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This consultancy report discusses operational issues within the Housekeeping Department of the Marriott Marquis City Center Doha Hotel in Qatar. The Marriott Marquis City Center Doha is a five-star hotel which owns 579 rooms and suites in the commercial hub of the city. Beneficial both to business and leisure visitors, it is a strategic and vital asset to Marriott International, Middle Eastern region (Barreto & Mayya, 2022). However, competition in Doha has increased, and guest demands have also increased, which has resulted in operational challenges in terms of service quality consistency and staff performance within the Housekeeping Department. All these affect customers, hotels’ image and revenues, raising the need for sound solutions that protect and improve operational performance (Whittington & Molloy, 2005).
Some of the major problems highlighted in this report are service delivery gaps, staff management difficulties, high staff turnover ratio, and legal health and safety requirements. These are detrimental to the daily functioning, reduce competitive advantage, and may ultimately jeopardise the profitability of the hotel (Brandi & Elkjaer, 2019). Inefficiency in communication between the members of the staff and poor distribution of workload enhance these problems, making employees unsatisfied, demoralised and slow at their cleaning work. Taking into account these acute issues, this report uses the approach of structured data analysis, benchmarked with industry standards, to reveal specific causes and provide solutions consistent with the company’s strategic values of Marriott as a provider of operational excellence and quality service (Abdallah, 2022).
In the course of preparing this report, systematic research involving internal information, industry data, and other independent sources was reviewed in a bid to establish a holistic view of the problems affecting the Housekeeping Department (Al Shamsi, et al., 2019). Major highlights indicate that the turnover rate is high, and depending on the working schedule, productivity and guest satisfaction levels are sensitive to changes in working schedules. Lack of proper distribution of workload not only affects the operational concerns but also influences the guest of house experience and impression of the availability and cleanness of the rooms (Whittington & Molloy, 2005). Also, simple organisational health and safety compliance concerns are vital but pose risks to the hotel’s reputation and legal compliance. From results gathered from the guests, some guest feedback suggests that either there is inadequate housekeeping or that the standards are irregular and not very effective, necessitating proper and effective housekeeping measures (Kotter, 2012).
To put into context the functional issues encountered, analytical tools of PESTEL, SWOT and TOWS were used. The PESTEL analysis should take into account how business environment factors, including political, legal, economic, sociocultural, and technological changes, affect the level of operational flexibility in the housekeeping department (Subramaniam & Burke, 2011). On the other hand, the SWOT analysis is internal and shows how Marriott has a strong brand image but struggles to address staffing issues and service delivery. Last, the TOWS template integrates all this knowledge to help Marriott how to use its strengths to overcome its limitations and take advantage of new opportunities even if faced with challenges that affect its business operations (Baron & Armstrong, 2007).
These insights lead to the following primary recommendations. First, Marriott needs to organise staff training more precisely, providing continuous improvement programs and pointing to adherence to the high level of service provision (Simões, 2021). As a way of challenging adverse personnel turnovers, workforce motivation could be implemented through strategic retention strategies like performance-related bonuses and career ladders in the hotel (Caldwell & Dyer, 2020). Further, the application of scheduling data analysis tools to support companies can improve scheduling techniques to achieve work distribution equity, decrease employee stress and improve work performance. This recommendation also relates to the drive to enhance morale and operations productivity (Barreto & Mayya, 2022).
In the course of preparing this report, systematic research involving internal information, industry data, and other independent sources was reviewed in a bid to establish a holistic view of the problems affecting the Housekeeping Department (Sheik, 2018). Major highlights indicate that the turnover rate is high, and depending on the working schedule, productivity and guest satisfaction levels are sensitive to changes in working schedules. Lack of proper distribution of workload not only affects the operational concerns but also influences the guest of house experience and impression of the availability and cleanness of the rooms (Brierley, 2006). Also, simple organisational health and safety compliance concerns are vital but pose risks to the hotel’s reputation and legal compliance. From results gathered from the guests, some guest feedback suggests that either there is inadequate housekeeping or that the standards are irregular and not very effective, necessitating proper and effective housekeeping measures (Musumali, 2019).
To put into context the functional issues encountered, analytical tools of PESTEL, SWOT and TOWS were used. The PESTEL analysis should take into account how business environment factors, including political, legal, economic, sociocultural, and technological changes, affect the level of operational flexibility in the housekeeping department. On the other hand, the SWOT analysis is internal and shows how Marriott has a strong brand image but struggles to address staffing issues and service delivery (Buttrick, 2009). Last, the TOWS template integrates all this knowledge to help Marriott how to use its strengths to overcome its limitations and take advantage of new opportunities even if faced with challenges that affect its business operations (Chowdhury & Chowdhury, 2019).
These insights lead to the following primary recommendations. First, Marriott needs to organise staff training more precisely, providing continuous improvement programs and pointing to adherence to the high level of service provision (Chen & Tabari, 2017). As a way of challenging adverse personnel turnovers, workforce motivation could be implemented through strategic retention strategies like performance-related bonuses and career ladders in the hotel. Further, the application of scheduling data analysis tools to support companies can improve scheduling techniques to achieve work distribution equity, decrease employee stress and improve work performance (Fisman & Sullivan, 2014). This recommendation also relates to the drive to enhance morale and operations productivity.
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This consultancy report seeks to explore the general operational concerns likely to affect the Marriott Marquis City Center Doha Hotel, which is a five-star luxury hotel in Doha, Qatar. Founded in 2013, the hotel has 579 guest rooms and suites, flexible meeting and banquet facilities, and numerous restaurants and services that offer high-quality service and products that meet the standards of Marriott International, Inc. Located in one of the most affluent commercial areas, it targets both business and leisure travellers. It plays a significant strategic role in Marriott’s Middle Eastern network (Harris, et al., 2023). Noteworthy, however, in terms of escalating regional competition and changing client expectations, mainly operational concerns, the Housekeeping Department, most notably, demands targeted enhancement initiatives to maintain a competitive edge and guest satisfaction.
This consultancy focuses on hospitality consultancy, including operational optimisation, guest satisfaction, and change management (Johnson, 2005). The report focuses on the necessary data that enables organisations to enhance the service delivery standards of various departments where guests are served. This report will select strategic core problems to recommend solutions for and to guard against ‘solutionism’. This report will include a structured approach to the identification of the main challenging situations for the Marriott Marquis City Center Doha Hotel and the subsequent evaluation of the solutions provided (Gunter & Mills, 2017).
In order to conduct this analysis, this report uses several strategic models. SWOT analysis will identify the hotel's external operating environment by analysing political, economic, social, technological, environmental, and legal factors that may influence its operation. SWOT and TOWS are used for internal analysis to know the strengths, weaknesses, opportunities and threats of the hotel and know how competitive it is (Kipping & Clark, 2012).
The main issues to address within the Housekeeping Department are maintaining service quality, staffing, employment turnover, health and safety. Most of these areas are not just peripheral to the operations but are integral to guests’ impressions of the hotel and, therefore, its revenue stream (Selin, 2022). Also, the key to the service delivery and operational solidity of the hotel, realignment of workload, staff engagement and commitment, as well as health and safety standards, have to be enhanced in accordance with the strategic initiatives outlined in the case.
To support this work, data related to the studied issues will be presented based on information from the hotel, industry resources, and other materials. The recommendation section will then give details of measures that should be implemented to enhance operational flow, hiring, and guest service standards (Ozturk & Maryam, 2021). At every stage of the recommended strategies for change implementation, Kotter’s Change Model and concepts of change management shall be applied to help staff and management embrace the changes that are being proposed.
Finally, an action plan will outline specific steps which the Marriott Marquis City Center Doha Hotel will follow, including time frames, financial implications, and indicators of performance (O'Mahoney, 2021). As a result of this report, the defined and focused list of recommendations and solutions will give the hotel a roadmap towards positive and lasting change aimed at improving service delivery with the goals of the hospitality company.
The purpose of this consultancy report is not only to provide tangible improvements in the Marriott Marquis City Center Doha Hotel but also to establish a culture for change and improvement, which will solidify the hotel’s dedication to exceptional guest service and strength in the luxury hotel market (Nyangwe & Buhalis, 2018).


