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[bookmark: _Toc167133972]Executive Summary 
This consultancy report has been composed to cover a key problem of the decrease in the level of guest satisfaction with the housekeeping department in New York Hilton Midtown, alongside an evaluation of the rationale of the aforementioned issue and the main recommendations to improve the existing situation. The report employs techniques of data and industry analysis and other strategic frameworks to highlight concepts on how data can be used to bring changes in the industry. 
Hilton New York Hotel, commonly known as New York Hilton Midtown, is a luxury hotel in New York City’s midtown region whose housekeeping department is currently experiencing a drop in customer satisfaction. There are a lot of complaints from the guests on the reference site concerning their experience with the guest rooms including old and noisy rooms, bad cleaning and no locker room, no bathing fluid and no coffee and tea service. All these are leading to a decline in guest satisfaction scores, occupancy levels, and other performance measures of the hotel, thereby undermining its image and inimical to its overall growth and competitiveness in the marketplace. Dated and noisy guest rooms lacking basic amenities: The stayers’ reviews address problems with the dated interior and insufficient lighting and noise in the rooms. Further, it has been noted that the lack of some simple items like toiletries and coffee/tea-making facilities is regularly a grievance among the customers.
Key findings on poor cleanliness standards and inefficient housekeeping procedures show that various reports from the inspections and guests about the rooms and more so discrepancies experienced in the housekeeping department point to a decrease in cleanliness standards and inefficiency in the housekeeping department. If things like poor training, high turnover, and old cleaning methods are common at a hotel then the cleanliness of that hotel will take a huge hit and its guests will be less satisfied. Moreover, key findings on the lack of complimentary amenities in guest rooms show that market watchers from various sources have noted that there is a customer expectation for hotels to offer such amenities for free; guests are willing to pay for it freely. Such a lack of facilities hinders the quality of service that the hotel is providing the guests and also adversely affects the competitiveness of the hotel in the market. Besides, key findings on noise disturbances affecting guest comfort show that both guest complaints and the internal reports capture various sources of noise within the hotel premises; this includes the ones that are beyond the hotel such as construction works and others that happen inside the hotel like an HVAC system or guest behaviours. These noise disturbances of the nonessential items affect the guest experience as well as the overall guest satisfaction survey scores. 
Customer satisfaction decline in the housekeeping department within the New York Hilton Midtown hotel is complex with several factors and a satisfactory remedy to it demands an intricate solution. To facilitate the development of effective recommendations to address the identified problems through applicable strategic changes, the authors analysed the root causes of the indicated issues and defined the impact of the issues on guest satisfaction and hotel performance.
To improve this issue, New York Hilton Midtown has been recommended with some strategies provided by Horwath HTL with their implementation, change management, implications, benefits and costs.  First of all, the hotel should incorporate major restoring modernisation in the guest rooms, and ensure proper lighting and acoustic insulation of the rooms. Offer complimentary room amenities like toiletries, water, coffee, and tea to maintain and improve their expectations about accommodation perks. Moreover, in terms of housekeeping improvements, New York Hilton Midtown should create and adopt proper training procedures for housekeeping personnel as a method of eradicating germs and enhancing efficiency. Technology can be used to facilitate operations and maintain a standard level of services that a housekeeping management system provides. Besides, in terms of enhanced amenities, the hotel should implement the use of high-quality, environment-friendly supplies and amenities for all rooms as well as organise the distribution and restocking process to keep products stocked to the satisfaction of customers as well as reduce order times when products are new. Finally, in terms of noise reduction measures, the hotel quiet rooms and bedrooms, noise reduction furniture and furnishings, and HVAC system improvements to reduce noise disturbances to the hotel. The problem with noise complaints is evident in some areas and should be given priority for long-term solutions for the comfort and satisfaction of the guests. 
Finally, it is very necessary to mention the fact that several key issues need to be addressed to reverse the declining customer satisfaction in the housekeeping department of the New York Hilton Midtown Hotel. With the above changes in terms of infrastructure, housekeeping, amenities as well as the reduction of noise in hotels, the hotel will be able to improve the room satisfaction of the guests and improve the scores registered in the hotel industry. The implementation of these recommendations will see New York Hilton Midtown emerge as an all-inclusive luxury hotel catering to customers’ unique demands and high expectations.



