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[bookmark: _Hlk150939571]Executive Summary: Strategic Outsourcing for the Housekeeping Department of Berlin Marriott Hotel
Introduction: 
The report provides a step-by-step guide on integrating an outsourced housekeeping department into a consultancy report. It discusses the benefits of outsourcing, including cost-effectiveness, improved efficiency, and specialised expertise. The guide also outlines the steps for successfully implementing the outsourcing arrangement, including identifying key stakeholders, establishing clear communication channels, defining roles and responsibilities, and conducting regular performance evaluations. It also addresses potential challenges and risks during the implementation process, providing strategies for mitigating them.
Areas of Consultancy Specialization:
The Here4U Consulting Group, with a wealth of expertise spanning more than two decades, provides specialised services in strategic planning, organisational growth, change management, talent acquisition, and performance improvement. Using data-driven methodologies and collaborative strategies guarantees immediate achievements and long-term growth for clients.
The Challenges Faced in BMH Housekeeping:
The housekeeping department at BMH encounters several obstacles, resulting in subpar service quality and visitor discontentment. Here4U performs a complete review utilising SWOT and PESTLE analyses to acknowledge the challenges of hiring and keeping highly competent workers. The TOWS Analysis framework develops focused innovation, risk mitigation, strategic planning, and decision-making strategies.
Overview of Behavioural and Mental Health (BMH):
The Berlin, Germany, hotel is linked with the Marriott International brand, providing high-quality accommodations, dining options, and facilities. BMH, boasting 379 rooms and a central position within Berlin, endeavours to address housekeeping obstacles to optimise operational effectiveness and maintain its esteemed standing as a provider of high-quality hospitality services.
A quality improvement strategy enhances an organisation's overall performance and outcomes. By systematically identifying areas for improvement and implementing evidence-based interventions,
The research highlights the central issue of inadequate cleaning services, which has a detrimental impact on visitor satisfaction and the hotel's overall reputation. The statement underscores the importance of giving precedence to client retention, positing that contented consumers are inclined to engage in repeat business, mitigating the expenses of gaining new customers.
The present study aims to explore the operational challenges organisations face and propose potential solutions to address these issues.
This paper thoroughly examines many elements that impact housekeeping operations, encompassing age, location, service level, size, demand, and occupancy. The failure to prioritise housekeeping can result in elevated costs, challenges in maintaining employee morale, increased personnel turnover, and a potential loss of competitive advantage. The research proposes several risk mitigation strategies, such as using technical advancements and restricting guest-employee interactions.
Strengths and Opportunities of BMH:
BMH has notable advantages, including its extensive international presence, well-established brand recognition, and strong customer confidence, which may be strategically used to facilitate long-term expansion. The implementation of efficient operational procedures further enhances the organisation's success, the establishment of loyalty programs, the integration of advanced technology, and the presence of highly competent marketing teams. The competitive position of an entity is fortified by several means, such as collaborations, adopting eco-friendly practices, fostering innovation, maintaining financial stability, and establishing strong community relations. Strategic recommendations might be made based on the analysis conducted.
Here4U presents a series of strategic recommendations for BMH. These recommendations include prioritising service quality and customer satisfaction, outsourcing the housekeeping function, implementing supplier relationship management, devising a change management and communication plan, launching employee training and support programs, conducting ongoing evaluations, making necessary adjustments, and establishing a sustainable outsourcing agreement.
Long-term Factors to Consider in an Outsourcing Agreement:
The paper highlights the need to include long-term perspectives while assessing the outsourcing arrangement. This statement emphasises the significance of comprehending potential consequences and matching outsourced services with the hotel's future needs and expansion strategies.
A Proposed Plan for Implementation:
The action plan functions as a comprehensive guide for executing specific initiatives, which include enhancing operational efficiency and establishing efficient communication with stakeholders. Long-term success is emphasised by implementing continuous reviews and modifications and establishing a sustainable outsourcing arrangement.
Acknowledgement and Prospects for Future Collaboration:
Here4U would like to thank BMH for its collaborative efforts and recognise the opportunity to contribute towards achieving the hotel's objectives. The organisation foresees further partnerships and expresses confidence that the suggested solutions will provide a foundation for enduring success in their collective undertakings.
In summary, this consultation report not only presents an analysis of crucial factors to be considered while outsourcing but also offers practical approaches to tackle the difficulties encountered by BMH. The paper presents a complete strategy to improve the hotel's operational efficiency and overall performance to foster long-term success. 







