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Executive Summary
Flamingo Consulting analysed and focused on addressing the high turnover rate faced by Miami Marriott Key Biscayne Hotel (Marriott, 2023) in the current market landscape. The primary issues identified include low wages and declining tips, lack of career advancement, inflexible schedule, disconnect with managers, lack of recognition, and unclear job expectations, which are adversely impacting the company's performance and market position.
Here is how is problem is affecting the hotel:
Low wages and declining tips- Hospitality workers are the lowest paid workers of any industry (Bolden-Barret, 2023). Declining tips are a problem to hospitality workers since their wages are quite low in the state of Florida at $13.13 (Talent.com, 2023).
Lack of career advancement- many employees feel stuck in their role and feel there is no advancement in their careers. These leads to frustration and underperformance affecting the organisation and customer service (Schwartz, 2023). 
Inflexible schedule- inflexible hours and lack of control of time increases stress in the workplace. Also, it diminishes performance (Celayix, 2023).
Disconnect with managers- This refers to the breakdown or lack of communication between employees and managers. One good way to combat this is set one on ones (The Blog, 2021). 
Lack of recognition- The lack of recognition and appreciation can lead to resentment, which can decrease staff engagement. Managers must get everyone involved in the organisation, an engaged workforce improves customer service, can make the hotel grow to success (Eletive, 2022).
Unclear job expectations- Unclear job expectations are a major problem in hospitality; the hotel and motel industry have a turnover rate of 73.8%. Having a high turnover rate is detrimental to the organisation since having a high turnover rate can make it difficult to meet customer expectations (Homma Talent, 2023).
 Flamingo Consulting through an in-depth examination, unearthed compelling findings that underscore the magnitude of the challenges faced. Key metrics and figures indicate that turnover in hospitality is of 73.8%. Hospitality in the state of Florida pays low wages ($13.13) these findings have discovered specific areas that require immediate attention and money allocation to solve these issues. Money allocation will be discussed in the action section of this report.
Analysis-  Flamingo Consulting analysis reveals that the root causes of the identified issues stem from Low wages, poor communication between managers and staff, not having flexibility to work certain hours, rising of living in the state of Florida, etc. It is imperative to recognise the interconnected nature of these challenges, as addressing one aspect may have cascading effects on others. A comprehensive understanding of this issues is imperative so the organisation can take the steps to eliminate or reduce the high turnover rate of staff at the hotel.
Recommendations- In light of our findings and analysis, we propose a strategic roadmap for Marriott Miami Key Biscayne hotel. Our recommendations include long working hours, poor schedules, low wages, toxic work environment, poor communication, no recognition from hotel managers, lack of flexibility, no professional development, rising cost of living, and job insecurity. Each problem has been tailored to address specific aspects of the identified issues. These measures aim to not only mitigate the current challenges but also position the company for sustainable growth in the long term.
Conclusion
the challenges faced by the Marriott Miami Key Biscayne hotel necessitate immediate and strategic interventions. The findings and subsequent analysis provide a roadmap for successfully eliminating or reducing these challenges. By implementing our recommended measures, such as increasing wages for staff members in the lower pay tier, addressing communication gaps between staff and management, creating flexible schedules to ensure adequate staffing during both high and off seasons, establishing a compensation program to motivate staff and managers to achieve goals and excel, and actively engaging staff and managers in professional growth and development. We believe the Marriott Miami Key Biscayne hotel can not only overcome its current obstacles but also emerge stronger, more resilient, and better positioned in the competitive landscape. We stand ready to collaborate closely with the client in executing these recommendations and ensuring a positive trajectory for the company's future success
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Consultancy Report
Introduction
This report is the outcome of our recent consultation and analysis efforts, which were aimed at identifying the underlying causes of the high turnover rate in the housekeeping department of the Miami Marriott Biscayne Bay hotel. The report is being prepared by an external consulting firm, which specialises in gathering information about problems, evaluating them, designing solutions, and recommending a series of steps to address the issue effectively. This plan includes a follow-up procedure to assess the effectiveness of the recommended steps, as not all suggestions may work as intended (Better Evaluation, 2022). These steps will have a budget since the hotel has to allocate resources to mitigate or eliminate the problem.
The Miami Marriott Biscayne Bay hotel, located in the vibrant city of Miami, Florida (USA), is a four-star establishment situated off the Atlantic coast of southeast Florida. The hotel recently underwent a full refurbishment, now offering guests breathtaking 360-degree views of Biscayne Bay from a new rooftop. Guests can enjoy a sense of freedom and comfort in this updated space, along with access to a 20,000 square feet meeting space. Additionally, the hotel features an excellent waterfront restaurant serving delicious seafood with local flavours and citrus-based cocktails that are well-loved by its guests (Marriott, 2023). 
