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[bookmark: _Toc65662756]Executive SummaryOrganisational consultancy is a service that provides independent advice to businesses on how to improve their business processes or make strategic decisions based on the available resources and the critical situations that the clients are facing. It is a service that is provided to clients in order to help them grow by solving various business problems through in-depth investigations. This report is created as a consultancy report by assuming the position of a consultant in order to provide appropriate strategies and recommendations to the client organization in order to solve a specific business issue that the client organisation is already experiencing. By competitively evaluating the internal and external environmental variables, this study has provided an assessment of the hotel's strengths and limitations (Sherman, 2019). This research contains a SWOT and PESTLE study to assess the hotel's strategic role in the face of environmental challenges. The Kubler Ross Model is developed as part of this consulting study to identify the stages of guest frustration caused by inadequate housekeeping services. The analytical structure has been addressed in order to assess the feasibility of the hotel's business practices and to make relevant proposals for upgrading the hotel's housekeeping facilities in order to minimise guest concerns. 
Owing to bad housekeeping facilities, the Rushmore Hotel has received a substantial amount of guests' complaints, which has damaged the hotel's brand image. The guests are complaining that they are not receiving housekeeping services such as cleaning, laundry, maintenance, etc. on time and get fewer responses from the housekeeping employees. The guests are reluctant to come to the hotel, which has resulted in a decline in hotel sales at the end of the previous year. Rushmore Hotel has received too many complaints about the poor from services from its housekeeping department and it has led to a high ratio of customer dissatisfaction (Manickas and Shea, 2017). The poor housekeeping services have impacted the reviews of the hotel on different hotel booking websites that can impact negatively on the purchase decisions of the potential guests.
The housekeepers are also not provided with enough safety measurements such as gloves and knee pads that increase the ratio of injuries from the cleaning activities and therefore many employees remain on sick leaves or unable to perform the cleaning activities due to the injuries. The lack of proper training has also limited the scope of utilizing employees' skills and efficiencies by incorporating the most up-to-date equipment into housekeeping operations. The housekeepers' poor room services have had a negative impact on the annual profit and guest return ratio (Baker and Perdue, 2016). Guests leave negative comments and reviews about hotel services on various hotel booking websites, which reduces the chances of gaining new customers. The post-services provided by the housekeeper resulted in a reduction of 18% in guest return rates and a reduction of 34% in annual profit. If the electric equipment is not repaired immediately, improper room equipment maintenance can lead to dangerous accidents.
Rushmore Hotel can replace manual cleaning equipment with high-tech equipment to eliminate the housekeeping department's repeated behavior, which may inflict physical pressure on workers. It can have appropriate cleaning products and chemicals that can remove dust easily and keep the hotel clean in a limited period of time. It should also offer proper instruction to housekeepers in order to provide them with knowledge of the most up-to-date housekeeping and repair equipment for cleaning and room servicing, as well as improve quality benchmarks for housekeeping services in order to obtain meaningful outcomes and continue to track the measurement standards. Rushmore Hotel's Hotel Manager should keep an eye on the housekeeping department's cleaning and servicing operations to ensure that visitors enjoy sufficient hospitality facilities. During the visitors' exit, it can include input forms so that the hotel can build on the gaps found by the guests' responses to the hotel's housekeeping services.
The housekeeping department is in charge of delivering real hospitality services to hotel guests, and the housekeeping department's success has an effect on the reviews provided by guests. A bad experience from the housekeeping department can permanently damage the brand image of the hotel in front of its guests and it can lose some potential customers as well. This report has deeply investigated the problem faced by Rushmore Hotel with an aim to provide sufficient advice for improving the efficiency of the housekeeping department to increase guest satisfaction and lower the guests’ complaints.

[bookmark: _heading=h.gjdgxs][bookmark: _Toc65662757]IntroductionOrganisational consultancy is a service provided to business organisations to recommend independent advice for improving their business processes or strategic decisions according to the available resources and the critical situations that the client organisations are facing (Dawson-Shepherd and Neumann, 2016). It is a service provided to the client organisations for improving their growth by solving different business problems through in-depth investigation. This report is produced as a consultancy report by assuming the role of a consultant to provide advisors to the client organisation for providing adequate strategies and advisors for solving a particular business problem that the client organisation has been facing. This report has provided consultancy advances to Rushmore Hotel that is experiencing a high rate of customer complaints due to housekeeping services. The guests are complaining that they are not receiving housekeeping services such as cleaning, laundry, maintenance, etc. on time and get fewer responses from the housekeeping employees. This report has deeply investigated the problem faced by Rushmore Hotel with an aim to provide sufficient advice for improving the efficiency of the housekeeping department to increase guest satisfaction and lower the guests' complaints. This report has produced an evaluation of the strengths and weaknesses of the hotel by competitively analysing the internal and external environmental factors. This report has prepared SWOT analysis and PESTLE analysis to evaluate the competitive position of the hotel to face challenges of the environmental factors. This consultancy report has also produced the Kubler Ross Model to recognise the stages of guest dissatisfaction due to poor housekeeping services. The theoretical framework has been discussed to understand the efficiency of business strategies of the hotel and providing appropriate recommendations for improving the housekeeping services of the hotel to reduce guest complaints.

