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[bookmark: _Toc201064844]1. Executive Summary
This executive summary offers a combined picture of the consultancy report generated by AZ Consultancy Firm on behalf of the Hilton London Metropole, namely the issues and strategic opportunities of the improvement of its Housekeeping Department. Being a flagship hotel of the Hilton Hotels and Resorts brand, Hilton London Metropole is a high-profile participant in the hospitality industry of London, and it is well-known by its size, excellent location, and international clientele. The report is a reaction to the evident signs of operational distress within the housekeeping operation which have taken the form of decreasing guest satisfaction, variable service quality, rising staff turnover and threats to the hotel reputation and its financial position. 
The consultancy project has been initiated by a thorough evaluation of the operational setting and market environment of the hotel. Hilton London Metropole, 225 Edgware Road, has more than 1,059 rooms and is one of the largest hotels in the city in terms of number of rooms. It has a wide guest base composed of international tourists, business travelers, and conference delegates of large numbers, all of which demand high and standardized levels of services. The complexity of the hotel operations is enhanced by the fact that the hotel is a major events venue and this further puts pressure on the housekeeping department to ensure a quick turnaround of the rooms and a consistent quality. The primary issues of the Housekeeping Department were revealed fast. Inconsistency in the cleanliness of the rooms, poor preparation time, amenities not being prepared and the quality standard being inconsistent have become key issues in the reviews by guests as well as in the internal performance data. 
Such problems are even more acute at the times of high occupancy or simultaneous events, which results in reputational risks, guest complaints, and a decrease in rates of repeat bookings. Its underlying causes are complex. The insufficient number of employees working in the busy hours, inconsistent training, lack of communication in multicultural workforce and the partial use of outdated manual operations have all contributed to the reduction of the operational efficiency and the team morale. The findings are supported by major analytical models, such as STEEPLED analysis to investigate external forces i.e. social trends, technology, economic pressures, political and legal requirements, ethical standards, and demographic changes that are shaping up the hotel operations. 
As an illustration, the hospitality industry in London is highly competitive, labor costs are increasing as well as regulatory changes affecting labor supply. The demand in environmentally friendly cleaning practice and products is increasing. Innovation provides avenues to improved efficiency, but it involves training and investment of personnel. The SWOT analysis identifies the main strengths of the hotel, which are the brand reputation, central location and access to the training resources of Hilton, and weaknesses, which are the inconsistency of service, high turnover and underutilization of technology. 
The TOWS matrix will convert these insights into strategic choices, so that the proposed solutions are not only practical, but also are in line with the unique situation in the hotel. The consultancy report provides a package of evidence-based recommendations that will help deal with the root cause of the housekeeping challenges. Another major concern should be the adoption of an efficient digital housekeeping management system. With such a system, real-time task assignment would be possible, rooms status would be tracked more effectively, and inter-departmental communication would be improved, which is essential to a property of this scale. This digital solution should be introduced in a form of a pilot phase, where any difficulties are solved prior to being implemented hotel-wide. 
It is estimated that the change will dramatically cut room turnaround times, service inconsistencies, and will also give the management valuable operational data. In addition to technological modernization, the report proposes a thorough and sustained training and development program of the staff. This program must include service standards, technology use, cultural competence and sustainable housekeeping practices. The hotel can attract a steady supply of skilled labor by collaborating with the local colleges and outside training providers as well as overcome communication obstacles that exist in a multicultural workforce. This should increase consistency of services, boost morale, and minimize turnover, as well as offer staff more definite career advancement and rewards. The second key suggestion is to reorganize the staffing models, based on the thorough analysis of the workload that can be achieved with the help of digital systems. 
All the recommended actions depend on change management. The report outlines a systematic way of introducing the change, such as effective communication of the reason and advantages, involvement of the staff in planning and pilot stages of the process, continued support and guidance, and recognition of change leaders among the team members. It is known that resistance to change is a normal reaction, so it is recommended that the management should endeavor to give staff feedback platforms, adopt workable ideas and also celebrate minor achievements to keep the change going.