1. [bookmark: _Toc150947390]Introduction

[bookmark: _Toc150947391]1.1 Here4U Consultancy Group

Here4U is a British consulting company that opened its doors in 2001. Collaborating with clients across many sectors over 22 years in the hotel business has helped it enhance its expertise in strategic planning, organisational growth, change management, talent acquisition, and performance improvement. 
Here4U’s approach is data-driven, collaborative, and results-oriented, guaranteeing that the customers will succeed in the short term and lay the groundwork for sustained development. The dedication to providing customised services is what sets this Consultancy apart. 
In this report, Here4U Consulting Group will discuss one of the most general problems in the Berlin Marriott Hotel (BMH) housekeeping department, such as poor service due to staff shortage, aiming to remediate this issue from theory to practice.
Many guests expressed dissatisfaction with their accommodations, highlighting concerns over dust and unpleasant odours within the rooms. Additionally, they reported the discovery of stains on the bed linens and noted that the bathroom towels had not been replaced due to the persistent scent of perfume (TripAdvisor, 2023).
Employment at BMH is a rigorous role that demands the effective management of several daily tasks, including limitless cleaning, maintenance, and bookings. These responsibilities often present challenging issues for the hotel’s management that require careful attention and strategic planning. The hotel's brand image will be significantly impacted, leading to a further decline in revenue; hence, the hotel heavily depends on its employees' presence, commitment, and well-being to carry out their daily responsibilities effectively. 
To address the challenges associated with the recruitment and retention of highly skilled personnel in critical operational departments like housekeeping, which tend to experience increased demand during peak periods, Here4U will initiate an assessment of the hotel's internal factors and external environment. This evaluation will be conducted using a SWOT Analysis. Additionally, this report will evaluate the external macro-environmental elements that have the potential to influence the operations and strategies of the hotel, employing a PESTLE Analysis. Finally, the hotel will get assistance in formulating targeted strategies, including innovation and creativity, risk management, strategic planning, and decision-making. This will be achieved using TOWS Analysis, which will be conducted based on the criteria that have been identified (Crowther,2004). 

[bookmark: _Toc150947392][bookmark: _Hlk148257409]1.2. Berlin Marriott Hotel (BMH)

The Berlin Marriott Hotel (2023), situated in Berlin, Germany, is a famous luxury establishment representing an affiliate of the Marriott International hotel chain and has a stellar reputation for providing visitors with premium lodging, cuisine, and amenities. Frequently visited by business and leisure travellers, its prime location in the centre of Berlin offers convenient proximity to many of the city's sights and prominent features (BMH,2023).
The hotel is constructed on the remains of the former Wall, adding to its significance within the city. This location places the hotel at a prominent intersection shaped by the past century's tumultuous events, contributing to its historical significance (BMH,2023).
The 379 rooms and nine suites offer ample space, durability, and a pleasant level of comfort. The accommodations are adorned with contemporary furnishings in calming shades of brown and beige. They feature luxurious featherbeds, personalised duvets, pristine linens, and abundant pillows. Additionally, the rooms offer an array of amenities, including spacious work desks, expansive televisions, and sophisticated stone bathrooms equipped with Acca Kappa toiletries and sleek, touch-sensitive rain showers. Additionally, a minibar is available in the room; nevertheless, it is noteworthy that no coffee makers are provided, only a kettle for beverage preparation (The Telegraph,2023).
BMH (2023) has a variety of lodging options, including the Executive Lounge, Panoramic rooms, Superior rooms, Executive suites, and Capital suites, and for the convenience of their esteemed travellers, the Hotel provides the opportunity to reserve its exclusive room ensemble, with a total living space of 99 square metres, designed specifically for special trip requirements. Three separate rooms have been joined into a unified space to enhance convenience and comfort. Reservation inquiries can be directed to our reservations staff straightforwardly (BMH,2023).
Visitors can experience downtown Berlin's delights from this hotel near Potsdamer Platz and Tiergarten Park. Their flexible event halls and conference rooms are perfect for weddings and gatherings, aiming to give guests a memorable stay. Berlin eagerly awaits visitors for a historical excursion, offering a rich and immersive experience (BMH,2023). 


[bookmark: _Toc150947393]2. Analysis  

The primary concern is the poor service and quality exhibited by the housekeeping employees. The delivery of services within the housekeeping department can negatively influence the Berlin Marriott’s reputation, customer satisfaction, and overall financial performance. Several implications might arise from inadequate cleaning services within the hotel setting:
Negative Guest Experience: Hotel visitors want clean rooms. To avoid poor visitor experiences, housekeeping must meet these standards. Unclean rooms, mattresses, and restrooms might induce guest dissatisfaction (Rizwan et al., 2022).
Researchers believe (Karakas,2014) that high-quality service delights guests and increases loyalty. The decline in visitor satisfaction can be attributed to inadequate cleaning services, leading to a subsequent fall in guest retention rates and the generation of unfavourable internet evaluations. See Figure1
It is observed that dissatisfied individuals tend to express their unfavourable encounters more frequently on online review platforms, social networking sites, and through personal discussions with acquaintances and relatives (Karakas,2014). 
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                                               Figure 1. (Karakas,2014).

