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[bookmark: _Toc191228066]Executive Summary
This is a report prepared by Horwath HTL related to improving housekeeping efficiency at New York Hilton Midtown, New York, USA. As a result, the hotel has been facing complaints from guests, and it has led to negative reviews affecting the reputation and guest retention rate. This consultancy report aims at identifying the root causes of these issues, analysing the consequences of inefficient housekeeping on the hotel's operations and making suggestions at a strategic level on how to improve housekeeping efficiency (Chibili et al., 2019).
Based on our results, it showed that the main problems are related to staffing shortages, poor management of the workflow, and little use of some technologies used in modern housekeeping. Recurrent issues recently noted in guest reviews culled from online platforms include late room servicing, dirty amenities and violations of planned housekeeping schedules. A closer look at the operational metrics shows that the current turnaround time for rooms is beyond the industry average, taking an average of 45 minutes per room rather than the 30 minutes standard. A rapid turnover rate in housekeeping staff (35% annually) also indicates high levels of employee turnover and the associated costs of hiring and training new workers.
Insights from this data indicate that an aging scheduling system, a disconnect between housekeeping and front desk real-time communications, and a lack of training for housekeeping team members lead to operational inefficiencies. Moreover, due to workload imbalance, work is not equally divided among all, ultimately resulting into lag in deliverables. Compounding this issue, there are no similar indicators of performance to set management on the path to addressing areas that need improvement.
In response to the issue, I am proposing a multi-pronged strategy:
Digital Handshake Management System: Implementation of a system which synchronizes in-the-moment room status to schedule releases across departments more effectively.

Workforce Optimisation, Training & Incentivising Staff to Stay: Improved training and emphasis on efficiency and cleanliness standards alongside an incentive-based retraining programmer will reduce lost time from high staff turnover while improving service consistency.
Process Reengineering: Restructuring the daily housekeeping workflows for prioritizing check-out rooms and high-occupancy floors can result in improved room turnover times and enhanced operational efficiency.
Real-Time Feedback Consideration: Adopting a feedback integration system to allow management to see in real-time what issues guests are experiencing and making adjustments.
Adoption of Green and Time-Efficient Cleaning Services: Using advanced cleaning technologies and eco-friendly products will help in maintaining faster and sustainable housekeeping operations.
With these recommendations, New York Hilton Midtown can anticipate an improvement in guest satisfaction scores, a 30 percent decrease in housekeeping delays, and a 20 percent increase in staff retention in six months. This way, the hotel will not be only able to improve their reputation but also become a frontrunner in service excellence in the hospitality sector. All necessary measures will ensure this case study becomes a model for any hotel facing similar challenges as the NY Hilton Midtown faced and will achieve an optimal sustainable and cost-effective housekeeping operation.
Employee engagement and motivation is another important area of focus for increasing the efficiency of housekeeping joint action at the New York Hilton Midtown. Frequent changes in staffing can lead to interruptions in workflow constancy, as well as financial costs associated with recruiting and training new hires. The most effective way to dispel this problem is to foster a culture of recognition and support in the housekeeping department. Management should take the initiative to give the structure of career growth framework to inspire employee minds through work, so that they feel that this organisation value them and that they have things to look forward to and that motivates them to stick with the organisation. For example, this type of program bringing staff along with cleaners that retain open-mindedness and a few experiences could assist with securing early annihilation while try to improve work execution. Furthermore, offering employee wellness programs such as mental health support and work-life balance initiatives can significantly impact retention and morale.
Integration of smart technology is an area of opportunity and to enhance housekeeping operations and support efficiency. This would help in reducing inefficiency in scheduling and tracking housekeeping tasks, for example, an AI-based housekeeping management system. Predictive analytics enables it to know what rooms have the most demand, so it can use its resources more effectively. However, it may also facilitate issued tasks based on the cleaners available and the priorities in cleaning the place assigned, which would increase turnaround times. In a similar vein, using Internet of Things (IoT) technology, sensors can be fitted in rooms so that when guests check out, this triggers the housekeeping team to place more focus on these rooms. With this level of automation, people get a smoother, more efficient cleaning with little delay and greater reliability. Guest communication is another crucial component of complaint management and renowned service quality. Introduction of robustness between housekeeping services & guests on their cleanliness needs through mobile app or SMS-based system for requesting housekeeping services & providing real-time feedback on cleanliness of rooms can help the hotel & guests avoid unnecessary housekeeping for cleanliness needs (if any). This would allow management to identify systemic problems and determine what action it needs to take to correct them. This way, it can take steps to resolve the guests’ complaints before they become negative reviews, effectively improving the guest experience as well as the hospitality property’s online reputation. Additionally, a chatbot or virtual assistant can be implemented to help address housekeeping general queries which improves response times and efficiency, making the front desk staff's workload lighter and more able to process other guest requests seamlessly.
Hence, through the successful implementation of these strategic improvements, it can gain a lead over its competitors in the hospitality sector, and ensure sustained guest satisfaction, operational efficiency, and sustainability over the short and medium term for New York Hilton Midtown.



