[bookmark: _Toc167133973]Introduction 
The hospitality industry is highly competitive, constantly changing and dynamically developing hotel guests' expectations require attention to its standards. Rising proudly above the hustle and bustle of New York City is the New York Hilton Midtown, a stunning example of hospitality greatness. However, even the most esteemed establishments are not immune to challenges, and the New York Hilton Midtown is currently facing a significant issue: a decline in customer satisfaction within the Housekeeping Department.
Located in the middle of New York City’s business district at 1335 Avenue of Americas is the New York Hilton Midtown Hotel. The hotel has 1878 rooms and suites to accommodate all kinds of customers and guests (New York Hilton Midtown, 2024). Offering exceptional accommodation close to some of New York’s most visited attractions like the Central Park, Times Square and the Museum of Modern Art, New York Hilton Midtown is a preferred hotel for customers looking for an upmarket place to stay when they visit the city. The property, founded back in 1963, is a prime example of a hospitality industry’s leader with its genuine enthusiasm and energy akin to the Big Apple. It has been open for so many years and has therefore attracted diverse tourists from different parts of the world and has given them quality service, a selection of facilities and amazing moments (Tripadvisor, 2024). 
On the other hand, Horwath HTL is a renowned international consultancy firm for global hospitality. Horwath HTL is one of the leading consultancy firms that are engaged in the hospitality and tourism industry and it is supported by its wide knowledge of the industry and strategy-based services to its clients around the globe. Guided by a vision of a better way to run hospitality businesses around the world, Horwath HTL brings to the table experience, global reach, and a complete commitment to success here and abroad (Horwath HTL, 2024).
The report will employ a wider perception of consulting on Horwath HTL and use frameworks, theories, and analytical tools as overall levers to address very complex issues and identify growth opportunities. Like any other business consultancy firm, Horwath HTL makes use of a variety of models such as PESTEL analysis, SWOT analysis, TOWS matrix and so on depending on the nature of the market to provide its customers with customised services and solutions that will lead to desired outcomes for the clients.
To help to dissect the problem of declining customer satisfaction in the Housekeeping Department at New York Hilton Midtown this report will draw on a combination of strategic frameworks and theories to provide an analysis. PESTEL analysis will be applied to analyse the factors which have an influence on the hotel in the external environment and specifically on the political, economic, social, technological, environmental and legislative factors (Guohe, 2023). Moreover, SWOT (Strengths Weaknesses Opportunities and Threats) analysis will be carried out to analyse the internal factors of the hotel and the external environment (Siech, Fassbach and Neutzer, 2023). This assessment will be important in ascertaining the current strength and opportunities for growth for the hotel in the current market. Then, the TOWS matrix will be applied to formulate strategic recommendations. This involves an internal focal point of strengths in connection to external opportunities as well as mitigation of threats through addressing weaknesses as outlined by the TOWS matrix to provide a basis for strategy formulation that will address the idealised issues of concern as well as potential opportunities for improvement (Johnson, 2023).


Analysis of the issue Figure 1: Review of a customer on New York Hilton Midtown 
Source: (Google Map, 2024)