Any sector must protect its enterprises and groups against public humiliation and reputation (Ramgade et al., 2021). An internet review or verbal endorsement might damage a hotel's image. In the digital age, travellers often use reviews and ratings to book lodgings. A bad reputation can deter tourists from staying at the hotel (Ramgade et al., 2021). 
Berlin Marriott must emphasise customer retention in modern hotels (Lewis and Chambers, 2000). Customer satisfaction increases consumer intentions to return, lowering the cost of acquiring new customers relative to sustaining existing ones (Lewis et al., 2000). Guests who had an unpleasant experience at Berlin Marriott due to poor cleanliness may be less likely to return. (Heesup et al., 2007).
Decreased Occupancy Rates: Berlin Marriott, which has poor housekeeping services, may lose guests due to poor reviews and word-of-mouth. Revenue and profitability drop with fewer guests. According to Consumer Reports, multiple sources provided data on annual hotel brand occupancies, average daily costs, hotel rooms, and franchised facilities. (O’Neill et al., 2004). 
Table 2 shows 17 U.S. hotel brands among the fifty largest hotel chains. These brands serve Consumer Reports' luxury, upscale, moderate, and budget markets. As of 2000, these U.S. hotel brands have 984,377 guest rooms, 36.96% of the fifty largest hotel brands (O'Neill et al., 2004). 
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The lack of proper housekeeping practices might result in elevated operating expenses. 
It was evaluated as the regional location because the network had hotels across Europe and operated in potentially distinct labour and customer markets, even though the literature analysis revealed no evidence that it affected results. Jones (2009) operationalised certain assumptions using an existing data collection. Age, location, and service level were characteristics; size and demand were variables (Jones, 2009). 
Therefore, the assumption is that hotel rooms over 20 years old will be cleaned much less per staff hour. 
The increase in the quantity of hotel rooms corresponds to a rise in the number of rooms cleaned per employee hour.
The cleaning rate per employee hour is lower in urban hotels.
Three-star hotels require more cleaning rooms and employee hours than four-star hotels.
The rate of rooms cleaned per hour is directly proportional to the hotel's occupancy.
Significant variations in the hourly cleaning rate of regional hotel rooms will exist. This sample chain was European.   Because it managed multiple franchised hotels for major brands, it was picked.  Large, small, historic, modern, urban, non-urban, two, three, and four-star hotels were there. The chain scheduled properties online and included one-year statistics. See Figure 3.  
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                                                Figure 3. (Jones, 2009).

Only one of the six theories was confirmed. This stated that four-star hotels would have fewer rooms cleaned each employee hour than three. See Figure 4. 
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                                                 Figure 4. (Jones, 2009). 
                                  
Due to neglected housekeeping, the Berlin Marriott Hotel may need to spend more on maintenance, repairs, and cleaning. A cleaning department that consistently provides poor service might hurt employee morale and turnover. Employee turnover and unhappiness can lead to poor service since new hires may need more training and motivation (Jones, 2009).
Competitive Disadvantage: A hotel with a lousy reputation for cleanliness may need help competing with nearby hotels. Superior cleaners may draw more customers. Risk-reduction methods like technological innovation are essential for recovering the Berlin Marriott Hotel's 2020 COVID-19. Its impact on customer choice needs to be clarified. Cleaning and limiting guest-employee interaction are priorities for the hotel (Shin et al., 2020). 

















[bookmark: _Toc150947394]                                 2.1 SWOT Analysis

This SWOT can be a foundation for the hotel chain's growth and success. By capitalising on these strengths and continuously improving operations, the Berlin Marriott Hotel can better position itself in the competitive hospitality industry. 

	                   STRENGTHS 
	                   WEAKNESSES

	
· Strong branding
· Diverse portfolio
· Customer loyalty program
· Strategic Partnership
· Innovation and adaptation
· Strong financial position
· Community engagement
· Effective sales and marketing  
	
· Investment in staff development
· Outdated facilities
· Lack of training
· Inconsistent service quality
· Inefficient operations
· Employee morale issues
· Decrease in service quality. 


	               OPPORTUNITIES
	                       THREATS

	
· Employee development
· Technology integration
· Marketing strategies
· Property upgrades
· Consider outsourcing. 
 
	
· Employee misconduct
· Lifecycle impact
· Staff turnover
· Inefficient operations
· Reputation damage
· Lack of innovation
· Internal conflicts
· Brand consistency failure 


                                                   (Qiu et al., 2017).



[bookmark: _Toc150947395]                              2.1.1. SWOT Discussion

Berlin Marriott's global reach, brand familiarity, and consumer trust are vital benefits. A well-known brand may attract loyal clients and differentiate a hotel chain (Bechtel et al., 2023).
Effective operational processes can lead to cost savings, resource optimisation, and improved profitability.
Effective loyalty programs can drive repeat business and increase customer retention.
Using technology for efficient operations, reservations, and guest experience enhancement can set the hotel chain apart.
Strong marketing and sales teams can drive occupancy rates and increase revenue.
Collaborations with airlines, travel agencies, and other businesses can provide cross-promotion opportunities and packages for guests.
Implementing eco-friendly practices and sustainability measures can attract environmentally conscious guests.
A culture of innovation and a willingness to adapt to changing market trends and technologies can keep the Berlin Marriott Hotel competitive.
A healthy financial position allows the hotel chain to invest in property upgrades, expansion, and employee development. 
Strong ties with the local community can result in support, positive reviews, and recommendations from locals.
Employee misbehaviour, such as theft, fraud, or unethical activity, can damage the hotel's reputation, finances, and guest experience.
A lack of training, worker morale, or customer service priority can cause poor service quality. These variables can cause poor visitor experiences and negative reviews.
High turnover can hurt organisational operations by increasing recruitment and training costs and lowering employee morale.
Ineffective managerial strategies and operational inefficiencies can lead to increased expenditures, reduced profitability, and poor use of resources.
The management of finances may have beneficial effects on a hotel's sustainability. This can be attributed to inadequate financial planning, excessive expenditure, or embezzlement.
The hotel's reputation can be adversely affected by negative staff behaviours or management actions, resulting in a decline in visitor reservations and customer loyalty.
Internal conflicts within an organisation can harm its overall functioning, resulting in operational disruptions, diminished employee morale, and adverse consequences for guests' satisfaction.
The hotel's failure to adapt to evolving consumer tastes or technology improvements might result in a diminished competitive position due to a lack of innovation.
Suboptimal marketing techniques and sales endeavours might reduce occupancy rates and income generation.
The hotel's reputation can be adversely affected by negative staff behaviours or management actions, resulting in a decline in visitor reservations and customer loyalty.
Internal conflicts within an organisation can harm its overall functioning, resulting in operational disruptions, diminished employee morale, and adverse consequences for guests' satisfaction.
The hotel's failure to adapt to evolving consumer tastes or technology improvements might result in a diminished competitive position due to a lack of innovation.
Suboptimal marketing techniques and sales endeavours might reduce occupancy rates and income generation.
Brand non-compliance means not following brand criteria. Disparities between platforms might damage the brand's reputation.
Investors also care about shareholder rights and accurate and transparent accounting and auditing. Corporate governance violations can cause investors financial hardship. (Mavridis,2021). 

