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[bookmark: _Toc97879307]Executive Summary[bookmark: _GoBack]Based on their clients' existing resources and significant concerns, organisations are given unbiased advices on how to improve their business processes or make strategic decisions, as well as how to enhance their business processes (Kubr, 2002). This service of consultation is given by either an internal body or an external body known as business consultants. Customers can benefit from this service since it helps them build their company by assisting them in overcoming various business challenges through in-depth investigations (Jang and Lee, 1998). When creating this report, the consultant's point of view was taken into consideration because the company is looking for an expert opinion on how to improve their operations in the near future. In order to deliver relevant thoughts and recommendations to the client organisation, a thorough investigation was carried out from the perspective of a consulting firm. The goal of this consultancy report is to help the client organisation handle a specific business difficulty that they are now facing and to help them manage their business more effectively. This study has provided an evaluation of the hotel's strengths, which can be used to enhance the company's business, as well as its weaknesses, which can be used to hinder the company's business (Sin, Alan, Heung and Yim, 2005). This has been accomplished through a competitive analysis of internal and external environmental aspects. The strategic function of the hotel in the face of environmental issues is evaluated through the use of SWOT and PESTLE analysis, the two most widely used tools to analyse the internal and external business environment. It was part of this consulting project to come up with a model called the Kubler-Ross Model. It was used to figure out the stages of visitor irritation caused by the Swansea Marriot Hotel not having enough cleaning services. The hotel's business practises have been scrutinised to evaluate whether or not they are viable, and suggestions have been made to improve the hotel's housekeeping facilities so that guests do not have to worry about them while they are there.
There have been numerous tourist complaints about poor housekeeping services at the Marriott Hotel in Swansea, which has resulted in the hotel's brand image being tarnished significantly (Gaur, Afaq, Singh and Dwivedi, 2021). Guest complaints include not obtaining timely housekeeping services such as cleaning, laundry, and maintenance, and that housekeeping workers are reacting slowly to their requests. Customers are hesitant to visit the hotel, which results in a decrease in hotel sales at the end of the preceding year's fiscal year. The Marriott Hotel in Swansea has received far too many complaints about the poor performance of its housekeeping crew, which has resulted in a high level of customer dissatisfaction with the establishment. A lack of cleaning services has negatively damaged the hotel's ratings on many hotels booking websites, causing people to be less likely to book the hotel in the future.
Housekeepers are also not given proper safety equipment, such as gloves and kneepads, which increases the danger of injuries from cleaning tasks, causing many employees to go on sick leave or be unable to work due to their injuries. The inability to fully utilise staff' abilities and efficiencies by adding the most up-to-date equipment into cleaning operations is also due to a lack of sufficient training (Sterling and Boxall, 2013). The insufficient room service provided by the housekeepers had a huge negative impact on the company's annual profit, because it negatively impacted old customer retention rate. Negative comments, remarks and reviews about hotel services are posted on a variety of hotel booking platforms, which reduces the possibility of attracting new customers. Example of such negative remarks can be found in booking.com and other tourism and hospitality review websites. In effect of the housekeeper's post-services, tourist return rates dropped by 18 percent, and the hotel's annual earnings dropped by 34 percent (Borko et al., 2020).
By replacing manual cleaning equipment with high-tech equipment, the Marriott Hotel in Swansea can avoid the housekeeping department from engaging in repetitive behaviour, which could put personnel at risk of physical strain. For a limited length of time, it may have the essential cleaning materials and chemicals on hand to swiftly clean dust and keep the hotel clean and orderly, but this is not guaranteed. Additionally, housekeepers must have sufficient training so that they are familiar with the most up-to-date housekeeping and repair equipment for cleaning and room servicing (O'Fallon and Rutherford, 2010). Quality benchmarks for housekeeping services should also be improved so that meaningful results can be obtained and measurement standards can be tracked. When it comes to housekeeping, the Marriott Hotel in Swansea's Hotel Manager needs to keep an eye on things to make sure that guests receive acceptable hospitality services. Visitors may be given input forms to fill out so that the hotel may fill in the holes in the housekeeping service that they discovered.