[bookmark: _Toc182342106][bookmark: _Toc182342141]Analysis of the Housekeeping Department at Marriott Marquis City Center Doha Hotel
Marriott Marquis City Center Doha Hotel, which is situated in the energetic capital of Qatar, is the largest branch of Marriott International and welcomes business people, tourists and expatriates alike. Being one of the leading premium hotels in Qatar, this hotel matches all Marriott conventions regarding service, customer relations, and sanitation (Noordzife, 2014). The essential strategies include dining options, event spaces, location, and critical operational issues affecting the hotel's housekeeping department.
[bookmark: _Toc182342107][bookmark: _Toc182342142]Core Issues
This paper focuses on the most critical challenges that the Housekeeping Department of Marriott Marquis City Center Doha Hotel experiences in terms of Its work with guests and Marriott International corporations standards. All these concerns are attached to the responsibilities of the department for quality service, especially in the international context where cleanness and sanitation matter most (Iszatt-White & Lenney, 2020). The identified core issues are outlined as follows:
Quality and Consistency of Service
The department faces challenges of maintaining high clean standards, especially at the peak customer density, which consequently affects customer perceptions (Nyangwe & Buhalis, 2018). Some sources of variation in service quality include inadequate qualification and massive turnover of housekeeping employees who receive preliminary orientation only (Sadq, et al., 2019). But this the hotel and particularly with Marriott’s reputation, people should be able to come and find their rooms sparkling clean. It is among the customer’s complaints that they have been denied a room before checking they are ready or arrivals have been touched by clean and hygienic utensils and services that degrades Marriott’s business value since it operates under a reliable service provision image (Kotter, 2012).