[bookmark: _Toc201064845]2. Introduction
The consultancy report reviews the operational issues of the Housekeeping Department of the Hilton London Metropole hotel and looks at the issues that affect the operational efficiency and customer satisfaction. Being one of the landmark properties within the Hilton Hotels and Resorts brand, which is known worldwide, Hilton London Metropole can be regarded as one of the major players within the hospitality industry of London (Zemlina et al., 2023). However, the recent trends and internal feedbacks have raised serious issues in its Housekeeping operations and as such, this report is not only timely, but also critical to the further success and image of the hotel.
Hilton London Metropole is situated in the heart of London, which is at the 225 Edgware Road. The hotel was launched in 1972 and since then it has been refurbished and expanded a number of times to ensure that it retains its competitiveness in the dynamic hospitality environment. It has more than 1,059 guest rooms today, one of the largest hotels in London in terms of the number of rooms (Hilton London Metropole, 2025). The hotel also has a wide range of customers; including international tourists, business travellers who come to attend conferences and events; hence, service excellence is very important to the success of the hotel (Sirirak et al., 2021). The size of the meeting and event facilities of the hotel, which include one of the largest conference facilities in London, leads to the increased requirement of efficient and high-quality housekeeping services to handle the high turnover and satisfaction of the guests (Garg et al., 2025).
With its reputation and central location, the Hilton London Metropole has been struggling with the Housekeeping Department in the recent past. Internal audits and customer feedback show that the score of satisfaction is decreasing concerning the cleanliness of the rooms, the presence of amenities, and the promptness of the rooms preparation, especially at high occupancy rates (Alharbi et al., 2025). Not only do these kinds of problems negatively affect the reputation of the hotel on international review websites, but they also pose a threat to repeat sales and profitability in general (Au-Yong et al., 2024). Housekeeping Department is a fundamental aspect of determining the guest experience in any hotel and any variation can lead to a ripple effect on other departments and the brand itself.
To overcome these challenges in the operations, AZ Consultancy Firm, a specialist firm in enhancing organisational improvement in the hospitality industry, has been contracted to offer an in-depth analysis and customised solutions to solve such operational issues. Having experience with independent hotels as well as large international brands, AZ Consultancy can offer a rich experience in the industry and evidence-based approaches to the assignment. The consultancy focuses on improving the efficiency of operations and the customer satisfaction levels, as these are two aspects that go hand in hand in the hospitality sector. AZ consultancy shall use a practical and participatory approach that will enable it to closely work with the management team at Hilton London Metropole to achieve sustainable changes in the Housekeeping Department.
In order to offer a detailed analysis of the challenges and to develop practical recommendations, this report will be supported by well established theories and analytical frameworks. To start with, the wider external forces that affect the housekeeping operations at Hilton London Metropole will be examined using the STEEPLED analysis. This model allows analyzing such social, technological, economic, environmental, political, legal, ethical, and demographic trends that can impact the performance of departments and the expectations of guests. Secondly, the SWOT analysis will define internal strengths and weaknesses of the department, external opportunities and threats, which will enable the assessment of the current situation in a balanced way. Lastly, the TOWS matrix will be used to translate the learning acquired in the SWOT analysis into actual strategic alternatives by matching the internal resources to the external environment.
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[bookmark: _Toc201064847]3.1 Identified Issue in the Housekeeping Department
The Housekeeping Department at Hilton London Metropole has fallen under scrutiny owing to various operational issues that have directly affected the satisfaction of guests as well as the overall performance of the hotel (Johnson, 2023). The main problem that is identified is the consistent decrease of the guest satisfaction scores, especially in terms of room cleanliness, turnaround and the accessibility of amenities (Au-Yong et al., 2024). Although the hotel has a high reputation and there are set operational standards, the recent reviews by the customers indicate the variability in the quality of housekeeping services (Singgalen, 2024). Late room preparation, unnoticed facilities, and inconsistent levels of cleanliness are listed as the most common issues, particularly at peak occupancy times or significant conference events (Ali et al., 2021). These factors have led to negative feedback on the Internet and internal polls, which indicate that it is necessary to carry out a detailed examination and intervention (Ollor and Essien, 2022).
