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[bookmark: _Toc191933446]Executive Summary	 
Hamilton Agadir has witnessed a decline in visitor satisfaction and occupancy rates due to housekeeping inefficiencies, including inadequate cleanliness standards, slow response times, and irregular maintenance. The previously mentioned issues have negatively impacted the hotel reputation, resulting in a rise in unfavourable ratings and a decrease in returning guests. This research outlines critical operational deficiencies and recommends strategic interventions employing the McKinsey 7S Framework and Six Sigma DMAIC methodology to effectively tackle these issues.
Key Findings:
1. Inconsistent cleaning protocols and an absence of systematic quality control procedures have resulted in recurring guest complaints concerning hygiene and room maintenance. Inadequate room turnover efficiency has led delayed check-ins and unsatisfied guests.
2. Housekeeping personnel need extensive training programs to enhance efficiency, service quality, and compliance with international hospitality standards. The lack of continuous supervision and systematic evaluations has led to inconsistencies in service delivery.
3.  The implementation of digital tracking systems, standardised cleaning checklists, and the integration of client feedback will improve service consistency by ensuring that rooms are routinely inspected and cleaned prior to visitor check-in.
4. Old linens and insufficient towel supplies have considerably affected guest comfort. Establishing a systematic linen replacement cycle, enhancing inventory management, and collaborating with reputable washing services can guarantee an ongoing availability of fresh and high-quality linens.
5. Ongoing problems with bathroom sanitation, plumbing malfunctions, mould development, and inadequate public space cleaning have resulted in guest discomfort. Establishing maintenance plans and rigorous hygiene practices can guarantee long-term service sustainability and enhance guest experiences.

Action Plan
A 12-month phased deployment plan has been developed to effectively incorporate these enhancements while adhering to budget limitations. The strategic plan includes:
Months 1-3
· Implement organised housekeeping training initiatives.
· Establish standardised cleaning checklists and staff oversight mechanisms.
· Conduct initial quality control audits and introduce feedback-based improvements.
Months 4-6
· Implement digital housekeeping technologies to monitor room condition and employee performance.
· Enhance linen inventory by substituting deteriorated towels and bedding.
· Increase supervision responsibilities to guarantee consistent compliance to housekeeping regulations.

Months 7-9
· Implement performance-based incentives to enhance the motivation of housekeeping personnel.
· Establish preventative maintenance protocols for plumbing, HVAC, and electrical systems.
· Enhance guest satisfaction with the incorporation of real-time visitor feedback systems.

Months 10-12
· Perform comprehensive quality checks to assess the efficacy of implemented changes.
· Enhance long-term performance monitoring with key performance indicators (KPIs).
· Develop an ongoing improvement strategy to maintain superior housekeeping and maintenance standards.

Expected Outcomes
1. Improved guest satisfaction ratings and a significant rise in favourable web reviews.
2. Increased occupancy rates result from enhanced service quality, which generates returning customers and positive recommendations.
3. Substantial decrease in guest complaints, especially about room sanitation, maintenance, and response durations.
4. Cost reductions achieved by streamlined housekeeping processes, efficient inventory control, and proactive maintenance, minimising the necessity for urgent repairs and linen substitutions.

Through the implementation of these measures, Hamilton Agadir will position itself as a leader in housekeeping excellence and enhance its reputation.
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[bookmark: _Toc191933447]Introduction
Hamilton Agadir is a reputable hotel that serves both leisure and business tourists. The hotel, situated in Agadir, a notable Moroccan tourism hub, enjoys consistent visitor flow throughout the year due to its proximity to the beach, local attractions, and business hubs. Hamilton Agadir offers a variety of amenities, such as a swimming pool, dining facilities, and large accommodations, to deliver a superior hospitality experience (Roomcloud.net, 2025). Recent visitor reviews reveal considerable dissatisfaction with housekeeping services, resulting in negative internet reviews and decreasing occupancy rates (Rita et al., 2022).

Guest feedback has identified persistent problems like unclean rooms, stained and worn bedding, inadequate bathroom sanitation and insufficient responsiveness from housekeeping personnel. These issues have not only compromised the hotel's reputation but also resulted in a substantial decrease in occupancy and bookings (Vo et al., 2022). Hamilton Agadir's failure to adhere to international housekeeping standards in an industry where cleanliness is paramount jeopardises its competitive position. Cleanliness is crucial for guest pleasure, failing to fulfil hygiene requirements adversely affects brand perception, diminishes return visits, and decreases total profitability (Choy, Cheng and Yu, 2021).

A significant explanation for these deficiencies is the absence of a systematic housekeeping strategy. In contrast to several premier hotels that employ rigorous quality control measures, Hamilton Agadir has not completely embraced standardised protocols to guarantee cleaning and maintenance (Aamir, 2023). The lack of frequent staff training, insufficient performance monitoring, and poor communication between management and housekeeping staff have intensified the issue. The existing housekeeping operations depend predominantly on conventional methods, failing to utilise contemporary efficiency-oriented strategies limits the hotel's ability to ensure consistent service (Depierraz, 2023).