[bookmark: _heading=h.3znysh7][bookmark: _Toc65662758]Scope & AnalysisRushmore Hotel is a renowned hotel in London that provides accommodation for visitors from home and abroad with comfortable hospitality services. This hotel gives memorable experiences to the guests with its dedicated hospitality services and accommodation in comfortable rooms. It is a three-star hotel located in the city's historic downtown district of Central London (Sanner and Øvrelid, 2018). This hotel was established on Trebovir Road, Earl's Court, London in 2005. This hotel is designed with Victoria and standard rooms in a 19th-century townhouse to give the vibes of 19th century of British culture. The visitors are wooden to stay in this hotel because of its attractive location. It is only a minutes' walk away from Earl's Court tube station that directly links to the Heathrow airport and only 4 minutes' walk away from Earl's Court Exhibition Centre and Mount Rushmore National Monument. This hotel provides classic Victorian-style wooden rooms with en-suite bathrooms, 40-inch flat-screen television, telephone, high-speed WiFi connection, air conditioner, tea and coffee maker, etc. included in every room (Kandampully and Suhartanto, 2016). This hotel offers a free Continental buffet breakfast to the guests and airport shuttle services to and from the Rapid City Regional Airport. The guests enjoy the fitness center of the hotel for relaxing and physical exercise and there are also golfing and hiking options for the outdoor activities of the guests in the nearby city park (Hsu and Wang, 2011). The hotel has multiple attractive tourist locations within an hour's reach such as Mount Rushmore National Memorial, Crazy Horse Memorial, Rushmore Plaza Civic Center, Badlands National Park, Custer State Park, Deadwood, etc. 
Rushmore Hotel is experiencing a high number of customer complaints due to poor housekeeping services that have impacted the brand reputation of the hotel. The customers are not willing to visit the hotel again and it has also reduced the hotel revenue at the end of the last year (Aristyawati and Wedhanti, 2020). To recommend appropriate consultancy advice to the hotel, the internal and external environment of the hotel has been analysed to evaluate its internal competitive strengths and weaknesses. Here, the SWOT analysis and PESTLE analysis is described to measure its competitive strengths and weaknesses within the internal and external environment:
[bookmark: _Toc65662759]SWOT Analysis	Strengths
	Weaknesses

	· Rushmore Hotel is located in an attractive location near the Earl's Court tube station and heat provides airport shuttle services for Rapid City Regional Airport. Foreign tourists can easily find the hotel and stay there as long as they require (Huet, 2017).
· There remain attractive tourist spots nearby the hotel and the guests do not have to make a journey for visiting these tourist spots. It saves both time and money for the guests (Mmutle, 2017).
· The hotel rooms include modern facilities such as en-suite bathrooms, television, WiFi, air conditioner, coffee, and tea maker, etc. (Sanon, 2018).
· The hotel provides highly valued hospitality services at affordable prices (Fouad and Attia, 2016).
	· Rushmore Hotel has struggled to maintain proper coordination with the housekeeping department to give responses to many guests at a time and maintain the cleanliness of the rooms on time (Yap, 2015). 
· Rushmore Hotel does not have any modern room equipment or luxury furniture (Darsono, 2018).
· Rushmore Hotel has limited car parking facilities and the majority of its guests have to hire parking areas in the city parks and nearby shopping centers (Palmer, 2019).
· Rushmore Hotel is not active to give prompt responses to customer queries into hotel booking websites (Fouad and Attia, 2016).

	Opportunities
	Threats

	· Rushmore Hotel has 80 Victorian-style wooden rooms that are designed according to the eco-friendly theme. The hotel rooms are designed into different sizes and facilities and therefore, they can meet the versatile demands of the guest (Intilli, 2019).
· Rushmore Hotel can become more active on different hotel booking websites to give quick responses to the potential customers and help them to book hotel rooms (Sevin, 2018).
· Rushmore Hotel can restructure the hotel rooms with modern amenities to give a luxury experience like a five-star hotel to specific guests (Isac, 2017).
	· Rushmore Hotel can struggle to invest in its room decoration after the economic impact of covid-19 (Harris, 2020).
· The five-star and four-star hotels have reduced the room prices that reduce the room occupancy of the hotel (Kumar, 2018).