Operational Efficiency and Resource Utilization
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Figure 1 Operational Efficiency (Ozturk & Maryam, 2021)
Proper, exquisite distribution of the available resources in the housekeeping department is essential in delivering optimal service. However, the department does not have a flexible staffing structure that can be correlated with the occupancy, which results in some parts being congested (Krupskyi, et al., 2017). Most of the time, it means that the department is understaffed during peak periods, leading to slow turnover rates from one guest’s use to another, thereby impacting room space and customer satisfaction. On the other hand, it may involve excess labour hours during periods of low occupancy that contribute to the production of operating costs without benefit (Mavridopoulou & O'Mahoney, 2020). This problem is amplified by poor utilisation of Information Technology, which could enhance the management of operations, particularly in real-time, more efficiently.
Staff Training, Motivation, and Retention
The use of outside contractors results in high turnover rates, particularly on the side of housekeeping, thus a significant challenge of fluctuating standards on the premises (Mazen Alomari, 2017). The turnover is attributed to the relatively competitive Qatari labour market and the stirringly physically demanding nature of housekeeping; hence, the department ends up recruiting new and, quite often, inexperienced employees. Written training of the department seems to be less formal and long-term oriented and is based more on short-functional goals than on overall customer service and quality awareness (Brierley, 2006). In addition, most of the housekeeping staff reported low job satisfaction, and the absence of investment in career enhancement programs within the organisation makes it difficult to retain experienced persons; thus, a continuous cyclical process of training and recruitment is evident (Kirkpatrick, et al., 2019).

Health, Safety, and Compliance with Hygiene Standards
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Figure 2 Workplace health and safety (Sheik, 2018)
Due to experiences from the COVID-19 pandemic that made people more conscious of cleanliness, proper sanitation has become imperative (Sarra, et al., 2022). Specifically, the Housekeeping Department is the main line responsible for maintaining Marriott's cleanliness standards, which comply with the standards of health and safety—local and international. Lack of compliance with these standards impacts the experience of the guests and, at the same time, poses a reputational risk to the hotel. All these changes require the implementation of a systematic approach based on regularly updated protocols and standards relating to the health and safety of guests (Mehrez, 2019).
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A PESTEL analysis helps assess how macro-environmental factors affect the Housekeeping Department’s performance:
	Factor
	Description

	Political
	The stability of the Qatar government and progressive economic policies are supporting the hospitality industry. Nevertheless, there are rigid legal requirements affecting staffing solutions in housekeeping (Selin, 2022).

	Economic
	The tourism industry is one of the beneficiaries of economic growth in the country and, thus, Marriott Marquis Hotel (Nair & Choudhary, 2018). But this also causes staffing issues because the cost of living is still relatively high.

	Social
	The readers are a new trend in which guests give sanitary services as a significant component of a luxurious plot. Nowadays, a stronger emphasis on cleanliness came into the foreground after COVID-19, and that is why the expectations for the Housekeeping Department have changed (Solomon, 2020).

	Technological
	There are some technological means which can improve the effectiveness of work, including the use of applications for effective task management (Nair & Choudhary, 2016). However, for it to track readiness, the department has to incorporate digital applications fully.

	Environmental
	Customer awareness for environmental sustainability is getting high in the hospitality industry; customers expect that they should follow environmentally friendly policies, particularly in product verticals like housekeeping (Newton, 2010).