Flamingo consulting is the firm that has been hired to delve into the root problem of high turnover in the housekeeping department. Flamingo consulting is a firm that specialises in data driven solutions. This means solutions based on data analysis and interpretation (At Internet, 2023). Our company has a unique blend of expertise and local knowledge to allows us to understand the specific needs and challenges faced by businesses in the Miami area. Our consulting firm will conduct a deep analysis of the hotel’s housekeeping department, examining areas such as staffing, processes, training, and guest feedback, etc. Through a combination of on-site assessments, data analysis, and stakeholder interviews, we will identify opportunities for improvement and recommend actionable strategies to enhance the efficiency and effectiveness of the housekeeping department.
The framework tools that will help Flamingo consulting to achieve an effective solution are: SWOT analysis, PESTLE analysis, and TOWS analysis. These framework tools are very effective to pinpoint any problems inside the hotel and outside the hotel. 
SWOT Analysis
The SWOT Analysis is a framework that aids in identifying an organisation's internal strengths and weaknesses, as well as external opportunities and threats. Strengths and weaknesses are factors that can be found within the hotel's control, and the organisation can take actions to enhance strengths or address weaknesses. On the other hand, opportunities and threats are often beyond the hotel's control, as they originate from external factors. This tool is invaluable for monitoring both current and future factors that can impact the organization (Kenton, 2023).
PESTLE Analysis
The PESTLE analysis also known as PEST analysis is a strategic framework used to understand the macro- environmental factors that can impact the hotel’s profit and operations. Each letter represents a different factor. The letter P represent political factors, E economic factors, S social factors, T technological factors, L legal factors, E economic factors, and E environmental factors. Each of these factors will be fully explained later in the consulting report (PESTLE ANALYSIS, 2023). 
TOWS Analysis
TOWS framework stands for threats, opportunities, weaknesses, and strengths. This is an excellent framework to look at the wider picture, and prepare strategies. This model consists of threats and opportunities. These are the 4 steps in TOWS analysis.
Strengths/Opportunities (SO), strengths/threats (ST), weaknesses/opportunities (WO), and weaknesses/threats (WT) (Herts, n.d). These 4 steps will be fully explained in the analysis of the problem.
Analysis
Flamingo Consulting is going to find out why does the Marriott Miami Biscayne Hotel has such a high turnover rate in the housekeeping department. Our consulting firm will analyse how this issue is impacting the hotel, what the causes, feedback issues, reputation, income, and scope of the problem to see if is affecting the housekeeping department or other departments within the hotel.
High turnover is calculated by dividing the number of employees both voluntary and involuntary during a certain period by the average number of employees during the same period of time multiplied by 100 (Michalis, 2023). 
In the fast-paced world of hospitality, employees often find themselves burdened with an overwhelming workload, leading to burnout as they rush to complete their tasks. This toxic combination of high demands and limited time has resulted in alarmingly high turnover rates in the United States. In fact, the hospitality industry holds the unenviable record of the highest turnover rate, standing at a staggering 86.6% as of November 2022.
A closer look at the workforce reveals that nearly 60% of the housekeeping staff feel they lack opportunities for professional development, which can leave them feeling disengaged. Furthermore, less than one-third report a strong sense of belonging within the workplace. It's worth noting that those who experience a lack of professional development opportunities are more likely to disengage from their jobs, ultimately leading to higher turnover rates (Soft Bank, 2023).
Here a few numbers of:
Low wages and declining tips- These jobs are low paying jobs; housekeepers earn about $27,000 USD (22,075.88 GBP) a year and an hourly rate of $13,13 (10.73 GBP) per hour (Talent.com, 2023).  Exchange rates were taken from Xe (Xe, 2023). This has led to housekeeping employees to going to more stable and better paying jobs.
Lack of career advancement- 
Many employees feel stuck with their job duties, this causes boredom and desperation. This makes the employee with a feeling that management and the hotel don’t care about them (Michalis, 2023). 
Inflexible schedule- 
The uncertainty of not knowing what is going to happen on a daily basis creates anxiety among employees. They do not know if they have to work overtime or not; this causes additional stress since employees cannot make any plans on their daily lives. 
Unclear job expectations- 
Many employees do not know how they will work the next day. Many times, these duties are not clearly outlined by their employers or managers. These can lead to low engagement in the job because they feel they have been deceived during the induction or training.
Disconnect with managers- 
Managers need to keep an on-going communication with the employees. Communication is a must, failing to do so might hinder hotel operations and a high turnover.
Lack of recognition- 
Housekeeping is very demanding job. Employees work hard many times working irregular hours to get the job done. Many employees feel that their effort for the hotel is not noticed by higher management. When this happens, employees start cutting corners since they believe their hard effort is taken for granted. This is a very dangerous situation since they might go to the competition or go to another industry that will acknowledge their hard effort (Harver, 2023). 
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Leisure and hospitality have the highest turnover rate in The US at 82%. Over 50 million people quit their jobs in 2022 (Hansen, 2023).
Staffing costs to the hospitality industry a significant portion of their revenue. According to Deloitte, the average hotelier spends 33% of revenue on labour cost. It has to be taken into account that additional costs have to be added to training and recruiting (Guymm, 2015). 

