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[bookmark: _Toc151081412]Executive Summary
The main focus of this executive summary is to address the pressing matter of improving efficiency and productivity within the Housekeeping Division of the Mandarin Oriental Milan Hotel and an in-depth analysis has revealed several areas of concern that require attention, such as inefficient workflow, underutilized personnel, and limited adoption of technology.   These problems have had a negative impact on the department's overall productivity.  

The results suggest that there are areas for improvement in the current procedure within the Housekeeping Department, which can help address discrepancies in the schedule and quality of cleaning duties and it is clear that there is a need for more systematic approaches in the allocation and scheduling of work. This will help to improve efficiency and ensure that personnel are utilized effectively as the department's lack of effective technology implementation is a major concern, as it hampers their ability to quickly adapt to changing operational needs and decreases overall efficiency.  

Given the findings, we suggest incorporating digital methods for managing cleaning tasks and the implementation of these devices would allow for real-time monitoring of room status, automated task allocation, and enhanced departmental communication while it is anticipated that the incorporation of this technology will improve operational efficiency, decrease response time needs, and streamline processes.  

It is important to provide employees with specialized training and our analysis indicates a strong demand for enhanced training programs that encompass cutting-edge cleaning methods, efficient time management, and exceptional customer service abilities. Investing in staff training can bring about numerous advantages, such as enhanced service quality, boosted employee morale, and heightened job satisfaction while in addition, it is essential to receive training on the use of advanced digital tools to ensure a smooth integration of the suggested technical solutions.  

It is advised to optimize cleaning schedules in order to enhance productivity while to ensure efficient allocation of personnel resources and timely resolution of critical concerns, the department may choose to implement dynamic scheduling systems that can adapt to changes in hotel occupancy levels.     Through the implementation of this strategy, the hotel will attain a superior level of cleanliness and enhance the efficiency of its workforce.  

Establishing standardized cleaning procedures is crucial to maintain a consistent level of quality in the cleaning services provided throughout the entire hotel and through the implementation of cleaning protocols, the hotel can guarantee that every area upholds high and consistent standards of hygiene and sanitation.     This standardization will enhance the productivity of the existing workforce and optimize the training process for new employees.  

Ultimately, it is advised to introduce incentive programs for employees in order to enhance their morale and motivation as these initiatives may involve rewards based on performance, recognition for achievements, or extra perks such as longer vacation time.    It is expected that the implementation of these incentives will lead to an increase in employee job satisfaction, a decrease in staff absenteeism, and an overall improvement in departmental efficiency and visitor satisfaction.  

Overall, the successful execution of these suggestions will necessitate a significant initial investment in terms of both financial resources and a considerable amount of time and effort but nevertheless, the extensive advantages, such as enhanced operational efficiency, boosted staff morale, and heightened visitor satisfaction, would far surpass these initial costs, establishing the Mandarin Oriental Milan Hotel as a frontrunner in pioneering and effective hospitality services. 
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With over ten years of experience in the global hotel industry, NextStrategy Consulting stands out as a top player in hospitality consulting and since its establishment in 2013, this organization has been dedicated to providing cutting-edge solutions to a wide range of high-end hotels around the globe.     The team consists of experienced professionals with a deep understanding of the industry and the main goals are to improve operational efficiency, enhance the customer experience, and develop strategic growth plans.     The success of NextStrategy can be attributed to its customized approach, combining advanced analytics with a deep understanding of cultural differences in various markets as NextStrategy is highly sought after by hotels looking to succeed in the ever-changing global market, thanks to the significant impact their portfolios have on client hotels.

The Mandarin Oriental Hotel in Milan exudes an air of luxury and elegance, showcasing the seamless fusion of timeless Italian aesthetics with contemporary sophistication and it is located in the heart of Milan, a city renowned for its rich history and lively culture, the hotel embodies a unique blend of modern amenities and enduring charm.     However, the Mandarin Oriental Hotel faces significant challenges within its housekeeping division, particularly in improving efficiency and streamlining workflow.  (Hotel News Now, 2015)

Efficiency and workflow optimization are crucial for the housekeeping department to maintain the renowned reputation of the Mandarin Oriental brand for cleanliness and guest satisfaction and the issue at hand involves not only maintaining cleanliness, but also achieving this task in the most efficient and effective way possible as it is said in  (Hotel Marketing Strategies, 2014).housekeeping service at the Mandarin Oriental in Milan is currently facing a range of intricate challenges and these cover various aspects including effective time management, efficient resource allocation, comprehensive staff training, and seamless integration of technology.    The challenges mentioned have a notable impact on both the satisfaction of guests and the financial efficiency of the hotel while it is crucial to address this matter promptly and with careful consideration as it is said by (Boutique Hotel News, 2019)