As it has been observed in the New York Hilton Midtown hotel, there has been a serious dissatisfaction of customers, especially the housekeeping department. 
This decline has been made evident in the customer reviews which act as key performance/course/progress/nationality indicators in a hotel. The problems listed are old or dark rooms, lack of basic amenities such as soap or toothpaste, rigid temperature settings for air conditioning, the omission of complimentary water, coffee, or tea, noise disruption, and unfriendly service. All of these problems are a direct cause of the general performance of the hotel, its reputation, and the size of the income.
[bookmark: _Toc167133975]Impact of the issue on New York Hilton Midtown  
Problems associated with the housekeeping department in New York Hilton Midtown have grave consequences which include a negative impact on the hotel’s image, customer commitment, profitability, and productivity. The following section outlines these impacts through data and statistics.
Reputation Damage: Poor ratings from such sites as TripAdvisor, Google Review, Google Maps and Yelp will have adverse effects on the hotel’s reputation (Kong and Heacock, 2020). One of the reviews in question stating the issue with housekeeping and poor customer service is particularly detrimental. In 2024, Bright Local surveyed consumers and found out that 87% of them read reviews for local businesses including hotels (Paget, 2024). A decrease in the average review score can negatively impact a hotel’s business given that it reduces the likelihood of travellers booking a room if that place is under competition in terms of prices like hotels in New York City. 
Customer Loyalty and Retention: Retaining customers in a hotel is an important way of maintaining the operations of a hotel. Loyal customers also generate higher revenues as shown in research conducted by Forbes where average spending was noted to be 67% higher compared to new customers (Rioux, 2022). The indicated problems—outdated rooms, lacking items, and service—harm the reputation of the hotel and negatively influence the guest’s loyalty. The American Customer Satisfaction Index (ACSI) in 2022 reported that the hospitality industry saw a 2.7% decline in satisfaction, with service quality being a major factor (Amidi et al., 2022). This means that providing quality service to the guests is essential for their loyalty and that there is the potential for declining their loyalty.
Revenue Decline: It is therefore clear that customer dissatisfaction translates into the loss of revenues for a hotel business. Moreover, hotels with a lower satisfaction index witness lesser occupancy as compared to hotels that have a higher satisfaction index (Lin et al., 2024). A negative review might lead to a decrease in occupancy rate even for a short period considering that the number of rooms at New York Hilton Midtown is 1878; a mere 10% decline in occupancy due to a negative review may translate into significant losses in revenue for the hotel (Lipinski et al., 2020). The hotel has an average room rate of $300 and 1878 rooms thus a 10% reduction in occupancy translates to a loss of $56340 per night based on a 100% occupied hotel therefore total loss is over $20 million.
Operational Efficiency: The lack of items from the guest’s bathroom amenities list or failure to provide air conditioning service may lead to additional costs. The need for extra staff presents the related labour costs to respond to complaints and deliver missing items. A Cornell University’s Center for Hospitality Research study determined that hotel operators with greater levels of operational inefficiencies incur an additional 12% of total labour costs. This leads to millions in additional costs for a large hotel like New York Hilton Midtown every year (Cornell University, 2023).
Employee Morale: Repeated undesirable feedback may cause employees to develop a negative attitude that would generate a high rate of turnover. For instance, the highest turnover rate was in the hospitality sector among all sectors in 2022 which is 74.9% according to the Bureau of Labor Statistics (BLS, 2022). A high turnover rate translates to additional expenses on training and recruitment and a more negative effect on the quality of services due to the high number of rookies.
Competitive Disadvantage: Standards in such a competitive industry should be high to retain and satisfy the guests as there are many hotels and competitors in New York especially in Manhattan. The fact that there are several upscale hotels located in the nearby area implies that any decline in the level of services provided will soon result in a loss of market share for this hotel to other competitors. STR Global’s 2023 Hotel Competitive Set report revealed that hotels in competitive markets can expect to see a reduction of their market share by as much as 15% based on customer review performance (STR, 2023).
Overall, the problems identified regarding the New York Hilton Midtown housekeeping department are having multiple tolls on the hotel. The injury to its brand and customer commitment the loss of money, the additional costs connected with functioning, and the possible expatriation of workers are severe problems for the hotel. These issues must be dealt with immediately and efficiently to alter the trends and re-establish the hotel as one of the most preferred destinations in New York City. 
[bookmark: _Toc167133976]Causes of the Issues 
Several factors can be attributed to New York Hilton Midtown’s declining customer satisfaction levels; especially regarding the housekeeping department. These are issues that are data and statistics driven with each factor being accompanied by figures that demonstrate the scope and severity of the problem.
Ageing Infrastructure: One of the recent guest reviews claiming that the rooms are not only dark but also dated shows the fact that the hotel infrastructure is outdated. Hospitals that do not keep regular refurbishing schedules can lag behind the times and negatively affect guest experiences. A 2022 survey conducted by AHLA shows that 74% of guests expect that hotels will have modern and well-maintained facilities. Such hotels that do not upgrade their buildings can record a 20 % decline in satisfaction levels (AHLA, 2023).
Inadequate Housekeeping Standards: Lack of the most basic amenities such as toiletries and problems with the AC also denote housekeeping deficiencies. This could arise due to lack of training of the employees, lack of manpower or lack of supervision. A 2021 international study published in the International Journal of Hospitality Management reported that poor housekeeping is one of the main reasons guests leave bad reviews about their hotel stay where 65% of complaints are directly related to the state of housekeeping and premises (Yang et al., 2021). Similarly, data from the Bureau of Labor Statistics shows that the hospitality industry has a 74% turnover rate. 9% The effect is the inconsistency of services offered because the new employees are expected to take time before they fully understand what is expected of them (BLS, 2022).
Lack of Amenities: The review mentions that no water, coffee, or tea was provided as a free amenity at this four-star hotel. Amenities tend to suffer in cost-saving efforts; this can be detrimental to guest experience. The 2023 JD Power North America Hotel Guest Satisfaction Index Study is a survey that reveals the importance of room amenities in hotel stays – 68% of guests consider them essential for their experience. Such hotels witnessed a 12% improvement in positive reviews and repeat patronage (JD Power, 2023).
Noise Levels: Some complaints about noise from neighbouring rooms might indicate poor sound insulation, which tends to be a problem in older structures. In an AHLA survey in 2022, 34% of hotel guests said noise impacts their stay quality (AHLA, 2022). The lack of adequate soundproofing also increases complaints and decreases overall satisfaction.  
Poor Customer Service: The reference to ‘horrible customer service’ contributes to expectations regarding deficient staff training, motivation and provision. Recently, the ACSI stated that the quality of customer service directly influences overall satisfaction, with harshly reviewed hotels seeing customer commitment rates lowered by as much as 30% (ACSI, 2024). This can be maintained through proper training for the employees coupled with enough staff to maintain high standards, especially in places such as New York City where there is increasing demand for such services.
Overall, the problems affecting New York Hilton Midtown can be attributed to ageing facilities, insufficient housekeeping, lack of additional services and entertainment, noise, and inappropriate service. It is important to consider these causes by implementing strategic changes in the establishment to improve the hotel status and more importantly increase the level of guest satisfaction. 
 


