[image: ]
2 | Page


 


Module Title: PLACEMENT RESEARCH PROJECT
Module code: BMIH6008
TITLE: MANAGING GUEST SERVICE OPERATIONS AT CARDIFF MARRIOTT HOTEL






STUDENT NAME: KALLE DITOU
STUDENT ID: 2029083



MODULE LEAD: KATHRYN FLYNN
WORDCOUNT: 7976

Declaration
I confirm that I have not used any AI tools in the research and creation of this assignment and have not presented any AI-generated materials as my own work. I am certain that I did have copies of my drafts, notes and other materials that I made use of, which I can be requested to produce in evidence.






















Acknowledgement
I would like to give credit to my supervisor, Kathryn Flynn, for her help and encouragement, as well as positive feedback. It was indeed quite useful to me in this project. Furthermore, I would like to say that the management and the staff of the hotel, Cardiff Marriott, were very cooperative and supportive in my placement. Their assistance was highly essential to me in obtaining the latest market knowledge regarding this research.
My family and friends will also deserve my gratitude. They were quite tolerant, helpful and encouraging during my period of need in my schooling. Finally, I owe the University of Wales Trinity Saint David a high degree of professional development and research, as its learning environment has been helpful in my professional development.































Abstract
This research project is about the management of the guest service operations at Cardiff Marriott Hotel. The research, however, is more detailed on the operations of housekeeping how the department has grown to become critical in guest satisfaction, service delivery, teamwork, communication, and problem-solving due to the latest innovations. Furthermore, my placement experience and the data provided by the literature have turned this study into my discovery of the effective role of the housekeeping department in meeting the global standards of service offered by the Marriott chain and in improving the overall satisfaction of the hotel guests.
The main objective of the study is to discuss the ways in which effective housekeeping strategies enhance quality service delivery and customer satisfaction in a dynamic hospitality environment. This research aims at learning the housekeeping practices and requirements, enhance the inter-departmental interaction and collaboration, and find the appropriate strategies for solving the problems in the management of the issues related to guests. The reason behind this research is the identification that housekeeping is a sensitive field of operations where the service quality and customer perception are directly established, which affect the brand reputation and customer loyalty.
The philosophy of this article is an interpretivist, inductive reasoning and the case study of the Cardiff Marriott Hotel. It is purely a qualitative secondary data based on the information provided in the academic journals, management reports, and industry reports. They enable the application of thematic analysis to identify the prevalent patterns and themes of guest satisfaction, communication, teamwork, and innovation in housekeeping practices.
The findings reveal that these themes are not isolated, but in most scenarios, they are intertwined. As an example, when speaking about customer satisfaction, people tend to refer to cleanliness and comfort as the primary factors, which are consistent with the results of the survey and the corporate expectations of Marriott. In the same manner, effective communication and cooperation among other departments, including the front office, maintenance, or food and beverage, have enabled the housekeeping teams to become more effective in their operations. They have been in a position to reduce the number of complaints made by guests to a large extent.
Staff training and constant development are also vital aspects of offering quality services and increasing staff morale. In addition, the Marriott culture of Spirit to serve is highly emphasised during staff training and is not only exemplified in the performance of staff but also in the customer service.
The paper compares past research on service quality and organisational behaviour with the fact that effective housekeeping is crucial to guest satisfaction and the success of the Cardiff Marriott Hotel. Nonetheless, there is still a work balance concern, long-term motivation and seamless integration of technology. Cultural promotion of interdepartmental communication, performance-based rewards, staff training and computerised monitoring of tasks can elevate efficiency and better the treatment of the guest, and this will provide the hotel with a competitive advantage.
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[bookmark: _Toc213156119]Chapter 1: Introduction
[bookmark: _Toc213156120]1.1 Background and Context
Hospitality is based on a customer-focused strategy, and the quality of the service determines the success of the business and the satisfaction of the guests. The efficiency of guest service operations in hotels is defined by housekeeping as the 'heart of the hotel', which keeps the areas clean and generally responds promptly to guests' needs. This paper will discuss the Cardiff Marriott Hotel, a four-star Marriott International establishment situated near Cardiff city centre, catering to both business and leisure visitors. Hospitality and tourism are significant to the world's economies, particularly in terms of economic recovery and employment (World Travel & Tourism Council (WTTC), 2024). 