[bookmark: _Toc150947396]                                 2.2 TOWS Analysis

Organisations like Marriott may identify and assess their internal and external elements to produce effective strategies using a TOWS analysis, which stands for Threats, Opportunities, Weaknesses, and Strengths ( Brown Epstein,2022).
Threats:
· Competition: Strong rivalry from other hotel companies, including Airbnb.
· Economic risk: Global events and recessions can affect travel and hospitality.
· Challenges: More data privacy and safety requirements and legal difficulties.
· Environmental Issues: Sustainability and environmental rules are growing.
Opportunities:
· Global Expansion: The hotel can grow globally, especially in emerging economies.
· Technology Integration: Improving visitor experiences and operations using technology.
· Adjusting to visitor preferences, including eco-friendly, wellness, and experience travel.
· Hotel mergers and acquisitions: Strategic alliances.
Weaknesses:
· Diversified brand portfolio management may be inefficient and complicated.
· Marriott is vulnerable to economic downturns and global crises owing to its visitor dependency.
· Competitive Labour Market: High-demand markets make hiring and retaining talented workers difficult.
· Berlin Marriott is under pressure to reduce its environmental effects.
Strengths:
· Berlin Marriott is well-known for its quality and service worldwide.
· The hotel has a diverse portfolio of hotels for premium and affordable guests.
· Marriott Bonvoy: The reward programme keeps consumers coming back.
· Strong Financial Position: Its financial stability supports growth and investment. 
[bookmark: _Toc150947397]2.2.1. Discussion of the TOWS Analysis Strategies

Strengths- Opportunities use worldwide brand awareness to enter new markets. Use its varied portfolio to satisfy customer tastes.
Strengths-Threats): Improve loyalty to retain customers in a competitive market. Use its wealth to weather recessions.
Weaknesses-Opportunities: The hotel must reduce diversified portfolio-related inefficiencies by streamlining processes. Invest in technology to boost efficiency and visitor satisfaction.
Weaknesses-Threats: Ensure sustainability and limit its environmental effect. Prepare for competitive employment markets and regulatory issues (Kew et al.,2008). 


















[bookmark: _Toc150947398]2.3 PESTLE Analysis

This PESTLE approach will assess the feasibility and consequences of the Berlin Marriott Hotel and the surrounding context in which the hotel wants to introduce a product, service, or innovation change. This framework is helpful in strategic planning and marketing (Casan et al.,2021). 

	POLITICAL: tourism promotion, environmental policies, political events, and conferences.
ECONOMIC: exchange rates, economic growth, inflation, competition, sessional variations, supply and demand dynamics and online travel agencies.
SOCIAL: cultural diversity, travel trends, ethical and social responsibility, safety, and security.
TECHNOLOGICAL: artificial Intelligence (AI) and Chatbots, environmental sustainability, Data Analytics and Business Intelligence and PMS (Property Management Systems).
LEGAL: employment law, anti-discrimination legislation and consumer protection.
ENVIRONMENTAL:  energy efficiency, diversity and landscaping and carbon emissions.










[bookmark: _Toc150947399]2.3.1.PESTLE Discussion

Berlin Marriott Hotel operators must watch and respond to political variables to limit risks and exploit opportunities in a dynamic and regulated sector. Political influences vary significantly by region and nation. 
Government-funded marketing and travel incentives can boost hotel reservations.
Environmental rules, especially sustainability and energy efficiency initiatives, can significantly impact hotel operations and buildings. Hotels may need to comply with energy efficiency and environmental impact evaluations. 
Regional hotel occupancy rates can be affected by political events, government conferences, and diplomatic gatherings (Kigera, 2016).
The Berlin Mariott Hotel's success and profitability depend on economic factors. These factors affect hotel demand, pricing, and finances.
Economic growth is vital to the Berlin Marriott Hotel's health. Increasing hotel occupancy rates can affect company operations since a rising economy grows corporate and recreational travel.
The hotel frequently serves international customers using multiple currencies. To make deals and give proper pricing, they must translate these currencies into the local currency (Lee et al., 2016).
Exchange rates may affect the hotel. They affect imported goods and services prices. Hotels import food, drinks, gear, and furniture. Hospitality costs, including workforce, electricity, and supplies, may grow with inflation. Price increases may raise hotel operational expenses (Lee et al., 2016).
Economic factors affect hotel demand seasonally. Corporate travel rises During economic expansions, but leisure travellers may pick cheaper accommodations during recessions.
Availability and demand can impact hotel room availability and traveller demand. Economic development may increase Berlin Marriott Hotel expansion, affecting market supply.
Economic considerations may affect Online Travel Agencies' (OTAs) pricing, commissions, and hotel distribution costs( Ciftci et al)