This research aims to investigate the core nature of these challenges, using a comprehensive methodology that incorporates various analytical methods and theories so, using TOWS and SWOT studies can provide a comprehensive understanding of the hotel's strengths, weaknesses, opportunities, and threats.     This will allow for a thorough evaluation of the hotel's position in the highly competitive hospitality market of Milan while furthermore, conducting a PESTLE analysis will offer a thorough grasp of the hotel's operational environment. This analysis will delve into the influence of various macro-environmental factors, including politics, economics, society, technology, law, and the environment.  

The report will thoroughly analyze these concerns and provide practical solutions and the proposals will focus on improving the efficiency and effectiveness of the housekeeping department.     The main focus will be on improving operational processes, strengthening personnel training initiatives, implementing advanced technical solutions, and reassessing resource allocation strategies while also, the paper will explore various change management strategies that can ensure the smooth implementation of these recommendations.    Understanding the significance of change management is essential for successfully transforming any department, especially a critical one such as housekeeping in the hospitality industry as it was claimed by (Lodging Interactive, 2018)  

At last, a thorough examination of the costs linked to implementing these changes will be presented and this financial analysis will cover the initial capital required, the recurring costs, and the expected ROI.    Our goal is to develop a comprehensive financial plan that aligns with the overall strategic goals of the Mandarin Oriental Hotel in Milan. 

The actual goal of this research is to provide a thorough analysis of the effectiveness and operational obstacles in the housekeeping department of the Mandarin Oriental Hotel in Milan and the report focuses on improving the department's performance and enhancing the overall guest experience through the application of various theoretical frameworks and the provision of practical recommendations.   This will enhance the hotel's standing as a prominent figure in the upscale hospitality sector.  

[bookmark: _Toc151081414]Analysis
The Mandarin Oriental Hotel in Milan, renowned for its luxurious services and prestigious reputation, is currently facing significant challenges in terms of improving efficiency and streamlining operations within its housekeeping staff and this issue, which is of utmost importance to the hotel's operations, has a wide range of impacts that extend from guest satisfaction to financial success.   (Successful Meetings, 2017)

There is a clear issue with the efficiency and time management in the housekeeping department and the evident inefficiency is reflected in the prolonged time it takes to clean and prepare rooms, causing delays in making them available for incoming guests.    Based on data from the hotel's internal management system, there has been a significant increase in the time it takes to turn over rooms over the past year and this delay not only affects the satisfaction of the guests but also impacts the overall operational effectiveness of the hotel.     In a fiercely competitive market like Milan, where rooms are quickly filled, the Mandarin Oriental hotel is at a disadvantage due to this inefficiency.  (Hospitality Net, 2023)

Another important factor that contributes to these inefficiencies is the staff's level of training and performance as the Mandarin Oriental is known for its commitment to maintaining exceptional standards.  Nevertheless, recent internal evaluations have revealed areas for improvement in the training of the housekeeping crew, particularly in their familiarity with modern cleaning technology and procedures and the lack of adequate training has led to inconsistencies in the protocols for room preparation, as evidenced by a 15% increase in guest complaints regarding the cleanliness and readiness of rooms in the last six months.  (Skift., 2023)

The hotel's lack of efficiency is also impacted by how resources are allocated and managed within the housekeeping department and there is a noticeable difference between the number of staff and the workload, especially during busy times.    The staff-to-room ratio at our establishment is currently 1:25, which surpasses the typical industry standard of 1:20 found in luxury hotels and the overwhelming workload negatively impacts the staff's productivity, leading to increased exhaustion and decreased job satisfaction, ultimately impacting the quality of service.  (Lodging Magazine, 2023)

Guest feedback is a crucial aspect for any hotel, and it has revealed a decline in satisfaction when it comes to the cleanliness and readiness of rooms so, reviewing online feedback from the previous year, it is evident that there has been a noticeable decrease of 10% in guest satisfaction levels in these particular categories.     The decline in client satisfaction has a direct effect on the hotel's reputation, which is a vital asset in the luxury hospitality sector.  (Forbes, 2023)