[bookmark: _Toc65662760]PESTLE AnalysisPolitical Factor: The political environment influences the legislation and governing rules for the hotel industry to control the hospitality policies and operations of the hotel. The changes in the political parties can bring changes to the legislations of the hospitality industry. The UK has a stable political condition that is supportive for the growth of Rushmore Hotel and thereby heat is adapted to the legislation and regulations of the UK government to monitor and control its hospitality operations (Wood and Sammons, 2015). The good political relations between the UK and other countries attract many travellers to stay in the hotel due to their personal or business purposes.
Economic Factor: The economy is a major factor to influences the revenue of the organisations and their sustainability for the future. Rushmore Hotel has experienced a low number of guests during the recession of the country for coronavirus pandemic and then it modified the room prices to make them budget-friendly for attracting potential guests (George and Hancer, 2018). Rushmore Hotel also follows the currency rate for taking payment from international travellers. Rushmore Hotel also pays income taxes to the government and the government utilizes the amount of tax for different public projects. The changes in taxation and VAT during budget deficiency also bring changes in the room prices of the hotel.
Social Factor: From the early centuries, people from different corners of the world have been visiting the UK for different purposes and it has become a global centre of tourists due to its easy immigration and Visa approval process. Rushmore Hotel considers the diversity into the culture and lifestyle of the guests and decorates the rooms and prepares foods that can match with the lifestyle and preferences of the diverse guests (Mehrez and Hadad, 2018). Rushmore Hotel offers British food items that are accepted to other European nations as well.  Rushmore Hotel also encourages the celebration of different cultural and religious events such as Christmas and New Year to provide entertainment to the hotel guests.
Technological Factor: The innovation of modern technology has facilitated the hospitality services by implementing different tools and equipment of modern science for maintaining cleanliness and housekeeping services of the hotels. The modern equipment also enables the hotel to provide a luxury experience and comfort for the guests (Rosemberg and Li, 2018). The housekeeping department uses cleaning and furnishing tools and machines for keeping the room clean. The food and beverage department uses kitchen equipment for preparing and preserving the foods. The front office department uses modern technology and the internet to communicate with the guests using social media.
Legal Factor: The legislation of the government is strictly followed by every organisation of the hospitality industry and the government enforces different laws and acts to protect the interest of the customers and monitor the hospitality organisations. Rushmore Hotel follows the Data Protection Act to keep confidential information of the customers’ safe into the information system of the hotel (Robinson and Callan, 2016). The Digital Economy Act is applied to hotels to restrict the illegal sharing of information. The hotel uses Health and Safety Act to ensure a secure environment for the safety of the lives and properties of the guests as well as maintaining the hygiene of the foods and rooms. The hotel also uses the Patent Act to retain its intellectual properties.
Environmental Factor: Environment controls the opportunities and threats of the hospitality industry because it is the most unpredictable factor that can change the industry situation at any time. During natural disasters, people do not want to visit different tourist areas and it reduces the number of visitors the hotel during the disasters (Kandampully and Suhartanto, 2016). Rushmore Hotel has been negatively impacted by coronavirus impact due to long-term lockdown and it could not have any revenue due to zero room occupancy.