	Legal
	Health and safety standards are measured as significant in Qatar, and compliance, especially in cleaning and hygiene, is mandatory. Restrictions have been tightened, which calls for better quality control methods.
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The SWOT analysis reveals the internal strengths and weaknesses of the Housekeeping Department alongside external opportunities and threats:
	Strengths
	Weaknesses

	Brand image and good standards when it comes to hygiene.
	This includes a high brand reputation and high standards in the aspect of cleanliness (Streimikiene & Korneeva, 2020).

	Marriott’s resources and training modules to be used (Chen & Tabari, 2017).
	Marriott resources and training modules available to the researcher

	Proven team with prior working experience in handling Hospitality services.
	The Venezuelan organisation possesses a highly experienced leadership team that manages hospitality services (Sebastião, et al., 2017).

	Opportunities
	Threats

	More specifically, the need for luxurious and hygienic facilities amongst the travelling public has grown over the years (Sheik, 2018).
	There are more significant concerns about luxury and hygiene from travellers' perspectives.

	Use of technology and innovation in housekeeping procedures.
	The changes in the technological aspect of housekeeping processes.

	Concerns with sustainability sometimes offer a window to try something new (Newton, 2010).
	That just has placed a lot of emphasis on sustainability, making it possible to present an avenue to innovate (Buttrick, 2009).
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This TOWS analysis identifies actionable strategies by aligning internal capabilities with external factors:
	
	Internal Factors

	External Factors
	
	Strengths (S)
	Weaknesses (W)

	
	Opportunities (O)
	SO Strategies
Utilise the positive recognition of Marriott’s brand by embracing ample environmental housekeeping measures despite meeting the customer expectations of sustainability (Nair & Choudhary, 2018).
Upscale training in service delivery to ensure that the hotel takes advantage of a famous brand and new standards in cleanliness.
	WO Strategies
Coordinate more technological exploitation, such as the use of mobile task tracking, to eliminate operational ground and standardise the delivery of services.
Concentrate on specific staffing approaches in regard to housekeeping so that there will not be any wastage of resources during such days (Fisman & Sullivan, 2014).

	
	Threats (T)
	ST Strategies
Differentiate housekeeping through premium hygiene standards, exceeding competitor practices (Truong & Hall, 2019).
Adopt retention strategies that improve Marriott’s appeal to staff amidst competitive labour conditions (Subramaniam & Burke, 2011).
	WT Strategies
Preserve and continual service quality after contracting through enhanced retention and training programmes amid economic conditions (Simões, 2021).
Recruit local employment agencies to reduce the volatility of staffing by establishing long-term relationships to deal with turnover problems during periods of economic cycles.
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The problems affecting the Housekeeping Department are complex and stem from operational environments, human capital, and customer demands. These factors can be further analysed to find out the reasons behind them and the locus of efforts for improving the performance of the department.

Service Quality and Impact of Guest Feedback
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Figure 3 Guest Feedback (Sheik, 2018)
A general understanding and continuous cleaning and the availability of the rooms are two features that are crucial in luxurious hospitality; this is major because of the Marriott brand (Shaw, 2019). Failure in this area has, however, earned negative reviews for the service, mainly when there is tension resulting from operational tussle that exposes any weak link in the service provision. Marriott built a strong reputation for providing nearly identical experiences regardless of where they are located, which means that a dip in the quality of service delivered at the Marriott Marquis in Doha can be a significant hit to the brand. Such sources of negative feedback, such as a foul smell and belittling regarding cleanness or a slow response to guests’ requests, impact the likelihood of further staying at the hotel (O'Mahoney, 2021). To address service consistency issues, one needs a feedback system that enables rectification as soon as the problem is noted. The use of such real-time feedback channels may facilitate the early intervention of management by quickly responding to the problem, which would enhance Marriott’s quality promise, thereby fostering long-term customer loyalty (Whittington & others, 2020).