The hotel demonstrates Marriott's commitment to safety, quality, and service (Tourism Alliance, 2023; Marriott International, 2024). Being placed in housekeeping demonstrated that proper management, teamwork and effective communication help guests to be satisfied and that the philosophy of the British Hospitality Association (BHA) was applied through the Spirit to Serve (British Hospitality Association (BHA), 2023).
[bookmark: _Toc213156121]1.2 Research Aim and Objectives
This research will be aimed at assessing the effectiveness of housekeeping activities in Cardiff Marriott Hotel as they improve guest satisfaction, service quality, communication, teamwork and problem-solving.
The following objectives influence the study:
1. To gain knowledge about housekeeping standards and practices through an overview of Marriott brand rules and witnessing daily activities during my placement, and to obtain a positive knowledge increase in three months.
2. To enhance communication and collaborative efforts through active participation in interaction with the housekeeping personnel, supervisors, and other departments, and to show improved collaboration skills at the conclusion of the placement.
3. To build problem-solving strengths when dealing with issues concerning guests by examining at least three actual cases in the course of placement and considering reactions to attain increased confidence and efficiency before the end of the project.
[bookmark: _Toc213156122]1.3 Research Rationale
Housekeeping, interdepartmental communication, and the timely resolution of service problems have a significant impact on the performance of service to guests in full-service hotels. Repeat operational frictions (e.g., variable room readiness times at peak occupancy and imbalanced cross-shift handovers) were identified during placement at Cardiff Marriott to be associated with fluctuations in guest feedback. It is essential to address these micro-breakdowns at the strategic level. There are a few four-star hotels in Cardiff, and even slight differences in perceived reliability and responsiveness can undermine the intention to repeat and online ratings. The current project, therefore, investigates the potential of housekeeping-focused practices that are enhanced by teamworking routines and communication tools to improve perceived service quality and guest satisfaction, while maintaining Marriott brand standards. The results will provide practical suggestions to the local operating environment of Cardiff Marriott (e.g., the frequency of shift briefing, the visual room-ready-to-service control, service-recovery antecedents) and contribute to the literature by demonstrating the applicability of traditional service-quality and motivation theories in the present context of industry expectations (post-pandemic hygiene salience; technology-mediated demands). The reasoning aligns with module outcomes because it integrates critical literature and evidence obtained through placements to generate contextualised enhancements, which are justified. 
[bookmark: _Toc213156123]1.4 Timescale
As indicated in the project plan, the investigation commences at the onset of my placement at the Cardiff Marriott Hotel up until the reporting of the investigation results and involves a full housekeeping cycle with its seasonal fluctuations in occupancy, workforce and demands of the guests.
[bookmark: _Toc213156124]1.5 Research Project Benefits
This project offers users numerous advantages in both academic and professional fields.
1. Gain a deeper understanding of housekeeping operations and their direct impact on guest satisfaction and service quality.
2. Improve communication, teamwork, and collaboration skills within a busy hospitality environment.
3. Develop practical problem-solving strategies for addressing guest-related concerns effectively, measurable through reflective analysis and case examples.
[bookmark: _Toc213156125]1.6 Structure of the Dissertation
This dissertation consists of five chapters: The first chapter presents the background, goals, and reasons; the second chapter discusses the critical literature review; the third chapter describes the interpretivist qualitative methodology; the fourth chapter presents the analysis of findings for guest service and housekeeping; and the fifth chapter summarises the main ideas and implications for Cardiff Marriott Hotel Service improvement as well as further investigation in practice.
[bookmark: _Toc213156126]Chapter 2: Literature Review
[bookmark: _Toc213156127]2.1 Introduction
The guest service operations form the centre of hospitality management because the quality of service, the performance of employees, and the favourable reaction of guests define the competitive advantage of a hotel (Kotler, 2022). Housekeeping is one of the most influential departments because it influences both physical and emotional views of the guests (Baum et al., 2020). This is a critical literature review on past research on the management of guest service, focusing on housekeeping, communication, teamwork, technology, and innovation. It gives a theoretical background on service quality and satisfaction at the Cardiff Marriott Hotel and also reveals modern issues in the industry (Mintel, 2025; VisitBritain, 2024; British Hospitality Association (BHA), 2023). Statista (2024) documents that the luxury hospitality market in the world is growing at an extremely high rate, indicating that consumers want to experience high-quality services.
