover rate in housekeeping (Kreutzer, 2023). 
- Wages below the industry average for housekeeping staff, leading to recruitment and retention challenges. 
- Limited career progression opportunities, with 60% of housekeeping staff expressing dissatisfaction with advancement prospects (Mishra and Kukreti, 2022). 
- Work-related stress and burnout due to physically demanding roles and understaffing.

	Opportunities
	Threats

	- Potential to integrate more technology into housekeeping operations, such as robotic cleaners and inventory management systems (Hinson et al., 2024).
 - Rising demand for eco-friendly and sustainable practices, offering an opportunity to attract environmentally conscious guests. 
- Expanding into new market segments, such as wellness tourism and digital nomads, offering new revenue streams. 
- Leveraging partnerships with luxury brands and tech companies to create exclusive guest experiences.
	- Increasing competition from luxury hotels offering better wages and benefits, making staff retention difficult. 
- The growing cost of living in Berlin, particularly a 20% increase in rental costs, is impacting staff retention. 
- Economic uncertainty and global disruptions (e.g., pandemics, travel restrictions) affecting occupancy rates (Islam et al., 2024). 
- Shifts in guest expectations, demanding more personalised and tech-savvy services, which could be difficult to balance with traditional luxury standards.



[bookmark: _Toc179226191]TOWS Analysis: Converting Issues into Solutions
The purpose of the TOWS analysis is to convert the problems identified in the SWOT analysis into actionable strategies for the hotel:
[image: Tows matrix Stock Vector Images - Alamy]
	Internal Strengths
	Utilise External Opportunities

	Strong brand reputation
	Use brand prestige to attract younger, tech-savvy employees interested in sustainability and innovation (Budhiraja et al., 2022).

	High guest satisfaction
	Promote non-housekeeping services to offset negative guest feedback related to housekeeping delays.

	Internal Weakness
	Mitigating External Threats


	High staff turnover
	Benchmark wages against competitors like Hilton to prevent further staff attrition (Iyengar and Venkatesh, 2024).

	Limited career progression
	Offer structured career development programs to appeal to younger employees seeking long-term careers.