[bookmark: _heading=h.2et92p0][bookmark: _Toc65662761]Main BodyThe guests of a hotel do not get this satisfied all at once rather the dissatisfaction or grief are formed at different stages at the hospitality service experiences of the hotel. The guests can become dissatisfied at the time of the arrival or even during the departure or at any time during their stay (Wong and Sohal, 2018). The dissatisfaction of the hotel is raised from the emotions and expressions of the residents of the hotel. Rushmore Hotel identifies the level of its guests' dissatisfaction due to poor housekeeping services by analysing their responses in different levels of guest dissatisfaction journey (Wan and Su, 2017). The Kubler Ross Theory is presented in this report for a proper discussion on the guests' dissatisfaction process of Rushmore Hotel-
[bookmark: _Toc65662762]Kubler Ross TheoryKubler Ross Theory has described the five stages of guest dissatisfaction where the guests experience grief due to any poor services from the organisations and this model has described a series of five emotions that raises the grief (Kandampully and Suhartanto, 2015). Rushmore Hotel implements this model to understand how the housekeeping services have increased dissatisfaction and grief among the customers by creating a huge gap between guest expectation and realities.
[image: ]
Figure: Kubler Ross Theory
(Kandampully and Suhartanto, 2015)
Denial: The guests of Rushmore Hotel deny housekeeping services of the hotel at the denial stage and they still believe that they have misinterpreted the quality of the services they have received from the hotel and try to hide their emotions and sorrow at this stage and try to defend the intensity of the problems they are facing due to the poor housekeeping services (Andrews, 2013).
Anger: At the anger stage, the misinterpretation of the guests about the quality of the hotel breaks down and they understand that they are not getting expected services from the hotel. The housekeeping services of the hotel create bitterness among the guests and disappointment for choosing the hotel instead of other hotels raises their anger (Paraskevas, 2016). They can misconduct the staff and fail to control their anger.
Bargaining: After showing anger and frustration, the guests try to bargain with their emotions by using 'what if' statements m they try to control themselves by making false hope that they might have received the worst services from the other hotels within the same budget and this still believe that they will receive upgraded housekeeping services after negotiating with the hotel staff (Anthonisz, 2014).
Depression: At the depression stage, the guests of Rushmore Hotel still face dilemmas due to their emotional statements and they do not get satisfied with the poor housekeeping services (Lie, 2015). After experiencing grief they feel emptiness and consider the reality that they have stayed at the hotel by accepting its faults to the housekeeping services.
Acceptance: Acceptance is the last stage of the guests' dissatisfaction journey and the guests of Rushmore Hotel accept the current housekeeping facilities and try to adjust with the 'new' realities instead of their expected realities (Batinić, 2015). They become neutral of a team with not-so-good experiences from the hotel and try to make adjustments with the current facilities and do not want to make any misbehavior or go through depression.
[bookmark: _heading=h.tyjcwt]
[bookmark: _Toc65662763]Ways of improving operations of housekeeping department of Rushmore HotelThe housekeeping department is responsible for providing the actual hospitality services to the hotel guests and the performance of the housekeeping department influences the feedback given by the guests. A bad experience from the housekeeping department can permanently damage the brand image of the hotel in front of its guests and it can lose some potential customers as well (Kumar and Singh, 2015). It is suggested to Rushmore Hotel for adopting the below management techniques for improving the operations of the housekeeping department-
Offering job-specific training: Rushmore Hotel can provide job-specific training to the housekeeping employees by preparing a plan on how to improve their room services to satisfy the expectations of the guests. Rushmore Hotel can plan how to clean a room and perform other cleaning tasks by giving them a proper knowledge of maintenance and using cleaning tools and chemicals to make each task of the housekeeping department easier and less time dedicated (Ambardar and Raheja, 2017). The staff training of the housekeeping employees can improve the cleanliness and hygiene maintained in the hotel and reduce the time spent in each room so that every guest room can be cleaned within less time.
Providing the right tools and equipment: Rushmore Hotel should provide the right tools and equipment to the housekeeping department for improving their cleaning activities and stop the repetitive motions of the employees to remove their strain. For example, using microfiber towels and moths can easily clean doubloons that can increase productivity up to 54% according to the ISSA 540 cleaning times (Parmar and Dalal, 2017). Personal protective equipment such as knee pads and gloves should be given to the housekeepers to reduce the exposure of their body during work to cause fewer injuries and illness and increase the productivity of this department.
Availability of stock: Rushmore Hotel has to ensure the availability of enough stock so that the housekeepers can maintain cleanliness and room services without any shortage of stock. The storage of available stocks into the carts also reduces the unnecessary trips to the markets to replace the missing supplies and it ensures that housekeepers are available inside the hotel instead of the markets (Powell and Watson, 2016). An adequate amount of cleaning stocks helps to maintain the consistency of cleaning from room to room.
Introducing Engineering Checklist: Rushmore Hotel should introduce an engineering checklist to identify the faults in the hotel room such as replacing light bulbs for fixing air conditioning after identifying their damages so that they can be placed immediately before complaints arise from the guests (Landers and Maguire, 2014). The housekeepers should prepare a checklist on the potential issues that are to be faced by the engineering department and submit the checklist at the end of every shift to reduce the possibilities of workload after getting too many guest complaints.
Some of the housekeeping operations are not needed to be changed as they are continuing up to the standard and the housekeeper is needed to maintain the performance of these activities. The housekeeper should maintain politeness in their behaviour while communicating with guests to show respect and courtesy (Ariska and Rifiyan, 2016). The housekeeper should also remain motivated and encouraged to give services to the hotel guests at any hour of the day. The hygiene and cleanliness activities for the department should not be altered with other activities.
Some basic changes are needed to be implemented to improve the operations of the housekeeping department of Rushmore Hotel. Rushmore Hotel should enhance the knowledge of housekeepers about maintenance and using cleaning tools and chemicals to make their tasks easier and less time dedicated. Rushmore Hotel should give the right tools and equipment to improve the cleaning activities and stop the repetitive motions to remove employees' strain (Ohlin and West, 2013). Rushmore Hotel should also arrange staff training for the housekeeping employees to improve the cleanliness and hygiene maintained in the hotel and reduce the time spent in each room so that every guest room can be cleaned within less time. The housekeepers should also practice engineering checklists to identify the faults in the hotel room and submit the checklist at the end of every shift to reduce the possibilities of workload after getting too many guest complaints (Chiang and Liu, 2017). Rushmore Hotel should replace the manual auditing system with an automated system to keep the track of stocks to ensure the availability of enough stock so that the housekeepers can maintain cleanliness and room services without any shortage of stock.