[bookmark: _Toc167133977]PESTEL Analysis 
	Factor
	Description

	Political
	Changes in tourism policies and regulations, such as increased visa restrictions, can reduce the number of international visitors of New York Hilton Midtown. In 2022, international tourism to the US decreased by 30% due to stricter travel regulations (Dragin et al., 2022).

	Economic
	Economic downturns and inflation reduce disposable income for New York Hilton Midtown. The US experienced a 6.5% inflation rate in 2023, impacting consumer spending on leisure activities (Hiwale and Shrivastava, 2024).

	Social
	Shifts in consumer expectations towards sustainability and modern amenities can affect New York Hilton Midtown. A 2021 survey showed that 67% of travellers prefer hotels with eco-friendly practices (Rawashdeh and Al-Ababneh, 2021).

	Technological
	Advances in technology create higher guest expectations for in-room tech and seamless service. Hotels not investing in technology saw a 15% drop in guest satisfaction in a 2022 study (Zhong et al., 2022).

	Environmental
	Increased focus on sustainable practices affects the hotel to operate its business sustainably. 60% of guests in a 2023 survey indicated they prefer staying at eco-friendly hotels, putting pressure on establishments to adopt green practices (Gunduz, Turktarhan and Cobanoglu, 2023).

	Legal
	Compliance with stricter health and safety regulations affects the hotel. In 2021, 70% of hotels faced penalties for non-compliance with new health guidelines, impacting operational efficiency (Bumyut, Thanapop and Dwipayanti, 2024).