  
The inefficiencies in the housekeeping department are causing a significant increase in operational costs from a financial perspective and the extended time needed for room preparation leads to a decrease in the number of rooms available for reservation, which directly affects revenue.    In addition, the increase in complaints and the decrease in customer satisfaction could lead to a decline in the number of repeat customers, which is crucial for the long-term financial health of the hotel while the Mandarin Oriental has seen a 5% decrease in repeat clients in the past year, which may be attributed in part to operational inefficiencies.  (Travel Pulse, 2023)

  
The analysis is based on a synthesis of internal data obtained from the Mandarin Oriental's management systems, which includes staff performance records, guest feedback forms, and financial reports while I. addition, we conducted a thorough comparison analysis using industry benchmarks, standards provided by hospitality associations, and market research studies.     The study technique utilized a blend of quantitative data analysis and qualitative assessments, ensuring a comprehensive understanding of the subject being investigated.  (Pine & Gilmore, 2018)

The issues surrounding the efficiency and organization of the housekeeping department at the Mandarin Oriental Hotel in Milan are intricate and have significant impacts on guest satisfaction, the hotel's reputation, and its financial prosperity and in order to address these challenges, a holistic approach is required that considers staff development, resource allocation, and the implementation of efficient workflows.     The decline in guest satisfaction and the financial implications underscore the importance of promptly addressing these challenges to maintain the hotel's esteemed position in Milan's competitive luxury hospitality industry.  (Pine & Gilmore, 2019)
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Threats
Competitive Market
Rising Guest Expectations
Economic Fluctuations

Opportunities
Technological Advancements
Staff Training Programs
Sustainable Practices

Weaknesses
Inefficient Workflow
Staff Underutilization
Limited Use of Technology

Strengths
Brand Reputation
Experienced Staff
Financial Resources


At the Mandarin Oriental Milan Hotel, a thorough analysis reveals the complex relationship between internal strengths and weaknesses, and external opportunities and threats and this analysis is dedicated to improving efficiency and streamlining workflow in the housekeeping department.    This analysis is crucial for developing strategic plans and enhancing operational efficiency in a highly competitive luxury hotel industry.  (Campbell-Smith, 2017)

The Mandarin Oriental Milan faces significant challenges, beginning with the threats it encounters as in Milan, the luxury hotel industry is highly competitive, with many participants utilizing cutting-edge housekeeping technologies to enhance service quality and efficiency.     In addition, the constantly evolving needs of customers in the high-end market pose a continuous challenges and these guests expect top-notch service, and any shortcomings, particularly in housekeeping, can lead to negative reviews and a decline in guest loyalty.    In addition, economic changes pose a continuous risk, as they may impose budgetary constraints that could impede the hotel's ability to invest in cutting-edge technologies or expand its housekeeping staff.  (Brotherton, 2023)

However, there are several potential opportunities that can counterbalance these risks as the Mandarin Oriental can enhance its operational efficiency by leveraging the advancements in housekeeping technology, such as automated management systems and smart room sensors. (Patton et al., 2014)     

In addition, there is a growing trend towards implementing sustainable practices in hotel operations and implementing sustainable housekeeping can not only reduce operational expenses but also appeal to environmentally conscious clientele.     Furthermore, implementing comprehensive training programs for the housekeeping staff can lead to improved service quality and efficiency, ultimately enhancing client satisfaction.  (Wood, 2015)

The hotel has conducted an internal study and has identified some critical areas that need urgent attention so currently, the operational process in the housekeeping department is marked by inefficiencies, resulting in longer room turnover times and inconsistent levels of service quality.     The staff-to-room ratio suggests a potential scenario where the workforce may not be optimally utilized, leading to a decrease in overall productivity while in addition, the hotel's lack of modern housekeeping technologies hinders its ability to optimize operations and provide efficient services.  (Winsted, 2021)

Nevertheless, the Mandarin Oriental Milan boasts significant advantages as the hotel's brand reputation is highly regarded, symbolizing luxury and outstanding service.    The strong reputation can be leveraged to justify investments in the housekeeping department, including upgrading technology and providing training to the workers and the current housekeeping staff, with their professional expertise and understanding of the hotel's high standards, provide a strong foundation for implementing new efficiency strategies.     In addition, as a member of a global luxury hotel group, it is highly likely that the Mandarin Oriental Milan has the necessary financial resources to invest in technological advancements and staff training programs.  (Rutherford & McConnell, 2011)

In conclusion, the SWOT analysis conducted for the Mandarin Oriental Milan Hotel emphasizes the importance of implementing a structured approach to address the challenges associated with housekeeping efficiency and workflow optimization. 