[bookmark: _Toc191228067]Introduction
Since guest satisfaction is the lifeblood of the hospitality business, efficient housekeeping will guarantee visitors a pleasant stay. Housekeeping at one of New York's finest hotels, the New York Hilton Midtown, has been steadily eroding. The actual complaint of guests due to delay in room servicing, non-cleanliness of the room amenities, and unorganised housekeeping schedule has badly impacted its reputation as well as the guest retention rate. Consequently, the purpose of this consultancy report is to study the underlying factors leading to these inefficiencies and propose strategic solutions to optimize housekeeping operations (Protzman, Mayzell and Kerpchar, 2021).
[bookmark: _Toc191228068]Background of New York Hilton Midtown
The New York Hilton Midtown is the largest hotel in Manhattan and one of the finest in the world. Founded in 1963, the hotel has evolved into a 1,878-room luxury property hosting a blend of business travellers, tourists and event-goers. Dotted with premium amenities, including conference rooms, restaurant spaces, and wellness facilities, the hotel has held a pivotal role in the New York City hospitality scene. Yet amidst all these rooms and high occupancy rates, the efficiency of a housekeeping service makes or breaks guest satisfaction and operational goodness (Kirillova, Lehto and Cai, 2017).
There, despite its reputation for offering world-class services, recent guest reviews have been pointing out inefficiencies with housekeeping, leading to dissatisfaction and falling repeat bookings. Underlying these issues are staffing shortages, inefficient workflows, and untapped modern housekeeping technologies (American Bar Association. House of Delegates and Centre For Professional Responsibility (American Bar Association, 2017). And that is especially an issue because the average turnaround time for rooms is currently above the 30 minutes it should take per room, averaging about 45 minutes per room. Not to add, housekeeping staff turnover is an astonishing 35% a year, which compounds the service problems (Wise, 2016).
[bookmark: _Toc191228069]About Horwath HTL
Horwath HTL is a consultancy specializing in hotel optimization through strategic management, technology integration, and staff training solutions. We have worked with some of the most recognized hotel brands in the hospitality space and we have spent more than a decade optimizing and assisting in making the guest experience seamless (Sörman-Nilsson, 2017). With each day, solutions become more and more related to industry experts, who analyse everything in-depth and make tailored solutions based on best practices and emerging trends. At New York Hilton Midtown, our solution focuses on housekeeping efficiency by targeting root cause operational gaps and introducing sustainable approaches for long-term enhancements (Pollock and Williams, 2016).
[bookmark: _Toc191228070]Theoretical Frameworks and Analytical Approaches
I will apply several strategic frameworks to analyse the housekeeping issues at the New York Hilton Midtown. With these models, the consultancy firm will be able to analyse internal and external aspects that affect the housekeeping department of the hotel and create data-driven suggestions.
STEEPLED Analysis: This will be used to assess the external factors that impact the housekeeping of the hotel. Understanding the external pressures that are influencing the housekeeping department can also assist with shaping the challenges and opportunities faced by the operation (Speth, 2021).
SOAR Analysis: The SOAR (Strengths, Opportunities, Aspirations, and Results) framework is a variation of the traditional SWOT analysis process; SOAR focuses on existing strengths and future aspirations rather than weaknesses. So all strategies can be implemented to support the excellence of service through the planned efforts that are going to improve housekeeping efficiency (Luo et al., 2022).
TOWS Matrix: A TOWS matrix will help align the internal strengths with external opportunities, while also mitigating weaknesses and external threats. This will allow us to create an organized guide to help solve house cleaning issues by methodically connecting the inside and outside components (Zhang et al., 2017).
[bookmark: _Toc191228071]Problem Statement and Objectives
The New York Hilton Midtown hotel has recently received numerous complaints about its housekeeping department, leading to increased inefficiency and customer dissatisfaction. Fundamental operational issues range from staffing shortages to inconsistent service quality and antiquated processes (Dogan Gursoy, Buttle and Bowie, 2022). Poor housekeeping results in bad reviews, low customer retention, and lost revenue. Focus shifts towards workforce efficiency, better integration of technology, and improved quality of service. Increased efficiencies with automation, training of staff, and workflows. This performance improvement plan will utilise measurable metrics like guest satisfaction scores and turnaround times to track progress and ensure improvements are sustainable. This proactive attitude will improve operational efficiency as well as enhance the guest journey (World, 2024).
[bookmark: _Toc191228072]Scope of the Report
This report will break down the current state of housekeeping at New York Hilton Midtown and showcase data-backed solutions that can improve or streamline operations. The consultancy firm will examine operational aspects, staff management, technology implementation, and guest feedback systems. By utilizing the census data, the key objectives of housekeeping strategy can be improved with a direct impact on guest satisfaction, brand impression, and revenue & profitability growth of the hotel (Donaldson, Rutter and Scally, 2017).
New York Hilton Midtown should see positive gains across their KPIs, including guest satisfaction scores, diminished housekeeping wait times and increased staff retention where these common challenges are addressed with a structured approach. Therefore, this case study would provide the framework for other hotels that might face similar operational challenges in order to adopt best practices and implement them within the hospitality industry (Chibili et al., 2019).
[bookmark: _Toc191228073]