Table 1: PESTEL Analysis
These external PESTEL forces demonstrate the macro-environmental conditions that New York Hilton Midtown needs to overcome to enhance its guests’ satisfaction and hotel operations.
[bookmark: _Toc167133978]SWOT Analysis 
	Strengths
	Weaknesses

	Prime location in Manhattan, close to major attractions
	Dated rooms and infrastructure

	Large capacity with extensive conference and event facilities
	Inconsistent housekeeping standards

	Strong brand recognition and loyalty programs (New York Hilton Midtown, 2024)
	Poor soundproofing leading to noise complaints

	Diverse dining options
	Lack of basic room amenities like coffee and tea (Google Map, 2024)

	Opportunities
	Threats

	Growing trend towards eco-friendly and sustainable travel (Erdoğan et al., 2022)
	High competition from other nearby hotels

	Increasing demand for business travel post-pandemic
	Economic downturn reducing disposable income

	Technological advancements to enhance the guest experience (Eryilmaz, 2022)
	Negative reviews impacting reputation and bookings (El-Said, 2020)

	Expanding loyalty programs to attract repeat customers
	Regulatory changes affecting operational costs


Table 2: SWOT Analysis
[bookmark: _Toc167133979]TOWS Analysis 
	Strengths/Opportunities (SO)
	Strengths/Threats (ST)

	Leveraging prime location to attract sustainable tourism partners
	Using global brand recognition to mitigate competition threats

	Utilising extensive facilities to host eco-friendly events
	Enhancing meeting and conference facilities to counteract economic impacts

	Expanding loyalty programs to include eco-friendly benefits
	Promoting diverse dining options to attract guests despite economic downturns

	Weaknesses/Opportunities (WO)
	Weaknesses/Threats (WT)

	Upgrading rooms with modern, eco-friendly designs (Erdoğan et al., 2022)
	Addressing housekeeping issues to counter negative reviews (Alcalde-González, Mozo and Bustos, 2021)

	Improving housekeeping standards with tech-enabled solutions
	Enhancing room amenities to meet four-star standards

	Implementing soundproofing during renovations
	Improving customer service training to mitigate reputation damage


Table 3: TOWS Analysis
TOWS analysis helps in developing the various strategic options by connecting the internal environment and the external environment of the firm based on the strengths and weaknesses of the firm and the opportunities and threats that the firm faces.

[bookmark: _Toc167133980]Recommendations and Change Management for New York Hilton Midtown 
[bookmark: _Toc167133981]Recommendation for Infrastructure Upgrades
New York Hilton Midtown should remodel its guest rooms according to modern hotel standards; increase brightness and improve isolation from the noise of the planes – all these measures are required to eliminate complaints about the rooms’ outdated design and noise (Sutherland and Kiatkawsin, 2020).
Implementation: New York Hilton Midtown will be rolling out a three-stage approach to carrying out the infrastructure upgrade. Phase 1 will involve an assessment of every room in the hotel to note areas of concern and ensure that these are prioritised based on their level of foot traffic and the number of complaints received in the respective rooms. Phase 2 will entail the planning of the renovation, which will involve the use of modern architecture, increased lighting, and soundproofing (Chan et al., 2021). This plan will ensure that the building uses environmentally friendly materials and energy-efficient lighting as common in many places. This will be in the third phase when the renovation will be done in stages until a phase of one floor at a time so that it will not disturb any guest staying on the floor where renovation is to be done (Chen, Njock and Zhao, 2021).
[image: Lewin's Change Theory (Definition + Examples) - Practical Psychology]Change Management: The change management process as stated earlier will adopt Lewin’s Change Management Model which involves the unfreeze, change, and refreeze stages (Bala, 2022). Figure 2: Lewin’s Change Management Model 
Source: (Cummings, Bridgman and Brown, 2020)