Operational Efficiency and the Role of Technology
Some inefficiencies have been identified from the high turnover rates of the department and lengthy periods taken to prepare rooms during a high occupancy situation that tends to have a high demand for clean available rooms (Simões, 2021). At the moment, no flexible staffing model has been developed in the Housekeeping Department to match the fluctuating occupancy levels. Furthermore, the underutilisation of these technologies prevents the department from effectively and efficiently adjusting the location of rooms and employee performance. Some of the current trends with reference to luxury hospitality housekeeping are mobile task-tracking applications and automated room status updates (Sturdy, et al., 2016). The implementation of such tools at Marriott Marquis Doha would spearhead instant identification and tracking of room status and completed tasks, which assists in identifying and solving bottlenecks and, most importantly, staff assignment based on immediate needs. This would ensure that operational resources are efficiently used to match the department’s capacity to varying occupancy levels (Abdallah, 2022).

Workforce Dynamics, Staff Training, and Retention
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Figure 4 Workforce Dynamics, Staff Training, and Retention (Burnes, 2014)
Raise staff turnover and insufficient training in housekeeping lead to a barrage that diminishes the quality of service. Currently, Qatar’s labour market is relatively liberal; many employees do not consider housekeeping to be their permanent job, and there are high turnover rates (Al Shamsi, et al., 2019). Because the orientation process for new Marriott employees is typically short, it becomes challenging to provide the kind of intensive training needed to ensure the employees come up to the expected standard of cleanness (Burnes, 2014). Career prospects are also slow, forming a culture that lacks identity with Marriott’s overall objectives, as well as demotivating employees with poor rewards (Xu, et al., 2021). To this, Marriott requires a formal framework of a continuous training program where discipline is not only technical cleaning but also the reaffirmation of brand ethics and excellent customer service. Consequently, a range of responsive activities such as staff-member relationship enhancement and training, professional mentorship, and openness to opportunities for career growth could enhance staff satisfaction and retention and boost service quality and organisational productivity (Baron & Armstrong, 2007).
Health and Safety Compliance in the Post-Pandemic Era
Sanitary and epidemiological rules and requirements have tightened, and consumers’ expectations for cleanliness have changed (Johnson, 2005). While it is essential to maintain the company’s standards observed internationally, it is pretty complicated if the regional requirements are different. Customers of Marriott Marquis Doha have specific needs due to pandemic concerns and expect cleanliness as well as compliance with sanitary requirements. Further, the emergence of the new regular post-COVID-19 brings in new challenges with respect to hygiene measures and physical distancing, which has to be made observable to the guests (Burnes, 2014). The need to develop a health and safety strategy, which involves an active assessment of housekeeping activities, will ensure that the legislation requirements are met and reduce the risks associated with reputational failures. Further, investment in ergonomic training as a way of reducing staff workplace injuries would promote the sustainable running of departments (Kotler, 2019).
The Housekeeping Department at Marriott Marquis City Center Doha Hotel is one of the strategic separators responsible for bringing the cleanliness and service delivery system of the Marriott company (Buttrick, 2009). However, the department has problems: service quality fluctuations, weak management and organisation, high turnover, and stringent rules and regulations. Solving these problems necessitates both technological improvements and the expansion of training and staff recruitment programs while improving compliance with the applicable health and safety codes (Suárez-Albanchez, et al., 2021).
In conclusion, Marriott Marquis City Center Doha Hotel has an excellent opportunity to enhance categories of housekeeping operations depending on the final and particular needs of the guests and employees (Chen & Tabari, 2017). By accomplishing these areas, Marriott has the chance to advance itself in the Qatari luxurious hospitality industry, appealing to customer recognition and targeting excellent performance in a challenging service market.