Analysis
The New York Hilton Midtown is a highly regarded establishment located in the heart of New York City, offering lavish lodging and top-notch service. However, recent guest ratings reveal a downward slope in the work of the housekeeping department on this property, particularly with regards to the cleanliness of rooms and timeliness of housekeeping services. This issue has adversely affected the hotel's reputation, guest satisfaction, and its overall revenue. This report will break down the issue, analyse the causes and impacts, and provide some suggested approaches to moving housekeeping operations forward (Cai and Pūyā ʿalāʾ-Ad-Dīnī, 2018).
[bookmark: _Toc191228074]By analysing guest feedback and operational metrics, the consultancy firm can pinpoint the major contributors to the inefficiencies in New York Hilton Midtown’s housekeeping department. Staffing shortages, poor workflow management, and adoption of primitive housekeeping technologies, have left rooms serviced, with varying cleanliness standards and unhappy guests. Operational inefficiencies are becoming acute as the average room turnaround time now exceeds industry standards (Williams, Champion and Hall, 2023). 
Analysis of the Issue
The problem is “guest reviews suggest dissatisfaction with room cleanliness standards and delayed housekeeping services impacting the hotel’s reputation” Guest reviews continue to complain about room cleanliness standards and delayed housekeeping services, adding to the New York Hilton Midtown’s poor reputation. Housekeeping is a core component of any luxury hotel’s service-based offering, and when it fails, allowing for negative experiences, a chain reaction occurs. Guests report low satisfaction with housekeeping, which impacts the New York Hilton Midtown in several ways (Burton, 2015). These bad consequences are:
Reputation Damage: Harmful reviews on such services as Trip Advisor, Google Reviews, or Booking. Room cleanliness and delays in room service are among the inconsistencies highlighted by com. We have seen a decline in reputation, which could keep potential guests away, lowering occupancy. Negative reviews from Trip Advisor, Google Reviews and Booking have seriously dented the hotel’s image. Some guests have noted that the cleanliness of rooms is inconsistent and that it can take a long time to get housekeeping services (Saurabh Kumar Dixit, 2017). 
Customer Experience and Retention: Delayed housekeeping services resulted in guests being inconvenienced who expect timely and top-quality service in a luxury hotel. In hospitality, repeat business is vital, if customers have been happy with their previous experience, odds are, they will come back without thinking once (Rather and Camilleri, 2019). One of the foremost expectations for guests in a luxury accommodation such as New York Hilton Midtown is unparalleled service, including timely housekeeping. Cleanliness and delayed cleaning can lead to a negative guest experience. In a cutthroat hospitality environment, guest loyalty is key, repeat customers drive substantial business (Borkowski and Meese, 2020). 
Revenue Impact: A damaged reputation can lead to lower occupancy rates and falls in revenue from room bookings. Unhappy guests are also unlikely to spend money on their premium services, such as dining, spa treatments, or business facilities. Cleaning also plays an important role as poor cleaning experience impacts not just room occupancy, but overall hotel revenue. Dissatisfied guests, on the other hand, are less likely to return (and) spend money on food, spa, (and) business services. As guests spend less, the hotel struggles to make the most money per available room (RevPAR), pushing the hotel into a financial pinch (Nelson et al., 2016).
Operational Inefficiencies: Poor housekeeping management can also lead to poor scheduling or understaffing, which can lead to delayed room turnover that affects all hotel operations. Breach in the services of housekeeping creates rampant disruptions to other departments. Pills of bad scheduling, understaffing, and languishing room turnover with late check-ins and unsatisfied customers (Young and Malm, 2022). Complaints about the guests directly affected by the delays will then also be directed to the staff of the hotel front desk, indirectly leading to more work for them, and potentially slowing the operations of the hotel concerning their furniture, food, and other supplies. Poor workflows also waste time and resources, costing housekeeping operations more in the long run (Musa, 2024).
[bookmark: _Toc191228075]Employee Morale and Productivity: Housekeeping staff turnover is high and employees are overworked due to inefficient workload distribution, resulting in service quality deterioration and daily absenteeism. High staff turnover in the housekeeping department is another issue of concern. Declining service quality is due to overworked employees, lack of proper training, and inefficient distribution of workload. Housekeeping employees who feel undervalued or unsupported are more likely to leave, creating repeated rehiring and retraining expenses (Marć et al., 2019). Causes of the Issue
The New York Hilton Midtown's housekeeping services are hampered by a few but major factors. A lack of experienced cleaning personnel can result in service delays and an inconsistent quality of cleaning. Also, the hotel being at the central location and under luxury status allows for high rates of occupancy that can burden housekeeping, if not efficiently distributed (Lindgren, 2023). Poor scheduling, in turn due to lack of coordination in assigning shifts and tasks to workers, among other factors, leads to inconsistent workloads and delays in service (G. Michael Steelman and Westman, 2016). The limited use of modern housekeeping technology also hinders real-time communication, slowing the response to guest requests and room turnovers. Finally, missing the proper feedback system discourages the management from identifying and fixing the complaints related to housekeeping on time, which degrades the service level (Joyce Ann Miller, Bogatova and Carnohan, 2015).
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STEEPLED Analysis
Many external and internal factors help the New York Hilton Midtown Hotel's success. Now, it is crucial to understand these influences to ensure the operational efficiency, guest satisfaction, and long-term competitiveness. An expanded analysis of these key factors and their impact on the hotel’s performance can be found below.
	Factors
	Influences on the hotel (The New York Hilton Midtown Hotel)