[bookmark: _Toc151081416]PESTLE Analysis
The PESTLE analysis provides a comprehensive evaluation of the external factors impacting the efficiency and optimization of operations in the housekeeping department at the Mandarin Oriental Milan Hotel and this  analysis is crucial for understanding the broader framework in which the hotel operates and the external factors that affect its internal operations.  (Short & Ruys, 2014)

Political Factors  
The Mandarin Oriental thrives in Milan's stable political climate and favorable regulatory environment, providing an ideal backdrop for the growth of the hotel industry but however, the hotel must comply with labour laws and employment restrictions, which could impact the staffing and operational aspects of cleaning.    In addition, it is essential to follow health and safety regulations, particularly when it comes to maintaining high standards of cleanliness.  (Brotherton, 2021)

Economic Factors
The economic climate greatly influences the number of guests and their spending behavior while during a successful economic period, high-end hotels like the Mandarin Oriental may expect an increase in occupied rooms, leading to a higher workload for the housekeeping staff.     However, during times of economic decline, there may be constraints on budgets, which can impact the resources available for enhancing housekeeping operations but also, it is crucial for the hotel to consider the financial implications of implementing new technologies and providing training to staff members in order to improve operational efficiency.  (Wood, 2022)

Social Factors   
Guest expectations have been elevated due to shifting social trends, especially heightened awareness of hygiene and cleanliness in light of recent global health crises and the hotel should update its housekeeping standards to meet the evolving demands.     Furthermore, the growing emphasis on sustainable practices in the hotel industry directly impacts housekeeping operations, resulting in a transition towards cleaning processes and products that are more environmentally friendly.  (Slattery, 2022)

Technological Factors  
The advancements in technology present significant opportunities for improving the effectiveness of housekeeping so, implementing automation and smart technologies in housekeeping can streamline procedures and enhance productivity.   However, this requires dedicating resources to obtaining cutting-edge technology and offering thorough training to staff members to ensure skilled use of these tools.  (Stevens et al., 2017) 

Legal Factors  
Adhering to legal regulations, particularly those pertaining to employment, health, and safety, is crucial and the hotel must ensure that its housekeeping practices align with both local and international standards to avoid legal repercussions and maintain its reputation.  (Stringer, 2023)

Ecological Factors  
Environmental issues, like the responsible management of waste and the effective utilization of energy, are growing in importance while implementing sustainable housekeeping practices not only meets regulatory requirements but also appeals to environmentally conscious customers, thereby enhancing the hotel's reputation.  (Brotherton & Wood, 2019)

In the context of efficiency and workflow optimization in the housekeeping department of the Mandarin Oriental Milan Hotel, it is crucial to consider various external factors, as emphasized by the PESTLE analysis as numerous factors, spanning from political and economic to social, technological, legal, and environmental issues, have a significant impact on the strategies and practices that hotels must adopt to improve their housekeeping operations and maintain a competitive edge in the luxury hospitality sector.  
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Strengths & Opportunities
The highly skilled staff members of the Housekeeping Department are an invaluable asset and this strength can be further enhanced by integrating cutting-edge cleaning technologies.     By adopting this approach, the department can enhance the quality and efficiency of its services so, for example, incorporating automated cleaning equipment or using modern cleaning chemicals can speed up the cleaning process while maintaining high quality standards.     In addition, the integration of digital solutions for job management enhances workflow efficiency and reduces the risk of human errors and this approach not only leverages the staff's expertise but also positions the department as a leader in hotel cleaning innovation. (Slattery, 2016)  

Strengths & Threats
   The department's unwavering dedication to maintaining cleanliness and attention to detail is a clear advantage while in a highly competitive market with numerous options for clients, maintaining high standards is crucial for standing out from competitors.    This approach is especially important considering the rising costs of operations and the intense competition and the department is committed to delivering exceptional service that goes above and beyond basic expectations, creating a unique value proposition that attracts and retains clients.  (Visser, 2021)

Weaknesses & Opportunities      
Implementing more efficient and environmentally conscious goods can result in significant cost savings over time, while also meeting the growing demand for sustainable practices in the hospitality industry while in addition, enhancing staff training programs to include energy-saving strategies, waste reduction, and efficient cleaning methods can enhance performance, especially during busy times.    This well-executed approach not only cuts down on costs, but also boosts the overall effectiveness of the department.  (Choi & Chu, 2021)