[bookmark: _Toc201064848]3.2 Causes and Impact on Hotel Performance
Root cause analysis suggests that the issues of the Housekeeping Department are complex. Understaffing, especially when occupancy is high, is one of the factors that contribute to it. Although the hotel has a comparatively large housekeeping staff, they may be stretched when the hotel is busy, such as during conferences or the tourist high seasons (Gubhaju et al., 2024). Irregular supervision and failure to check on quality control also add to the variation in service delivery (Gubhaju et al., 2024). Also, communication can be a problem between a diverse workforce due to language barriers, and proper standards and expectations may not be communicated clearly (Gajić et al., 2024). The other important concern is the application of technology in housekeeping. The implications of these housekeeping issues cut across a number of dimensions of the hotel operation (Moreno-Perdigon et al., 2021). The first and foremost reason behind the hotel's success is guest satisfaction. Irregular housekeeping not only results in short-term discontent but also ruins the image of the hotel on authority review websites and booking services (Ghosh, 2023b). 
Potential visitors are becoming more dependent on these websites to base their booking choices, and negative reviews may discourage future reservations, thus lowering occupancy levels and income generation (Özdemir et al., 2019). Second, it reduces the efficiency of the operations of the hotel. Slow room turnaround times cause delays to new guests and may lead to logjams, especially when making check-ins and check-outs, especially when coordinating with the front office (Intiar et al., 2024). Team morale is also affected when teams fail to provide services as per the expectation due to lack of resources or lack of clarity in processes, which may further increase rates of turnover and disrupt operations (Semwal et al., 2023).
[bookmark: _Toc201064849]3.3 STEEPLED Analysis
STEEPLED analysis for the Hilton London Metropole is attached on the following: 
Social: In large international hotels, the demands of guests in terms of hygiene and service provision have increased tremendously. This puts extra pressure on housekeeping to achieve high standards that are consistent (Thoriq et al., 2024). Moreover, the multicultural workforce in the department creates challenges for communication and coordination due to language barriers and differences in cultural norms, which may lead to misunderstandings or inconsistent practices (Manoharan and Ashtikar, 2025). To overcome these social factors, it is necessary to conduct staff trainings constantly and use inclusive communication strategies that can promote collaboration within the team and make sure that the needs of all guests are addressed (M’hamed and Idrissi, 2024).
Technological: The current Housekeeping Department does not use the full potential of the developed digital management systems to enhance efficiency and accuracy (Barlan-Espino, 2017). There is a possibility to introduce automation tools to monitor the room status, inventory management, and scheduling (Yadav and Raju, 2025). Technology would improve workflow optimisation, decrease the number of errors, enhance communication among staff and other departments, and facilitate the workflow. Digital solutions are the key to remaining competitive and keeping up with the growing tempo of modern hospitality (Nazari et al., 2020).
Economic: Increasing costs of living and inflation exert pressure on staffing budgets, which impact the recruitment and retention of housekeeping staff. The competitive hotel market in London exacerbates the situation, as hotels must offer attractive pay rates while managing their operating expenses (Mandić et al., 2023). Understaffing or hiring temporary employees due to economic restraints has a detrimental effect on the consistency of services and the satisfaction of the guests.
Environmental: The hospitality industry is witnessing an increasing need to have environmentally friendly cleaning practices and cleaning products. To be in line with the expectations of the guest and the corporate sustainability agenda, housekeeping needs to embrace green procedures like the adoption of biodegradable cleaning agents and the reduction of wastage (Zaman et al., 2016). Adopting a green approach will not only help in improving brand image but will also result in cost reduction and meeting the new green rules.
	Factor
	Relevance to Housekeeping at Hilton London Metropole