A major issue is employee motivation and productivity (Tahiri et al., 2022). Housekeeping teams sometimes operate under huge stress, and without suitable incentives, training, and accountability mechanisms, their performance is likely to suffer. Low staff morale can lead to negligence, inadequate cleaning protocols, and delayed service response times. Guests often indicate slow housekeeping service, insufficient attention to detail, and staff's hesitance to proactively address cleanliness issues. Rectifying these deficiencies is essential for reinstating the hotel's credibility and guest confidence.

Logi Consultant, a company focused on hospitality consultation, has been tasked to evaluate and enhance the housekeeping operations of Hamilton Agadir. Our evaluation indicates that the hotel fails to comply with international housekeeping standards, leading to inconsistent cleanliness and operational inefficiencies. This report utilises two principal analytical models to rectify these deficiencies:

The McKinsey 7S Framework assesses organisational alignment across strategy, structure, systems, staff, shared values, skills, and style to identify inefficiencies (Odeh, 2021). Through the analysis of these parameters, we may pinpoint critical areas necessitating structural and operational modifications. This strategy will facilitate the alignment of organisational culture, leadership methodology, and operational efficiency to enhance housekeeping services.

Six Sigma (DMAIC Method) ,a data-driven methodology that emphasises discovering core causes of performance deficiencies, measuring inefficiencies, and executing systematic solutions to improve housekeeping processes. This methodology guarantees a methodical and measurable approach to enhancing service delivery and reducing inconsistency in housekeeping performance (Msilu, 2023).

This report identifies budget restrictions as a critical element in executing housekeeping changes. Therefore, all proposed solutions are intended to be economically efficient while optimising impact. This consulting prioritises practical, high-impact tactics instead of recommending costly improvements, such as (Editor, 2023):
1. Housekeeping staff training initiatives to enhance cleaning standards.
2. Improvements in supervision to implement quality control procedures.
3. Revising room inspection checklists to enhance uniformity.
4. Gradual renewal of bedding and bathroom supplies without excessive financial stress.
5. Improving internal communication systems to guarantee timely responses to guest concerns.
Furthermore, the report will examine methods to optimise housekeeping to enhance efficiency without substantially raising costs. Enhancements in workflow design, time management, and quality audits can yield substantial performance benefits without necessitating extra financial cost. By optimising staff efficiency, service responsiveness, and cleanliness verification processes, Hamilton Agadir may elevate guest experience and boost its reputation.

This report provides a detailed examination of the housekeeping difficulties at Hamilton Agadir, identifies underlying causes, and offers practical solutions. By executing the proposed recommendations, Hamilton Agadir may significantly enhance visitor happiness, restore its reputation, and elevate occupancy rates. 

[bookmark: _Toc191933448]Guest Satisfaction and Housekeeping Issues
[bookmark: _Toc191933449]Guest Feedback Review
Guest feedback is essential when evaluating service quality, and at Hamilton Agadir, the predominant opinion concerning cleaning services has been significantly unfavourable. An examination of Google Reviews, TripAdvisor, and Booking.com uncovers a trend of dissatisfaction across many parts. Guests have raised complaints over cleanliness, the proficiency of housekeeping workers, and the general upkeep of the rooms and facilities (TripAdvisor, 2023). 
An in-depth analysis of the evaluations reveals the following persistent problems according to TripAdvisor reviews:
· Room Cleanliness Problems: Guests often report finding dirty rooms at check-in, characterised by apparent dust on furniture, soiled carpets, and leftovers from prior occupants. This indicates insufficient cleaning and irregular compliance with housekeeping protocols. Several reviews also mention occurrences of bad odours in rooms, thereby supporting the image of insufficient sanitation standards.
· Complaints Regarding Linen and Towels: Numerous guests express concern with the quality of linen and towels, frequently characterising them as "worn," "stained," and "insufficiently laundered." Certain visitors have articulated concerns over the lack of linen changes between guest stays. The irregular restocking of necessary amenities and towels causes frustration, resulting in many guests feeling overlooked. 
· Concerns Regarding Housekeeping workers: The professionalism and attentiveness of the housekeeping workers have been subject to repeated criticism. Numerous reviews indicate that requests for additional towels, pillow replacements, or room service were either ignored or took an excessive length of time to be addressed. This indicates a possible problem with employee training, motivation, or mismanagement in service prioritisation.
· Bathroom Maintenance Concerns: A considerable number of reviews emphasise issues linked to bathrooms, including mould buildup in showers, dripping faucets, and clogged drains. These difficulties not only compromise guest comfort but also elevate sanitary concerns that can significantly damage a hotel reputation.
· Inconsistent Housekeeping Schedules: Numerous guests indicate irregular cleaning schedules, resulting in certain rooms remaining unserved for extended periods, causing discomfort and a poor guest experience. The absence of a regular and visible housekeeping plan intensifies this issue, causing guests to be uncertain regarding the timing of room cleaning.
· Inadequate Response to Guest problems: Numerous reviews suggest that hotel management frequently provided insufficient responses to issues regarding cleanliness. Several visitors said that their complaints were disregarded or that personnel made only minimal attempts to address them, resulting in increased unhappiness and negative internet reviews.