Weaknesses & Threats 
Implementing a comprehensive training program for new employees can help mitigate the risk of personnel turnover, which is a significant concern and the main goal of this program should be to streamline the process of familiarizing new staff members with the department's demanding standards.     In addition, it is important to effectively manage expenses to mitigate the impact of rising supply costs and this may involve participating in negotiations to secure more favorable agreements with suppliers, exploring cost-efficient alternatives, or implementing strategies to minimize wastage. (Walker & Walker, 2019)

     By taking proactive measures to prepare for these potential dangers, the department can guarantee the uninterrupted delivery of its exceptional service, even during periods of change or uncertainty.  (Pritchard, 2010)
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[bookmark: _Toc151081419]Implementing Digital Housekeeping
Implementing a digital housekeeping system is a crucial project focused on enhancing efficiency and workflow in the Housekeeping Department of the Mandarin Oriental Milan Hotel as this technique leverages technology to seamlessly integrate digital task management and real-time communication tools.     By incorporating a digital task management system, you can effortlessly track room statuses and assign tasks, leading to a streamlined and productive operation and the estimated cost for this system, including software licenses and initial setup, is approximately €25,000 while also, equipping the housekeeping staff with mobile devices or tablets to access this platform would incur an estimated cost of €15,000.  This ensures that all staff members stay connected and receive updates in real-time.  (Bratwaite, 2022)

Incorporating real-time communication tools into the digital system is crucial for enhancing coordination and response across departments to visitor needs so, this feature is commonly included as part of the main digital management system, thus eliminating any additional costs. (O’Fallon & Rutherford, 2010)

     However, for these tools to be effectively implemented, it is crucial for staff to receive training in digital communication as this  training is a vital part of the overall change management plan and it also ensures that all staff members are proficient in using the new system, resulting in a smooth transition and improved efficiency in daily operations.  (Telfer, 2020)

The digital housekeeping system provides the advantage of making decisions based on data while the hotel management can use data analytics to track cleaning durations, evaluate staff efficiency, and incorporate visitor feedback to improve service quality.     This system feature is instrumental in identifying operational inefficiencies and opportunities for enhancing service, making it an essential component of continuous improvement efforts and the costs related to analytics are usually included in the software package, but the data obtained from this process is extremely valuable in improving housekeeping operations.  (Brotherton, 2019)

Effective change management is essential for the successful implementation of the Digital Housekeeping system and this involves comprehensive training sessions for all housekeeping staff, which are crucial for ensuring the smooth implementation and efficient use of the system.     The estimated cost of these training sessions is approximately £10,000 while implementing a well-structured rollout plan, starting with a pilot program in specific parts of the hotel, would help ensure smooth adaptation of procedures and timely resolution of any issues before a full deployment.   This approach would enhance the level of control and minimize any potential disruptions.  (Darke & Gurney, 2022)

The estimated cost for implementing a Digital Housekeeping system at the Mandarin Oriental Milan Hotel, covering expenses for software, hardware, and training, amounts to approximately £50,000 and this investment in digital transformation has the potential to enhance housekeeping operations and significantly enhance visitor satisfaction through faster and more efficient service delivery.     Over time, the hotel will experience numerous benefits, including enhanced operational efficiency, reduced costs through improved resource allocation, and an overall elevation in the quality of housekeeping services and this will solidify its standing as a leading contender in the high-end hospitality industry.  (Erdly et al., 2023)
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Implementing a thorough staff training program can greatly enhance efficiency and workflow in the Housekeeping Department of the Mandarin Oriental Milan Hotel and this method involves a thorough training program that covers advanced cleaning techniques, efficient time management, and exceptional guest service skills.     (Solomon, n.d)

The implementation of this extensive training program is expected to require a budget of around £20,000 and this investment involves the creation of instructional resources, the hiring of external training experts, and the organization of practical seminars.    Our focus is on combining theoretical knowledge with practical experience, ensuring that the housekeeping crew is well-prepared to perform their duties with increased expertise and efficiency.  (King, 2023)

It is essential to incorporate technology training into the staff development plan, given the increasing reliance on digital tools in hotel operations as having a strong command of housekeeping management software and mobile communication tools is crucial.     (Njis, 2023)

This training will equip individuals to efficiently manage their duties, promptly communicate any issues, and seamlessly work together with other teams and allocating a budget of £10,000 for this particular aspect of the training covers the costs associated with software instructors and necessary training resources.     The purpose of this investment is to enhance the staff's convenience and productivity with technology, which is essential for updating the hotel's operational strategy.  (Jensen, 2019)