	Social
	Increased demands of guests in terms of hygiene and service. The issue of multicultural workforce presents a problem of communication.

	Technological
	There is underutilization of digital housekeeping management systems; possibilities of automation, and workflow optimization.

	Economic
	The cost-of-living pressure and inflation affect staffing budget and wage expectations. The presence of a high level of competition in London market.

	Environmental
	Greater attention to environmental friendly cleaning procedures and green facilities. Incentive on reducing wastes and usage of green products.

	Political
	Housekeeping staff is influenced by the immigration policies. Employment standards local government regulations.

	Legal
	Adherence to the health and safety legislation; GDPR when it comes to the handling of guest data within the feedback systems.

	Ethical
	Demand of fair working conditions, equal treatment of employees and open methods of complaints handling.

	Demographic
	Population ageing of the older members of staff; high turnover of younger staff; growing diversity.



Table 1: STEEPLED analysis (Source: Author)
Political: Immigration policies directly affect the functioning of housekeeping operations since it determines the supply of labour, particularly the diverse workforce in London. Local governments enforce norms of employment and employee protection, which impact the hiring, treatment, and compensation of employees (Cobanoglu et al., 2021). The fluctuations of these political factors can affect the stability of the staff, raise the level of compliance and modify the cost structure of housekeeping services in general.
Legal: In housekeeping, the most important aspect is legal compliance, specifically adherence to health and safety laws that ensure cleanliness for guests and safe working conditions for staff (Widiastini et al., 2024). Moreover, the department should comply with GDPR in terms of managing guests' feedback and personal data, which requires safe data management procedures. The non-observance of these legal conditions may lead to punishment and image loss.
Ethical: The department is under pressure to offer a decent working environment, equal treatment, and proper mechanisms for addressing complaints among all workers. The ethical factors involve avoiding discrimination, safe workloads, and a culture of respect in the workplace. High ethical principles do not only boost the morale and retention of the staff but also better the image of the hotel as a responsible employer (Anwar et al., 2024).
Demographic: The ageing of older housekeeping employees hinders productivity, while high turnover among younger employees disrupts teamwork. The increased diversity in the department needs special training and management strategies to reduce the generational and cultural differences (Kim and Chung, 2022). Adjusting to these demographic trends will be necessary to maintain an effective and steady housekeeping team.
[bookmark: _Toc201064850]3.4 SWOT analysis
A SWOT analysis for Hilton London Metropole is given on the following:
Strengths: Among the greatest advantages, the high visibility of Hilton London Metropole and its great brand reputation should be mentioned, as they are local and international strengths. This position entails a steady stream of visitors and enables the hotel to charge high prices (Hassan and Eassa, 2025). The hotel is also strategically located in London and has a large number of rooms; this makes it one of the best hotels to be used by tourists and conference organisers, which guarantees high occupancy rates and a wide range of clients (Wilson, 2025). The housekeeping staff has access to the long-established training resources of Hilton and tools that help to operate the facility, which keeps the team up to date with the industry standards and best practices. 
Weaknesses: There are also significant internal weaknesses of the department. Due to the variation of housekeeping standards, guest satisfaction has been varying, which means that the uniformity in service delivery is absent (Cesarotti and Spada, 2009). When there are high occupancies, the team experiences some delays in room turnaround which directly affects the experience and efficiency of the operations (Truong et al., 2020). Although Hilton has available resources, a lack of staff training and internal communication can be identified, leading to misunderstandings and inconsistent implementation of responsibilities. 
	Strengths
	Weaknesses

	Robust brand reputation and significant visibility.
	Erratic housekeeping standards.

	Prime location and substantial room capacity.
	Prolonged delays in room turnover during high-demand periods.

	Access to Hilton's educational resources and operational instruments.
	Deficiencies in personnel training and communication.

	Favourable guest evaluations regarding staff amiability.
	Inadequate utilisation of digital management systems.

	Routine enhancements and refurbishments of the facility.
	Elevated employee attrition and limited resources.

	Opportunities
	Threats

	Implementation of sophisticated housekeeping technologies.
	Fierce rivalry from contemporary or boutique hotels.

	Augmented sustainability initiatives.
	Increasing labour expenses and workforce deficiencies.

	Collaborations for employee training and development.
	Adverse online evaluations impacting reputation.

	Utilising feedback for ongoing enhancement.
	Modifications in immigration policy affecting workforce accessibility.



Table 2: SWOT analysis (Source: Author)
Opportunities: There are a number of opportunities that offer scope for the department's growth and advancement. Using the new technologies of housekeeping, like automated management systems of tasks and online inventory solutions, may improve efficiency and uniformity (Lai et al., 2023). Engaging in sustainability efforts, such as green cleaning, is becoming increasingly feasible and will attract environmentally conscious guests while aligning with the broader corporate responsibility agenda (Zhou et al., 2025). Collaboration with the local training providers or educational institutions will increase the staff's skill level and contribute to their professional development, filling the training gap (Jogarao, 2024). The department can conduct continuous improvement initiatives by actively using the feedback and reviews analytics, which will result in long-term improvements in the quality of services.
Threats: The department faces several external threats that it must address. The very competitive London hospitality industry comprises newer or boutique hotels which can present innovative services or personal experiences (Zhou et al., 2025). An increase in labour costs and a shortage of staff that have been worsened by economic factors and the changes in the policy of immigration pose a threat to the hotel's retention and attraction of qualified housekeeping staff. Without responding to negative online reviews, reputation can be undermined, and bookings will be affected. Alterations in government regulations, particularly those that influence the supply of a diverse workforce, may interfere with the stability of operations and service delivery.
[bookmark: _Toc201064851]3.5 TOWS Analysis
The TOWS matrix, derived from the SWOT analysis, emphasises actionable strategies by correlating internal strengths and weaknesses with external opportunities and threats.
SO (Strengths-Opportunities) Strategies: The department can utilise Hilton's global training resources to expedite the adoption of new housekeeping technologies and sustainability (Bardukova, 2023). Staff will be fully prepared not only to know but also to be skilled in the use of new digital management systems and green cleaning procedures. These improvements will spur operational performance, meet contemporary guest requirements, and help the hotel achieve its environmental goals (Baquero, 2022). The department will be able to establish a culture of continuous improvement by leveraging positive guest feedback and the intrinsic motivation of employees. 
WO (Weaknesses-Opportunities) Strategies: The lack of training and communication can be improved with the help of establishing relationships with the local training providers and educational institutions (Parvez et al., 2025). With a commitment to continuous professional development, the department can train employees, minimise randomness, and create a culture of sharing best practices (Tiwari et al., 2022). Improving technological infrastructure is another opportunity; the introduction of digital task management tools will also contribute to solving the problem of operational inefficiency and a reduction in human error. 
	SO (Strengths-Opportunities)
	WO (Weaknesses-Opportunities)