[bookmark: _Toc213156128]2.2 Hotels Customer Satisfaction and Service Quality.
Service satisfaction is the emotional reaction of the customer to the service performance in comparison to the expectations (Parasuraman, Zeithaml and Berry, 1988; Finn and Lamb Jr, 1991). The SERVQUAL model has continued to dominate the studies in the field of hospitality by addressing five dimensions, namely, reliability, responsiveness, assurance, empathy, and tangibles (YILMAZ, 2009). At full-service hotels such as the Marriott, interdepartmental coordination, particularly between the housekeeping, front office and maintenance, is the source of satisfaction.
Cleanliness has always been among the most significant factors of satisfaction, loyalty (Zhong and Moon, 2020; Sulek and Hensley, 2004; Etemad‐Sajadi and Rizzuto, 2013; Gupta, McLaughlin and Gomez, 2007). On top of aesthetics, cleanliness guarantees safety and professionalism, which are increased by the COVID-19 pandemic (Chan, Gao and McGinley, 2021). Chan, Gao and McGinley (2021) believe that new demands of the guests need more stringent hygiene policies and the implementation of contactless technologies. Service recovery boosts satisfaction as well, where the Brilliant Hosting strategy by Marriott gives employees the ability to address guests right away (Cheng et al., 2018).
[bookmark: _Toc213156129]2.2a SERVQUAL and current guest expectations
The SERVQUAL framework posits five determinants—reliability, responsiveness, assurance, empathy, tangibles—as lenses for perceived service quality. In a housekeeping-led service chain, reliability (room readiness at promised time) and tangibles (cleanliness cues, amenities placement) directly shape first impressions, while responsiveness and assurance are enacted through swift cross-department coordination and confident communication during service recovery. Post-pandemic salience of hygiene has elevated tangibles and assurance in guest heuristics; thus, consistent visible standards and transparent protocols (e.g., signed room-readiness tags, QR access to cleaning checklists) can lift perceived quality. Organising later Findings under these five dimensions enables explicit theory–evidence alignment and supports Cardiff Marriott’s brand standards emphasis. 
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Figure 1: SERVQUAL dimensions applied to Cardiff Marriott housekeeping touchpoints (Self-Developed).
[bookmark: _Toc213156130]2.3 Needs and Wants: Maslow’s hierarchy
Maslow distinguishes foundational needs (safety, physiological comfort) from higher order wants (esteem, belonging) (Barnes, 2000). In hotel stays, baseline expectations (quiet, cleanliness, functioning fixtures) must be met before guests notice experiential flourishes. Housekeeping primarily contributes to addressing deficiency needs (safety/cleanliness), enabling front-of-house interactions to meet growth needs (recognition). Relating Chapter 4 results to this hierarchy clarifies why lapses in core cleanliness outweigh compensatory gestures: unmet needs dominate evaluation. 
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Figure 2: Mapping housekeeping outputs to Maslow’s hierarchy in pyramid form (Self-Developed).
[bookmark: _Toc213156131]2.4 Guest Service Operations- Communication and Teamwork.
Teamwork and communication are essential in the normal running of the hotel (Duarte and Silva, 2023). Housekeeping is an interface between the front office, maintenance and management. Ariffin and Maghzi (2012) discovered that the guest complaints were mostly a result of poor communication, especially in the delays in the room readiness.
In Cardiff Marriott, the cooperation is more aggressive in the peak seasons. The findings of the studies by Lashley (2015), Pezzotti (2012), and Kralj and Solnet (2010) confirm that teamwork enhances performance and employee satisfaction. The briefings, electronic diaries and cross-departmental WhatsApp groups of the Marriott indicate good coordination practices. These attempts are supported by continuous training, which fosters common purposes and responsibility (Sadik, 2024; Hossin, 2024).
[bookmark: _Toc213156132]2.4a Teamworking & communication models: Tuckman, tools
Effective cross-shift coordination often follows Tuckman’s (1965) forming–storming–norming–performing cycle; routine briefings, clear roles, and shared visual controls accelerate norming and stabilise performance. For communication, simple clinical-inspired tools (e.g., SBAR: Situation, Background, Assessment, Recommendation) improve clarity in time-pressured interdepartmental calls (HK ↔ FOH ↔ Engineering). Embedding a 60-second SBAR script into HK–FOH escalations (e.g., late checkout + VIP EAR) reduces ambiguity and response variance. Using Tuckman (1965) and a standardised tool provides a mechanism to interpret Chapter 4 findings on teamwork quality and to design specific interventions for Cardiff Marriott.