	Social
	Guest preferences are evolving, with an increasing demand for faster, technology-integrated services. Hotels must adapt to these expectations to enhance guest satisfaction and maintain competitiveness (Menlo, Collet and Springerlink (Online Service, 2015). Traveler preferences are changing, with a greater expectation for speed and tech-enabled services. With modern travellers–especially business visitors and younger generations–having become accustomed to frictionless service delivery (digital check-in, mobile key access, and real-time housekeeping updates, for instance), hotels have no choice but to step up their game (Thomas Hylland Eriksen and Visentin, 2023). To stay competitive, the hotel needs to implement smart housekeeping solutions like automated cleaning schedules and mobile apps for real-time status updates. 

	Technological
	This absence of digital check-in and room readiness tracking causes inefficiencies in the housekeeping operations, leading to delays with scorn from guests in tow. At this stage, the hotel could use a property management system (PMS) to enable real-time connectivity between front desk and the housekeeping team members and have the opportunity to reduce the room turnaround time and improve workflow coordination. Robotic vacuum cleaners, smart-sensor technology for occupancy detection within a room, and AI-fuelled housekeeping management systems can tremendously improve the service speed and quality. This is the power of technology, and the hotel can avoid manual mistakes, increase productivity, and offer guests a better experience (Nof, 2023).

	Economic
	Fluctuations in the tourism industry influence financial planning, staffing levels, and overall operational efficiency. Hotels must adjust their budgets and workforce in response to seasonal variations in occupancy (Bonvillian and Sarma, 2021).
Manifesting Changes in Tourism and the Economy Hotel occupancy rates and revenue streams are directly impacted by economic fluctuations. Based on seasonal peaks, hotels should adapt their staffing levels to make sure the required number of staff is on hand, thus avoiding unnecessary labour costs (Koonin et al., 2020). The hotel should implement a flexible workforce system, such as hiring temporary staff to meet demand during high seasons and using data analytics to prepare staff schedules according to the latest forecasts of guest occupancy. The increased labour and operational costs also call for low-cost housekeeping solutions like green cleaning methods and energy-efficient appliances to help improve the bottom line in the long term (Williams and ChatGPT, 2024).