[bookmark: _Toc191933450]Consequences of Negative Feedback
The current guest reviews suggest that Hamilton Agadir is struggling with systemic housekeeping inefficiencies that go beyond occasional failure in service. The negative feedback has resulted in: 
· Decreasing Occupancy Rates: The reliance of prospective guests on internet evaluations is resulting in an accumulation of negative feedback, which discourages potential consumers from reserving accommodations at the hotel. (Kim and Han, 2023)
· Brand Damage: Ongoing cleanliness problems detrimentally affect the hotel's reputation, rendering it a less attractive option compared to local competitors (Renarte UAE, 2024).
· Decreased Guest Loyalty: Unsatisfied guests are unlikely to revisit and might discourage friends and family from visiting Hamilton Agadir.
· Increased Operational Spending: Repeated guest complaints result in compensations, refunds, and supplementary operational costs. (Elphick, 2022)

[bookmark: _Toc191933451]The McKinsey 7S Framework
The McKinsey 7S Framework is a diagnostic tool that assesses the alignment of seven key organizational elements. Strategy, Structure, Systems, Shared Values, Skills, Staff, and Style to ensure effective operational performance. By applying this framework to Hamilton Agadir’s housekeeping department, we can identify critical inefficiencies and provide targeted solutions for improvement.
[bookmark: _Toc191933452]Strategy
Hamilton Agadir does not have a well-defined housekeeping strategy that adheres to international best practices. The lack of a systematic operating framework leads to irregularities in room cleaning, delays in service, and guest discomfort. A refined plan must emphasise standardised cleaning processes, quality control measures, and the increase of staff efficiency to elevate overall service quality. (Ali et al., 2021)
[bookmark: _Toc191933453]Structure
The existing organisational structure of housekeeping at Hamilton Agadir is chaotic and ineffective. Principal challenges include:
· Unclear role definitions leading to overlapping responsibilities. (LACK OF ROLE CLARITY OR ROLE CONFLICT, 2025)
· Poor management structure, leading to insufficient oversight of employee performance. (Boyle, 2023)
· Lack of accountability, where cleaning staff miss clear performance standards.
· To guarantee a well-coordinated housekeeping crew, a reorganisation program should include clear job descriptions, supervisory roles, and accountability mechanisms. (Housekeeping Supervisor, 2025)

[bookmark: _Toc191933454]System
The lack of a standardised housekeeping strategy at Hamilton Agadir results in inconsistent cleanliness and slow response times. The absence of systematic cleaning schedules, inspection checklists, and performance evaluation metrics increase the issue (Yang, Lin and Magnini, 2024).
To enhance efficiency, the hotel must:
· Establish digital housekeeping tracking systems to oversee room maintenance and staff productivity. (Nasir, Ab and Zulkifli, 2024)
· Implement daily and weekly cleaning routines for optimal consistency.
· Implement a guest feedback system to monitor service efficacy and promptly resolve complaints. (Vo et al., 2022)

[bookmark: _Toc191933455]Shared Values
The hotel’s corporate culture does not emphasise housekeeping quality as a fundamental operating principle. Without a strong service-driven culture, staff motivation remains low, affecting their attention to detail and responsiveness to guest concerns (Jibril and Yeşiltaş, 2022). To cultivate a culture of cleanliness and service quality, Hamilton Agadir should implement incentive and recognition program for staff and should integrate guest satisfaction meter to enhance their guest experience (Alkandi et al., 2023),

[bookmark: _Toc191933456]Skills
The housekeeping staff of Hamilton Agadir are deficient in formal training in current cleaning methods and hospitality service standards. The skill gaps result in inconsistent cleaning quality and poor time management (Hyasat, Al-Weshah and Kakeesh, 2022).
For better skill development, the hotel must:
· Conduct regular training courses centred on hygiene, sanitation protocols, and customer service satisfaction.
· Implement mentorship programs in which experts instruct new employees on best practices. (ETC, 2023)

[bookmark: _Toc191933457]Staff
Insufficient staffing and decreased employee morale are significant issues at Hamilton Agadir. Housekeeping personnel frequently experience overwhelming responsibilities, resulting in low productivity. The hotel can improve staff management by re-evaluating workload distribution to ensure fair allocation of tasks. Also, can provide incentives and professional development opportunities to enhance employee retention and they can hire additional staff to reduce the current stress in their actual staff. (Ghani et al., 2022)

[bookmark: _Toc191933458]Style
The leadership strategy in the housekeeping department lacks in proactive management. A passive leadership approach leads to postponed problem-solving, low employee motivation, and limited creativity in operational procedures. To boost leadership efficacy, Hamilton Agadir needs to adopt a proactive management approach, where supervisors perform regular room inspections, they also need to create a transparent way to communicate to receive staff feedback. (Elkhwesky, 2022) 