The housekeeping department is in responsibility of providing genuine hospitality to hotel visitors, and the success of the housekeeping department has an impact on guest reviews. A negative housekeeping experience can permanently harm the hotel's brand image in the eyes of its visitors, as well as cause it to lose some potential clients (Cetin and Walls, 2016). This report looked into the problem at the Marriott Hotel in Swansea in depth in order to provide sufficient advice on how to enhance the efficiency of the housekeeping department in order to improve visitor happiness and reduce complaints.


[bookmark: _heading=h.gjdgxs][bookmark: _Toc97879308]IntroductionConsultation to an organization, also known as business consulting, is a service that offers organisations objective advice, suggestions, and recommendations on how to improve their business operations (Dawson-Shepherd, Kellner and Neumann, 2013). It also covers the area of making strategic decisions based on their current resources and significant situations. It is a service that is provided to clients in order to assist them in helping survive the organisation in challenging situations or expand their businesses by identifying and resolving various business challenges through in-depth research. When writing a consulting report, the author adopts the role of an advisor to a client organisation in order to provide appropriate strategies and advice to deal with a specific business difficulty that the client organisation is experiencing. Following the completion of this investigation, the Swansea Marriott Hotel, which has received a significant number of client complaints regarding housekeeping services, has received consultancy advances as a result of the findings. Guest complaints include not obtaining timely housekeeping services such as cleaning, laundry, and maintenance, and that housekeeping workers are reacting slowly to their requests. According to the findings of this research, the Marriott Hotel in Swansea had a problem that needed to be thoroughly investigated in order to provide adequate advice on how to improve the efficiency of the housekeeping department in order to boost visitor contentment and reduce complaints. This research has produced an evaluation of the hotel's strengths and weaknesses based on a competitive analysis of the internal and external environmental components of the establishment. In this study, the hotel's competitive position in addressing the challenges posed by environmental factors was assessed using a SWOT analysis and a PESTLE analysis. Guests' unhappiness with housekeeping services at Swansea Marriot Hotel is explained according to the Kubler-Ross Model (Roos, 2012). This comprehensive explanation will help us to recognise the stages of guest dissatisfaction caused by bad housekeeping services at the hotel, which will eventually help the consultation be more accurate. This study looked at the theoretical frameworks in order to establish the efficiency of the hotel's business strategies. Thus, this report offers an appropriate recommendation for improving the Marriott hotel's housekeeping services in order to reduce the number of complaints received from guests.
[bookmark: _heading=h.3znysh7]

[bookmark: _Toc97879309]Scope and Analysis[image: ]
Marriott International is the parent company of Marriott Hotels and Resorts (Marriott.com, 2022). It is a globally recognised hotel chain with 585 hotels and resorts totalling 205,825 rooms and a very successful business model. The Marriott Hotel in Swansea is a franchise of this company, and it is one of Marriott Group's 44 hotels and resorts in the United Kingdom (Marriott.com, 2022). It is a well-known hotel in Swansea, Wales, that offers comfortable hospitality services to travellers from all over the world. With its focused hospitality services and comfortable rooms, this hotel provides guests with unforgettable experiences. This beachfront hotel is a short walk from the town centre and offers magnificent views of Swansea Bay. It is close to the Swansea Train Station and the M4 highway, as well as some of Wales' most popular attractions, such as Swansea University, Swansea Beach, and Liberty Stadium football matches. Swansea Grand Theatre (1.6 miles), The National Waterfront Museum (1.6 km), Oystermouth Castle (6.9 km), Gower Heritage Centre (12.9 km), and other major tourist destinations are all within a short distance of the hotel. Clyne Golf Club (6.1 km), Swansea Bay Golf Club (7.7 km), and Langland Bay Golf Club (9 km) are all within a 10-kilometer radius (Tripadvisor.com, 2022). In public places, there is free WiFi. The Swansea Marriott has a fitness centre, a swimming pool, a whirlpool, and a sauna in its leisure area. A restaurant with excellent British food and stunning views of the sea and marina is also available. High-speed internet access and 24-hour room service are included in the newly renovated guest rooms (Marriott.co.uk, 2022). There are five conference rooms at the Marriott Swansea, as well as competent food, audio-visual equipment, and free parking.