Social variables are crucial in the Berlin Marriott Hotel since they significantly impact consumer preferences, behaviour, and expectations. The comprehension of these social aspects might assist the hotel in customising its offerings to align with the preferences and requirements of its clientele. 
The hotel anticipates and mitigates regulatory changes. Knowing rules helps defeat competition. Some environmental rules boost economic competition by encouraging innovation to offset compliance costs. Responding to social and regulatory efforts may provide unanticipated cost savings and profits.
The hotel often hosts guests from diverse cultural backgrounds. Being culturally sensitive and offering services accommodating various cultural preferences and needs are crucial (Graci et al., 2008).
The perceptions of safety and security, including the hotel and the destination, influence guests' decision-making process (Graci et al., 2008).
The significance of technological aspects in the hotel industry has been growing since they have the potential to impact operational efficiency, guest experiences, and competitive advantage (Wisetsri et al., 2021).
AI-driven chatbots improve customer service by answering visitor queries and processing room service requests.
Sustainability is a priority at the hotel; therefore, it integrates technology that lessens environmental impact. Water-saving fixtures and waste-reduction systems are examples.
The hotel uses data analytics to gather information on visitor preferences, pricing, and operational efficiency to make educated decisions (Wisetsri et al.,2021).
Several laws, regulations, and requirements affect the Berlin Marriott Hotel's operations and compliance. These factors vary by authority and impact hotel operations.
Increased tourism requires infrastructure, notably hotels. To draw travellers, hotels must be cheap, plentiful, and sound. Visitors and hotel investment may grow local businesses and jobs (Nikolskaya et al., 2019). 
Employment laws govern labour relations, minimum wage, working hours, and employee rights. Compliance with labour laws is critical to avoid legal disputes and labour-related issues.
The BMH must adhere to anti-discrimination laws prohibiting bias on grounds such as race, gender, religion, sexual orientation, and other protected attributes.
Sustainability and nature are environmental considerations at the Berlin Marriott Hotel. The hotel prioritises ecological responsibility to reduce its impact and meet the demand for eco-friendly hotels (Kevin, 2004).
In hotels, LED lighting, smart HVAC, and energy management systems may reduce energy use, operational costs, and carbon footprints. 
Hotel room count, occupancy rates, food and beverage revenues, average yearly salary rates, and labour productivity by industry. Consumer price index, effective exchange rate, industrial output index, and real GDP affected labour demand. German hotel strategic planning and management calculates room, sales, pricing, and demand-side revenue elasticities (Kevin, 2004). 
                                   








[bookmark: _Toc150947400]3. Recommendations and Change Management

As Albert Einstein (Bryant,2020) once said, 'In the heart of hardship lies opportunity.' This remark connects powerfully with the Hotel’s issues, and in this section, Here4U will look at the most suitable recommendations for the hotel (Bryant,2020).
Securing a leading position in service quality and customer satisfaction is essential for achieving profitability and establishing a competitive advantage in any business context (Alfalah, 2017).
According to Lin and Su (2003), quality is the capacity to fulfil explicit and implicit client expectations (Lin and Su, 2023).
An analysis of the Berlin Marriott Hotel's market cap is necessary to make informed suggestions. Investors and stakeholders consider many financial metrics, operational performance indicators, and development opportunities when investing in a hotel, including its market capitalisation (Alexakis et al., 2003).
When a hotel commits more dollars to service staff remuneration, its operational earnings rise later. This indirectly discusses the Berlin Marriott Hotel's finances. 2006 (Canina).
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                                      Figure 5. (Yahoo Financial,2023).

[bookmark: _Toc150947401]3.1 Total Quality Management (TQM)

The Total Quality Management (TQM) and Market Orientation (MO) address consumer needs and satisfaction. Hotels that use a market-oriented strategy and Total Quality Management (TQM) practises are more likely to succeed (Bazazo, 2017).
The Berlin Marriott Hotel's Total Quality Management (TQM) aims to create a corporate climate that promotes continuous improvement and customer satisfaction, resulting in improved product and service quality and market competitiveness.