SWOT Analysis
This framework of analysis was created by Albert Humphrey in the 1960s. This framework is also known as SWOT matrix, it identifies positive things, and problems within the hotel, and positive things and threats outside the hotel. The letter S stands for Strengths or organisation’s advantages, strong points, and what services can be provided to guests to make them feel like home. W is for weaknesses, or factors that can be improved, what guests from other hotels see as your organisation’s weakness, what kind of issues might affect turnover. O is for opportunities the hotel has, what new trends can the organisation implement, and what government policies might help the hotel. And T is for threats, or problems that are affecting the organisation, what is the competition doing different, new hotel openings, etc (Teoli, Sanvictores, and An, 2022).
SWOT Marriot Miami Biscayne Bay hotel

	Strengths
	Weaknesses

	Tourism hub
Diverse workforce
New rooftop
Seafront restaurant
M Club
	Seasonal hotel
Low wages
Limited career growth

	Opportunities
	Threats

	Employee engagement programs
Partnerships with local schools
Diversify Services
	New competitors
Economic problems
Employee burnout



The Miami Marriott Biscayne Bay hotel boasts several noteworthy features:
· Full refurbishment of the establishment.
· A new rooftop area.
· The M Club or lounge, which provides 24-hour access to snacks and beverages for Platinum, Titanium, and Ambassador Elite members.
· A seafront restaurant known for its delectable seafood cuisine, which is a guest favourite (Marriott, 2023).
These aspects contribute positively to the overall guest experience and should be maintained to ensure customer satisfaction. Additionally, providing staff with flexible working hours can enhance their performance.
PESTLE Analysis
A PESTLE analysis is to understand the market the hotel is in. It focuses mainly on external factors that may affect the organisation negatively or positively. This framework helps the hotel to stay in front of the competition, based on the collected data. It also helps mitigate any potential risks or threats to the organisation. Each letter refers to a different factor, it’s defined as:
Political Factors
Political factors affect all businesses, it includes tax laws, immigration laws, trade regulations, health and safety laws etc. Immigration laws may impact the ability to find housekeeping staff.
A recent immigration law signed by Governor Ron DeSantis (Florida) has wide-reaching implications for companies with more than 25 employees. Under this law, all employees must undergo verification to determine their eligibility to work in the United States. This legislative change is expected to have a negative impact on the hospitality industry (Thibodeau, 2023).
Economic Factors
Several factors significantly impact a hotel's financial stability, including exchange rates, inflation, economic growth, and consumer spending. To illustrate this, let's consider the current economic status in South Florida:
· Wages in the hospitality sector are relatively low, with an average hourly rate of $13.13 (Talent.com, 2023).
· Inflation in South Florida is notably high, currently standing at 7.8%, while the national average in the US is 3.7%.
· Housing prices have experienced substantial growth, rising by 12.5% from August 2022 to August 2023 (Sczesny, 2023).


Social Factors
These are trends that may affect people’s way of life, some factors are population growth, lifestyle changes, health and safety may affect the behaviour of people and may affect the business. 
In the case of Miami, being a multicultural city that welcomes guests from various backgrounds fosters a sense of belonging and serves as a bridge for improved understanding and communication between guests and staff (Overproof, 2022).
Technological Factors
Technological factors are affecting and changing and transforming people’s lives. Some technological factors are artificial intelligence (AI), software development, facial recognition, etc. The use of Artificial Intelligence and robots may represent a problem for staff members. There is the possibility that some jobs may be replaced by robots like repetitive tasks and intellectual jobs (Brylska, Cobanoglu, and Dogan, 2022).

Legal Factors
These factors might overlap with political factors. It includes tax laws, exporting and importing goods, industry specific regulations, etc. As stated, before immigration laws affect hospitality.
Environment Factors
[image: ]These factors are mainly related to environment and ecological concerns, it includes recycling, carbon footprint, environmental laws, etc (Reding, 2021). 






TOWS Analysis
A TOWS analysis is an extension of the SWOT analysis framework, which helps identify an organization's internal strengths and weaknesses, as well as external opportunities and threats. TOWS analysis is typically used in conjunction with SWOT analysis, enabling organizations to formulate strategies based on the collected data. In TOWS analysis, strengths are paired with opportunities (S/O), strengths with threats (S/T), weaknesses with opportunities (W/O), and weaknesses with threats (W/T). This approach combines internal and external factors to enhance strategic planning.
The TOWS matrix is used mainly to take advantage of strengths, reduce threats, take advantage of opportunities, and remove weaknesses. TOWS is a very useful tool and pinpointing key issues within the hotel (Lucidity, 2023). 
Based on the SWOT analysis and TOWS framework, here are several issues Flamingo Consulting found regarding high turnover:
Strengths/Opportunities strategy (S/O)
· Support the experienced workforce to enhance customer satisfaction.
· Partner with local schools to create internship and training programs to develop talent for the industry.
· Use technology to improve training and onboarding processes.
Strengths/Threats strategy (S/T)
· Focus on maintaining the brand reputation to stay competitive in the market.
· Develop contingency plans to address labour shortages during peak seasons.
· Stay agile and adapt to changing consumer preferences quickly.
Weaknesses/Opportunities strategy (W/O)
· Collaborate with local housing providers to offer affordable housing options for employees.
· Expand catering services to tap into local event opportunities.
· Develop employee retention programs to counter the seasonal nature of the industry.