Poor housekeeping services at the Marriott Hotel in Swansea have resulted in a huge number of customer complaints, which has resulted in the hotel's brand reputation being tarnished (Tamilmani, et al., 2020). Customers are hesitant to return to the hotel, which has resulted in a decline in revenue at the end of the previous year, according to management. It was necessary to evaluate the hotel's internal and external surroundings in order to discover the hotel's internal competitive strengths and weaknesses in order to give the hotel with relevant consulting counsel. It is covered below how to conduct SWOT and PESTLE analyses in order to determine the company's competitive strengths and weaknesses in both the internal and external environments:
SWOT Analysis
	Strengths
	Weaknesses

	· Because the Marriott Hotel in Swansea is in a popular foreign tourist region, foreign tourists will have no trouble finding it and staying as long as they need (Jenkins and Jones, 2001).
· There are still interesting tourist attractions surrounding the hotel, and guests do not need to travel far to see them. It saves the guests both time and money.
· Modern amenities such as en-suite bathrooms, televisions, WiFi, air conditioners, coffee and tea makers, and other amenities are available in the hotel rooms.
· The hotel offers high-quality hospitality services at a reasonable cost.
	· The Marriott Hotel in Swansea has struggled to preserve good coordination with the housekeeping crew in order to respond to multiple guests at once and keep the rooms clean on time.
· The Marriott Hotel in Swansea lacks modern room amenities and luxurious furnishings.
· The Marriott Hotel in Swansea has little automobile parking, thus most of its customers must rent parking spaces in municipal parks and local commercial complexes.
· The Marriott Hotel in Swansea isn't active enough to respond to client inquiries on hotel booking services in a timely manner.

	Opportunities
	Threats

	· Rooms of the Marriott Hotel in Swansea are decorated with an eco-friendly motif. To satisfy the different demands of the customers, the hotel rooms are constructed in a variety of sizes and features.
· The Swansea Hotel might become more active on various hotel booking platforms in order to provide timely responses to potential guests and assist them in reserving hotel rooms.
· The Marriott Hotel in Swansea can rebuild hotel rooms with modern conveniences to provide guests with a luxurious experience comparable to that of a five-star hotel.
	· After the economic impact of COVID-19, the Marriott Hotel in Swansea may find it difficult to invest in room decoration (Bonfanti, Vigolo, and Yfantidou, 2021).
· The room prices of five-star and four-star hotels have been decreased, resulting in lower room occupancy.



PESTLE Analysis
Political Factors: The political environment has an impact on the hotel industry's legislation and regulating rules, which manage the hotel's hospitality policies and operations (Stone, 2004). Changes in political parties may result in changes to the hospitality industry's legislation. The UK offers a stable political environment that supports the growth of Marriott Hotel in Swansea, and as a result, heat has adapted to the UK government's legislation and regulations for monitoring and controlling its hospitality activities. Many people choose to stay in the hotel for personal or commercial reasons because of the solid political relations between the UK and other countries.
Economic Factors: The economy has a significant impact on the revenue of organisations and their long-term viability. The Marriott Hotel in Swansea had a low number of customers during the country's recession due to the coronavirus pandemic, therefore it reduced room costs to make them more affordable to entice new guests. When it comes to accepting payments from overseas travellers, the Marriott Hotel in Swansea likewise follows the currency rate. The Marriott Hotel in Swansea also pays income taxes to the government, which is then used for a variety of public purposes. During a budget deficit, increases in taxation and VAT result in adjustments in hotel room prices (Jensen and Wanhill, 2002). 
Social Factors: People from all over the world have been visiting the UK for various reasons since the early ages, and it has since become a global tourist destination thanks to its simple immigration and Visa processing process (Bhatia, 2002). The Marriott Hotel in Swansea takes into account the cultural and lifestyle diversity of its customers, and decorates rooms and prepares meals to reflect the varied guests' lifestyles and preferences. The Marriott Hotel in Swansea serves British cuisine that is well accepted in other European countries. To provide entertainment for hotel guests, the Marriott Hotel in Swansea supports the celebration of many cultural and religious occasions such as Christmas and New Year. 
Technological Factors: Modern technology innovation has facilitated hospitality services by using many modern science instruments and equipment for preserving hotel cleanliness and cleaning services (Neuhofer, Buhalis and Ladkin, 2015). The hotel's contemporary equipment also allows it to provide visitors with a luxurious experience and comfort. Cleaning and furnishing tools and machines are used by the housekeeping crew to maintain the room clean. The food and beverage sector prepare and preserves foods with kitchen equipment. The front desk department communicates with customers via social media using modern technology and the internet (Saravanakumar and SuganthaLakshmi, 2012). 