[bookmark: _Toc182342112][bookmark: _Toc182342147]Recommendations and Change Management
Therefore, based on the realisation of the main problems in the Housekeeping Department of Marriott Marquis City Center Doha Hotel, this section provides specific recommendations that can be claimed to improve service quality, operational performance, human resource management, and compliance with health standards (Burnes, 2014). Here, recommendations are made, bearing in mind change management models to ease the change process and successfully transform the department to fit Marriott’s global standards while being mindful of the local market (Costa, et al., 2020). This section also identifies specific costs, possible benefits, and evaluation techniques associated with each proposed action.
[bookmark: _Toc182342113][bookmark: _Toc182342148]Service Quality Enhancement
To mitigate inconsistencies in service delivery, the following measures are recommended to improve room readiness and overall guest satisfaction:
Implement a Real-Time Feedback System
A post-check-in feedback system will be helpful as guests will be able to rate cleanliness, room conditions, and staff on a real-time basis. Some of this feedback might be captured through the Marriott Bonvoy application, and real-time corrections might be instituted when required (Baron & Armstrong, 2007).
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Figure 5 Real-Time Feedback (Newton, 2010)
Implementation: This speed of analysis could be facilitated by an internal monitoring team in the Housekeeping Department proceeding with real-time analysis of guests’ feedback to foretell problems and act on them (Doppelt, 2017). Such a system implemented successfully in the hotel will allow data to be filed between housekeeping, front office, and guest relations directly on the hotel’s customer relationship management (CRM).
Change Management Approach: The use of Lewin’s Change Model, which comprises the processes of unfreezing, transitioning and refreezing, can thus facilitate structured change toward the use of real-time feedback (Ozturk & Maryam, 2021). Initial training will help to open up the current feedback process and guide the team toward an app-based feedback model; ongoing observation will be used to consolidate this change.
Costs and Benefits: The initial approach costs of integrating the app feature and training the deployed housekeeping teams are estimated to be about $15000, along with negligible monthly upkeep and maintenance charges (Al Shamsi, et al., 2019). The advantages include a higher value of guests’ satisfaction rating and potentially higher customer loyalty rates.
Performance Measurement: Specific tangible measures may include the number of positive guest reviews regarding the cleanness that has been received in the period, the number of complaints regarding the cleanness that has been submitted in the period and the percentage of timely responses to related guests inquiries, (Wilke, 2018). Even if the campaign is ongoing for several months, there needs to be feedback reports to determine progress and modify the plans.
[bookmark: _Toc182342114][bookmark: _Toc182342149]Operational Efficiency and Resource Optimization
One of the areas that need to be addressed is the problem of staffing irregularities and, more so, the distribution of the various resources available in the organisation, especially in instances where there is increased business (Whittington & others, 2020).

Implement Dynamic Scheduling with Digital Task Allocation Tools
Software like Quore or HotSOS must be used to automatically schedule cleaning activities considering current occupancy and the number of workers.
[image: ]
Figure 6 Resource Optimization Guide (Wiktorin, 2020)
Implementation: The challenging dynamic scheduling system will, however, address the issue of room assignment by using projections to assign people with related occupancy levels to specific areas, and staff will be stationed where they are required most (Simões, 2021). These tools will improve communication and the delivery of resources while balancing this between shifts.
Change Management Approach: Kotter’s 8-Step Change Model of adoption of this technology will be adopted in the department. By creating a sense of urgency around improving scheduling and then gradually introducing and embedding the new digital process in the department, it will be well prepared to address issues of work inflow and outflow (Tang, 2019).
Costs and Benefits: Some expenses cited include the price of implementation of a new digital platform for $12,000-$20,000, which already provides training and setup (Barreto & Mayya, 2022). The advantages include decreased idle time, shorter time taken to turn over the rooms, proper control of human resource expenses, and improved guest satisfaction.
Performance Measurement: Some of the measurable activities include the time it takes for a room to be made ready, the percentage occupancy rate for staff and housekeeping response time. The occupancy-staffing decisions will also be made at the monthly level relative to demand patterns to keep a relevant evaluation (Li & Mahadevan, 2017).
[bookmark: _Toc182342115][bookmark: _Toc182342150]Staff Training and Retention Initiatives
To resolve this issue of high turnover and increase staff retention, the researchers propose that the hotel provide a well–established training system and career enhancement for the housekeeping employees.
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Figure 7 Comprehensive Training Programs and Career Pathways (Barreto & Mayya, 2022)
Establish Comprehensive Training Programs and Career Pathways
Education also extends from methodical housekeeping to a particular brand’s customer service expectations. Also, promotion policies must be initiated to retain professionals for a long time in the company (Nyangwe & Buhalis, 2018).
Implementation: This means that training and development programmes within an organisation can be segmented along entry, intermediate and advanced levels, which are clear markers of career advancement. Careers could encompass possible positions for supervision, which is essential for the department (Blythe, 2019).
Change Management Approach: As for the application of strategies sanctioned by the change management process, the ADKAR Model (Awareness, Desire, Knowledge, Ability, Reinforcement) will assist in raising concern and demand for career advancement among the employees (Doppelt, 2017). Skills developmental programs with reference to training and development sessions will foster the development of such skills, and reinforcement procedures such as the provision of sales incentives based on performance will ensure that the human resources remain within the organisation.
Costs and Benefits: Costs for developing the proposed approaches of a tiered training program and career pathway structure require approximately $25,000 per year for implementation (Al Shamsi, et al., 2019). The antecedent benefits are lower turnover rates, fewer recruitment costs, standardised services to customers, and the ability to link employees with Marriott’s standards of service delivery.
Performance Measurement: Benchmarking measures will be turnover rates, training completion rates, and various scores regarding guest satisfaction with the professionalism of the personnel. The employees’ morale and satisfaction levels with the development activities offered will also be assessed through questionnaires conducted every three months (Fletcher, 2018).