	Utilise Hilton’s worldwide training to improve the implementation of advanced housekeeping technologies and sustainability initiatives.
	Train and communicate gaps by collaborating with the local training providers and implementing new staff development programs.

	Leverage favourable guest feedback and employee motivation to facilitate ongoing enhancement and trial innovative cleaning technologies.
	Make technology upgrades to reduce operation and solve inefficiencies.

	ST (Strengths-Threats)
	WT (Weaknesses-Threats)

	Enhance brand image by being responsive to bad reviews and engaging in facility improvements.
	Minimize the use of manual operations by automating housekeeping operations to reduce risk on labor shortage and costs.

	Ensure high central location advantage to attract partnerships and resources to recruit staffs in a competitive labor market.
	Create an effective feedback system that will ensure that any concerns raised by guests are responded to in time before any damage is caused to the reputation.



Table 3: TOWS Analysis (Source: Author)
ST (Strengths-Threats) Strategies: To protect against the outside menace, the hotel shall undertake an aggressive strategy of promoting its brand image by reacting swiftly to negative feedback and highlighting the recent facility improvements (Zhang et al., 2024). The hotel can utilise proactive communication to protect its market position and maintain the trust of its guests. Additionally, the centralised location can leverage local partnerships, particularly in recruitment and resource sharing (Arceta et al., 2022). This is important in a competitive labour market where staff shortages and cost increases are a threat to the operations. Development of relationships with local colleges or employment agencies will provide a continuous source of talent (Sheoran, 2025).
WT (Weaknesses-Threats) Strategies: Diverting the department away from manual operations by automating housekeeping operations will offset the risks of staffing shortages and increasing labour expenses (Neog, 2021). Data-driven management and automation can help increase consistency and minimise vulnerabilities in operations. It is also crucial to have a strong, real-time feedback loop in place; with the help of it, the department will be able to detect and eliminate the negative effects of the minor lapses in service delivery before they can evolve into a reputation-destroying event (Al-Hyari et al., 2023).
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[bookmark: _Toc201064853]4.1 Implementation of Digital Housekeeping Management Systems
The most important and, by far, the most revolutionary suggestion is to implement a digital housekeeping management tool in full, i.e., to use Hilton's own OnQ Housekeeping or other popular industry tools like HotSOS or Optii Solutions. At present, the Housekeeping Department has to deal with old or half-baked digital solutions, which causes inefficiencies, miscommunication, and challenges in measuring performance indicators (Putra et al., 2022). A well-developed and comprehensive system will allow the hotel to automate the process of task distribution, offer real-time information about room status, and maintain open communication between housekeeping, front office, and maintenance departments. In the case of a large property with more than 1,000 rooms and a high turnover of events, such a system will be more agile and consistent. 
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Figure 1: Digital Housekeeping Management Systems (Putra et al., 2022)
The implementation process must start by piloting the change, preferably within a section or a floor of the hotel. This will enable any problems to be resolved prior to the system being scaled up to the whole property. Every employee, including those who are supervisors and managers, will need to be extensively trained, both on using the software and on how new working processes will affect their everyday activities (Chatterjee, 2022). Software licensing, initial training, and IT support are estimated to be about £38,000-£48,000 per annum, which is a reasonable investment considering that the number of labour inefficiencies is expected to reduce and the level of satisfaction for the guests will increase (Ghosh, 2023a). The success should be evaluated with the help of well-monitored key performance indicators, including average turnaround time, the quantity of tasks that were missed, and the satisfaction of guests regarding the cleanliness and general experience of staying in the rooms.
[bookmark: _Toc201064854]4.2 Comprehensive Staff Training and Development Programme
[image: ]
Figure 2: Staff Training and Development Programme (Dodu et al., 2021)