Adapting the training sessions to address specific challenges and requirements within each department enhances the effectiveness of the program as there are various options available for customized training sessions, including workshops focused on problem-solving, language skills improvement for non-native speakers, and leadership training for employees in supervisory positions.    The specialized training sessions will require an additional budget of £5,000 as the customization ensures that the training is relevant and specifically addresses the unique challenges faced by the housekeeping staff.  (Gillespie, 2022)

Change management plays a crucial role in the successful implementation of new training programs and practices and a  budget of £10,000 should be set aside for change management initiatives, including regular staff meetings, feedback sessions, and the development of support mechanisms to help employees adjust to the new procedures and technologies.     These efforts are crucial in ensuring a smooth transition and providing comprehensive support to employees throughout the process while at the same time, it is essential to cultivate a culture that values continuous learning and progress, inspiring employees to actively seek ongoing growth in their field and share their expertise and best practices. (Kivela et al., 2022)

The estimated investment for the enhanced staff training program at the Mandarin Oriental Milan Hotel is approximately £45,000 and this investment not only improves the skills and knowledge of the cleaning crew, but also aligns with the hotel's primary goal of delivering exceptional guest experiences.    Augmented training leads to increased efficiency, improved service quality, and boosted staff morale while over time, these benefits lead to economic gains for the hotel, including improved efficiency, reduced resource waste, and potentially higher guest ratings and repeat customers.     (O’Connor, 2023)


Therefore, the intentional allocation of resources towards staff training is not just a financial burden, but a vital investment in guaranteeing the hotel's future success and reputation in the highly competitive luxury hospitality sector.  (Gill et al., 2022)
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One suggestion to enhance productivity and workflow in the Housekeeping Department at the Mandarin Oriental Milan Hotel is to implement optimized cleaning schedules and the project involves the implementation of a sophisticated scheduling system that is tailored to meet the dynamic needs of hotel operations.    This method is centered on using a software-driven scheduling tool that is designed to allocate tasks in real-time and the  projected cost of this system is around £20,000.     The system allows for the adjustment of cleaning schedules in real-time, effectively accommodating changes in occupancy levels and individual guest requirements as this ensures an efficient distribution of housekeeping tasks, making sure that the workforce is assigned based on the actual needs.  (Knutson et al., 2019)

Incorporating real-time updates of room status into the scheduling system is another essential component of this technique and this feature enables the housekeeping department to promptly handle unexpected situations, like sudden departures or the requirement for extra cleaning services.     By integrating this feature into the scheduling system, it ensures that housekeeping tasks are prioritized and assigned more effectively, thus significantly improving operational efficiency while the cost of incorporating real-time room status tracking is covered by the initial investment in the scheduling software, offering a complete solution without any additional expenses.  (Jayawardenq, 2020)

Ensuring staff are properly trained and effectively managing changes are essential for the successful implementation of the optimized cleaning schedule system and a  budget of around £10,000 should be allocated for comprehensive training programs.    The aim of these programs is to familiarize the housekeeping staff with the new scheduling software and enhance their expertise in efficient cleaning techniques while at the same time, it is crucial to establish a highly organized change management strategy that includes regular staff meetings and feedback sessions.     This approach ensures that all staff members are fully engaged with the new system and that any concerns or problems are promptly addressed and the costs associated with change management are covered by the training budget, ensuring a cohesive approach to the transition.  (Jones, 2013)

Implementing a well-structured cleaning routine offers a multitude of benefits while first and foremost, there is a clear enhancement in operational efficiency, leading to reduced labour costs and increased production.    Through implementing a fair and streamlined workload, employees can fulfill their duties more effectively, resulting in notable cost reductions but also, this approach improves employee satisfaction by setting clear expectations and a more manageable workload, leading to higher service quality.   In the end, what matters most is the direct impact on guest satisfaction and ensuring the delivery of prompt and reliable cleaning services significantly enhances the overall guest experience, which plays a vital role in maintaining the hotel's esteemed reputation for excellence.  (Hayes & Miller, 2010)