[bookmark: _Toc179226192]Positive Aspects: What the Hotel is Doing Well
It has been analysed in Rauen’s (2023) research that the Ritz-Carlton, Berlin, has overcome many challenges in housekeeping and other areas to make the organisation succeed. Secondly, the hotel’s customers’ dining and concierge service rating is very high; notably, 90% of guests rate these services as “excellent” on TripAdvisor. Also, the hotel’s location is a plus, as it is in a prime tourist area near Potsdamer Platz, attracting an assorted clientele of high-profile business travellers and tourists. In addition, the Ritz-Carlton is a very strong brand that allows the hotel to price at a premium even amid increasing competition in the luxury business (Aguiar-Quintana et al., 2024). The Ritz-Carlton, Berlin, played a huge role in the 6% growth of Berlin’s luxury hotel market revenue in 2023, as the German Tourism Association reported. 
[image: Hilton, Ritz Carlton & Four Seasons Lead Share of Online Luxury Hotel Search]
Furthermore, this statement has been supported by Rane et al. (2023), who state that the high staff turnover in The Ritz-Carlton, Berlin's housekeeping department is severely penalising 
the hotel both operationally and customer-wise. Competitive labour market, low wages, lack of career progression and high levels of job-related stress are the main causes of this problem. External factors like Berlin’s rising living costs and broader social trends around employee well-being and work-life balance make these internal issues even harder to address (Afolabi et al., 2023). The good news is that the hotel’s strong brand reputation and high satisfaction in other areas (i.e. dining, concierge) create a solid basis for improvement. The Ritz-Carlton, Berlin can solve the problems that keep staff from staying by having targeted strategies like increasing wages, building clear career advancement pathways and reducing job stress through better technology integration.
[bookmark: _Toc179226193]Recommendations and Change Management
[bookmark: _Toc179226194]Increase Wages and Enhance Benefits 
Additional wages and improvement of employees’ benefits are the main ways to reduce turnover rate in the housekeeping department of Ritz-Carlton Berlin (Gunawardane, 2022). Basically, the current wages that housekeeping staff receives are below the industry wage and has proven to be a limitation in retaining employees, this is because; other luxury hotels such as Hilton and InterContinental among others offered better wages and remunerations than what we offer (Yaşar Samet Gökçeoğlu et al., 2024). This means that setting wages at par with the industry standard or even going higher will entice both the existing employees to stay as well as a draw fresh talent to join the hotel’s workforce. Raising wages will also demonstrate the hotel company’s existing commitment to exempt employees which will enhance employee morale and organizational commitment (González-González and García-Almeida, 2021).
Competitive compensation package has to be one of the priorities, to start with wages has to be benchmarked against the competing firms. This process involves benchmarking the pay structures offered by other luxury hotels in Berlin especially Hiltons and InterContinental and establish that those of Ritz-Carlton Berlin are competitive (Wynn and Jones, 2022). Such benchmarking is important to keep the hotel competitive for the highly competitiveness labor market; to avoid more staff turnovers. Besides raising the wages, such improved incentives as the availability of reliable health insurance, travelling allowances, and performance incentives will make the working conditions palatable to the staff  (George, George and Martin, 2023). Health insurance will also offer protection and minimize important costs to employees, travel allowances will also be instrumental in catering for employee transport costs given the cost of living in Berlin is constantly on the rise. To enhance staff motivation and ensure that service delivery is in consonance to the Ritz-Carlton brand, performance-related incentives will be proffered and hitherto used for recompense with emphasis on the staff’s favorable response or disposition to the fulfillment of organizational goals (Vassilakopoulou et al., 2022).
[bookmark: _Toc179226195]Career Progression Programs 
In order to eliminate the problem of high employee turnover rate in the housekeeping department of the Ritz-Carlton Berlin, the company should implement career advancement initiatives. The implication of introduction of structured career development paths for the housekeeping staff simply means that there should be laid down order of progression from the current cadres hence making the occupied tedious thereby discouraging cases of high turnovers. Some workers quit for lack of training that make them realize that there are no better opportunities for training in the hotel hence giving the housekeeping staff the direction they need to pull through may motivate them (Suárez-Albanchez et al., 2022). This mapped out should show characteristics of career progression which staff can aim at achieving for instance; from the junior cadre to a cadre with supervisory responsibility up to a managerial cadre.
Further, the new concepts such as mentorship programs should be effective as well. Thus, if effective matching between the organization senior employees and junior workers is done, then ideas that encompass a roadmap of each person’s career plan can be given (Gao et al., 2022). Because the positions in the hotel are well defined, the areas of communication in a mentorship relationship are quite clear: The business can support the staff to understand their possible career paths in the hotel if the necessary skills for the progression are cultivated. This also helps in the development of one’s career while at the same time fostering relations in a team hence making the workers more contented in their respective emploi (Suárez-Albanchez et al., 2021). Through a series of systematically defined career enhances, training schedules and mentorship programmes, attraction and reward of the housekeeping posts is achievable which in turn will lead to the handling of turnover cases thus sustaining the Ritz-Carlton Berlin’s delivery of its services.
[bookmark: _Toc179226196]Reduce Job Stress Through Technology Integration 
In this case, organizational strategy can involve the use of technology to reduce the physical and administrative stresses on people. Majority of the physical workload reported to cause high stress and burnout can be greatly decreased through automation in housekeeping (Degbey et al., 2020). Cleaners that can vacuum will help free up the time of existing employees, and smart inventory systems for supplies will assist to minimize the attention that staff spends on these repetitive tasks. It not only reduces the labors risk in workplaces but also improves general efficiency, so that the Ritz-Carlton would be able to uphold the excellency of the luxury brand without placing more loads on its workers (Staniec and Kalińska-Kula, 2021). 
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The use of m-Tasking, including the use of applications in mobile will also greatly assist in increasing efficiency and reducing stress. These tools can help in delegating tasks hence helping the housekeeping managers to allocate tasks and prioritize them according to events prevailing at the given period. On the same note, housekeeping staffs can be served clear instructions and the next course of action on their mobile devices thus avoiding confusion and reducing the time they take up (Choy and Kamoche, 2020). Through decreasing the number of times employees are required to provide paperwork and manage communication, mobile task management applications can decrease administrative pressure, which in turn frees employees to make sure that they offer only the best customer service.
For all the technological changes, it is important to have a feedback to make sure that such are helpful (Sheth, Jain and Ambika, 2023). There should be practical ways by which this mechanism has to capture from the housekeeping staff how these new technologies and processes are or have influenced their work. This feedback can be collected using surveys, focus groups, and or even one on one meetings with the staff to analyse if they have any difficulty that might have been overlooked or other extra changes that can be made (Carlisle et al., 2021). Meeting the concerns top management head-on will assist in refining the use of technology and achieving the goal of technology, which is reducing stress and making the work environment productive. With the help of the use of automation, possibility of using project-oriented task management, and an effective feedback the Ritz-Carlton Berlin could implement elements in the work-space which would help to decrease the level of job stress and increase the level of workers satisfaction (Shahid and Paul, 2022).