[bookmark: _Toc191933459]Six Sigma Analysis (DMAIC)
The Six Sigma DMAIC approach is a systematic, data-oriented framework designed to enhance processes by eliminating inefficiencies and guaranteeing quality improvements (Widodo and Soediantono, 2022). The five phases, define, measure, analyse, improve, and control will be applied in Hamilton Agadir’s housekeeping operations to identify the core causes of inefficiencies, execute measurable improvements, and sustain long-term improvements.
[bookmark: _Toc191933460]Define
The principal concern at Hamilton Agadir is the ineffectiveness of housekeeping, resulting negative guest reviews, decreasing occupancy rates, and a bad image. Complaints include insufficient cleanliness, poor room service, inconsistent housekeeping timetables, and staff indifference towards guest enquiries. The absence of standardised protocols and inadequate training aggravate these issues, necessitating the creation of clearly defined objectives for improvement. The objectives of this Six Sigma initiative are to:
· Enhance cleaning consistency and efficiency through standardized procedures. (Awan, Shamim and Ahn, 2021)
· Minimize guest complaints related to cleanliness by ensuring adherence to international best practices. (Au-Yong et al., 2024)
· Reduce average room cleaning time without compromising quality.
· Enhance employee responsiveness and motivation with improved training and oversight. (Barreto and Mayya, 2023)
· Establish clear performance indicators for monitoring improvements over time.

[bookmark: _Toc191933461]Measure
To measure the amount of housekeeping inefficiencies, multiple data points will be gathered, including:
· Guest Satisfaction Scores: Review platforms such as TripAdvisor and Google Reviews will provide insight into the frequency and nature of complaints. (TripAdvisor, 2025)
· Room Turnover Time: The time required to prepare rooms for new guests will be measured and compared to industry standards. (Augustine, 2024)
· Complaint Frequency: Tracking the number and type of complaints related to cleanliness, linen quality, and staff responsiveness. (Booking.com, 2025)
· Employee Performance Metrics: Evaluating staff efficiency through supervisor audits and guest feedback surveys.
Recent evaluations reveal that more than 50% of visitor complaints relate to cleanliness, with certain rooms having excessive cleaning periods due to lack in job execution. Moreover, guest dissatisfaction levels have risen by 20% in the past year, signifying a decline in housekeeping performance. (TripAdvisor, 2025)

[bookmark: _Toc191933462]Analyse
By identifying root causes, we can pinpoint specific inefficiencies affecting housekeeping performance at Hamilton Agadir (Mercan et al., 2021). Key issues include:
1. Lack of Standard Operating Procedures (SOPs): Inconsistencies in-room cleaning procedures lead to variations in quality. (Wirya, 2023)
2. Insufficient Training Programs: Numerous staff members lack professional training in contemporary cleaning methods and hospitality service standards. (Kyalo, 2023)
3. Inadequate Supervision and Quality Control: There is limited oversight to guarantee cleaning standards are met.
4. Poor Staff Management: The allocation of duties is inefficient, leading to some staff being overburdened while others are underutilized.
5. Poor Interdepartmental Communication – The absence of effective coordination between cleaning and front desk operations leads to delays and confusion over room being prepared. (Kyalo, 2023)
To resolve these challenges, it is important to establish organised training programs, develop clear performance monitoring systems, and improve staff allocation.
[bookmark: _Toc191933463]Improve
To rectify identified inefficiencies, Hamilton Agadir must implement a range of targeted improvements:
· Establish and implement standardised housekeeping protocols to guarantee consistency in all guest accommodations. (www.linkedin.com, 2025)
· Implement rigorous training programs for housekeeping personnel, emphasising hygiene, customer service, and time management skills. (Kyalo, 2023)
· Enhance supervisory roles by appointing quality control inspectors responsible for conducting random room inspections. (SafetyCulture, 2023)
· Implement a digital housekeeping monitoring system to monitor room readiness in real time, enhancing cooperation with front desk operations. (Kyalo, 2023)
· Implement structured scheduling methods that balance workloads and prevent staff burnout. (CSPO, 2022)
Moreover, enhanced inventory management will guarantee sufficient stocks of linens, toiletries, and cleaning supplies, thereby reducing delays due to resource deficiencies.

[bookmark: _Toc191933464]Control 
To maintain the improvements achieved by Six Sigma, Hamilton Agadir must implement ongoing monitoring systems:
1. Regular housekeeping performance audits will be performed to evaluate compliance to cleaning requirements. (SafetyCulture, 2023)
2. Guest feedback surveys provide immediate insights into service quality and areas for improvement. (TripAdvisor, 2025)
3. Performance-based incentives will be implemented to motivate employees and promote adherence to higher cleaning standards.
4. Supervisory systems for accountability will be reinforced to guarantee continuous adherence to SOPs. (Wirya, 2023)
Implementing these management techniques will enable the hotel to achieve continuous improvements, resulting in elevated guest experience, improved reputation, and increasing occupancy rates.