During the change in the phase of the unfreeze, it will be necessary to convince everyone interested in the need for their renovation, highlighting the advantages. Organisational change will happen during the renovation so that there are always support and communication phases. The refreeze stage shall result in the reinforcement of changes by modifying maintenance work schedules and educating employees on the new features and functionality of the rooms (Kravets, 2024).
Measurement of Success: This will be achieved by analysing guest satisfaction both before and after renovations, analysing the level of occupancy at the hotel the level of room rates and the frequency and nature of complaints after the renovations have been done. These metrics will demonstrate the quality of the renovations’ positive effects. On sacrificing guest experience and impact on hotel performance at New York Hilton Midtown. The effectiveness of the improvements will be measured by higher and better guest ratings in addition to the above-mentioned occupancy levels (Zhang et al., 2023). It also implies that increased room rates which will be attributed to high-quality rooms in the hotel will show the ability of the hotel to meet the needs of the market in seeking comfort and modern features in the hotel rooms.
[bookmark: _Toc167133982]Recommendation for Housekeeping Improvements
New York Hilton Midtown should implement rigorous training programs for housekeeping staff and utilise technology to streamline operations to address cleanliness issues and improve guest satisfaction (Zagade and Tyagi, 2017).
Implementation: Change management initiatives to be applied by New York Hilton Midtown in addressing housekeeping issues will be approached from two major directions that entail training and technology. The hotel will institute a comprehensive training program that will emphasise cleanliness norms as well as efficiency and participation with customers (Awan, Shamim and Ahn, 2021). Together with training institutions and their programs on hospitality, the hotel will provide different courses and arrange bi-monthly refresher courses and certificates for all the housekeeping staff. Another training that the hotel will embrace is housekeeping management – a concept that will enable the management to identify cleaners and their cleaning schedules, as well as stock levels (Setiawan et al., 2021). Room service will be used to easily and timely record and report items that are missed in the room like toothpaste or non-working air conditioner.

[image: Kotter's 8 Step Change Model - Easy Walkthrough - Mutomorro]Change Management: Kotter’s 8-step Change model will be used to address these changes. First, the results of the negative feedback will be made available to housekeeping employees who intend to convey the message to the stakeholders that change is necessary (Laig and Abocejo, 2021). Figure 3: Kotter’s 8-step Change model 
Source: (Tan and Goh, 2019)

Some of the most influential stakeholders who will be recruited are team leaders and experienced workers who will act as supporters and driving forces of change. The following plans and actions will be put in place. Communication through training sessions, newsletters, and team meetings to communicate the strategy for better housekeeping. Factors like the application of out-of-date equipment or failure to employ adequate manpower will be recognised and a remedy will be designed (Hendi et al., 2024). The short-term outcomes like the change in the guest satisfaction index will also be recognised as part of positive reinforcement to gain further progress. The beginning trends of progress will be employed as a mechanism to further improve the practices and the new practices will be used as part of management to embed the changes.
Measurement of Success: Operational indicators used to measure success in this aspect include measuring the satisfaction of the guests who are concerned with the appearance of the rooms, evaluating the time used in the cleaning of each room and reducing the number of complaints that are concerning the housekeeping (Kindler and Müller, 2021). Increased cleanliness and improved and sustained business efficacy will result in positive evaluation and scores in guest fulfilment and efficiency/operations metrics that will mean that the housekeeping improvements at New York Hilton Midtown have been effective.
[bookmark: _Toc167133983]Recommendation for Enhanced Amenities
New York Hilton Midtown’s rooms must have free water, coffee, and tea as part of the complimentary amenities to improve the guests’ experience and reduce current gaps (Sánchez-Franco and Aramendia-Muneta, 2023).
Implementation: New York Hilton Midtown can only realise this recommendation if it engages with its suppliers to supply the hotel with products that are of a better quality and at the same time made from environmentally friendly ingredients (Müller et al., 2020). A mechanism will be put to ensure that distribution and restocking of the items are done effectively and in time to ensure that all rooms have items in good supply. The housekeeping department will be able to educate their staff that it is imperative to provide certain levels of amenities which is also to be followed by restocking at regular intervals in specific ways to maintain consistency and prevent deviation (Kirkland, 2021).
Change Management: The GROW model will be used for change facilitation. It is an attempt to create an image which will allow the guests to feel the presence of expected services (Courtney, 2020). 
[image: How the GROW Model Empowers Leaders: Achieving Business Success with Beyond  Red Ocean Consulting]However, based on current trends, it is clear that actual rooms are not equipped with such basic amenities and this becomes the cause for negative feedback. Necessary actions to address this include getting into partnerships with suppliers, setting accountability and budgeting and improving transportation. The will to change is derived from the hotel’s determination to attain and sustain high-quality standards for all the amenities in the rooms (Knezevic, Grün and Dolnicar, 2021). Figure 4: The GROW model 
Source: (Adee and Mouratidis, 2022)