Weaknesses/Threats strategy (W/T)
· Address language barriers through language training programs for employees.
· Create cost-effective employee housing solutions to counter the high cost of living in Miami.
· Develop strategies to retain and engage employees in a competitive job market.
According to a report from Miami Matters (2023), over 67% of the Miami-Dade area's population speaks Spanish, while only 24.08% speak English. Given this language barrier, it is advisable for the organisation to develop contingency plans to better integrate the Latin American community into various areas of the hotel, including housekeeping.
Based on the analysis conducted using SWOT, PESTLE, and TOWS frameworks, we will recommend strategies for the organisation to address the high employee turnover issue in the housekeeping department. These strategies should be regularly monitored, ideally on a quarterly basis, to ensure their effectiveness and make necessary adjustments. Further details regarding the allocation of funds will be elaborated in subsequent sections of this consulting report.
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Recommendations and change management
Flamingo Consulting has concluded that the main reasons why there is such a high turnover rate in the housekeeping department, these causes will also have a recommendation to mitigate or eliminate the problem.
Long working hours- 
Many hotels operate with 12-hour shifts, which is one of the primary factors leading to burnout (Hello Shift, n.d).
Actions to be taken
The organisation should ensure that there are employees available for overtime seven days a week. It's important not to force employees to work overtime, as there are always team members willing to take on extra hours. Offering a flexible way for employees to earn extra income is a valuable incentive. This approach will motivate housekeeping staff to go the extra mile to complete their tasks.


Poor schedules- 
Hospitality is a fast-paced industry known for its inconsistent hours and last-minute changes. This uncertainty often leads to dissatisfaction among employees and contributes to high turnover rates. As a best business practice, it is essential to allow employees the flexibility to indicate their availability and preferences, enabling them to better balance their work and personal life. Encouraging open channels of communication between staff and management is crucial for addressing scheduling issues. Providing flexibility at work not only boosts employee happiness and productivity but also helps reduce turnover rates (Zoho Shifts, 2023).
Actions to be taken
Implement a scheduling software to efficiently schedule and manage managers and staff members. Forecast high and low demand in hotel operations; this allows the organisation to schedule ahead of time to have enough staff during peak and off-peak times. Foster and open clear communication channels so staff can report any issues or unexpected problems regarding their schedules.