The problem of non-conformance and poor performance needs to be solved by creating an efficient long-term training and development plan for housekeeping employees. The programme must address the service standards, cultural competence, technology usage and sustainability practices (Dodu et al., 2021). The hotel must also provide frequent workshops and language assistance to their staff that are not native English speakers in collaboration with local colleges or professional trainers because communication problems have been shown to be one of the major obstacles to providing consistent (Sharma et al., 2023). 
An incentive system must be implemented to support the involvement, appreciation, and continuous development in the event of excellent performance. The cost of this programme, which is expected to be around £20,000 a year, would be spent on professional training, course materials, and rewards of incentives. This forward-looking attitude to employee development will develop a better-skilled, engaged and loyal workforce (Bhatnagar and Nim, 2019). It will lead to a more uniform service delivery, increased staff morale and reduced staff turnover, leading to an increased guest experience (Choy et al., 2021). 
[bookmark: _Toc201064855]4.3 Review and Restructure of Housekeeping Staffing Model
Another vital suggestion is a critical review and consequent restructuring of the existing model of staffing in the Housekeeping Department. The first step in this initiative should be the thorough workload analysis based on the data collected by the new digital management system. The aim is to make sure that staffing is as close as possible to the real-time demand, which depends on occupancy and event schedules and seasonality (Kusuma et al., 2022). The hotel should implement a flexible and shift-based schedule that would enable a stronger alignment of the staff availability with the operation requirements, as well as the accommodating of a wide workforce with varied personal situations (Colaco, 2024). 
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Figure 3: Housekeeping Staffing Model (Colaco, 2024)
The department can also offer flexible schedules such as part-time work or split shifts to make this department more appealing to a wider pool of employees, which will help address the issues of recruitment. Notably, management should always consult the staff before any changes of schedules are made so that new rotas are not only fair but productive (Dar et al., 2021). The financial implication is minimal and mostly administrative and is projected to be approximately £3,000 per annum in shift management software and procedures. The expected advantages are the improvement of staff efficiency, job satisfaction, a quicker preparation of rooms, and reduced overtime expenses. 
[bookmark: _Toc201064856]4.4 Enhanced Staff Communication and Feedback Mechanisms
The hotel needs to set up formal, regular communication channels with staff and allow employees to provide feedback in order to develop a culture of continuous improvement and make sure that operational issues are detected and solved before they become a problem (Thoriq et al., 2024). Team meetings should be established whereby the staff members can express their concerns, give suggestions and be informed of the changes within the department on a monthly basis. Moreover, a digital suggestion box will be introduced, which will help employees to be more open and candid since they can remain anonymous. 
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Figure 4: Staff Communication and Feedback Loop (Szende et al., 2021)
The financial investment of these measures is modest, as most of the expenses are based on the time spent during meetings and a relatively small investment in digital tools, which can be estimated at 1,000 a year. The effect of enhanced communication is tremendous. It results in better morale, quicker discovery of possible problems, and a feeling of empowerment on the part of employees (Srivastava and Tyagi, 2024). The management should be responsive, meaning responding to the suggestions and reporting on what has been done. The success of such efforts must be measured by employee surveys, attendance of meetings and the rate at which issues raised are addressed.
[bookmark: _Toc201064857]4.5 Sustainability and “Green” Housekeeping Practices
The Housekeeping Department ought to speed up the introduction of sustainable and environmentally friendly practices in accordance with the expectations of the guests and corporate responsibility targets of Hilton (Szende et al., 2021). This includes using environmentally friendly cleaning materials, cutting down on single-use plastics, and creating linen and towel reuse programmes in the hotels. The suppliers who provide biodegradable or sustainable products should be given priority by the procurement as staff is trained on green cleaning and waste reduction (Abdel‐Hamid et al., 2022). Although certain environmentally friendly products might be more expensive initially, usually 10-15 per cent more than the traditional products, this is usually countered by the savings in the long run due to less usage of water, energy and disposable items. 