[bookmark: _Toc179226197]Change Management Practices 
The exposure of the 8-Step Change Model of Kotter is helpful in enunciating a sequence to the changes required at the place of Ritz-Carlton Berlin, particularly in terms of compensation and technology. Kotter’s work also starts with creating the sense of the organizational necessity of change stating the problems of a hotel and the importance of staff engagement. The next step is to acquire an energetic guiding coalition, that is, the commitment from the heads of departments and other staff members to support such transitions (Bouwmeester et al., 2020). The necessity of clear vision for the changes, for example, enhancing employees’ satisfaction through their higher compensation or less workload, is mandatory to provide objectives understandable for all workers. Informing all staff members of the vision will enhance their understanding of why changes need to be made, how the changes will benefit the organisation, as well as how the change process will be pulled through (Ravi Teja Potla and Vamsi Krishna Pottla, 2024). This way, anxiety relating to the forthcoming changes will be addressed, as sound and clear communication will build trust. If you educate their employees first and ask for their opinion before implementing the strategies and continuously inform them about the progress that your company is making, then they are very likely to support the new initiatives. Promoting the action amongst a large number of people, acknowledging victories obtained in the short term, strengthening victories that have been achieved, and integrating these changes to the company culture will enable the support and uphold of such efforts for a long term.
It is therefore important to involve staff in order to ensure that the change process is successful once implemented and new initiatives put in place (Rabiul et al., 2022). Involving the housekeeping staff will go a long way in solving their complaints at their initial stages besides making them feel valued in the organization. Such participation could include filling questionnaires and participating in focus group discussions as well as having frequent meetings to share an insight regarding possible changes (Bonfanti, Vigolo and Yfantidou, 2021). There will also be workshops and training to be conducted throughout the year to help the staff to develop skills for change management in relation to technology and work process changes. Mobile task management apps, cleaning robots and customer service improvement quarterly workshops: Achieving excellent customer results. Through these training activities, the hotel can close any skills gap, or assist the employees to be assured to be able to work out these alterations thus reducing the level of uncertainty and improving the level of job satisfaction.
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[bookmark: _Toc179226198]Measuring Impact and Success
In order to assess the performance of the changes made at the Ritz-Carlton Berlin, it is necessary to identify fixed key performance indicators (KPI’s) (Nguyen, McClelland and Thuan, 2022). Lowering of the staff turnover rates will be another main metric, because higher pay, improved benefits, and career advancement should decrease staff turnover. Higher guest satisfaction scores are also a key driver, especially where concerns touch on room cleanliness and the speed of service delivery. Lesser customer grievances on room cleanliness and delayed services will be a sign that the problems arising from high turnover of staff’s are well tackled already (Bahar et al., 2022). By monitoring these points, its possible to identify changes on the staff and guests resulting from the recommendations. It is also important to once in a while conduct staff feedback surveys to track variations in staff perception of the work climate. These surveys will reveal the general emotion of the staff regarding these changes; wage rise, career progression and technology endorsing. Collection of this feedback will assist the management team into realizing on the remaining difficulties as well as to be assured that the measures being proactively implemented are positively impacting the employees’ satisfaction levels.
Guest feedback analysis will be vital in the assessment of the effects on guest experience most especially for improvement (Ngozi and Edwinah, 2022). Third, to measure changes in service quality, ratings and comments from the respectively, such as TripAdvisor and Booking.com will be observed. An improvement of the guests’ feedback to their experience shall illustrate a change for the better from the initiated change. Moreover, a number of process objectives, including the time taken to clean the rooms, and number of complaints by guests against the housekeeping services will also be measured. Increases in such measures will signals that technological solution like cleaning robots and task management applications are effectively easing work burden and improving productivity among staff.
[bookmark: _Toc179226199]Potential Benefits of the Recommendations
The recommendations for improvement to be implemented in the Ritz-Carlton Berlin will go along way in producing important benefits, which will in turn, improve the operating and service areas of the hotel (Nelson and Duxbury, 2020). The first advantage is that the firm is in a position to cut on their recruitment and training expenses. By focusing on issues of staff turnover, and its causes, including low employee pay, few opportunities for promotion, and high job stress, the hotel will be able to retain the personnel for longer periods. This retention will reduce on the number of time the organization has to undertake recruitment processes and the amount that is spent on training employees which in essence, will be a major cost savings. Another major benefit is the improvement of guests’ satisfaction due to a variety of points. There shall be less fluctuation of the quality of service delivery since some staffs are retained in their positions. Highly trained Housekeeping staff with lesser stress from work related stresses will be in a better position to produce cleaner rooms and better services hence higher guest satisfactions scores (Metz, Ilieș and Nistor, 2020). This will assist the Ritz-Carlton to retain its market image as a prestige hotel that provides quality services. Moreover, the adoption of technology in the housekeeping operations will cause increased operation efficiency. Maintenance and other work will be made easier by cleaning robots and tasks to staff can do their work more effectively with less strain. This efficiency is of benefits not only for improving service quality but also brings more effectiveness to the working of the hotel so that it gives a general sense of improvement to both the guests and the staff members (Malik et al., 2022).
[image: Frontiers | Work stress, technological ...]
[bookmark: _Toc179226200] Cost Analysis 
Total Estimated Costs:
· Initial Cost (Technology Integration): €80,000
· Annual Recurring Costs (Wages, Benefits, Training): €420,000 - €470,000
[bookmark: _Toc179226201]Action Plan 
In response to the high staff turnover rate in the housekeeping department at the Ritz-Carlton Berlin, specific measures have been recommended as follows: an increase in the wages and fringe benefits offered to the employees as well as the introduction of more definite promotion ladders. Raising their wages to the level of the market average or above, while implementing and adopting new incentives such as health insurance compensation for business related travels, and performance based bonuses will encourage people to join the company and stay and in turn improve morale. In addition, it will establish structural career advancement procedures like certification, cross departmental training and mentoring that will make staff to remain with the hotel. To minimize physical strain, efficiency will be increased by incorporating cleaning robots, inventory devices and mobile task application (Hassanein and Özgit, 2022). Staff involvement in decision making through meetings and feedback session meetings will do away with resistive forces to change and hence improve engagement. 
	