[bookmark: _heading=h.3dy6vkm][bookmark: _Toc65662764]Findings & ResultsThere are both good sides and bad sides of everything in this world and hence Rushmore Hotel has offered some good aspects and bad effects on its housekeeping department. The housekeeping department of Rushmore Hotel is providing day long and night long room services to ensure that the customers are comfortable within the hotel environment and do not feel a lack of any necessity (Lee and Way, 2017). The housekeepers are dedicated to serving the guests and they maintain polite behaviour with them to develop a long-term relationship with them. Yet, the housekeeping department of Rushmore Hotel has been struggling to maintain proper coordination between the guests and they are not responsive to address the request of the guests due to a shortage of employees and lack of proper communication media (Buranabanyat, 2019). From the analysis of the business problem that arose in Rushmore Hotel, it is justified that improvements should be made to overcome the bad aspects of the housekeeping department to reduce negative reviews and complaints from the customers.
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Figure: Percentage Guests Complaints in Rushmore Hotel
(Soltani and Lai, 2019)

Rushmore Hotel has received too many complaints about the poor from services from its housekeeping department and it has led to a high ratio of customer dissatisfaction. The poor housekeeping services have impacted the reviews of the hotel on different hotel booking websites that can impact negatively on the purchase decisions of the potential guests (Kline and Ghali, 2018). Rushmore Hotel has decided to increase the efficiency of its housekeeping department and therefore some of the advice is given in this report as a part of organisational consultancy (Grobelna and Tokarz-Kocik, 2017). Rushmore Hotel has already initiated to improve the efficiency of the employees of the housekeeping department by arranging staff training programs and it has also measured its competitive strengths and weaknesses according to the impact of internal and external environment factors so that it can develop appropriate strategies for improving the operations of this department.
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Figure: Impact of Inefficiency of Housekeeping Department
(Jones and Siag, 2019)

Rushmore Hotel is experiencing a high number of customer complaints due to poor housekeeping services that have impacted the brand reputation of the hotel. The customers are not willing to visit the hotel again and it has also reduced the hotel revenue at the end of the last year. The housekeepers of Rushmore Hotel are not well known for using modern technology for the room service and cleaning activities and therefore they are not capable of increasing their productivity within the limited time (Lai and Baum, 2018). The housekeepers remain busy cleaning a single room for long hours that reduces the possibilities of cleaning the other rooms within the remaining times. 
The poor room services of the housekeepers have negatively resulted in the annual profit and the returning ratio of the guests. The guests give negative comments and reviews on the hospitality services on different hotel booking websites that also reduces the opportunities to acquire new guests. The post services from housekeeper have led to a reduction of 18% of guests returning rate and decreased 34% of the annual profit (Rohaeni and Sunarsih, 2021). The improper maintenance of the room equipment can also lead to hazardous accidents if the electric equipment is not fixed immediately.
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Figure: Reduction in Revenue of Rushmore Hotel
(Tavitiyaman and Miu, 2021)

The housekeepers are also not provided with enough safety measurements such as gloves and knee pads that increase the ratio of injuries from the cleaning activities and therefore, many employees remain on sick leaves or unable to perform the cleaning activities due to the injuries  (Pagan and Gaffel, 2018). The lack of proper training has also reduced the scope of utilising skills and efficiencies of the employees by applying the latest equipment into the housekeeping operations.


[bookmark: _heading=h.1t3h5sf][bookmark: _Toc65662765]Action Plan	No.
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1.
	Irregular cleaning of the hotel rooms and lounge areas
	To prepare a strict schedule for consistency in the cleaning activities, the hotel manager should manage the cleanliness of the hotel rooms and lounge at regular intervals  (Sampson, 2016).
	The guest will get a clean and well-furnished room and they will become highly satisfied with the hygiene maintenance activities of the hotel. The clean and organized front desk and reception area will represent a good image of the hotel to the visitors and the visitors will have a positive impression due to the clean environment of the hotel. 
	3 months
	31 May, 2021
	£8,000

	2.
	Delay in responding to the room services
	To install separate intercom and telephone connections between the hotel rooms and the housekeeping department so that the customers can directly communicate to the room service boys without depending on the front desk.
	The guests will be able to directly communicate to the room service employees and convey their requests (Hussain, 2016). The room service employees can directly respond to the requests of the guests without depending on the front desk to get information about the guests' requests. 
	2 months
	30 April, 2021
	£12,000