Low wages-
According to a study conducted by Florida State University (FSU), employees in the tourism sector have the lowest wages among all workers. Tourism is the leading industry in the state of Florida, employing approximately 1.5 million people across various sectors. It has a substantial economic impact, contributing to an $86 billion USD industry. However, despite the overall increase in salaries across different sectors of the economy, the hospitality and tourism industry lags behind with only an 81-cent wage increase per every 1 USD raised in other industries. (Bolden-Barret, 2019).
Actions to be taken
The hotel should assess its wage structure to identify positions with low salaries and determine the reasons for these disparities. Subsequently, the establishment of a fair and transparent wage policy that considers the cost of living is essential. To motivate employees, it's advisable to implement performance-based incentives that are both reasonable and attainable. Finally, offering wages higher than the minimum can help retain employees and reduce turnover.
Toxic work environment- 
Hospitality is a fast-paced industry and this leads sometimes to stress, when problems are unresolved, and communication between employees and managers breakdown it leads to a toxic work environment. Here are some signs of a toxic environment:
· Poor leadership and management
· Unmotivated employees
· High turnover rates
· Poor communication (Blyhte, 2021)
Actions to be taken
Conduct a thorough assessment of the current work environment, including surveys, interviews, and observation, to understand the specific issues and their root causes. Develop a plan to identify all issues contributing to the toxic environment. Offer leadership programs for managers and supervisors, make sure that these programs can improve their communication skills. Finally, have clear communication channels between staff and management, and have conflict resolution training to both employees and management to work in a healthy and productive manner.
Poor communication- 
In hospitality everyone should align to carry out responsibilities and efficiently. Miscommunication between management and employees leads to high turnover. If managers listen to staff, they will work harder, and will treat customers professionally. Lack of communication leads to anxiety, mistakes and wasted time (1834 Hotels, 2023). Miscommunication is the roadway to bad reviews from customers, here are a couple examples of bad reviews from clients:
Poor communication is a critical issue within the hospitality industry. In order to carry out their responsibilities efficiently, everyone involved must be aligned. When there is miscommunication between management and employees, it often results in high turnover rates. By actively listening to their staff, managers can foster a stronger work ethic and promote professional customer service. Conversely, the lack of communication can lead to anxiety, increased errors, and wasted time. As evidenced by a report from 1834 Hotels (2023), miscommunication frequently paves the way for bad reviews from customers. To illustrate, here are a couple of examples of negative reviews from clients.
“I am currently staying in this hotel and the very first 90 minutes have been nothing less than horrendous. The washroom drainage is clogged. Customer care nimber (sic) keeps ringing for long and till now there have been more than three assurances given for it to be handled within minutes without any action or follow up.”
“Probably the worst hotel experience I've had in thousands of stays. Locked out for nearly 4 hours while the system was down. Despite being there for 3 days, because my name was not on the reservation, the hotel refused to let me into the room. My name was phoned in and sent through the Marriott app but still refused. Process overrides logic in a spectacularly unhospitable display of service. Never again” (Tripadvisor, 2023) 
Actions to be taken