[bookmark: _Toc182342116][bookmark: _Toc182342151]Health, Safety, and Compliance Initiatives
It is essential to guarantee compliance with Marriott’s international standards as well as the country’s legal health requirements for the new norm of cleaning.
Introduce Routine Health and Safety Audits and Ergonomic Training
Engaging an independent health and safety consultant to conduct an ongoing audit will further support Marriott’s cleanliness procedures. An ergonomics training initiative will decrease employee injuries in housekeeping (Goryushkina, et al., 2019).
Implementation: This will include the monthly health and safety check with appropriate notes taken and circulated on weaknesses that have been found, as well as ergonomic training sessions that will help staff avoid the effects of lengthy sedentary positions on their bodies (Subramaniam & Burke, 2011). These initiatives will facilitate engagement with local health requirements and improve staff health.
Change Management Approach: The Transition Model by Bridges can help oversee the mental change of workers experiencing the transition and impose new health safety measures at work (Tang, 2019). One should stress compliance and safety because acceptance and adherence to rules will enhance compliance and form the basis for responsible practices.
Costs and Benefits: The audits and ergonomic training cost the approximate annual amount of $10,000. The advantages include concerning health risks with people and staff, cutting down on sick days, and better service resulting from a healthier crew (Al Shamsi, et al., 2019).
Performance Measurement: Measures of achievement for health and safety will be compliance reports, reduction of injuries, and guest-perceived cleanliness.
[bookmark: _Toc182342117][bookmark: _Toc182342152]Continuous Improvement and Feedback Integration
Finally, sustaining the culture of top-notch improvement With the help of the total quality management model will also ensure that any future changes in guest expectations, operation requirements or development can be managed in a change management mode at Marriott Marquis Doha (Burnes, 2014).
Establish a Continuous Improvement Committee
Housekeeping, guest relations, and management staff will join the committee to constantly work on change based on guest comments, market innovation, and in-house analysis.
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Figure 8 Continuous Improvement (Chen & Tabari, 2017)
Implementation: The committee will convene bimonthly to discuss feedback and recommend specific changes that can enhance its operations and produce a culture conducive to embracing and achieving quality and innovation (Ozturk & Maryam, 2021).
Change Management Approach: After employing TQM principles, the committee will gradually review the various processes and offer minor improvements that will lead to the improvement of service delivery and efficiency (Tang, 2019).
Costs and Benefits: Overhead costs at the start of the process are nil, apart from the time spent in appointing trainers and arranging committee meetings, which is $5,000 per year on average. The benefits, however, are immense since this will ensure that Marriott takes proactive steps to help solve a problem while adhering to the standards of the organisation (Al Shamsi, et al., 2019).
Performance Measurement: Those include monthly feedback reports, guest satisfaction scores and committee action logs (Subramaniam & Burke, 2011). Measurable indicators that will demonstrate success from the ongoing improvement initiatives include guest complaints that may decrease, the number of positive guest comments that may increase, and so on, as well as the success of the committee (Katuk, et al., 2021).
The recommendations for the Marriott Marquis City Center Doha Hotel Housekeeping Department concern the problems outlined reactively and proactively with effective and efficient solutions that are pertinent to service, formation, satisfaction and well-being of its personnel and patrons as well as compliance with health and safety standards (Sheik, 2018). These recommendations put into practice structured change management techniques in order to enable the proper change of culture, practices, tools, and processes with respect to the successful implementation of the company’s change plan so as to satisfy the growing guest expectations in the market (Wicks, et al., 2019). The described performance indicators are helpful for measuring effectiveness, thus keeping the department responsive to Marriott’s expectations.
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This action plan presents several solutions for operational issues in the Housekeeping Department of Marriott Marquis City Center Doha Hotel. All of the strategies, procedures, and recommendations that are proposed are laid down with a specific goal in mind, together with a realistic time frame and respective budgets, which make the implementation processes feasible and viable (Mehrez, 2019).
	SL
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent service quality
	Introduce a Real-Time Feedback System.
	Improve service quality by addressing issues immediately after guest check-in (Kipping & Clark, 2012)
	2 months
	Dec-24
	$15,000