[bookmark: _Toc213156133]2.5 Technological Innovation and Service Transformation.
Hotel operations are being transformed through digital transformation. Scheduling, mobile check-ins, and digital concierge have become more consistent and efficient based on AI (Das, 2023; Dudnyk, 2024; Jabeen, Al Zaidi and Al Dhaheri, 2021; Bharwani and Mathews, 2021). The Mobile Requests platform provides clients with an opportunity to order services in real time, and this feature increases the convenience of Marriott. Nonetheless, too much automation can undermine individual relationships (Ali, Amin and Cobanoglu, 2016; Ren et al., 2016). The best model that is evident in the operations of Marriott allows a balance of technological accuracy with genuine hospitality. HospitalityNet states that digital innovation remains a way of redefining efficiency and contact with guests in the hospitality industry (Lodging Analytics Research & Consulting, 2024; Saragat, 2025).
[bookmark: _Toc213156134]2.6 Problems of Housekeeping Operation Management.
Housekeeping is still a complicated task because it is labour-intensive and demands high expectations of the guests (Kusluvan, 2020). According to the literature, four key challenges are present:
1. Staff shortages and retention - The instability of the post-pandemic has increased recruitment and retention (Jiang and Wen, 2020; Gursoy and Chi, 2020; Mooney et al., 2024).
2. Stability in service quality- Lack of oversight will lead to the staff interpreting standards in different ways (Ali et al., 2020).
3. Cross-department coordination- There is a lack of coordination.
4. Sustainability - Hotels need to waste less and become environmentally friendly (Mensah, 2019).
Cardiff Marriott has the same problems. These issues can be eliminated by implementing standard operating procedures (SOPs), performance incentives, and recognition schemes (Jones et al., 2003; Gracia, Bakker and Grau, 2011; Sukhu et al., 2019).
[bookmark: _Toc213156135]2.6a Competition & best practice benchmarks
In Cardiff’s full-service set, competitive parity is established through visible hygiene standards, consistent room-readiness, and swift recovery. Best practices for HK-led guest service include: (i) Room-readiness “pull” boards with real-time status, 
(ii) two-stage inspection (self-check + supervisor spot-check) with defect tagging, 
(iii) service-recovery triggers (apology + amenity + follow-up within 15 minutes), 
(iv) micro-briefings at shift change with yesterday’s defects and today’s VIP/EAR list, and 
(v) daily dashboard (defects/100 rooms, on-time readiness %, recovery cycle time). 
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AI-generated content may be incorrect.]Comparison of the practices with the discussion will be used to identify the strengths of Cardiff Marriott in hygiene measures, micro-process benefits, including handover reliability.
Figure 3: Benchmark dashboard showing example housekeeping KPIs for Cardiff Marriott and best-practice targets (Self-Developed).
[bookmark: _Toc213156136]2.7 Post-COVID Operational Adjustments
Chan, Gao and McGinley (2021) assert that the pandemic has altered the normal operation of hotels. The use of digital technologies and very stringent hygiene requirements is one of the most drastic changes. Consistent with the arguments of Cheng et al. (2018), Alotaibi and Khan (2022), and Ntalakos et al. (2022), the new safety measures implemented by Marriott contribute to the development of the hotel industry as a service sector that meets customer expectations and can overcome crises.
Besides, the change has impacted how guests perceive the hotel: apparent hygiene and active dialogue are at the core of the trust that can be established (Kandampully, Solnet and Bilgihan, 2024). Marriott’s CleanStay initiatives indicate a shift, showing how global chains use university concepts to develop practical frameworks (American Hotel & Lodging Association (AHLA), 2022).
[bookmark: _Toc213156137]2.8 Summary and Identified Research Gap
Summarise that the literature highlights SERVQUAL dimensions, needs hierarchies, and team/communication mechanisms as levers of perceived quality; industry best practices translate these into measurable routines. The identified gap is a Cardiff-specific synthesis that connects housekeeping routines, cross-departmental communication, and recovery triggers to SERVQUAL outcomes under current expectations. This sets up the case-based findings.