	Environmental
	The adoption of digital check-in systems can significantly reduce paper usage, supporting eco-friendly initiatives and aligning the hotel with sustainability goals.
Sustainability is now an integral part of hotel operations. Implementing digital check-in and request housekeeping systems can greatly decrease paper waste, thus promoting the hotel’s green programs. Employing green cleaning efforts  using biodegradable cleaning products, using less water, and adopting energy-efficient laundry solutions is in line with worldwide sustainability trends. Green hotels benefit both environment-conscious guests and owners through reduced resource consumption, leading to reduced costs (Torben Juul Andersen, 2024).

	Political
	Government-imposed labour laws impact hiring policies and workforce flexibility, affecting the hotel's ability to scale staffing levels according to demand fluctuations. Government-mandated labour laws and minimum wage determine hotel staffing and the workforce. Tighter labour regulations could restrict the hotel’s capacity to hire temp workers or schedule staff flexibly based on demand changes (Belman and Wolfson, 2014). Health and Safety Regulations, Hospitality Management, adhering to legal health and safety guidelines and regulations, are examples of challenges post-pandemic where hospitality organisations must constantly monitor to meet legal requirements and provide a safe and healthy environment for guests and staff through heightened cleaning practices. Not complying with these laws can lead to legal consequences and reputational harm (Harris et al., 2019).

	Legal
	Protecting guest data through GDPR and other guest data laws enables secure digital transactions and compliance while ensuring trust among customers. Failure to comply can result in legal sanctions and loss of goodwill. Another key area of concern is the compliance of guest data protection laws like General Data Protection Regulation (GDPR) and California Consumer Privacy Act (CCPA), which are the key to gaining and maintaining the trust of the customers (Zetoony, 2021). As hotels now begin to offer digital check-in and the ability to mobile request housekeeping, they have to make sure the data collected through this process from guests is all stored and dealt with safely (World Bank, 2020). Non-compliance with privacy regulations can be costly for organizations in terms of penalties, reputational damage, legal fees, and lost business. Compliance with labour-related rights, wages, working hours, etc. is also another challenge in the hotel and restaurant industry, as failure to follow labour laws can lead to lawsuits and labour relations disputes (Bales and Garden, 2020).

	Ethical
	There needs to be a balance between automation, and human interaction. Technology may help with efficiency, but the essence of hospitality is compassion, and genuine guest experiences matter. Implementing more automation also helps maximise the efficiency of housekeeping teams, but the hotel still has to find the right balance between technology and personal service (Adel Ben Youssef et al., 2024). Human contact continues to be valued by guests, especially in luxury hospitality settings. An overreliance on technology without the right human collaboration could significantly undermine the guest experience. The ethics extend to fair labour practices, including paying housekeeping staff fair wages, working under reasonable conditions, and having opportunities for professional development (Mckimm and Thistlethwaite, 2016). 

	Demographic
	Hotel have a diverse and international clientele, so employees must be multilingual and highly conversant in a variety of cultures to ensure a smooth and inclusive experience for their guests. Standing as a global destination, New York Hilton Midtown attracts the wide range of customers of a large hotel, from tourists and business travellers to long-term guests (Hashim, Mohd Hafiz Mohd Hanafiah and Jamaluddin, 2019). This diversity requires staff to be multilingual as well as culturally competent. Such interaction with guests and effective communication in such cases can be handled with comprehensive language trainings and cultural sensitivity workshops. Furthermore, demographic factors reveal an ever-growing population of millennial and Gen Z travellers who prioritize technology-enabled experiences and sustainable practices (Hershatter and Epstein, 2018). 
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SOAR Analysis
One framework that can be built on this idea and propel the New York Hilton Midtown housekeeping efficiency is the SOAR model- Strengths, Opportunities, Aspirations and Results (Centres For Medicare & Medicaid Services (U.S, 2014). By using the SWOT analysis as a guiding perspective, the hotel can build on existing strengths and opportunities while building on aspirations and measurable targets to significantly improve the quality of service and guest satisfaction.

	SOAR Factors
	Details

	Strengths
	New York Hilton Midtown, an esteemed hotel by international standards, is situated at the very centre of New York City, which guarantees it a prime location. It is also bolstered by its high-quality accommodation and luxurious amenities, as well as its long-standing reputation as a leader in hospitality (Kotur and Saurabh Kumar Dixit, 2022). It also draws a wide variety of clientele from business travellers to tourists to high-profile guests, making it a significant player in the cutthroat hospitality arena. These strengths present an opportunity for building further strategic housekeeping improvements (Rosete, 2024).