	2
	Staff allocation and workload imbalance
	Implement Dynamic Scheduling with Digital Task Allocation (Fisman & Sullivan, 2014).
	Optimise staff allocation, reduce idle hours, and improve room turnaround times.
	3 months
	Jan-25
	$20,000

	3
	High staff turnover and skill gap
	Establish Comprehensive Training Programs and Career Pathways.
	Increase retention by providing career growth opportunities and skill development.
	4 months
	Feb-25
	$25,000

	4
	Health and safety compliance issues
	Conduct Routine Health and Safety Audits and Ergonomic Training (Kotter, 2012).
	Enhance compliance and reduce workplace injuries, fostering a safer environment.
	2 months
	Dec-24
	$10,000

	5
	Need for continuous improvement in response to guest feedback
	Create a Continuous Improvement Committee.
	Develop proactive solutions based on ongoing feedback to ensure quality service.
	1 month
	Nov-24
	$5,000



This long-term solution approach provides the Marriott Marquis City Center Doha Hotel with practical gross fiscal feasible operations and services solutions (Johnson, 2005). Each is temporal and constricted by budget so that management is able to introduce change step by step while guaranteeing that all changes comply with the standards of Marriott and consequently have a positive effect on guests’ satisfaction and organisational effectiveness.
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This consultancy report has pinpointed and discussed major operations problems of the Housekeeping Department of the Marriott Marquis City Center Doha Hotel and defined areas where modifications can improve the hotel’s service delivery, quality, performance, and guest satisfaction. The report used PESTEL, SWOT and TOWS to analyse the causes of service inequalities, workloads, and Health and Safety compliance issues. These are risks that, in the absence of proper response strategies, are likely to have negative implications for the company's reputation, operations stability and, precisely, its legal framework.
High staff turnover and the unpredictable nature of scheduling was an area this report focused on since it demoralised employees and made service delivery inconsistent. Likewise, compliance with health and safety requirements was also missing, where the organisation faced compliance risks in addition to risking staff's health. These findings also point to the need to develop a regime-savvy, planned method to deal with these difficulties. The recommendations of the report, therefore, offer a pragmatic and step-by-step solution to the problems that may be common in the Housekeeping Department and which may be turned into long-term sustainable solutions.
The proposed recommendations concern several areas. First, problems with staff turnover and the subsequent lack of focused, substantial training programs can become essential issues for maintaining the necessary quality levels of service delivery. Promising implementation for staff onboarding, individual team member training, and staff retention bonuses and incentives will lower turnover and increase team morale. Moreover, the introduction of intelligent scheduling and non-recurrent and ad hoc workload management approaches, which will be informed by data collected on the hotel’s critical operations, will help the hotel plan the workload distribution effectively and efficiently among the housekeeping department. However, a gradual move towards a more systematised approach is also going to have the effect of raising service standards and, hence, increasing guests’ satisfaction levels.
As for the compliance issues, it was suggested that the health and safety management project should be established to involve compliance training and compliance audits to check that all standards are being met. The following strategy will ensure that there is a safer working environment, hence improving the morale and productivity of the staff. Last, the report underlines the need for automating managing the tasks assigned, overviewing room turnover, as well as internal communication within the Housekeeping Department. By implementing these technological solutions, Marriott Marquis Doha can increase operational accountability and service quality differentiation.
This report includes a plan of action for the Marriott Marquis Doha with respect to specific solutions,131 timetables, and budget estimates that the hotel needs to carry out its daily function at an optimal level and strive to be the best. By means of these specific initiatives, Marriott Marquis will improve not only housekeeping but also its competitive advantage in the Doha luxury hospitality industry.
Finally, this consultancy report would like to thank Marriott Marquis City Center Doha Hotel for giving me this chance to evaluate and suggest improvements to the housekeeping department. In this regard, the ideas obtained through this project show the possibility of achieving considerable steady growth. It is believed that the recommendations of the report will go a long way to help sustain the growth of the hotel, and with this partnership, it is hoped that the company will begin a healthy relationship with Marriott International. Through this engagement, it has always been appreciated that there are significant benefits to be gained from earmarked, high-impact, strategically relevant consulting interventions, and it is expected that the observations made here will continue to assist Marriott in its search for ever higher levels of organisational effectiveness.
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