Train management and staff to listen to each other to solve any problem. This will help to communicate better with guests. Empower staff to address any issue as soon as possible. Provide feedback and coaching to employees to improve their communication skills. Establish regular meetings and briefings to inform staff about any changes, updates, and important information.
No recognition from hospitality managers- 
Organisations that have a “recognition-rich culture” have 31% lower turnover rates compared to their counterparts. Employee recognition boosts engagement up to 60%. These measures elevate staff morale as they recognise the significance of their contribution.  By implementing recognition or rewarding programs, hospitality business achieves better outcomes for staff and the organisation (Kreitner, 2023). 
Actions to be taken 
Foster a culture of open communication where employees feel comfortable sharing their concerns and ideas with their managers.
Conduct regular one-on-one meetings or performance reviews to discuss progress, set goals, and provide feedback, open all communication channels. Integrate a recognition program to motivate and celebrate achievements by staff members. Offer incentives, awards, bonuses; implement an employee of the month program. Finally, create feedback mechanisms, such as suggestion boxes or online surveys, where employees can provide input anonymously.
Lack of flexibility- 
Hotels need to work around the ability to work around with people, meaning work around their working hours. Hotels face a 24- hour service to guests, everything evolves so fast to cater to clients that employees feel that they are left behind. Some hotels are working around availability instead of a fixed 8-to-12-hour shift. These measurements allow mothers and fathers take and pickup their kids from school or other extracurricular activities. Implementing these new contracts helps reduce the turnover rate and helps the organisation to have always people willing to work for the organisation (Fox, 2022). 
Actions to be taken
Use scheduling software to create flexible work schedules that can adapt to fluctuating demand. This ensures you have the right number of staff on hand at all times. Reward employees who consistently show flexibility and adaptability in their roles. This can motivate others to be more flexible. Hire part-time and temporary workers who are seeking flexibility. They can help fill gaps in your staffing schedule. Maintain open and honest communication with your employees. Encourage them to share their needs and concerns, and work together to find solutions regarding work scheduling.
No professional development- 
Professional development improves service quality and enables employees to stay up to date with the latest trends. Continuous learning empowers staff to consistently perform better. Ongoing training is a powerful tool that motivates employees to go the extra mile in meeting customer expectations. When organisations allocate resources to train staff members, it creates an atmosphere of recognition from the organisation that their growth and development matters. (COTHM Dubai, 2023).
Actions to be taken
Offer staff with programs for professional growth and development since it boosts employee morale and job satisfaction. Retaining talented staff saves money on recruitment and training costs (HR Cloud, 2023). Develop staff in the importance and understanding to cater to unique preferences of guests, especially in a multicultural and diverse city like Miami, Florida.
Rising cost of living- 
Miami boasts one of the highest costs of living in the United States, with an inflation rate of 9.9% since December 2022. The escalating cost of homes is a major driver of South Florida's rising cost of living, with rent increasing by 15.3% over the past month compared to the previous year. Additionally, the cost of purchasing a home has risen by 14.3% (SFBW, 2023).
Actions to be taken
The organisation should pay competitive wages to attract and maintain employees. Provide healthcare, retirement plans, and paid time-off. Explore housing programs partnerships with local organisations to assist and help employees find affordable housing options. 