Legal Factors: Every organisation in the hospitality industry abides by the government's legislation, and the government enacts various laws and acts to safeguard the interests of customers and supervise hospitality businesses. The Marriott Hotel in Swansea adheres to the Data Protection Act in order to keep personal information about clients safe in the hotel's information system (Yallop, et al., 2021). The Digital Economy Act, which restricts the illegal sharing of information, applies to hotels, as well as other businesses. The Health and Safety Act is used by the hotel to ensure that the lives and property of its visitors are kept safe, as well as to maintain the cleanliness of its food and rooms. To protect its intellectual property, the hotel also employs the Patent Act.
Environmental Factors: The environment governs the hospitality industry's potential and challenges because it is the most unexpected component that can transform the industry's condition at any time. People do not wish to explore different tourist locations during natural disasters, which limits the number of visitors to the hotel (Tsai and Chen, 2011). Because of the long-term lockdown, the Marriott Hotel in Swansea has been badly damaged by the coronavirus, and it has been unable to generate any money due to 0% room occupancy.
[bookmark: _heading=h.2et92p0][bookmark: _Toc97879310]Main BodyThe disappointment or grief expressed by hotel visitors does not occur all at once; rather, it develops over time as the hotel's hospitality service experience progresses (Wu and Gao, 2019). Guests can be unsatisfied at any moment during their stay, from the time they arrive until the time they depart. The feelings and reactions of the hotel's residents contribute to the hotel's discontent. Marriott Hotel in Swansea determines the amount of unhappiness among its visitors owing to poor cleaning services by analysing their reactions to various levels of client dissatisfaction. This paper presents the Kubler-Ross Theory in order to properly examine the visitors' dissatisfaction process at the Marriott Hotel in Swansea (Kübler-Ross and Kessler, 2005) -
Kubler Ross Theory
[image: ]
Image: Kubler-Ross Grief Cycle (Kandampully and Suhartanto, 2015)
[bookmark: _heading=h.tyjcwt]The Kubler-Ross Theory defines five phases of guest dissatisfaction in which customers suffer grief as a result of poor treatment from businesses, and this model describes a set of five emotions that heighten the grief (Kübler-Ross and Kessler, 2005). This approach is being used at the Marriott Hotel in Swansea to examine how housekeeping services have escalated customer unhappiness and grief by generating a significant gap between guest expectations and reality.

Denial: Guests at the Marriott Hotel in Swansea deny the hotel's cleaning services during the denial stage, and they continue to feel that they made a mistake in estimating the quality of the hotel's services during the acceptance stage. In order to defend the seriousness of the troubles they are facing as a result of the inadequate housekeeping services; they are seeking to conceal their feelings and agony at this point.
Anger: During the anger stage, the clients' erroneous perception of the quality of the hotel is dispelled, and they realise that they are not receiving the services they require from the establishment. In addition, tourists' dissatisfaction with being obliged to stay at the hotel rather than opting for an alternate accommodation intensifies their wrath against the establishment's housekeeping services. In addition to misbehaving with the workers, they are prone to lose control of their rage.
Bargaining: "What if" remarks are used by the guests to try to negotiate with their feelings after they have vented their fury or frustration to the host. When people feel out of control, they rationalise that they may have received the worst service from other hotels within the same budget and that, after negotiating with hotel personnel, they would have improved housekeeping services.
Depression: Guests at the Marriott Hotel in Swansea are still experiencing difficulties as a result of their emotional comments, and they are dissatisfied with the poor housekeeping services. They experience emptiness after grieving and examine the reality of having stayed at the hotel, acknowledging its flaws with the housekeeping services.
Acceptance: Acceptance is the final step of a customer's discontent journey, and Marriott Hotel in Swansea clients accept the present housekeeping facilities and try to adjust to the "new" realities rather than the expected reality (Millan and Esteban, 2004). They become apathetic about a team that has had negative hotel experiences and strive to make improvements with the current facilities. They don't want to do anything wrong or suffer from depression.