[bookmark: _heading=h.4d34og8]
[bookmark: _Toc65662766]RecommendationsRushmore Hotel has got many negative responses from the guests about the unsatisfactory conditions for the housekeeping service. To increase the performance of this department, the hotel must resolve this issue promptly by incorporating a range of strategies and management practices (Emiroğlu and Tanrıverdi, 2015). Rushmore Hotel can increase the efficiency of its housekeeping department by maintaining the below suggestions:
· Rushmore Hotel should provide sufficient training to the housekeepers to give them knowledge about the latest housekeeping and maintenance equipment for cleaning and room servicing (Sari, 2017).
· Rushmore Hotel should develop the quality standards of the housekeeping services to get measurable results and continue to follow up for the measurement standards.
· Rushmore Hotel should replace the manual cleaning equipment with high technology equipment for reducing the repetitive actions of the housekeeping department that can cause physical strain of the employees.
· Rushmore Hotel should provide effective cleaning materials and chemicals that can quickly clean dust and maintain the hygiene of the hotel in less time (Sari, 2017).
· Rushmore Hotel should give separate telecoms for directly communicating with the housekeeping department so that the customers can directly call the housekeeping department to request any room service (Sari, 2017).
· Rushmore Hotel should perform an engineering checklist to identify the faults of the machines and electric equipment of the hotel and inform the engineering department for immediate replacement of them.
· The Hotel Manager of Rushmore Hotel should monitor the cleaning and servicing activities of the housekeeping department to ensure adequate hospitality services are provided to the guests (Sari, 2017).
· Rushmore Hotel should provide review forms during the departure of the guests to know their responses to the housekeeping facilities of the hotel so that it can make improvements on the gaps identified by the guests.

[bookmark: _heading=h.2s8eyo1][bookmark: _Toc65662767]ConclusionI would like to show my gratitude to Rushmore Hotel for allowing me to provide consultancy services to the hotel for resolving the problem of housekeeping services and high customer complaints about room services. I am grateful to get the opportunity to perform an investigation on the housekeeping department of Rushmore Hotel to define the causes of poor housekeeping performance of the hotel and utilise my consultancy skills to provide appropriate solutions for the critical problem of the hotel by suggesting appropriate collective measurements that can erase this problem. Rushmore Hotel has received too many concerns about its housekeeping department's bad quality, resulting in a high rate of consumer frustration. Bad housekeeping facilities have affected the hotel's ratings on numerous hotel booking websites, which could have a negative effect on prospective guests' buying decisions. Rushmore Hotel has wanted to enhance the performance of its housekeeping department, so some of the ideas in this article are presented as part of corporate consulting. Owing to bad housekeeping facilities, the Rushmore Hotel has received a substantial amount of consumer complaints, which has damaged the hotel's brand image. Therefore, the guests are unable to return to the hotel. It is suggested that Rushmore Hotel should improve housekeepers' knowledge of maintenance and the proper use of cleaning tools and chemicals in order to make their jobs easier and less time-consuming. To relieve employee strain, Rushmore Hotel should provide the appropriate tools and equipment to improve cleaning activities and eliminate repetitive motions. Rushmore Hotel should also provide staff training for housekeeping employees in order to improve the hotel's cleanliness and hygiene while also reducing the time spent in each room, allowing each guest's room to be cleaned in less time.