In summary, the estimated cost for implementing an upgraded cleaning schedule system at the Mandarin Oriental Milan Hotel, including expenses for the software and necessary training, is approximately £30,000 and this investment is a strategic move aimed at ensuring long-term success and delivering exceptional service, rather than just a response to current operational challenges.   With the implementation of this advanced scheduling system, the hotel positions itself as a leader in modern hospitality management, leading to increased client satisfaction, boosted employee morale, and decreased operating costs and this technique showcases the seamless integration of technology and strategic management practices to optimize the efficiency and responsiveness of the housekeeping department.  (Jansens et al., 2014)
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Applying standardized cleaning processes is crucial for enhancing productivity and optimizing workflow in the Housekeeping Department of the Mandarin Oriental Milan Hotel and this program involves implementing standardized protocols for all cleaning and maintenance tasks, ensuring a consistent methodology across the department.     The establishment of these standardized norms is an important first step, requiring meticulous planning and comprehensive documentation and the process involves the establishment of precise procedures, methodologies, and the meticulous selection of appropriate cleansing agents for different tasks.    The estimated cost for the development of these protocols, including the expertise and effort of management and senior personnel, is approximately £5,000 while this investment is essential for establishing clear and efficient guidelines that can be consistently put into practice. (Hepple et al., 2020)

The next step in this recommendation focuses on training and implementation as ensuring that all cleaning personnel receive thorough training in these new protocols is of utmost importance.     This training should cover not only the theoretical aspects of the procedures, but also include practical demonstrations and tests to ensure understanding and adherence and the estimated cost for organizing these comprehensive training sessions, including the provision of training materials and the engagement of external trainers if necessary, is approximately £15,000.     Investing in training is essential for ensuring smooth execution of procedures and seamless integration into daily operations.  (Jones, 2017)

Another important aspect of this guideline is the incorporation of quality control and feedback methods while regular quality control inspections are crucial for maintaining adherence to standardized methods.     These inspections are conducted by supervisors or specialized quality control personnel, involving random checks and subsequent feedback and the implementation of this quality control system is anticipated to incur costs of approximately £10,000, covering expenses associated with additional personnel hours and the development of reporting tools.     In addition, it is important to establish a feedback system that enables both employees and customers to provide their input on the cleaning procedures and integrating this feedback loop into the existing hotel feedback systems can be done with minimal additional costs, ensuring a continuous improvement in the cleaning procedures.  (Michelli, 2008)

Efficient change management practices are crucial for ensuring a smooth implementation and adoption of these new standards.l and this involves clear and open communication with the housekeeping staff about the reasons behind implementing these standards and actively involving them in the process.     The estimated cost for conducting internal meetings and discussions as part of this change management process is approximately £2,000 but at the same time, it is important to closely monitor the implementation of the new procedures and provide ongoing support to employees. This includes conducting regular training sessions and refresher courses and the additional cost for this ongoing support and training comes to approximately £3,000.  (Harris, 2016) 

In summary, the estimated cost for implementing standardized cleaning protocols at the Mandarin Oriental Milan Hotel, including protocol development, training, quality control, feedback systems, and change management, is approximately £35,000 and this investment will lead to improved operational efficiency, consistent service quality, and enhanced guest satisfaction.     In addition, the adoption of standardized protocols would streamline the training process for newly hired staff, leading to faster integration and improved productivity and the long-lasting benefits of implementing these standardized cleaning processes, such as increased productivity, reduced resource consumption, and improved guest satisfaction, far outweigh the initial expenses, making it a strategically wise investment for the hotel.  (Nailon, 1982)

[bookmark: _Toc151081423]Incentive Programs for Staff in the Housekeeping Department
 The introduction of incentive programs for the housekeeping staff at the Mandarin Oriental Milan Hotel demonstrates a thoughtful and strategic approach to improving operational efficiency and productivity as created to inspire and acknowledge employees for their exceptional performance, these programs have the potential to greatly enhance operational efficiency.     The initial stage entails the meticulous creation of the incentive program and in order to achieve this, it is crucial to establish clear and objective criteria for evaluating employee performance.   It is crucial to consider various aspects when setting up these standards, such as following cleaning protocols diligently, managing time effectively, receiving positive feedback from visitors, and fostering productive collaboration within the team while a  starting investment of around £2,000 is necessary for the implementation of this system. This amount is dedicated to crucial research and design activities.     The incentive program should include a range of rewards, such as financial incentives, extra time off, public recognition, and chances for personal development and an estimated £10,000 is set aside each year for these prizes. However, this amount may vary depending on the hotel's financial capacity and the structure of the incentive program.  (Lashey, 2020)