Ways to improve the Swansea Marriott Hotel's housekeeping department's operations
Because the housekeeping department is in responsible of actually providing hospitality services to hotel visitors, its overall performance has an impact on how well the hotel performs in terms of customer satisfaction (Faulkner and Patiar, 1997). A terrible housekeeping experience can have a long-term negative impact on the hotel's brand image in the eyes of its guests, as well as result in the loss of some potential future customers. Management practices that can help the housekeeping department at the Marriott Hotel in Swansea run better are:
Providing specialised training for certain occupations: Training and development are always beneficial to the advancement of people in their positions. An organisation that invests in better training and development programmes will have a more educated and efficient workforce (Salas, et al., 2012). Because every organisation is increasingly concentrating on job-specific training programmes, random training without a good plan will not produce any outcomes. The Swansea Marriott Hotel has the ability to develop a strategy for improving room services in order to meet and exceed the expectations of its clients. Housekeeping staff can benefit from this method since it allows them to receive job-specific training (Hallowell, Schlesinger and Zornitsky, 1996). Cleaning staff at the Marriott Hotel in Swansea can plan how to clean a room and execute other cleaning tasks by receiving training in basic maintenance and how to utilise cleaning products and chemicals to make each task in the department easier and more efficient. Staff training in the hotel's housekeeping department may help to enhance overall cleanliness and hygiene, as well as cut down on the amount of time spent cleaning individual rooms, allowing each guest room to be cleaned in a shorter amount of time.
In order to optimise cleaning activities and reduce employee strain, the Marriott Hotel in Swansea should provide the proper tools and equipment to the housekeeping department. This will eliminate repeated motions and allow the housekeeping crew to work more efficiently and effectively. According to the International Standard for Cleaning Times (ISSA 540), washing doubloons with microfiber towels and moths can increase productivity by up to 54% (Parish-supply.com, 2022). Housekeepers should be provided with personal protection equipment such as knee pads and gloves to decrease their exposure to the elements while working, resulting in fewer injuries and illnesses as well as increased department productivity.
Stock availability: The Marriott Hotel in Swansea must ensure that sufficient stock is available so that housekeepers can maintain cleanliness and provide room service without running out. Also beneficial is the fact that placing easily accessible commodities in carts avoids the need to travel to the market in order to obtain missing supplies and ensures that housekeepers are available inside the hotel rather than outside at the market. It is much easier to maintain a consistent level of cleanliness from room to room if there are enough cleaning supplies available (Hsieh, Apostolopoulos and Sönmez, 2016).
Engineering Checklist: The Marriott Hotel in Swansea should establish an engineering checklist to detect issues in hotel rooms, such as replacing light bulbs and repairing air conditioning, after determining the extent of the damage, so that they may be remedied swiftly before clients complain. To reduce the amount of work the engineering department has to perform after a lot of complaints from visitors, the housekeepers should compile a list of items that the engineering department may have to deal with and hand it over at the conclusion of each shift (Gupta and Jain, 2014).
Some housekeeping procedures do not need to be changed since they are performing as expected, and the housekeeper is required to keep these activities running smoothly. To display respect and etiquette, the housekeeper should be courteous in their dealings with the guests they are responsible for cleaning (Jones, 2007). In addition, the housekeeper should be motivated and encouraged to assist hotel guests at any hour of the day or night. Doing other activities should not cause people in the department to modify the way they clean and keep their bodies clean and healthy.
[bookmark: _heading=h.3dy6vkm][bookmark: _Toc97879311]The housekeeping department of the Marriott Hotel in Swansea has to undergo some fundamental improvements in order to improve its operations. To make their tasks easier and to spend less time on them, housekeepers at the Marriott Hotel in Swansea should learn more about cleaning and how to utilise cleaning instruments and chemicals. It is recommended that the Marriott Hotel in Swansea give the appropriate tools and equipment to optimise cleaning operations and prevent repetitive motions in order to reduce employee strain. The housekeeping staff at the Marriott Hotel in Swansea should also be trained so that they can maintain the hotel clean and healthy while spending less time in each guest room, allowing each room to be cleaned in a shorter amount of time. Housekeepers should employ engineering checklists to detect faults in hotel rooms, according to Chiang and Liu (2017). They should turn in the checklist at the conclusion of each shift so that they don't have to do as much work if there are a lot of complaints. The Swansea Marriott Hotel should transition from a manual to an automated auditing system to ensure that enough stock is available for housekeepers to maintain the hotel and rooms clean without running out of supplies.