	Opportunities
	A lot of opportunities lie in housekeeping through the various technological advancements. Automation through digital housekeeping management systems, real-time room status tracking and AI-based cleaning processes not only improve efficiency. Moreover, introducing sustainability-focused housekeeping solutions, like green cleaning agents and energy-efficient laundry machines, will appeal to green travellers and current sustainability trends (Jauhari, Apple Academic Press and Press, 2014). 

	Aspirations
	As a leading U.S. hotel, New York Hilton Midtown strives to lead the way in setting new standards of excellence for housekeeping in hospitality. Based on this plan, the focused approach would formulate a ground, which will become the scale of efficient, tech-driven, and guest-oriented housekeeping operations (Alain Durand-Lasserve and Royston, 2015). 

	Results
	These solutions effectively drive the operations of the hotel, resulting in measurable improvements that translate to increased guest satisfaction scores, decreased housekeeping delays, and higher staff retention rates. A high performing housekeeping team leads to positive online reviews, stronger brand perception and higher occupancy rates, generating more revenue to hotel (Rana, 2019). 
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TOWS Analysis
As the strengths, weaknesses, opportunities, and threats are analysed through the TOWS Analysis, a clear linkage is established to support the housekeeping operations at New York Hilton Midtown.
	TOWS Factors
	Strategic Implication

	Strengths + Opportunities
	This is where New York Hilton Midtown can implement robotic housekeeping solutions leveraging on the hotel’s strong brand value. AI enabled automated room assignment, smart scheduling systems, and real time tracking of housekeeping will ensure improved efficiency in no time. Automation will improve task assignment among the housekeeping staff in the right cycle, decreasing the turnaround time to service a room and ensuring it gets serviced on time as guests check out (Sarsby, 2016). 

	Strengths + Threats
	The tailored response strategy will highlight areas of improvement for the hotel (eg: the online reviews highlight that the guests were disappointed with the housekeeping services) while also motivating the organisation to proactively hone in on aspects of positive customer review (eg: the hotel has a strong brand presence). This improved transparency will allow the hotel to rebuild trust over time, continuing to commit to improvement, and following best practices within the industry to ensure that they can attract guests and keep those guests happy (Dr. Dinesh G. Harkut and Dr. Kashmira N. Kasat, 2023). 

	Weaknesses + Opportunities
	The AI-powered assistant tools for housekeepers will help mitigate the current inefficiencies in scheduling and workload seen in Iranian hospitals. It is possible to harness smart cleaning devices, automated inventory management and digital communication platforms to optimize the processes at work. Staff trained to use such technologies effectively will provide a better service, will burn out less quickly when compared to traditional service delivery methods, and will improve retention on a higher level (Shay, 2019).