[bookmark: _Toc213156138]Chapter 3: Methodology
[bookmark: _Toc213156139]3.1 Introduction
This part lays out the methodology that was employed in the research study project "Handling Guest Service Operations of Cardiff Marriott Hotel”. It also briefly describes the researcher's worldview, study design, data gathering methods, and data analysis techniques used to investigate how working management in the housekeeping department can yield customer satisfaction and quality of service (Denscombe, 2009). Consistent with the guidance from the Initial Ideas Form and Module Handbook (BMIH6008), this study applies a qualitative, interpretivist case study approach using secondary data sources.
[bookmark: _Toc213156140]3.2 Research philosophy- Interpretivism.
The philosophy used in this research is an interpretivist one, which dwells on the interpretation of human experiences and the meanings that people place on social realities (Bryman, 2008; Saunders, Lewis and Thornhill, 2012; Babbie and Edgerton, 2023; Elliot et al., 2016; Greener and Martelli, 2015). The Interpretivism approach is appropriate in this study since it examines the perceptions of the subject and service practices at Cardiff Marriott Hotel instead of producing statistics. To interpretivism, context and personal interpretation are important, unlike positivism, which aims at measurable results (Silverman, 2011; Ryan and Valverde, 2013). By adopting this method, it will be possible to investigate organisational culture, teamwork, communication and the quality of provided services in terms of experiences that are experienced during the hotel placement (Cottrell, 2011; Cottrell, 2014; Greetham, 2019).
[bookmark: _Toc213156141]3.3 Research Approach: Inductive
An inductive approach was taken, and theories could arise out of the observed experiences as opposed to preset models (Hussey and Hussey, 1997). This methodology is suitable because the research is based on qualitative data and placement observations to establish the patterns of common trends in the operations of guest service at Cardiff Marriott Hotel. According to Collis and Hussey (2014), inductive reasoning enables theory to be based on empirical observation, and this concept facilitates exploratory research, including studies of hospitality management. Induction is helpful in guiding exploratory research that is not focused on hypothesis testing but on gaining knowledge (Robson, 2016). Through literature analysis, industry reports, and organisational evidence, context-specific findings on successful service management have been made.
[bookmark: _Toc213156142]3.4 Research Design: Descriptive Case Study.
The case study design was a descriptive case study design, which was chosen to give a detailed analysis of Cardiff Marriott Hotel as a representative of worldwide hospitality management (Yin, 2003; Stake, 1995). The given design enables one to examine the complicated interdependence between housekeeping, staff communication and guest satisfaction (Veal, 2006; Smith, 2016). According to Yin (2003), case studies are appropriate in situations where there is a blurring between the context and the phenomenon of study, e.g. in the hospitality environment. The systematic service systems, international standards, and the multicultural workforce of Cardiff Marriott provide the perfect target of this study.
[bookmark: _Toc213156143]3.5 Observational Method (participant) 
In addition to secondary literature, this study employs a participant-observation approach during the placement at Cardiff Marriott (McGivern, 2006). Observation focused on housekeeping workflows (room assignment, cleaning/inspection, defect escalation), cross-department interactions (HK–FOH–Engineering), and guest-facing service-recovery episodes. Field notes were captured contemporaneously across early/late shifts and high-occupancy periods, then anonymised. This stance aligns with an interpretivist, inductive paradigm: meaning is derived from situated practices as enacted, as prescribed. Observations were coded thematically (reliability, responsiveness, assurance, tangibles, empathy; team development; communication clarity) to map onto the SERVQUAL and teamworking lenses defined in Chapter 2. Reflexivity logs were maintained to acknowledge the researcher’s dual role (staff member and observer) and to mitigate bias through bracketing and peer debrief with the supervisor. Ethical considerations included non-disclosure of guest identities and process anonymisation.
[bookmark: _Toc213156144]3.6 Data Analysis: Thematic Analysis.
According to Grbich (2007), Braun and Clarke (2019), and Pallant (2001), thematic analysis was used to extract the recurring themes in the data. This method fits in the perspective of Diamantopoulos and Schlegelmilch (1998), who emphasise the simplification and clarification of the data analysis procedure to improve the reliability of the qualitative results and their interpretations.
Four key themes emerged:
1. Hygiene and service level in guest satisfaction.
2. Housekeeping Communication and teamwork.
3. Motivation and consistency training and development.
4. Efficiency drivers: technology and innovation.
These themes were confirmed using academic sources and placement observations to achieve contextual reliability.