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Figure 5: “Green” Housekeeping Practices (Abdel‐Hamid et al., 2022)
The net year-on-year increment is estimated to be between £7,000 and £12,000. The operational and reputational gains of being green are quite high. It not only increases the attraction of the hotel to environmentally conscious customers but also benefits the wellbeing of the staff and the community at large (Srivastava and Tyagi, 2024). The effect of these practices can be quantified by monitoring the resources consumed, the involvement of the guests in linen/towel programmes and evaluating the guest feedback on sustainability through the comments and reviews.
[bookmark: _Toc201064858]4.6 Targeted Recruitment and Retention Initiatives
[image: ]
Figure 6: Targeted Recruitment and Retention (Abdel‐Hamid et al., 2022)
With the competitive nature of the London labour market, the hotel needs to take the initiative of attracting and retaining quality housekeeping staff. An increase in recruitment activities must involve participation in local job fairs, online recruitment, and the formation of relationships with the local colleges and training programmes (Abdel‐Hamid et al., 2022). A staff referral bonus will also be introduced to encourage the current employees to refer the right candidates to create a team that is both competent and fits well in the existing culture. There should be an employee recognition and reward system such as that of the employee of the month award, small bonuses or holidays off to reward high performance and dedication. 
It is projected that the annual expenditure on such initiatives is between 8000 and 12000 pounds, which includes recruitment activities, referral bonuses, and staff rewards. The improved recruitment and retention shall lead to a more stable, experienced, and motivated housekeeping team that will lead to a decrease in turnover and the recruitment costs (Szende et al., 2021). The decline in vacancy rates, increased staff satisfaction, and a decrease in the overall recruitment costs will be the main success indicators.
[bookmark: _Toc201064859]4.7 Change Management Strategy
These recommendations will need to be carried out with great attention to change management so that the staff is not only ready but also comfortable with the new modes of work. Change is not always comfortable, and it is natural to resist, so the process should be open and well-organised (Szende et al., 2021). The first one is to explain the causes of the changes in an open and obvious manner. The management is expected to describe how the recommendations will complement the values and strategic goals of the hotel and the direct value to the employees and customers. 
This communication must be continuous, and it must make use of staff meetings, electronic communications, and personal communication. The appointment of change champions who are trusted and respected individuals in the team of the Housekeeping Department could help bring the staff closer to the transition and have someone to ask questions and express their concerns to. It is also essential to have active involvement of the staff in the process (Abdel‐Hamid et al., 2022). The management can encourage a feeling of ownership and cooperation by inviting the working force to engage in pilot programmes, comment on the suggested changes, and share their knowledge. 
The introduction of new digital systems or processes should be accompanied by special training, which can be held at different levels of knowledge of technology. Continued assistance, such as individual coaching, virtual materials, and peer-to-peer mentoring, must be easily accessible, especially at the transition period. Resistance to change should be handled with a lot of patience and understanding (Szende et al., 2021). The management ought to promote open discussions and anonymous surveys in which the personnel are allowed to air their grievances. As much as possible, valid feedback must be included in the change plan. 
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An action plan is attached following: 
	No
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent housekeeping standards and delays in room turnover.
	Establish a digital housekeeping management system and standardise the workflow, incorporating extensive staff training. The introduction of a powerful digital housekeeping management system, the unification of work processes, and the provision of a high level of personnel training are critical steps to maintaining a high level of cleanliness, rapid room turnover, smooth communication within the department, and increasing customer satisfaction Szende et al., 2021). 
	Enhanced consistency and efficiency in room preparedness, increased guest satisfaction, and a reduction in complaints regarding cleanliness or delays.
	4 months
	31/10/2025
	£38,000 (year 1, including software and training)