Job Insecurity-
According to the US Bureau of Labor Statistics, the hotel and motel industry has a turnover rate of 73.8%. This statistic is concerning for the hospitality business as it hinders their operations, making it challenging to meet customer expectations. Furthermore, it significantly impacts the organisation's profits due to the constant need to hire and train new staff members (Homma Talent, 2023). 
The problem is severely impacting the hospitality sector, as each time an employee leaves their job, a hotel has to spend at least 50% of that employee's annual income to hire a replacement. The cost is substantial (Hello Shift, n.d).
Actions to be taken
The hotel should work with government agencies and industry stakeholders to advocate for policies that support job security in the hospitality sector. This could involve lobbying for labour protections, wage regulations, and safety measures. Develop a crisis management plan, this plan should address economic downturns and unexpectant events such as the COVID-19 pandemic or hurricanes. This help mitigate losses and reduce the impact of external factors on job security. The hotel should also diversify its customer base, this includes new markets and adapting to changing customer preferences.
Culture of change
It is crucial for the hotel to adopt to trends and new to techniques of management to stay ahead of the game. Changes in hospitality are constant, evolves rapidly and has to shift to consumer preferences, global events and technological advancements. Here is a list of some industry trends that need to be taken into account to have a successful organisation:
Embrace forward-thinking- This means that the organisation has to be on their toes to anticipate shift of consumer preferences, market changes, and new technological advances in hospitality.
Flexibility in operations- Flexibility in hotel operations is essential. With the rise of remote work and the trend known as 'bleisure' (combining business and pleasure), hotels have adapted to cater to the business needs of their guests. Additionally, they have expanded their amenities, such as offering more spa services (Morgan, 2022).
Sustainable Practices and Ethical Considerations- Traveller are seeking hotels that are ecofriendly. The hotel must establish and adapt responsible and sustainable initiatives to save the planet (Hr Future, n.d). Aligning with these practices will resonate with most of your guests, especially genzers and millennials (Openkey, 2018).
Resistance to Change
One of the biggest challenges in implementing new systems of work is having everyone on board with the decision to make changes. It is the manager's duty to fully inform and create communication channels to identify those who are resisting the changes. Identify those who oppose the new measures and encourage them to express why they don't like the new procedures. Help them think about the positive aspects of the changes that will benefit both staff and the organisation. Listening to detractors is beneficial to pinpoint any issues the organisation has failed to address and ease their pain points. Perhaps these same critics will champion and embrace change. Finally, changes must be constantly reinforced at all levels of the hotel. Everyone is expected to be on the same page to ensure the new changes come to fruition (Epsilon, 2023).
Action Plan
The Miami Marriott Biscayne Bay hotel has over 600 rooms, hotel has recently been revamped, to please all types of clients (Kern, 2023). Although there are no financial figures to this hotel, Marriott International had a total revenue of $20.7 billion USD (2021) worldwide (Yahoo Finance, 2023). The hotel has between 51-200 employees depending the time of the year (LinkedIn, 2023).
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	Low Wages
	Hotel should consider raising wages above minimum wage.  Give performance incentives to staff.      
	Retain valuable staff, and lower turnover rate significantly.
	6 months
	05/31/2024
	$60K six months

	2
	Bad Communication 
	To implement communication courses to staff and management to improve and create a seamless communication environment.
	Reduce employee dissatisfaction, reduce low engagement from staff. since it hinders hotel operation
	6 months
	5/31/2024
	$15K six months

	3
	Lack of flexibility
	Buy scheduling software to accommodate manager’s and staff’s working hours. .
	Retention of employees. Having enough staff during peak and off-peak times.
	6 months
	31/05/2024
	$350 + $7monthly
(Planday, 2023).