Based on an evaluation involving SWOT, TOWS, PESTLE, and financial analysis, it is recommended that the Berlin Marriott Hotel considers outsourcing its cleaning function. This approach aims to enhance service quality, streamline administrative processes, achieve financial advantages, and realise overall organisational benefits (Espino-Rodríguez et al., 2012).
Espino-Rodriguez et al. (2004) recognised many types of outsourcing, including whole and partial, which are the topic of this consultancy report and organisational transformation.
Outsourcing has pros and cons. It can improve customer service, product quality, and efficiency but comes with inflated costs. The literature (Elhoushy et al.,2020) identified many outsourcing threats, including loss of control and secret information, supply or quality problems, staff morale issues, and internal coherence issues. A rise in the hotel's overall quality is one of the most essential functional factors of outsourcing, such as:
Cost savings: Outsourcing housekeeping can save hotel operating expenses. Cost cuts can boost hotel profits. Thus, the hotel's earnings and financial performance may rise, raising its market cap. Tiwari et al. (2022) argue that companies with increased earnings and cost efficiency attract investors (Tiwari et al.,2022).
Professional housekeepers have vast experience maintaining cleanliness and hygiene in varied contexts. These experts can introduce the latest industry standards to the hotel.
In-house housekeeping staff may need access to specialised cleaning equipment, supplies, and technology that outsourcing businesses have. 
[bookmark: _Toc150947402]3.2 Supplier Relationship Manager (SRM)

Supplier relationship management (SRM) refers to collaborating with strategic partners to enhance innovation, which can be achieved through process improvement, product creation, or a combination of both (Twumasi,2019).
Developing solid connections with suppliers is equally essential as cultivating long-term connections with consumers (Twumasi,2019).
The hotel may save money and time by using efficient supplier relationship management systems that enable central sourcing and eliminate the need for several less efficient outsourcing arrangements. Eventually, this will lead to savings and open several possibilities (Research Gate, 2006). 

[bookmark: _Toc150947403]3.3 SOSTAC Framework

The SOSTAC framework, crafted by PR Smith in the 1990s, serves as a structured model for the development and execution of marketing and business plans (PR, 2018). 
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                                              Figure 6. (Medium, 2021)
[bookmark: _Toc150947404]3.3.1.Situation Analysis

The Situation Analysis investigates Berlin Marriott Hotel’s customers, competitors, SWOT, and PESTLE.
A SWOT analysis SO Strategies: Entering new markets with global brand awareness.
We are enhancing loyalty programme perks to satisfy customers.
Strengths-Threats (ST) Strategies: Improving loyalty to retain customers amid solid competition and maintaining financial stability under economic volatility.
To reduce operational complexity, WO Strategies simplifies operations. Technology investments improve operations and visitor satisfaction.
WT Strategies: Sustainability reduces environmental risks. Creating labour and regulatory policies.
Strategy Development Implications: Strategies for global expansion: Innovative marketing and loyalty programme incentives. Technology Integration: Improve efficiency and visitor experiences with technology.
Adapt consumer trends with health or sustainability initiatives.
Competitive Strategies: Offer new products or form innovative partnerships to stand out (Niattieva, 2023). 

[bookmark: _Toc150947405]3.3.2.Objectives

Incorporate Mission, Vision, and Key Performance Indicators (KPIs), which encompass proactive metrics such as sales, profit/ROI, market share, inquiries, conversion rates, cost per conversion, cost per sale (new client), cost per customer maintained, cost per enquiry, cost per visitor, and others (Comparably,2023). 
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                                                     Figure 7. (Yahoo Finance,2023).

[bookmark: _Hlk150943783]As per a survey conducted at Berlin Marriott in 2023 by Comparably, approximately 32% of the workforce indicated a clear understanding of Key Performance Indicators (KPIs) and Objectives and Key Results (OKRs) within their specific departments. Employee comprehension of Berlin Marriott's KPIs and OKRs is crucial for attaining organisational objectives and ensuring overall efficiency. Among the sixty-one respondents who are employees of Berlin Marriott, they were asked to provide their perspectives on the clarity of their company's goals and their level of investment in them. A total of thirty-five individuals have responded affirmatively (Comparably,2023)   

[bookmark: _Toc150947406]3.3.3.Strategy

Developing a strategy involves determining how to attain goals, leading Berlin Marriott to develop a strategic plan for outsourcing housekeeping (Potapova,2017).
Strategic planning for the Berlin Marriott hotel requires goal alignment, requirements assessment, opportunity identification, risk analysis, strategy creation, and implementation. A well-planned housekeeping outsourcing strategy may boost operational efficiency, cost savings, and guest satisfaction, all while meeting hotel goals (Koney,2019). 

[bookmark: _Toc150947407]3.3.4.Tactics

This outlines the approach to achieving the goals and combining marketing, messaging, and channels. Price, product/service variety, and channels to serve prospects and customers throughout their lives. From automated customised client journeys to scaled intelligent one-on-one conversations, deep preferences, and automatic ad and content adjustments. In crowded markets, marketers compete for clients' attention, interest, desire, and action. Feedback and market insights update 24/7 ‘Always-On’ ads( Potapova,2017). 

[bookmark: _Toc150947408]3.3.5.Actions

[bookmark: _Hlk150005036]Both the hotel and the vendor should have their unique approach to outsourcing. Because outsourcing strategy design has the potential to enhance outsourced services, hotels and outsourcing suppliers must understand the ramifications of effective and sustainable outsourcing strategies. Hotels can access high-quality outsourced services, and outsourcing providers may maintain productive partnerships. COVID-19 has rattled hotels' foundations, but the hospitality sector will recover and thrive ( Tiwari et al.,2022). 