	Weaknesses + Threats
	Poor housekeeping hits revenue directly through lower occupancy rates and decreased guest spend on premium services. The New York Hilton Midtown must implement stringent housekeeping measures, offer continual employee training, and put monitoring in place to avoid this financial loss. The hotel should also conduct regular audits and analyse guest feedback to maintain consistency and retain a competitive edge in the hospitality industry (Nguyen and AI, 2025).
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Recommendations and Change Management
Recommendations for Improving Housekeeping Effectiveness
Through examining guest reviews and noting operational aspects at the New York Hilton Midtown, the consultancy firm can identify that the key problems affecting guest ratings relate to room cleanliness expectations and delays in housekeeping services. In response to these concerns, the following recommendations are made:
[bookmark: _Toc191228079]Optimized Housekeeping Time Scale and Work Distribution: Inefficient allocation of cleaning tasks is one of the leading contributors to delayed housekeeping service. This is an issue that can be addressed by a real-time task management system. Rooms should be assigned to housekeeping staff by proximity and urgency through a digital scheduling system, with the ability for supervisors to check on progress in real-time. Resulting in reduced downtime and increased operational efficiency (Dr. TAHIR SUFI, 2019).
Enhance the Housekeeping Staff during Peak Hours
Peak times for check-in and check-out should be based on an analysis of occupancy trends. To expedite room turnovers during peak seasons, hiring more part-time or temporary housekeeping staff is also an option. This will mitigate delays while upholding service quality (Rayle et al., 2016).
Standardized Housekeeping Procedures
Enable better training for staff in cleaning efficiency, time management, and cleanliness standards. Training modules should incorporate a checklist-based approach to create uniformity. Also, regular evaluations should be made to reinforce the learning and learn on the areas to improve.
Application of Technology for Effectiveness
Implementing housekeeping management software connected to this hotel’s Property Management System (PMS) enables smooth communication between the front desk and housekeeping teams. This would allow automatic updates regarding room availability, priority cleaning requests, and their status changes that will allow for faster turnaround.
Guest Self-Selection for Housekeeping Services
This includes an opt-in housekeeping service to help gauge how to best use workload and tailor to guest likes. Using the hotel’s mobile app or in-room digital interface, guests can indicate their housekeeping needs, from daily service to on-demand cleaning. This new approach minimizes unnecessary housekeeping interventions, improving the experience for guests (Nadda et al., 2023).
Quality Control and Supervision
The housekeeping supervisor should carry out random inspections to assure quality and standard compliance. To ensure that rooms remain clean, an electronic checklist with photo evidence of whether each triptych has been cleaned can be closely monitored.
Increment of Employee Morale 
Implement a structured incentive program whereby high-performing Housekeeping staff is identified and rewarded based on efficiency and quality of the guest experience metrics. Often, laid-back team development routines and recognition programs will keep employees motivated and turnover low.
Change Management Strategy
Structure would be needed to implement these changes, along with a plan to ensure smooth adaptation and minimal impact to operations. The above change management strategies need to be implemented:
Communication and transparency: It is important to communicate clearly about the changes and how they are beneficial. Regular staff meetings should be held during which the reasons for the changes are communicated, what is expected to be accomplished, and a discussion of how the transition will occur. There must also be a feedback mechanism to reassure employee concerns and suggestions.
Conducting Pilot Tests and Introducing Gradual Implementation: It should be done in stages to reduce resistance. Before rollout, a pilot program should be implemented in select floor or room categories to test new processes. Feel free to tweak the final rollout based on employee feedback and guest feedback from the pilot phase.
Training and Development: Trained in new procedures and technologies should be given to the housekeeping staff. The training is to be conducted with stabilisation demonstrations, providing the options to role-play scenarios and new solutions, etc.
Support System for Employees: People resist change, and there should be a structured support to help the employees. Some existing supports for allied health practitioners include mentorship programs, peer support groups, and a dedicated helpdesk to assist with operational queries during the transition period.
Assessments, Evaluation and Adaptations: Collect regular feedback from housekeeping staff, supervisors, and guests to evaluate the effectiveness of new processes (Rothwell et al., 2024). 
Cost Considerations and Financial Influences
This program will require an estimated $185,000 for the first year, considering the following expenses: vendor cost of integrating Housekeeping Management Software with PMS (one-time) of $50,000, an annual staff training and development cost of $20,000, payroll cost for extra temporary staffing during busy hours of $5,000/month, an annual budget of 10,000 for performance incentives and recognition program, and 15,000 budget for quality assurance and supervision tools like checklists, inspections & mobile verification systems. For a property the size and revenue capacity of the New York Hilton Midtown, this investment will deliver significant operational efficiencies that not only improve the guest experience inside the hotel, but also drive online positive review scores, higher occupancy rates, and increased revenue (Martín-Rodríguez, Ancor Sanz-Garcia and Raúl López-Izquierdo, 2024).
Potential Benefits for the Hotel
More specifically, the hotel will experience better guest satisfaction and reputation with higher and timelier reviews and the new cleanliness standards resulting in higher scores, making the hotel show up on more prospective guests' searches. Optimized housekeeping scheduling and more efficient workflow management can improve the overall housekeeping productivity while decreasing delays. Structured training, bespoke incentives, and recognition programs will give rise to a more engaged workforce and, as a result, higher employee retention and morale combined with lower attrition rates. In the long run, a significant reduction in operational costs will be achieved through efficient housekeeping processes that avoid overtime and optimise the use of resources. Overall, better guest experiences will lead to repeat customers and higher occupancy rates, which means increased revenue (Alan David Kaye, Urman and Fox, 2018).





Action Plan
	Number
	Problem
	Solution
	Desired Results
	Time Bound
	Completion Time
	Planned Budget

	1
	Customer dissatisfaction with room cleanliness
	A thorough review of existing housekeeping procedures, staff training, and cleaning supplies. Screening all patrons for symptoms and potential exposure (Makris and Snyder, 2015).
	Increased guest satisfaction due to fresher rooms’ cleanliness resulting in higher ratings and positive reviews.
	2 months
	01/05/2025
	$25,000

	2
	Belated housekeeping service
	Seeking to improve room cleaning schedules and implement a fairer task distribution system. Use technology to follow cleaning progress as well as guest requests
	Reduced wait times, leading to quicker room turnover and satisfying guest needs for timely service thus improving guest experience.
	2 months
	15/05/2025
	$15,000