[bookmark: _Toc213156145]3.7 Ethical Considerations
The study complied with the ethics standards of the UWTSD, with no personal information or identifiable figures of employees or visitors. The reference to all the sources was associated with the Harvard referencing system, and Marriott sources were considered exclusively based on publicly available materials.
[bookmark: _Toc213156146]3.8 Limitations
Findings reflect a single-site case with context-specific practices; transferability beyond Cardiff Marriott requires caution. Participant-observer bias is possible (role duality may normalise issues or heighten sensitivities); reflexive journaling mitigates but cannot remove this risk. The absence of quantitative KPIs (e.g., rooms-ready on time %, defects/100 rooms) limits statistical generalisation; available dashboards were not systematically exported for analysis. Temporal constraints (placement window and draft timeline) may under-represent low-frequency incidents (e.g., major outages). Hawthorne effects could affect behaviour when teams were aware of observation. Literature coverage emphasised recent hospitality sources with some classical works; while aligned to assessment criteria, there remains the chance of missing niche sub-domains. These limitations are acknowledged in the interpretation of the results and in the framing of recommendations as context-tested but evidence-informed, rather than universally prescriptive. 
[bookmark: _Toc213156147]3.9 Summary
In general, the interpretivism approach, use of inductive reasoning, descriptive case study design, and thematic analysis serve as a powerful foundation for the comprehension of service management at Cardiff Marriott Hotel. This method bridges the gap between what the literature says and what is going on in practice, which provides an understanding of how housekeeping, communication, and service quality relate to each other to impact guest satisfaction.
[bookmark: _Toc213156148]Chapter 4: Findings and Discussion
[bookmark: _Toc213156149]4.1 Introduction
In this chapter, the results of the study regarding the management of guest service in Cardiff Marriott Hotel are revealed and discussed. The initial point of contact that can be discussed is the management of housekeeping that has been evaluated within the context of guest satisfaction, quality of service provided, teamwork and communication of operations. The conclusions are based on the secondary qualitative data, consisting of the academic journals, industry reports, and Marriott International publications, as well as an individual placement observation.
As a result of the thematic analysis, four major themes were identified, which summarise the processes through which Cardiff Marriott maintains service excellence:
1. The determinants of guest satisfaction are cleanliness and service quality.
2. Guest service operations, communication, and teamwork.
3. Staff development, motivation and training.
4. Service delivery technology and innovation.
The subsequent sections present the findings under each theme, followed by a critical discussion linking these insights with established hospitality theories and scholarly literature.
[bookmark: _Toc213156150]4.2 Findings
[bookmark: _Toc213156151][bookmark: _Hlk211961476]4.2.1 Theme 1: Cleanliness and Service Quality as Determinants of Guest Satisfaction
Findings on room-readiness and cleanliness are presented using SERVQUAL—reliability (readiness at promised time) and tangibles (visible standards). This keeps interpretation consistent with the literature (Chater 2), enabling direct comparison between observed practices (two-stage inspection, readiness tags) and guest expectations. Cleanliness was regularly mentioned as the major factor influencing guest satisfaction at Cardiff Marriott Hotel. During my time at my placement, it was evident to me daily that the housekeepers adhered to the Marriott Clean Matters quality standard worldwide. This standard emphasises cleanliness, consistency and presentation of the products offered in all hotels worldwide. Each individual guestroom was to be checked on three different occasions: first, cleaned by the room attendant; second, supervised by an entity to measure the quality of cleaning and general management of the guestroom; and finally, randomly checked by the Executive Housekeeper. The guest feedback forms and internet review summaries were favourable in all aspects of the cleanliness and ambience of the individual guest rooms (Gupta, McLaughlin and Gomez, 2007). Response speed and confidence during defects and recoveries are summarised under responsiveness and assurance, aligning incident notes (e.g., late-checkout conflicts) to theory-defined constructs for later discussion. Any lapses, even minor ones, such as rooms not being fully ready on time, were rectified through the service recovery system, as this attitude of “Brilliant Hosting” is apparent at Marriott hotels.