Findings and ResultsEverything in this world has both positive and negative features, and the Marriott Hotel in Swansea's housekeeping staff has both positive and negative aspects. The housekeeping team at the Marriott Hotel in Swansea is available 24 hours a day, seven days a week to ensure that guests are comfortable in their accommodations and do not feel deprived of anything. To establish a long-term relationship with the guests, the housekeepers are dedicated to providing excellent customer service and maintaining a friendly demeanour with them (Ford, Heaton and Brown, 2001). However, due to a scarcity of employees and a lack of adequate communication tools, the cleaning service at the Marriott Hotel in Swansea has struggled to maintain proper coordination among the customers and has been slow to respond to their needs. According to the findings of the investigation into the business concerns that occurred at the Marriott Hotel in Swansea, it is acceptable to expect improvements in the housekeeping department in order to eliminate negative customer evaluations and complaints from the hotel.
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Image: Guests Complaints percentage at Swansea Marriott Hotel 
The Marriott Hotel in Swansea has received far too many objections about the poor performance of its housekeeping crew, which has resulted in a high level of customer dissatisfaction with the establishment. Unsatisfactory housekeeping services have influenced the hotel's ratings and reviews on various hotel booking platforms, which may have a negative impact on the purchasing decisions of potential consumers (Booking.com, 2022). A result of this study, the Marriott Hotel in Swansea has decided to increase the efficiency of its housekeeping staff, and some of the advice contained within it have been included in organisational consulting services. It has already begun to improve the efficiency of its housekeeping department employees through the implementation of training programmes (Enz and Siguaw, 2000). The Marriott Hotel in Swansea is also currently assessing its competitive strengths and weaknesses in the context of the impact of internal and external environmental factors in order to develop appropriate strategies for improving the department's operations.
Poor housekeeping services at the Marriott Hotel in Swansea have resulted in a huge number of customer complaints, which has resulted in the hotel's brand reputation being tarnished. Customers are hesitant to return to the hotel, which has resulted in a decline in revenue at the end of the previous year, according to management. The housekeepers at the Marriott Hotel in Swansea aren't known for using cutting-edge technology into their room service and cleaning operations, which means they won't be able to increase their productivity in the little time they have (Ingram, Sandelands and Teare, 2001). Long periods of time spent cleaning a single room prevent the housekeepers from being able to clean the other rooms during their remaining working hours.
The inadequate room service provided by the housekeepers has had a significant influence on the hotel's annual profit and guest return ratio. As a result of negative comments and assessments posted by guests about hotel services on various hotel booking sites, the likelihood of recruiting new clients is reduced significantly. The post-services provided by the housekeeper have resulted in an 18 percent decrease in visitor return rates and a 34 percent decrease in annual revenues (Borko et al., 2020). Failure to perform timely electrical equipment maintenance could lead to serious accidents if the problem is not addressed immediately.
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Image: Percentage of Revenue loss in Swansea Marriott Hotel
A lack of adequate safety equipment, such as gloves and kneepads, is also provided to housekeepers, increasing the risk of injuries during cleaning operations (Burgess-Limerick, 2007). As a result, many employees are placed on sick leave or are unable to fulfil their jobs as a result of their injuries. In addition to not utilising the most up-to-date equipment in housekeeping operations, a lack of adequate training has also limited the scope of utilising the abilities and efficiency of the staff.
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[bookmark: _Toc97879312]Action Plan	Serial No.
	Problems
	Solution
	Projected Outcome
	Implementation Time
	Projected Date of Completion
	Estimated Cost

	1.
	Hotel rooms and lounge spaces are not cleaned on a regular basis.
	The hotel manager should be able to maintain a strict cleaning schedule by regularly cleaning the hotel rooms and lounge.
	The guest will be provided with a clean and well-furnished room, and they will be extremely satisfied with the hotel's efforts to maintain a high level of hygiene. Visitors will have a positive opinion of the hotel if the front desk and reception area are clean and well-organized, and the clean environment will give them a positive impression of the hotel.
	2 months
	30 June, 2022
	£9,000

	2.
	The room service request was not responded to in a timely manner.
	It is to construct separate intercom and telephone connections between hotel rooms and housekeeping so that clients may contact directly with room service boys without having to go through the front desk.