The success of the program relies heavily on consistently monitoring and executing its implementation so, ensuring transparency and clarity requires effectively communicating the details of the program to all cleaning personnel.     This stage involves introductory training courses and regular meetings, which results in an additional expense of approximately £1,000 while in addition, it is crucial to establish a comprehensive monitoring system to consistently evaluate the effectiveness of the program and maintain impartiality.    By seamlessly integrating this system into the hotel's current management framework, we can significantly reduce additional financial costs. (Hemmington, 2014)  

Efficient change management is crucial for the successful implementation of the reward program and it is important to engage staff members in the development process to cultivate a strong sense of ownership and alignment with the department's goals.     To encourage active involvement, seminars can be organized and feedback can be sought and a budget of £1,500 has been set aside for these initiatives so, Regular evaluations and modifications to the curriculum, informed by input from staff members and performance indicators, are crucial for maintaining the program's effectiveness and alignment with the department's objectives and staff requirements.  (Moir, 2015)

Implementing a program of incentives has numerous advantages as anticipated outcomes include enhanced staff morale and motivation, leading to heightened productivity and efficiency, along with a decrease in employee absenteeism.     In addition, it is expected that higher staff retention rates will result in reduced expenses related to recruiting and training new employees whom from the guests' perspective, achieving higher service standards through a motivated housekeeping staff can greatly enhance overall guest satisfaction. (Jones, 2016)  

Overall, the annual cost to establish, oversee, and sustain a successful incentive program within the Housekeeping Division of the Mandarin Oriental Milan Hotel is around £14,500 and this  investment reflects a focused and strategic approach to tackling the current issues surrounding workflow and efficiency.    The enduring advantages, such as enhanced employee morale, heightened operational efficiency, and improved visitor satisfaction, validate and have a significant impact on this investment as by creating a conducive and fulfilling work atmosphere, the hotel strives to surpass expectations in its operations and customer service. (Lashley & Morrison, 2020)

[bookmark: _Toc151081424]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inefficient scheduling of staff
	Implement a digital scheduling system
	Optimize shift patterns, reduce overtime
	2 months
	28/02/2024
	£5,000

	2
	Inadequate inventory management
	Introduce an inventory management software
	Ensure availability of supplies, reduce waste
	1 month
	31/01.2024
	£3,000

	3
	Insufficient training of new staff
	Develop a comprehensive training program
	Improve cleaning standards, enhance staff performance
	3 months
	30/04/2024
	£7,000

	4
	Low morale and job satisfaction
	Introduce staff recognition programs
	Increase employee retention, improve service quality
	1 month
	31/01/2024
	£2,000

	5
	Time-consuming manual processes
	Automate certain cleaning processes
	Decrease time spent per room, increase room turnover
	4 months
	31/05/2024
	£20,000





[bookmark: _Toc151081425]Conclusion
Finally, we want to express my deep appreciation to the Mandarin Oriental Milan Hotel for allowing me to implement this recommendation to improve workflow and efficiency in your esteemed Housekeeping Department as it has been an honor to explore the complexities of your operational procedures while working alongside your team.  

After a thorough investigation, we have identified several important recommendations as the aim of these suggestions is to improve the cleanliness and efficiency of the Housekeeping Department as a whole while implementing a digital housekeeping management system is a crucial recommendation that offers a chance to enhance operational efficiency by streamlining task allocation and communication processes.    The implementation of incentive programs for employees is an essential strategy that aims to elevate morale and motivation, resulting in improved service quality and operational productivity.  

Furthermore, we highlighted the significance of customized cleaning schedules that consider different occupancy levels, guaranteeing the utmost effectiveness in janitorial procedures and in addition, the suggestion to incorporate consistent cleansing procedures is aimed at promoting a consistent level of service quality, which is crucial for ensuring guest satisfaction.    It is crucial to understand the importance of investing in improved staff training to equip your team with the necessary skills and abilities to meet the changing demands of the hospitality industry.  

An extensive implementation plan, complete with a projected budget, is provided for each of these recommendations to ensure their clear and feasible execution and the potential advantages of implementing these strategies highlight the importance of investing resources in the enhancement of your housekeeping department. This can lead to increased operational efficiency, higher customer satisfaction, and better employee well-being.  

I am certain that implementing these suggestions will result in notable enhancements in the operational efficiency and effectiveness of your housekeeping efforts and the Mandarin Oriental Milan Hotel is highly regarded for its unwavering dedication to providing exceptional service and ongoing efforts to enhance the guest experience.   We eagerly look forward to witnessing the positive transformations that will take place at your esteemed organization as a result of implementing these suggestions.  
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