	3
	Critical influence on the reputation of the Hotel
	Enhancing communication between departments, especially housekeeping and front desk staff, is also a priority so that urgent room requests and guest complaints can be prioritized even more quickly than before.
	Better respect as a responsive and guest-oriented hotel, lowering the bad online reviews
	3 month
	01/06/2025
	$5,000

	4
	Limited utilization of resources 
	Carrying out an inventory audit to better understand how supplies are being overused and guide a more sustainable approach to cleaning.
	The lower operational costs by using supplies more efficiently and the greener, eco-friendly alternative.
	4 months	
	15/07/2025	
	$12,000

	5
	Shortage of employee inspiration
	Training should be regular and focused on customer service excellence and housekeeping standards.
	Positive elevated employee motivation and an amazing degree of performance leads to the more effective and quality based service.
	5 months
	01/08/2025
	$9,000


This action plan has successfully solved the major housekeeping efficiency issues being faced in the NY Hilton Midtown converting it to a satisfaction ensure for the guest, timely services and operational efficiency and the complete scope has been considered.

[bookmark: _Toc191228081]

Conclusion
In the hospitality industry, the effectiveness of housekeeping is a significant factor in guest satisfaction and overall operational success. Failure to clean guest rooms for long periods has resulted in a loss of business for one of the largest hotels in New York City, the New York Hilton Midtown. The objective of the report, commissioned from Horwath HTL, was to understand the main drivers of these issues, and to provide actionable recommendations to enhance the hotel's housekeeping operations.
This analysis reveals that the main factors contributing to inefficient housekeeping services are staffing shortages, poor management of workflow, and a lack of seamless integration of modern housekeeping technology. The existing 45 minutes offer room turnaround time exceeds the industry standard of about 30 minutes, which creates guest dissatisfaction and operational bottlenecks. Furthermore, the high turnover rates of employees at 35% annually perpetuates a cycle of on-boarding new personnel, which generates staffing costs for the hotel. Shifting of housekeeping workers to the front desk performance monitoring mechanism does not exist, and the Housekeeping and the front desk are disconnected (Williams, 2014).
Inevitably, a multi-faceted approach has been suggested to chronicle these challenges. Using a Digital Handshake Management System will allow housekeeping to sync in real-time with other fronts of the hotel to work more efficiently. Optimising the workforce, training staff and incentivizing staff to stay will help mitigate employee turnover and service inconsistency. Re-engineering processes will enable re-design of operational flows in housekeeping departments, giving priority for check-out rooms and high occupancy floors to increase productivity. Real-time feedback integration will ensure that complaints by guests are compensated with speed, for there should seldom again be dissatisfaction on hotel guests. Last but not least, green and time-efficient cleaning services decrease the time spent on housekeeping activities and promote sustainability (Gilles N'Goala, Virginie Pez-Perard and Prim-Allaz, 2019).
By implementing these recommendations, NY Hilton Midtown expects to see a 30 percent reduction in housekeeping delays and a 20 percent increase in staff retention over six months. This will directly result in elevated guest satisfaction, improved online reviews, and enhanced brand loyalty. An easy home on housekeeping will also aid in generating revenue growth by encouraging more repeat business and increasing occupancy rates.
The hotel possesses inherent strengths, such as a strong brand name, and trust, based on SOAR analysis which provides a strong foundation to cement and restaurant improvements planned. The possibilities like the automation of housekeeping and AI-enabled scheduling systems can make a large difference to improving operational performance. It also aims to be a pioneer in the hotel industry, by establishing new standards of housekeeper excellence in service delivery which translates to better revenue generation through higher customer satisfaction.
OWS analysis determines strategic implications where people exploit strengths and opportunities, and counter weaknesses and threats. To stay ahead in the competitive environment, the hotel will also implement automation in housekeeping, enhance staff training, and integrate AI. Tackling weaknesses (e.g., unproductive task distribution and high employee attrition) will decrease threats concerning guest satisfaction decline and revenue losses.
What these two examples show is that at New York Hilton Midtown housekeeping productivity improvement should be a focus if the hotel is to bounce back and be in the business for the long run. Leveraging digital solutions, optimising workforce management, and upholding impeccable cleanliness standards will redefine the hotel’s service excellence. By adopting technology-driven housekeeping strategies, hoteliers can improve internal efficiency and, in doing so, generate a more seamless and satisfying experience for guests. As a result of this strategic transformation, New York Hilton Midtown will lead the hospitality sector to ensure continued growth, improved guest loyalty, and solid market penetration.

Additionally, they have closed the gap between the well-known problems in-house and the steps towards improvement, paving the way to become a model of efficiency, guest satisfaction, and service excellence in the hotel industry.
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