[bookmark: _Toc191933465]Recommendations and Change Management

Improving housekeeping standards at Hamilton Agadir requires a systematic and planned strategy. This section offers a comprehensive review of the principal recommendations, including staff training, quality control protocols, linen management, maintenance improvements, and change management techniques. Every advice corresponds with the insights obtained through the McKinsey 7S framework and Six Sigma analysis to guarantee sustainability, efficiency, and long-term success.

[bookmark: _Toc191933466]Staff Training and Management
Training is essential to ensure that housekeeping operations at Hamilton Agadir comply with international hospitality standards. Housekeeping staff are tasked with maintaining a clean and comfortable atmosphere, directly impacting guest satisfaction and the hotel's reputation (Ambardar, Singh and Singh, 2023). Effective training enhances efficiency, consistency, and attention to detail, guaranteeing that all rooms and facilities fulfil or exceed guest expectations.
[bookmark: _Toc191933467]Challenges in Housekeeping Training
Hamilton Agadir presently lacks a systematic and standardised training program, resulting in discrepancies in service quality. Multiple issues have been identified:
· Inconsistent cleaning standards: Different staff members apply different cleaning methods, resulting in inconsistent cleanliness levels throughout the rooms.
· Insufficient customer service training: Many staff members lack the skills needed to manage guest interactions and complaints with professionalism.
· Poor understanding of chemical and equipment use: Staff frequently misapply cleaning products and equipment, reducing their efficacy and resulting in long-term damage. (Lucy, 2018)
· Time management inefficiencies: Housekeeping tasks take longer than industry benchmarks, reducing the hotel’s ability to turn over rooms quickly. (REMINET, 2021)
· Insufficient staff motivation and engagement: Housekeepers can feel a lack of value, resulting in increased turnover rates and lower job satisfaction.

[bookmark: _Toc191933468]Proposed Training Programme	
To address these challenges, Hamilton Agadir should implement a tiered training program for all housekeeping staff. This program should include:
1, Basic Housekeeping Training
This level covers the essential components of housekeeping and need to be compulsory for all new employees. It includes overview of cleaning protocols and industry benchmarks, correct application of cleaning agents, tools, and equipment. Understanding of hygiene and sanitation regulations and overview of room turnover procedures and checklists. (Lucy, 2019) 

2. Advanced Training Protocol
Following six months of employment, housekeepers should participate in advanced training to enhance their skills (Chen, Wang and Zhang, 2022). This includes:
· Comprehensive cleaning methods for carpets, upholstery, and restrooms.
· Methods to enhance efficiency to minimise cleaning duration without compromising quality.
· Managing specific requirements, including accommodations for allergens in room arrangements.
· Implementing energy-efficient housekeeping practices to minimise water and electricity usage.

3. Customer Service Training	
Housekeeping staff must receive training in effective guest engagement and problem-solving to improve customer satisfaction. Training must include the following:
· Strategies for professionally handling complaints from guests about hygiene.
· Courtesy and interpersonal skills in guest relationships.
· Nonverbal communication and etiquette in hospitality environments.
· Proactive service strategies, such as anticipating guest needs prior to the rise of complaints.

4.  Supervisor and Team Leaders Training
Supervisors play a critical role in maintaining housekeeping quality. They should receive training in:
1. Performance and staff development
2. How to check and conduct room inspections
3. Effective scheduling	and workflow management	
4. Conflict resolution and motivation strategies

[bookmark: _Toc191933469]Training Plan
A regular training schedule must be implemented to guarantee ongoing skill enhancement. The suggested training timetable is outlined below:
	NEW STAFF
	ALL STAFF
	SUPERVISORS
	ONGOING

	Two-week induction training before they begin working independently.
	Monthly refresher courses to reinforce best practices.

	Quarterly leadership and assessment workshops.

	E-learning modules for staff to access on-demand training.



Training and supervision are crucial for ensuring that the cleaning staff at Hamilton Agadir adhere to the highest standards of cleanliness, efficiency, and professionalism. By consistently investing in its personnel, the hotel can cultivate a sustained culture of excellence that promotes guest loyalty and operational success.

[bookmark: _Toc191933470]Quality Control
Quality control is an essential element of efficient housekeeping management. It guarantees the methodical compliance to cleaning protocols, the maintenance of continuously high standards in room conditions, and the reduction of guest complaints concerning cleanliness. Establishing strong quality control systems at Hamilton Agadir will enhance guest satisfaction, generate superior online reviews, and improve its overall reputation. In the absence of a clearly established quality control mechanism, discrepancies in housekeeping methods may lead to adverse guest experiences, therefore affecting occupancy rates (Vlasova et al., 2025). 
[bookmark: _Toc191933471]Quality Control Challenges
Hamilton Agadir presently lacks an efficient quality control system for housekeeping activities. A multitude of obstacles leads to irregular cleanliness and maintenance such as: 
· Housekeeping personnel do not adhere to a consistent cleaning checklist, resulting in discrepancies in room cleanliness.
· Rooms are not routinely examined prior to visitor check-in, leading to missed cleanliness issues.
· There are no established key performance indicators (KPIs) to assess the efficacy of housekeeping.
· Although evaluations indicate issues with cleanliness, there is an absence of a systematic approach to leverage this feedback for quality improvement.
· Mismanagement of cleaning products and linen replacement schedules leads to periodic shortages and waste.
To solve these problems, Hamilton Agadir must establish a comprehensive quality control system that enforces standardisation, improves control, and incorporates guest feedback into performance assessment. (Haris Chechi, 2024)