Measurement of Success: Metrics will include collecting guest surveys from food and beverage outlets that can be used to survey guests on their perceptions regarding room amenities before and after the implementation of the changes; occupancy rates and ADR before and after the changes in room amenities implementation period; and changes in the number of repeat patrons and enrolment in the company’s loyalty program. Improvements in the rate of guest satisfaction and increased occupancy of New York Hilton Midtown will show the effectiveness of offering free services for guests (Alzoubi et al., 2021). 
[bookmark: _Toc167133984]Recommendation for Noise Reduction Measures 
The New York Hilton Midtown should therefore invest in overall noise management to ensure that the guests are not irritated by noise arising from the different events which they might hold at the hotel (Zagade and Fernandes, 2018).
Implementation: To reduce noise, New York Hilton Midtown will take the following steps. This will involve the installation of soundproofing coating in walls, floors and ceilings of guest rooms. The noise control systems will also be improved with the addition of furniture such as noise-dampening curtains and carpets. The hotel will also have to replace doors to ensure they do not creak and replace old HVAC systems with newer, quieter versions (Wallis, 2019). All these are going to be implemented in a phased manner depending on the impact on guests with the most affected areas identified by guests as indicated. 
Change Management: Kotter’s 8-Step Process will be adopted for this change management process. The strategy that will be adopted to create a sense of urgency will include data about noise complaints being shared with staff. Everyone needs to band together to create a solid alliance that will get maintenance and operations people behind the idea. The idea of a muted and comfortable environment for guests would be spread through collaboration sessions and announcements (Sica et al., 2022). Overcoming obstacles will include those that have to do with transportation and with budgeting. In this approach, the change management team will ensure that short-term wins are established as milestones for each phase of the transformation while ensuring that they involve the initial successes to help promote higher levels of transformation (Zhao, Guo and Wu, 2020). Furthermore, the new noise reduction measures will be incorporated in defining standard operating procedures of the hotel to help in maintaining these practices. 
Measurement of Success: Evaluation of effectiveness by monitoring guest feedback about the noise level, comparison of changes in the number of scores for satisfaction with the noise level, and determining the number of claims. When exploring noise reduction measures for New York Hilton Midtown it will also be beneficial to review occupancy rates and repeat bookings to see if the noise reduction measures affect the overall guest satisfaction at the facility (Kim and Lim, 2021). The demonstration of improvement in guest satisfaction and noise complaints will show the effectiveness of these measures. 


[bookmark: _Toc167133985]Potential Benefits of the Recommended Strategies for New York Hilton Midtown
The discussed strategies will also be effective at New York Hilton Midtown with the implementation of the strategies. The recent innovations that are expected to be made in rooms and soundproofing will help to improve customer satisfaction and satisfaction thus helping to bring more customers an increment of 10-15% in occupancy (Adiningtyas and Millanyani, 2024). A significant increase in housekeeping efficiency by 20% will reduce complaints by 50% and make it possible to attract up to 85% of guests willing to return and book the hotel again (Marandi, Tasavori and Najmi, 2024). Offering guests free bottled water and coffee or tea, for example, is aligned with guest’s expectations and can add 15 points to the overall guest satisfaction rating which will further stimulate guests’ desire to repeat visits and participate in a loyalty program (Solas, 2023). Noise–reduction measures can address one of the primary complaints that cause visitors to be dissatisfied, reducing the number of noise-related complaints by 25% to 30% and enhancing the value of the visitor’s experience. These changes can together account for a 5-10% increase in ADR and a 10% increase in occupancies which means a huge difference in hotel revenue and position in the market (Nyembwe et al., 2023). 
[bookmark: _Toc167133986]Costs Associated with Recommendations
The total costs for spending the recommendations at New York Hilton Midtown are considerable but necessary for solving guests’ issues and for increasing their total satisfaction index. For the development of infrastructure room renovations account for $28,670,000. As far as housekeeping is concerned, some improvements will cost a good $400 million at first and $250 million every year. This includes the enhancement of amenities and is expected to amount to $150,000 per year. The sound-proofing and insulation efforts will require about $1,500,000. These costs are reasonable and necessary for an establishment like the hotel that generates that kind of income in the marketplace and is in such a dominant position to maintain the satisfaction levels for the guests. 