	2
	Elevated employee turnover and diminished morale.
	Initiate continuous training, employee recognition initiatives, and adaptable scheduling; establish staff feedback mechanisms. It is suggested that a constant training program, in addition to staff recognition programs, flexible shift planning, and frequent feedback systems, will reduce turnover, boost morale, increase engagement, and ensure a solid, experienced housekeeping staff (Szende et al., 2021). 
	Reduced turnover, enhanced morale and engagement, and a more experienced and stable team.
	6 months
	31/12/2025
	£20,000 (annual training, incentives)

	3
	Inadequate utilisation of sustainable practices.
	Transition to environmentally sustainable cleaning agents and advocate for a linen and towel reuse initiative. The introduction of eco-friendly cleaning products, a guest linen and towel reuse programme and intensive training of the staff in sustainable practices enhance the environmental record of the hotel and save money spent on operations (Abdel‐Hamid et al., 2022). 
	Improved sustainability reputation, resource cost reductions, favourable guest responses to eco-friendly initiatives.
	2 months (rollout)
	30/09/2025
	£10,000 (initial procurement)

	4
	Challenges in recruitment and a deficiency of qualified personnel.
	Augment recruitment marketing, initiate referral bonuses, and collaborate with local colleges. Moreover, improved recruitment marketing, referral bonuses for the existing employees, and collaborations with local colleges and training organisations help to attract, hire, and retain talented housekeeping employees, reducing the vacancy rates (Kusuma et al., 2022). 
	An expanded, more competent applicant pool; diminished vacancy rates and recruitment expenses.
	5 months
	30/11/2025
	£10,000 (recruitment, bonuses)

	5
	Inadequate internal communication and restricted feedback.
	Implement monthly team meetings, digital suggestion platforms, and transparent feedback mechanisms. Open communication is facilitated by monthly team meetings, the implementation of digital suggestion boxes, and the creation of transparent feedback and follow-up procedures, which raise staff engagement and create a culture of constant improvement in operations (Kusuma et al., 2022).
	Enhanced problem-solving, increased employee engagement, and a culture of perpetual improvement.
	1 month (start), ongoing
	31/08/2025 (first review)
	£1,000 (digital tools, annual)





[bookmark: _Toc201064861]6. Conclusion
This consultancy report to the Housekeeping Department of Hilton London Metropole consists of the detailed analysis of the problems which the department experience in its operations, and the possible suggestions on how the operations could be bettered. With the help of the in-depth analysis, it has become obvious that the reputation of the hotel as a place of excellence is now under the threat of a series of interconnected problems, and the most significant ones are the lack of consistency in housekeeping standards, slow room turnover rates, high employee turnover rates, gaps in training, and ineffective use of technological tools. Although not exclusive to a large and busy London hotel, these factors are of special concern to Hilton London Metropole, as it is large, has an international clientele, and has high expectations to meet due to the Hilton brand.
The research showed that operational inefficiencies and discrepancies in the housekeeping department have affected the guest satisfaction scores, particularly the ones that concern cleanliness and room readiness. Feedback systems have existed but have not in all cases turned into actual actions, and employee morale has been low due to high workloads and little appreciation. The report also found that modernisation of work practices by adopting digital management systems and inculcating a culture of sustainability in the day-to-day housekeeping activities was necessary. Competitiveness of the London labour market and continuous demographic changes introduce another level of difficulty, and new approaches to recruitment, training, and retention are required.
The report proposes a definite package of recommendations to overcome these challenges. These are the implementations of a sophisticated digital housekeeping management system to facilitate the ease of task assignment and communication, the installation of a staff training and development programme, and staffing models' re-evaluation and rearrangement to better fit the operational need. Moreover, the efforts to improve the in-house communication, reward and recognise the staff efforts, and implement sustainable housekeeping are given priorities. Active recruitment and retention policies are also given as suggestions to ensure that Hilton London Metropole is competitive in terms of attracting and retaining skilled housekeeping personnel. To every recommendation, a feasible timeframe of implementation, a well-defined result set and a keen pricing issue have been related, making sure that solutions are not only feasible but also reasonable to a property of this magnitude.
In the report, it is stressed that change management will be critical to successful implementation. Employees should be involved, educated, and assisted in the transition and should have clear channels of communication, frequent chances to give feedback and effective training programmes. An organised process for monitoring and evaluating success – based on key performance indicators like guest satisfaction scores, staff retention rates and operation measures – will make sure that progress is monitored and corrections are done where needed.
Lastly, I would also like to take this opportunity to express my sincere gratitude to the management and staff of Hilton London Metropole for their openness, cooperation and commitment in this consultancy project. I have been honoured to work with a highly committed team, and I am sure that the results and suggestions presented in this report will become a great asset for future reference and action. In the event that additional support or follow-up consultancy is needed, AZ Consultancy Firm is at your full disposal, and we are eager to continue working with you in the quest to achieve operational excellence.
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