[bookmark: _Toc191933472]Quality Control Initiative
1. Standardized Cleaning Checklists
Housekeeping personnel are required to adhere to a comprehensive checklist to maintain uniformity throughout all accommodations (Rodríguez and Samaniego-Puertas, 2023). The checklist must include explicit cleaning protocols for floors, restrooms, bedding, furniture, and amenities. 
2. Random Room Audits (HABAMENSHI and NIBEZA)
Housekeeping managers need to perform random inspections of cleaned rooms to determine quality before guest check-in. Inspection findings should be recorded, and staff members responsible for under quality work should receive feedback.
3. Guest Feedback 
A systematic feedback mechanism should be implemented, enabling guests to evaluate room cleanliness promptly upon check-in. Negative feedback must prompt an immediate corrective reaction from a designated cleaning team. Regular trend analysis of guest complaints must be conducted to identify persistent concerns and necessary modifications in housekeeping protocols. (Vo et al., 2022)

4. Scorecards

Performance scorecards need to be implemented to assess the efficacy of the housekeeping staff. The scorecard must evaluate parameters including cleaning efficiency, comprehensiveness, adherence to checklists, and guest satisfaction ratings.
Housekeepers with consistently high scores should be recognized through incentives and bonuses, promoting a culture of excellence (Bain, 2018).

5. Housekeeping Tracking System

A digital housekeeping management system must be established to oversee room readiness, cleaning duration, and staff productivity (Horst and Sinanan, 2021). The system must monitor cleaning durations, allocate tasks dynamically, and notify supervisors if rooms remain unclean over a certain period.

6. Supply Inventory Control

A centralised inventory management system must be employed to monitor the utilisation of cleaning supplies, linens, and towels. Supervisors should ensure that sufficient cleaning supplies are stocked daily to prevent disruptions.
Automated reorder mechanisms must be established to prevent shortages in essential products. (Singh, Rasania and Barua, 2022)

7. Housekeeping Grading System (Meeks, 2019)

Every cleaned room must be evaluated according to cleanliness, odour, organisation, and inventory replenishment. Rooms that do not pass inspections must be re-cleaned prior to being made accessible for guests. Employees with several poor ratings should receive supplementary training and performance coaching.


Implementing these systematic quality control measures would enable Hamilton Agadir to rehabilitate its reputation, enhance guest confidence, and elevate overall occupancy rates. Quality control in housekeeping must be treated as an ongoing enhancement process, involving consistent evaluations and adjustments to guarantee long-term success.


[bookmark: _Toc191933473]Linen Management
Linen management is essential for providing a superior guest experience. Flawless, fresh, and well-maintained linens are essential for guaranteeing guest comfort and happiness. Inconsistent linen quality can lead to unfavourable ratings, resulting in decreased occupancy rates. Effective linen management includes inventory control, rotation protocols, efficient laundering methods, and quality assessments that maintain hygiene and aesthetic requirements. (Hotel supplies by Hotels4Humanity, 2025.)

[bookmark: _Toc191933474]Challenges
Guest complaints have consistently emphasised the poor quality of linens and towels, mentioning issues like as stains, tearing, and bad odours (TripAdvisor, 2023). These issues signify substantial problems in linen maintenance and inventory management, which includes:
1. Linens are not replaced frequently enough, leading to excessive wear and tear.
2. Unreliable laundering methods lead to residual stains, odours, and a rough fabric texture.
3. Shortages result from inadequate inventory management, leading to delays in linen replacement in rooms.
4. Housekeeping personnel often utilise outdated, deteriorated linens instead of disposing them properly.
5. Poor use of detergents and cleaning chemicals reduces laundry efficacy.

In the absence of an effective linen management system, the hotel puts at risk guest satisfaction, and they increase their decline in reputation.

[bookmark: _Toc191933475]Improvements	
To address these difficulties, Hamilton Agadir needs to establish a systematic linen management system with the following aspects:
· Implement a replacement policy for bed linens and towels, requiring their replacement every 12 to 18 months based on their condition. (Standard Textile, 2023)
· Implement a tagging system to categorise linens as fresh, used, or worn-out, facilitating equitable allocation of linen utilisation. (Bundle, 2023)
· Partner with an industrial washing provider to guarantee that linens adhere to sanitisation and quality standards.
· Perform regular inspections of laundered linens prior to their placement in guest rooms to ensure freshness and cleanliness. (Chen, wang and Zhang, 2022)
· Ensure that every floor or housekeeping station maintains a minimum inventory of linens to prevent shortages during periods of high occupancy. (Bundle, 2023)
· Store clean linens in climate-controlled environments to prevent moisture accumulation and unpleasant odours.