[bookmark: _Toc150947409]  3.3.6.Control       


In the last step of the SOSTAC model, stakeholders and operational managers evaluate the plan's progress. Control measures are often used to assess the efficacy of the marketing plan's strategy and methods. Thus, control measures would consider communication routes and discover better ones  (Tiwari et al., 2022).
Additionally, in this consultancy report, strong attention should be paid to worldwide recovery after the pandemic, given the profound consequences that COVID-19 has had on the tourism and hospitality sector ( Tiwari et al.,2022).
[bookmark: _Hlk150005842]The study by Tiwari et al. (2022) found that thirty hotels prioritise cost savings as the primary benefit of outsourcing cleaning. About seventeen hotels ranked ‘Quality’ as the most important criterion, followed by ‘Return on investment’ and ‘Guest satisfaction’ and ‘Competitiveness’ with values of four hotels apiece (Tiwari et al., 2022). 
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                                        Figure 8. (Tiwari et al.,2022).


[bookmark: _Toc150947410]3.4. Change Management

Outsourcing Berlin Marriott Hotel cleaning services involves a thorough change management approach to enable a smooth transition.
Power (2006) identifies two primary cost categories: direct and indirect. Direct costs are often characterised by their palpable nature and ease of quantification, encompassing expenses associated with executing outsourced services (Power,2006).
A thorough communication plan should be created for all audiences, including employees and guests. 
[bookmark: _Hlk150594559]Create a multi-departmental change management team or committee to plan, manage, and implement outsourcing. Key stakeholders and decision-makers should be on this team (Espino-Rodríguez et al.,2018).
Conduct a change risk assessment to examine the existing status of the hotel and housekeeping department. Find gaps, problems, and areas that need special attention throughout the transition.
Plan the events and duties in detail. Set milestones and a timetable, then evaluate and revise the strategy as appropriate.
Offer programmes for both new and current hotel staff. Training should cover new duties, standards, and processes.
Provide resources and assistance. This may involve career advice, job placement, or outsourcing service provider jobs.
Establish and explain new housekeeping standards and quality assurance measures. Ensure the outsourcing partner knows and follows these criteria ((Espino-Rodríguez et al.,2018).
Develop techniques to increase or maintain visitor satisfaction. This may need collaborating with the outsourcing partner to ensure cleanliness and visitor satisfaction.
Support change champions inside the business to advocate for outsourcing choices and assist staff in adapting to new conditions.
Set up avenues for staff and guests to submit feedback during the changeover. Address problems and use input to improve.
KPIs should be established to evaluate the efficiency of outsourcing arrangements, such as guest satisfaction, cleanliness, and cost-effectiveness (Demirtaş, Ü. (2019).
Continuous Evaluation and Adjustments: Examine and adapt outsourcing to achieve cost savings and service quality goals.
Establish a sustainable outsourcing agreement that integrates with the hotel's operations and culture.
Set up outsourcing partner contract management and performance assessments. Assess the service provider's performance against agreed-upon criteria and KPIs regularly.
Following this change in management practises, and processes, the Berlin Marriott Hotel may successfully outsource housekeeping, maintain service quality, realise cost savings, and satisfy staff and customers (Elhoushy et al., 2020).
Hotel needs, vendor negotiations, and special conditions should be considered while adjusting this budget. Examine and revise the budget regularly to match the hotel's finances and strategic goals. Longer consultations with potential providers are recommended for accurate and customised cost estimates. 








                                                                                                                                                                                                                                                                                                                                                                      
	Scheduled Housekeeping Outsourcing Budget
	· Service fees (24/7) €1.400 monthly, agreed upon based on operations and services (OpenKey,2023).

	
€168.000


	 Transition Fees

	· One-off employee training costs € 3.200 (Markovic,2023). See Appendix B  
· PMS (use the hotel’s own) 

	€ 3.200

€ 0


	Legal and Compliance Costs

	· Contract review and negotiating charges (Loftlegal,2023).
	€ 570


	Technology & Equipment

	· Software and Systems: € 5000 for third party, development & lunch (Sarvaiya,2023).

	€ 5.000


	Performance Monitoring & Reporting
  
	· Reporting Systems (Aston,2023).
	€ 1.200

	Contingency Fund
	· Unexpected shortages or price increases in cleaning supplies and materials
	€6.000


	Training & Communication
	· Misc charges: damages or losses; emergencies or last-minute requests 
	€3000

	Ongoing Costs

	· Continuous quality improvement by updating software solution
	€ 5.000

	
	                                        ESTIMATED ANNUAL BUDGET:                                                       
	€ 192.000



Long-term considerations should be considered while evaluating the outsourcing agreement, focusing on understanding the potential repercussions arising over an extended period. Although the initial cost of €192.000 may appear affordable, it is crucial to ascertain if the services align with the hotel's prospective requirements and expansion.