	4
	No recognition from hotel managers
	Create a compensation program for staff. Celebrate achievements; have opinion boxes and online surveys.
	Engage staff and managers to give the extra mile. If staff is happy, so are the clients.
	6 months
	31/05/2024
	$10K six Months

	5
	No professional development
	Offer staff and management programs for professional growth and development. Encourage staff of all backgrounds and demographics to participate in such programs.
	All staff and managers must feel the they “belong”, everyone is welcome. If everyone feels welcome, they will perform better. 
	6 months
	31/05/2024
	$15K six months



These five problems and their respective solutions are not listed in any particular order. The organization should prioritise its main objectives to attract and retain staff and adjust the budget according to fluctuations in demand during the next six months.
Conclusion
The Miami Marriott Biscayne Bay hotel, located in the vibrant city of Miami, Florida, is an excellent establishment that recently underwent a multi-million-dollar renovation (Karantzavelou, 2023). Situated along the picturesque shores of Biscayne Bay, the hotel boasts a beachfront restaurant specialising in seafood cuisine. Additionally, guests can enjoy stunning city views and sunsets from the beautiful rooftop. The hotel's M Club is open 24 hours a day, offering a selection of beverages and breakfast (Marriot, 2023).
However, this magnificent hotel is not exempt from problems. A high turnover rate is hindering the hotel's revenue and reputation on various websites. To address this issue, Flamingo Consulting was hired to identify the root of the problem and conducted a thorough analysis of the housekeeping department. Based on the information gathered from SWOT (Mindtools, 2023), PESTLE (Indeed, 2023), and TOWS (Master Class, 2022) analyses, the following key findings were reported:
Low wages: Wages in the hospitality industry in Florida are quite low, with an average hourly pay rate of $13.13 (Talent.com, 2023). Despite being the largest industry in the state, generating $86 billion annually and employing 1.5 million people, the benefits of this sector have not trickled down to the average worker (Iannelli, 2019).
Lack of career advancements: The hotel lacks clear paths for career advancement, leaving many staff members uncertain about their future, hindering their ability to reach their full potential (Schwartz, 2023).
Inflexible schedules: A balance between work and life is crucial for staff happiness and productivity. The hotel's rigid scheduling system, with long hours and little flexibility, has contributed to high turnover rates (Al Rasheedi, 2022).
Unclear job expectations: Poorly defined and explained job roles and duties can be stressful for staff members. Regular feedback and clear communication are essential to avoid these issues (Nattygur, n.d).
Disconnect with managers: One-on-one communication between management and staff can build trust and is vital for maintaining a healthy work environment (The Blog, 2021).
Lack of recognition: The absence of recognition from management is a significant factor contributing to staff turnover. It leads to apathy and underperformance (Jeavons, 2023).
Flamingo Consulting identified these key findings as reasons for the high turnover at the Miami Marriott Biscayne Bay hotel. Our consulting firm has provided an action plan to be implemented as soon as possible to mitigate and reduce turnover rates, as this issue impacts the hotel's profits and erodes its brand.
Flamingo Consulting would like to express its sincerest gratitude to the management team at Miami Marriott Biscayne Bay hotel to conduct a comprehensive report on high turnover rates at you location. It has been a pleasure to work with the Miami Marriott Biscayne Bay hotel and we truly appreciate the trust and confidence you have placed on us. The collaborative spirit exhibited by your staff and the open communication channels have been invaluable throughout this process. It is clear that Miami Marriot Biscayne Bay hotel is dedicated to enhancing its workforce and addressing the turnover concerns, and we are honoured to be part of this important endeavour.
Once again, thank you for entrusting us with this project. If you have any questions or need further information at any point during this process, please do not hesitate to reach to Flamingo Consulting directly. 
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