[bookmark: _Toc167133987]Action Plan 
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Dated and noisy guest rooms lacking basic amenities such as toiletries and coffee/tea facilities.
	Infrastructure upgrades including room renovations, improved lighting, soundproofing, and provision of complimentary amenities.
	Enhanced guest satisfaction, improved room quality, increased occupancy rates, and higher room rates.
	18 months
	31/12/2025
	$28,670,000

	2
	Poor cleanliness standards and inefficient housekeeping procedures lead to negative guest feedback.
	Housekeeping improvements through comprehensive training programs and technology adoption for efficient operations.
	Improved cleanliness scores, reduced guest complaints, and increased repeat bookings.
	12 months
	31/12/2024
	$400,000 (first year), $250,000 annually thereafter

	3
	Lack of complimentary amenities in guest rooms affects guest experience and satisfaction.
	Provision of complimentary amenities such as water, coffee, and tea in all rooms.
	Enhanced guest satisfaction, improved guest experience, and increased loyalty.
	6 months
	30/11/2024
	$150,000 annually

	4
	Noise disturbances from various sources affect guest comfort and satisfaction.
	Implementation of noise reduction measures including soundproofing, noise-dampening furnishings, and HVAC system upgrades.
	Reduced noise complaints, improved guest comfort, and increased guest satisfaction.
	24 months
	31/12/2026
	$1,500,000



Table 4: Action plan for New York Hilton Midtown to resolve the aforementioned issue


[bookmark: _Toc167133988]Conclusion 
The New York Hilton is degrading in the housekeeping quality service offered to customers owing to factors found by the consultancy report. With the analysis of the customer reviews and the trends of the hotel industry, several useful recommendations have been made to ensure the overall quality of the service delivery could be improved. It recommended improvement of infrastructure particularly concerning renovation of rooms, installation of lighting appropriate ventilation and soundproofing to address complaints about dated and noisy rooms with little or no complimentary amenities. A series of recommendations covering every aspect of the housekeeping department – from personnel training to technology implementation – were also aimed at ensuring improvements in the cleanliness ratings and overall efficiency of the system. Lastly, the report recommended that complimentary amenities like water and coffee or tea be offered in every guest room to improve guest satisfaction. Further soundproofing and HVAC systems modernisation were considered as possible noise mitigations to prevent the noise from such a significant source from disturbing guests.
It is worth noting that the effective deployment of these recommendations will be subject to numerous challenges including planning, managing change, and investment. Nevertheless, the costs and efforts involved in a particular interior décor idea are worth it, considering its benefits which may include increased guest satisfaction, increased occupancy rates, and increased room rates. New York Hilton Midtown is advised to find the action plan given in the report useful considering it has the following specifications for the proposed recommendations: Action needed, Desired results, Timeline, and Budget. If this action plan is implemented by the hotel, it can solve the problems mentioned above and fulfil the hotel’s task of increasing the level of satisfaction of its guests and improving hotel performance. Now, the consultancy would also like to be grateful to New York Hilton Midtown, for allowing them to work on this project. It is no doubt a great honour to have worked with such a prestigious organisation and the consultancy hopes of working even with such an organisation in the future. In case the hotel seeks further assistance or seeks consultancy services in the future the consultancy shall be ready to provide it with the requisite assistance to help it achieve its goals and objectives. Finally, striving for the success of New York Hilton Midtown is a priority for the consultancy as well as a host of comprehensive support for its mission of ensuring guest satisfaction and sustainability as a major force in the hospitality industry. 
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