Laundry Improvement
To optimise laundering operations and minimise environmental effect, Hamilton Agadir should:
1. Invest in high efficiency washing machines and dryers to save water and electricity usage. (Setiawan et al., 2021)
2. Minimise unnecessary washing cycles by optimising load capacities and detergent use.
3. Utilise biodegradable and hypoallergenic detergents to improve fabric durability and guest comfort. (Roux Maison, 2025)
4. Use suitable washing and drying settings to prevent fabric shrinkage and degradation.
5. Ask guests to reuse towels to reduce unnecessary laundry and promote sustainability.

Implementing this strategy would bring the following benefits:
1. Fresh, soft, and well-maintained linens will improve comfort and earn positive reviews.
2. Effective inventory management and linen rotation will prolong fabric durability and minimise unnecessary costs.
3. Effective inventory management will prevent housekeeping delays and guarantee constant linen supply.
4. Enhanced laundry techniques will reduce water and energy usage, according to international sustainable hospitality standards.

By prioritising linen management and inventory control, Hamilton Agadir will significantly improve its housekeeping operations, guaranteeing a flawless guest experience while upholding cost efficiency and sustainability.

[bookmark: _Toc191933476]Hygiene and Maintenance	
Guest reviews often emphasise plumbing problems, mould development in bathrooms, defective equipment, and unsanitary communal spaces (TripAdvisor, 2023). The maintenance and hygiene issues negatively impact the tourist experience and diminish the reputation of Hamilton Agadir. Implementing proactive maintenance techniques and rigorous hygiene measures which are essential for upholding high service standards and enhancing guest satisfaction. Several underlying problems contribute to the recurring maintenance and hygiene concerns at Hamilton Agadir (Elkhwesky, 2022):
1. The hotel does not have a regular maintenance program, resulting in persistent plumbing problems, damaged appliances, and defective electrical equipment.
2. The presence of mould, soap residue, and unpleasant odours in guest bathrooms signifies insufficient thorough cleaning practices and the use of unsuitable cleaning chemicals.
3. Housekeeping personnel frequently neglect to promptly communicate maintenance concerns, resulting in unaddressed guest complaints.
4. Public restrooms in the hotel frequently receive complaints concerning inadequate sanitation and insufficient maintenance.
5. Housekeeping personnel may not regularly follow waste disposal rules, leading to unhygienic conditions in both rooms and communal areas.
Resolving these challenges requires a systematic maintenance strategy, enhanced hygiene protocols, and increased collaboration between housekeeping and maintenance departments. By proactively addressing maintenance and hygiene issues, Hamilton Agadir may significantly elevate guest pleasure, foster a healthier environment, and boost its competitive position in the hospitality industry.

[bookmark: _Toc191933477]Cost Breakdown
Financial limitations are an important factor in assessing the viability of the proposed enhancements for Hamilton Agadir’s housekeeping department. Therefore, cost allocation must be smart, directing resources towards high-impact, important modifications while minimising unnecessary expenditures. (Accounting Insights, 2024)
The cost analysis emphasises training initiatives, quality assurance protocols, linen management, maintenance improvements, and digital transformation. These upgrades will enable Hamilton Agadir to achieve enhanced operating efficiency, increased guest pleasure, and long-term sustainability.
For a detailed financial breakdown of each investment area, please refer to Appendix A.
Due to financial limitations, a staggered budget execution strategy will be employed over a period of 12 months. The initial phase will prioritise high-impact, low-cost activities, such as:
1. Phase 1 (Months 1-3): Staff training, introduction of quality control measures, and minor maintenance upgrades.
2. Phase 2 (Months 4-6): Digital housekeeping system implementation and linen stock replenishment.
3. Phase 3 (Months 7-9): Performance-based incentive rollout and advanced maintenance servicing.
4. Phase 4 (Months 10-12): Full-scale linen replacement, remaining maintenance upgrades, and assessment of effectiveness.
By careful allocation of resources to housekeeping training, quality control, maintenance, and inventory management, Hamilton Agadir will realise a sustainable and cost-efficient change in its housekeeping operations.

[bookmark: _Toc191933478]Action Plan
A systematic action plan is crucial for the effective implementation of the proposed enhancements. This section outlines specific tasks, timelines, responsible parties, and expected results to promote effective change management at Hamilton Agadir.
	Action Area
	Measures

	Responsible Party
	Timeframe
	Outcome

	Housekeeping Staff Training & Supervision

	Design and implement extensive training workshops. Employ performance monitoring tools.

	Housekeeping Manager

	Months 1-3

	Staff trained in global sanitation protocols.  (SGSCorp, 2020) Enhanced service quality.


	Quality Control Implementation

	Implement room checklists and digital monitoring. Implement guest feedback integration.

	Housekeeping Supervisors

	Months 1-3

	Standardised cleaning protocols (SGSCorp, 2020). Handle guest enquiries.


	Linen & Inventory Management

	Implement a linen tracking system. Acquire new linens and towels. Collaborate with laundry services. (Standard Textile, 2023)

	Operations
Department
	Months 4-6

	Reduced linen shortages and enhanced guest satisfaction.