[bookmark: _heading=h.30j0zll][bookmark: _Toc65662768]ReferencesAmbardar, A. and Raheja, K., 2017. Occupational Safety and Health of Hotel Housekeeping Employees: A Comparative Study. International Journal of Hospitality & Tourism Systems, 10(2).
Andrea, J., 2015. The influence of service quality towards customer satisfaction in housekeeping department a case of club med bali, 2015 (Doctoral dissertation, President University).
Andrews, S., 2013. Hotel housekeeping: A training manual. Tata McGraw-Hill Education.
Anthonisz, A., 2014. Assessing the future of housekeeping operations in Dubai’s five-star hotel industry–room for innovation?. Worldwide hospitality and tourism themes.
Ariska, S. and Rifiyan, A.M., 2016. Management of Linen Housekeeping in the Premiere Hotel Pekanbaru (Doctoral dissertation, Riau University).
Aristyawati, N.L., Budasi, I.G. and Wedhanti, N.K., 2020. An Analysis Of Jargons Used By The Housekeeping Department At The Lovina Bali Hotel. Indonesian Journal Of Educational Research and Review, 3(2), pp.72-80.
Baker, M.A., Magnini, V.P. and Perdue, R.R., 2016. Opportunistic customer complaining: Causes, consequences, and managerial alternatives. International Journal of Hospitality Management, 31(1), pp.295-303.
Batinić, I., 2015. Organization of business in hotel housekeeping. Journal of Process Management. New Technologies, 3(1), pp.51-54.
Buranabanyat, P., 2019. The Use of customer complaints as a positive attribute for hotel development: The Marriot Thruway Hotel, Rochester, NY.
Chiang, C.F. and Liu, B.Z., 2017. Examining job stress and burnout of hotel room attendants: internal marketing and organizational commitment as moderators. Journal of Human Resources in Hospitality & Tourism, 16(4), pp.367-383.
Darsono, A., 2018. Housekeeping Hotel. PT Gramedia Pustaka Utama.
Dawson-Shepherd, A., Kellner, K. and Neumann, J.E., 2016. Developing organisational consultancy. Routledge.
Emiroğlu, B.D., Akova, O. and Tanrıverdi, H., 2015. The relationship between turnover intention and demographic factors in hotel businesses: A study at five star hotels in Istanbul. Procedia-Social and Behavioral Sciences, 207, pp.385-397.
Fouad, M.A., Hussein, S. and Attia, A.Y., 2016. Housekeeping performance and guest satisfaction in resort hotels. International Journal of Heritage, Tourism, and Hospitality, 7(2).
George, R.T. and Hancer, M., 2018. Housekeeping managers and the administration of housekeeping service. International journal of hospitality & tourism administration, 9(4), pp.365-383.
Grobelna, A. and Tokarz-Kocik, A., 2017. Relationships between job characteristics and organizational commitment: The example of hotel housekeeping employees. Economic and Social Development: Book of Proceedings, pp.491-500.
Harris, C., 2019. Building self and community: The career experiences of a hotel executive housekeeper. Tourist Studies, 9(2), pp.144-163.
Hsu, S.Y., Ho, T.K., Tsai, J.J. and Wang, C.H., 2011. The evaluation mode of hotel housekeeping management. African Journal of Business Management, 5(34), pp.13249-13253.
Huet, V., 2017. Art therapy-based organisational consultancy: A session at Tate Britain. International Journal of Art Therapy, 16(1), pp.3-13.
Hussain, S., 2016. Outsourcing Housekeeping: An insight into two cleaning companies, SOL and N-Clean, in Helsinki, Finland.
Intilli, H., 2019. The effects of converting wheels on housekeeping carts in a large urban hotel: program evaluation. AAOHN Journal, 47(10), pp.466-469.
Isac, F.L., 2017. Aspects of the organization of the housekeeping department in a hotel.
Jones, P. and Siag, A., 2019. A re-examination of the factors that influence productivity in hotels: A study of the housekeeping function. Tourism and Hospitality Research, 9(3), pp.224-234.
Kandampully, J. and Suhartanto, D., 2015. The role of customer satisfaction and image in gaining customer loyalty in the hotel industry. Journal of Hospitality & Leisure Marketing, 10(1-2), pp.3-25.
Kandampully, J. and Suhartanto, D., 2016. Customer loyalty in the hotel industry: the role of customer satisfaction and image. International journal of contemporary hospitality management.
Kandampully, J. and Suhartanto, D., 2016. The role of customer satisfaction and image in gaining customer loyalty in the hotel industry. Journal of Hospitality & Leisure Marketing, 10(1-2), pp.3-25.
Kline, T.J.B., Willness, C. and Ghali, W.A., 2018. Predicting patient complaints in hospital settings. BMJ Quality & Safety, 17(5), pp.346-350.
Kumar, M.H., 2018. A Study on ‘’Recent Trends in Housekeeping Department in Hotel Industry’’.
Kumar, S. and Singh, D., 2015. Identifying Reasons for Employee Turnover in Housekeeping Department-A Study of Selected Hotels in Delhi. International Journal of Management and Social Sciences Research (IJMSSR), 4(1).
Lai, P.C., Soltani, E. and Baum, T., 2018. Distancing flexibility in the hotel industry: the role of employment agencies as labour suppliers. The International Journal of Human Resource Management, 19(1), pp.132-152.
Landers, M. and Maguire, L., 2014. Effects of a work injury prevention program for housekeeping in the hotel industry. Work, 22(3), pp.239-246.
Lapidus, R.S. and Schibrowsky, J.A., 2019. Aggregate complaint analysis: a procedure for developing customer service satisfaction. Journal of Services Marketing.