	Room service personnel will be able to converse directly with guests and relay their wishes. Without having to rely on the front desk for knowledge about the customers' requests, room service personnel can immediately reply to their requests.
	3 months
	30 July, 2022
	£13,000


[bookmark: _heading=h.4d34og8]


[bookmark: _Toc97879313]RecommendationsThe Marriott Hotel in Swansea has received numerous complaints from visitors regarding the terrible housekeeping service. To improve the department's performance, the hotel must act quickly to address the problem by implementing a variety of techniques and management methods. By following the guidelines below, the Marriott Hotel in Swansea can improve the efficiency of its housekeeping crew:
· The Marriott Hotel in Swansea should provide adequate training to its housekeepers so that they are familiar with the most up-to-date cleaning and maintenance equipment (Jones, 2007).
· [bookmark: _heading=h.2s8eyo1][bookmark: _Toc97879314]To get real results, the Marriott Hotel in Swansea should set quality standards for housekeeping services and keep an eye on them (Au and Choi, 1999).
· The Swansea Marriott Hotel should switch from manual cleaning equipment to high-tech equipment so that the housekeeping staff doesn't have to do the same things over and over again, which could cause them to get tired (Parvez, 2020).
· It is recommended that the Marriott Hotel in Swansea provide effective cleaning materials and chemicals that can quickly remove strains, dust, and maintain the hotel's hygiene according to world standards. It is also recommended that the Marriott Hotel in Swansea have a separate telecommunications system for talking directly with the housekeeping department, so that clients can call the housekeeping department directly to request room service instead of going through an indirect, lengthy process (Andrews, 2013).
· The Marriott Hotel in Swansea's hotel manager should keep an eye on the housekeeping department's cleaning and maintenance activities to ensure that guests receive acceptable hospitality services.
· An engineering checklist should be done by the hotel manager at the Marriott Hotel in Swansea. This checklist should look for machine and electrical equipment failures, and the manager should tell the engineering department so that the equipment can be replaced quickly.
· It is recommended that the Marriott Hotel in Swansea give visitors evaluation questionnaires upon leaving so that the hotel may learn about their experiences with the hotel's cleaning services and make improvements to close any gaps identified by the visitors (Palmar, 2013).


ConclusionFor the past several months, the Swansea Marriott Hotel has allowed me to provide consulting services for the hotel to help them resolve a problem with housekeeping services as well as significant customer complaints about room service. I would like to express my gratitude to the Marriott Hotel for allowing me to provide these services and providing me with the opportunity to conduct an investigation into the housekeeping department of the Marriott Hotel in Swansea. The research was helpful in determining the actual factors behind the hotel's poor housekeeping performance. Based on the initial research, I have applied my consulting skills to provide appropriate solutions for the hotel's critical problem by suggesting appropriate collective measurements to eliminate the problem. The Marriott Hotel in Swansea has received multiple complaints about the poor quality of its housekeeping service, which has resulted in a significant level of customer discontent with the establishment. Poor cleaning facilities have had an influence on the hotel's ratings on a variety of hotel booking services, and this could have an impact on prospective clients' purchase decisions in the future. Certain recommendations in this article were made as part of corporate consulting services for the Marriott Hotel in Swansea, which was looking to improve the performance of its cleaning department at the time of writing. Client complaints about poor housekeeping services at the Marriott Hotel in Swansea have resulted in a substantial number of customer complaints, which has negatively impacted the hotel's brand image. This negative review and feed will naturally result in a low return for the regular customers as well as have an impact on the buying decisions of new customers. But the reality can be changed by improving the services of the hotel, especially the housekeeping services. It is advised that the Swansea Marriott Hotel improve housekeepers' grasp of maintenance, as well as the right use of cleaning supplies and chemicals. Application of this recommendation will make employees' jobs easier and less time-consuming. Employees at the Marriott Hotel in Swansea should be provided with the appropriate tools and equipment to improve cleaning chores and eliminate repetitive motions. This will result in energetic and happy employees who will naturally give more output. Additionally, the Swansea Marriott Hotel should provide cleaning workers with training to increase the cleanliness and hygiene of the hotel while also decreasing the time spent in each room. This will allow each guest's room to be cleaned in less time. In conclusion, the hotel authorities should implement all the recommendations provided based on the research and improve the housekeeping services at the Swansea Marriot Hotel and move the company towards more profitability. 
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