[bookmark: _Toc150947411]4. Action Plan

Outsourcing the housekeeping department is a strategic step that may improve overall service quality, operational efficiency, and cost savings. This plan highlights the essential actions and considerations for a smooth outsourcing transition. Creating a planned budget for outsourcing the housekeeping department involves considering several factors and costs associated with the outsourcing arrangement. The budget should be comprehensive, covering all relevant expenses and providing a clear financial overview. The key components to include Berlin Marriott’s  planned budget are:
· Service fees 
· Management and administrative fees
· Technology Integration 
· Communication and Change Management
· Legal and Compliance Costs
· Cleaning Equipment and Supplies
· Reporting Systems
· Miscellaneous Costs
· Quality Improvement Initiatives
If the Berlin Marriott Hotel mentions quality criteria in an offer, promotion, or marketing and the contract includes the information, they are legally required (Von Bar et al.,2009; Serrat,2011).
A customer can only demand a quality standard if a private organisation issues a certificate based on a technical norm. Berlin Marriott must advise consumers of their contractual commitment to supply quality standards without voluntary norms (Serrat,2011). 





	
Number
	
   Problem
	
       Solution
	
  Desired outcome
	
Time Scale
	
Completion      Date
	
Planned   Budget

	1
	Housekeeping short staff resulting in inferior quality service.
	Complete Outsourcing of the housekeeping department.
	Improve customer service and the hotel’s revenue
	Three months
	February 2024
	
€ 192.000





[bookmark: _Toc150947412]5. Conclusion

In conclusion, this consultancy report has provided a comprehensive analysis of the challenges faced by Berlin Marriott Hotel in improving customer service and revenue. Through careful examination, Here4U have identified critical areas for improvement and proposed strategic solutions to address the highlighted issues.
The insights derived from this report offer valuable guidance for the Berlin Marriott Hotel in enhancing operational efficiency, stakeholder communication, and overall performance. The proposed action plan, detailed in the preceding sections, is designed to serve as a roadmap for implementing targeted strategies. 
Here4U thanks the Berlin Marriott Hotel for allowing them to collaborate on the project. The organisation acknowledges the privilege of contributing to advancing Hote’s goals and eagerly anticipates future collaborations. Here4U is confident the proposed solutions will pave the way for sustained success in their joint endeavours. 




[bookmark: _Toc150947413]6. Appendices


Appendix A
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                                 Marriott’s Ration (Investing. com,2023).


 Appendix B
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                            Edu Me (Markovic,2023)
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Hotel Brand Level Statistics, 1997 and 2000

1997 2000 1997-2000 Change
Occupancy ADR  Sais- % Occupancy ADR  Sais- % ADR Satisfaction

Brand (%) (§)  facion Rooms Franchise (%) (§)  facon Rooms Franchise ©) (%)
Clarion 623 7247 72 2135% 879 588 8137 73 23872 1000 123
Courtyard 80.4 8363 79 57,900 349 789 9768 80 73841 509 168
Doubletree 710 9877 76 18917 231 711 11127 75 43210 346 127
EconoLodge 561 4235 64 45646 999 529 4633 63 44220  100.0 9.4

Embassy Suites 749 11345 82 31,791 424 750 13273 83 38510 404 17.0

Fairfield 739 5413 77 35570 839 697 6132 78 41412 880 133

Four Seasons 753 26302 8 12205 00 765 34000 90 14,017 0.0 293

Hampton 713 6410 82 7493 971 681 7404 81 100873 968 155

Hilton 722 11519 74 81490 799 726 13575 77 89087 792 17.8
Homewood Suites. 764 9279 85 8300 667 744 9735 82 10474 663 49

Marriott 785 12929 79 134600 39.3 782 14950 80 149221 363 15.6

Quality 501 5511 71 75472 96.0 588 6405 71 81277 1000 16.2

Residence Inn 835 9540 82 35000 536 835 10488 82 41350 636 99
Ritz-Cariton 770 18859 87 11777 00 775 24226 & 13018 0.0 285

Sheraton 705 12114 74 117,530 681 740 14781 74 128332 575 220

Westin 715 12185 77 46832 09 749 13953 78 48959 110 145

Wyndham 711 12172 75 23685 85 726 13365 75 33704 127 98

Mean 721 107.82 7782 49,001 519 716 12703 7848 57905 551 156 045
sD 72 5355 607 37019 363 80 7161 629 41164 358 64 1.82

Note: ADR = average daily rate.
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Table 2: Summary statistics for hotels of different star rating

N Mean Std. Std. 95% Confidence Minimum  Maximum
rooms/hour  deviation ermor interval for mean
Lower Upper
2 star 8 251 026455 009353 22857 27280 218 3.00
3star 28 228 040094 007577 21211 24321 152 334
4 star 9 205 021432 007144 18820 22115 173 232
Total 45 227 037223 005549 21597 23834 152 334
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Table 1: Characteristics of the sample

Factor Attribute or variable Number
in sample
Age old 2
New 2
Size 44.up to 272 rooms 45
Location Urban 2
Non-urban 2
Service level  Two star 8
Three star 2
Four star 9
Occupancy ~ 39.43% up to 90.25% 45
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Valuation Measures*

Market Cap (intraday) 52.96B
Enterprise Value 64.04B
Trailing P/E 21.33
Forward P/E 19.68
PEG Ratio (5 yr expected) 1.14

Price/Sales (ttm) 2.59
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Name Company Industry
P/E Ratio 1711 19.96 31564
Price to Sales 171 947 539
Price to Cash Flow 11RQ 20.02 6.15
Price to Free Cash Flow TTi 24.16 2084
Price to Book MRQ -87.8 2711
Price to Tangible Book RO 38 5.66
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