Lee, C. and Way, K., 2017. Individual employment characteristics of hotel employees that play a role in employee satisfaction and work retention. International Journal of Hospitality Management, 29(3), pp.344-353.
Lie, A.L., 2015. The Impact of Occupational Stress Factors to Job Stress in Housekeeping Department of Hotel ABC. iBuss Management, 3(1).
Manickas, P.A. and Shea, L.J., 2017. Hotel complaint behavior and resolution: A content analysis. Journal of Travel Research, 36(2), pp.68-73.
Mehrez, A., Israeli, A.A. and Hadad, Y., 2018. A work measurement application for hotel housekeeping management. Tourism Economics, 6(4), pp.359-370.
Mmutle, T., 2017. Customers' perception of service quality and its impact on reputation in the hospitality industry.
Ohlin, J.B. and West, J.J., 2013. An analysis of the effect of fringe benefit offerings on the turnover of hourly housekeeping workers in the hotel industry. International journal of hospitality management, 12(4), pp.323-336.
Pagan, R., Price, N. and Gaffel, J., 2018. Housekeeping measures to reduce energy consumption in food processing plants. In Handbook of Water and Energy Management in Food Processing (pp. 367-386). Woodhead Publishing.
Palmer, M.E., 2019. Guide to Hotel Housekeeping. Good Press.
Paraskevas, A., 2016. Exploring hotel internal service chains: a theoretical approach. International Journal of Contemporary Hospitality Management.
Parmar, S. and Dalal, P., 2017. A study of musculoskeletal disorder among housekeeping staff in hotel industry. Int J Home Sci, 3(3), pp.83-85.
Powell, P.H. and Watson, D., 2016. Service unseen: The hotel room attendant at work. International Journal of Hospitality Management, 25(2), pp.297-312.
Robinson, R.N., Kralj, A., Solnet, D.J., Goh, E. and Callan, V.J., 2016. Attitudinal similarities and differences of hotel frontline occupations. International Journal of Contemporary Hospitality Management.
Rohaeni, N., Yusuf, S.F., Jubaedah, Y. and Sunarsih, M., 2021, February. The Analysis of Hotel Linen Cleaning Standard in Housekeeping Department. In 6th UPI International Conference on TVET 2020 (TVET 2020) (pp. 263-266). Atlantis Press.
Rosemberg, M.A.S. and Li, Y., 2018. Effort-reward imbalance and work productivity among hotel housekeeping employees: A pilot study. Workplace health & safety, 66(11), pp.516-521.
Sampson, S.E., 2016. Ramifications of monitoring service quality through passively solicited customer feedback. Decision Sciences, 27(4), pp.601-622.
Sanner, T.A. and Øvrelid, E., 2018, September. Enabling responsive hospital housekeeping with workflow IT. In Norsk konferanse for organisasjoners bruk at IT (Vol. 26, No. 1).
Sanon, M.A., 2018. Hotel housekeeping work influences on hypertension management. American journal of industrial medicine, 56(12), pp.1402-1413.
Sari, I.U., 2017. A Performance Measurement Model Minimizing Housekeeping Personnel Costs. International Journal of Fuzzy Systems, 19(3), pp.776-787.
Sevin, H.D., 2018. Hotel Services In Hospitals. Journal of Tourism and Gastronomy Studies, 6(1), pp.451-459.
Sherman, R., 2019. Beyond interaction: customer influence on housekeeping and room service work in hotels. Work, Employment and Society, 25(1), pp.19-33.
Soltani, E. and Lai, P.C., 2019. Reconciling the Needs of Hotel Housekeeping Department, Employment Agency and Flexible Workers.
Sun, D., 2015, October. Analysis and Research on domestic service customer satisfaction influencing factors—A Case Study of Changchun city. In 2015 International Conference on Economics, Social Science, Arts, Education and Management Engineering. Atlantis Press.
Tavitiyaman, P., Tsui, B., Chan, C.L.F. and Miu, H.W., 2021. Employee Productivity of Hotel Room Attendants: An Input–Output Perspective. International Journal of Hospitality & Tourism Administration, pp.1-28.
Tyrrell, B. and Woods, R., 2015. E-complaint: Lessons to be learned from the service recovery literature. Journal of Travel & Tourism Marketing, 17(2-3), pp.183-190.
Wan, C.S. and Su, A.Y.L., 2017. Exploring the factors affecting hotel outsourcing in Taiwan. Asia Pacific Journal of Tourism Research, 15(1), pp.95-107.
Wong, A. and Sohal, A., 2018. A critical incident approach to the examination of customer relationship management in a retail chain: an exploratory study. Qualitative Market Research: An International Journal.
[bookmark: _GoBack]Wood, D.F., Moreo, P.J. and Sammons, G., 2015. Hotel housekeeping operational audit: A questionnaire approach. International journal of hospitality & tourism administration, 6(3), pp.1-10.
Yap, M.H., 2015. Hotel housekeeping occupational stressors in Norway. Tourism and hospitality management, 17(2), pp.291-294.

26

image2.png
Kiibler-Ross Grief Cycle

Information and Emotional Guidance and
Communication Support Direction




image3.png
®

Cumustive %

3 of Complaints




image4.png
Al Other Expenses
8.2%

Compimentary Sataries and Wage
Servces. 23
Ameniies, and F&B
0%
Reservation Expenses
43%
Total Commissions.
4% Payrol Related
Laundry, Linen and Expenses
Supplies. 19.0%

109%




image5.png
200 2011 2012 2013 2014 2015 2016 2017 018 2019 2020




image1.png
( ©77 RUSHMORE

HOTEL & SUITES