	



	[bookmark: _Toc110252969]Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover in housekeeping
	Increase wages to match industry standards, enhance employee benefits (health insurance, travel allowances, performance-based bonuses).
	Improved staff retention, reduced recruitment and training costs, higher job satisfaction and morale.
	6 months
	01/06/2025
	€350,000 per year

	2
	Lack of career progression opportunities
	Develop structured career progression programs, including certifications, cross-departmental training, and mentorship initiatives for junior employees.
	Increased job satisfaction, better employee engagement, improved internal mobility, and career growth.
	4 months
	01/04/2025
	€30,000 per year

	3
	High job-related stress in housekeeping
	Implement cleaning robots to assist with routine tasks, use smart inventory management systems, and introduce mobile task management applications.
	Reduced physical workload, enhanced operational efficiency, lower stress levels, and increased productivity.
	5 months
	01/05/2025
	€80,000 (initial cost)

	4
	Lack of staff involvement in changes
	Conduct regular meetings to gather staff input, introduce feedback surveys, and involve staff in decisions regarding their work environment and duties.
	Reduced resistance to changes, increased engagement, improved morale, and a positive work atmosphere.
	3 months
	15/03/2025
	€10,000

	5
	Need for enhanced guest experience
	Provide advanced customer service training to housekeeping staff, focusing on personalized service and prompt response times.
	Improved guest satisfaction scores, better reviews, and fewer complaints about room cleanliness and service delays.
	3 months
	15/03/2025
	€25,000

	




	
	
	
	
	
	


	Conclusion

	It is concluded that the key challenges that The Ritz-Carlton, Berlin faces, particularly housekeeping staff turnover and the impact on service quality and guest satisfaction, have been outlined in this consultancy report. After a detailed analysis, it is clear that the main reasons for the hotel’s turnover problem are the low wages, very few career progression opportunities, and work-related stress due to the physically demanding nature of housekeeping roles. However, these factors, combined with the rising cost of living in Berlin and stiff competition from other luxury hotels with higher pay and better benefits, have made operating the hotel extremely difficult.
A PESTEL analysis has been done in-depth, and it has been shown that external pressures like labour regulations, economic growth, technological developments, and the rising need for sustainable practices are affecting the hotel’s staffing issue. These challenges are certainly there, but they present a perspective for the hotel to innovate and improve internally. The hotel will integrate more technology into housekeeping processes and capitalise on the rising demand for eco-friendly practices to reduce employee burnout and increase overall guest satisfaction. The strengths of the hotel shown in the SWOT analysis were the strong brand reputation, loyal customer base and high guest satisfaction in non-housekeeping services. Nevertheless, the analysis also pointed to the key weaknesses, such as high staff turnover and little scope for career development. By using the TOWS analysis to convert these weaknesses into actionable solutions, The Ritz-Carlton, Berlin can help to increase its staff retention rates and keep on providing the high-quality service for which it is famous.
Housekeeping is a highly talent driven profession and key recommendations involve increasing housekeeping wages to be competitive with new luxury hotels in Berlin, career progression pathway for talent retention, and the use of new technologies to reduce the physical input of housekeeping work. By focusing on sustainability and employee well-being, these changes will help The Ritz-Carlton hold its ground and build its position as one of Berlin's premier luxury hotels. Moreover, the existing challenges can be addressed to improve operational efficiency and maintain the brand’s esteemed reputation. With the ultimate luxury experience as a mandate, leveraging its unique position, and partnering with its customers and surrounding communities, The Ritz-Carlton, Berlin, has the opportunity to enhance staff capability, enhance guest satisfaction, and continue to provide an unparalleled luxury experience to its customers. Following the implementation of the recommendations, the hotel’s current challenges will turn into long-term opportunities for growth and success.
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