	Maintenance & Hygiene Upgrades

	Establish an annual maintenance schedule. Enhance measures for deep cleaning the bathroom.

	Maintenance Department

	Months 4-6

	Reduction in visitor complaints related to maintenance issues.


	Digital Housekeeping System

	Implement a housekeeping management system. Instruct staff on digital reporting techniques.

	IT Department & HR

	Months 7-9

	Increased housekeeping efficiency and real-time tracking.


	Performance-Based Incentives

	Implement a rewards system to recognise outstanding employees. Implement recognition programs.

	HR & Housekeeping Manager

	Months 7-9

	Increased staff motivation and lower turnover rates.


	Guest Satisfaction

	Establish automated post-stay feedback collection and analysis.
	Front Desk

	Ongoing

	Enhanced guest retention and improved online ratings.




By implementing this action plan, Hamilton Agadir will optimise its housekeeping operations, guarantee exceptional cleanliness standards, and elevate overall guest happiness, hence improving its market position and increasing revenue generation.

[bookmark: _Toc191933479]Conclusion
The inefficiencies in housekeeping at Hamilton Agadir have negatively impacted guest satisfaction, resulting in negative online reviews and decreasing occupancy rates. This analysis has highlighted significant issues in housekeeping operations, including inconsistent cleanliness standards, insufficient staff training, inadequate quality control, linen mishandling, and an absence of planned maintenance procedures. The McKinsey 7S Framework and Six Sigma (DMAIC) methodology have been employed to analyse these difficulties, resulting in a strategic roadmap for enhancement.

Implementing a structured training program will enhance housekeeping staff's abilities and knowledge, enabling them to uphold elevated cleaning standards. Quality control techniques, including digital tracking systems, standardised checklists, and regular inspections, will guarantee uniformity and efficiency in cleaning operations. Enhancements in linen and inventory management will help prevent shortages, guaranteeing the consistent availability of fresh, high-quality linens for guests. Moreover, regular maintenance and hygiene enhancements will resolve ongoing plumbing and structural problems, fostering a more comfortable and sanitary atmosphere for guests.

This study presents an extensive strategy for the systematic implementation of these recommendations over a 12-month timeframe. Each phase aims to prioritise high-impact, low-cost improvements first, succeeded by more complex modifications, including the implementation of digital housekeeping systems and long-term maintenance methods. Performance-based incentives will encourage employees to maintain service quality, while guest feedback systems will offer ongoing insights for enhancement.

An effectively implemented housekeeping transformation at Hamilton Agadir will result in enhanced guest pleasure, increased operational efficiency, cost reductions, and an enhanced market reputation. Investing in training, quality control, and technology will improve the visitor experience, establishing the hotel as a competitive business in the hospitality sector. The effective execution of these changes will guarantee long-lasting excellence, increased occupancy rates, and improved financial success for Hamilton Agadir.
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	Investment Area

	Estimated Cost (£)

	Key Justification


	Housekeeping Staff Training & Supervision

	8.000£
	Includes training materials, workshops, hiring external trainers, and ongoing refresher courses for staff and supervisors.


	Quality Control Measures

	6.000£
	Covers implementation of checklists, audits, digital housekeeping tracking systems, and guest feedback integration.


	Linen & Inventory Management

	16.000£
	Replenishing and upgrading bed linens, towels, and maintaining inventory stock levels. Includes professional laundry services and a tracking system.


	Maintenance & Hygiene Upgrades

	12.000£
	Includes plumbing repairs, HVAC servicing, deep cleaning tools, mold treatment, and enhanced public area hygiene measures.


	Digital Housekeeping Systems

	4.000£
	Implementation of a real-time housekeeping management system to track cleaning efficiency and streamline workflow.


	Performance-Based Incentives

	4.400£
	Staff bonuses, recognition programs, and reward-based motivation strategies to improve service quality.


	Miscellaneous Operational Costs

	2.000£
	Covers unexpected expenses related to cleaning supplies, emergency maintenance, and additional resources.


	Total Estimated Budget

	52.800£ Annually
	Phased implementation over 12 months to minimize financial strain.
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	Strengths

	Opportunities

	Aspirations

	Results


	· Hamilton Agadir is a well-established hotel with a robust brand presence in the market.  
· It has a dedicated cleaning staff who are dedicated to enhancing service quality. 
· The hotel's prominent position in a popular tourist area generates significant guest demand.

	· Implementing organised training programs to improve housekeeping efficacy. 
· Implementing digital housekeeping management systems for real-time task monitoring. 
· Utilising guest feedback mechanisms to improve service excellence and reputation.

	· To establish an example hotel for housekeeping quality in the region.
· To uphold regular guest satisfaction ratings of 4.5 stars or higher on major platforms.
· To establish an effective and motivated housekeeping workers with minimal turnover.
· To establish a flawless, clean, and inviting atmosphere for all guests.

	· Enhanced customer satisfaction ratings and improved internet reviews.
· Increased occupancy rates due to improved service quality.
· Decrease in guest complaints over cleanliness and housekeeping services.
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