This corresponds with Chan, Gao and McGinley (2021), who suggested that post-pandemic hotel guests are evaluating hotels primarily based on cleanliness and the visible protocols required for cleanliness. In the same way, it was noted by Zhong and Moon (2020) that a customer's impression of a premise's cleanliness is an immediate indicator of the quality of service likely to be rendered and the trust placed in the cleanliness of the individual premise. The Cardiff Marriott case supports the research: visible hygiene efforts — hand sanitiser accessibility and the “CleanStay” sign — aided a sense of physical and psychological safety. Hygiene, both in the context in which it is used and through the writing, is compatible with the idea that hygiene is at the very centre of guest satisfaction, particularly at a time when the perceived cleanliness and safety of the hotel have a great effect on decision making in respect of bookings (Mensah, 2019; Baum et al., 2020; Ghaith et al., 2019). Hygiene, more specifically indexed in the Cardiff Marriott Hotel, was said to be a factor in guest satisfaction. Compliance with Marriott’s Clean Matters standard and extensive checking function ensured that the rooms were consistently maintained at a high level.
[bookmark: _Toc213156152]4.2.2 Theme 2: Communication and Teamwork in Guest Service Operations
Team dynamics are reported using Tuckman stages and an SBAR clarity check. Concrete observations (briefing quality, handover notes) are presented before interpreting them in 4.3. In my placement at the Cardiff Marriott, I found that effective communication, teamwork and interpersonal skills are central to smooth operations. Daily meetings between the housekeeping and front of house teams, supported by a digital housekeeping system, improved coordination, reduced delays and improved responses to the needs and special requests of guests. In addition, hand-held communication devices helped improve service and increase responsiveness, streamlining maintenance and ensuring effective accountability follow-through across all departments of hotel operations.
Not only was teamwork a part of the daily life of housekeeping, but collaboration was also the 'in' thing among departments such as food and beverage and engineering. Cooperation among the personnel was at a high level throughout the most hectic periods, thus representing the main feature of the “One Team, One Goal” value at Marriott. The enthusiasm for team play was among the factors that had a strong impact on service uniformity and the general mood of the staff.
These same operational conditions are also reflected in the studies by Kralj and Solnet (2010) and Sadik (2024), where the authors point out that communication networks and teamwork systems influence not only the dependability of service but also the engagement of employees. In accordance with Ariffin and Maghzi (2012), Cardiff Marriott is an example where staff engagement becomes customer satisfaction when interaction between staff is harmonised and open.
Effective communication and teamwork formed the basis of the successful operation of the Cardiff Marriott Hotel. Regular meetings, online coordination tools, and cross-departmental assistance were among the measures that led to a more integrated service culture. The collaboration of the personnel led to reduced waiting times, increased customer satisfaction, and improved staff morale. The hotel’s method of “One Team, One Goal”, as an integral part of teamwork and communication as the main factors of the hotel’s system of dependability and service quality, is reflected likewise in the several scientific papers that discuss the same topic in the field of hospitality management.
[bookmark: _Toc213156153]4.2.3 Theme 3: Staff Training, Motivation, and Performance Management
Another source identified the new staff training and motivation as major factors in maintaining service quality. Continuous professional development is achieved at Cardiff Marriott Hotel through the Marriott Global Learning Platform, which combines physical sessions with e-learning modules. Employee training and motivation in the Cardiff Marriott Hotel is key to ensuring the high standards of service. New hires go through formal onboarding programs and then go through a shadowing process with more senior attendants, facilitated by daily supervisory feedback and encouragement of mentorship. Professional development in the form of continuous learning is offered through the Marriott Global Learning Platform that combines face-to-face training and e-learning courses on cleaning, time management, and communication skills. The quarterly assessments regarding cleanliness, opinion of guests and collaboration also promote responsibility and development. 
This methodological strategy keeps the employees knowledgeable, motivated and in line with the hotel service promise of providing excellent services to its guests. Along with the Employee of the Month type of recognition, pride and retention may be fostered among staff, thus balancing intrinsic and extrinsic motivators. 
[bookmark: _Toc213156154]4.2.4 Theme 4: Technology and Innovation in Guest Service Delivery
Guest service and housekeeping have definitely benefited from technological advancements. Cardiff Marriott has implemented a combined digital housekeeping application that allows each task to be checked, and the room status can be updated in real-time. For example, the system sends out messages to supervisors when rooms are ready for inspection, allowing them to coordinate with the reception staff more quickly.
Moreover, the Marriott Mobile Guest Services App empowers guests to request housekeeping, get towels, or ask for other amenities all through their mobile phones. These digital tools are a manifestation of Marriott International’s pledge to customer delight through the customisation of services and productivity.
After staff initially found some digital transitions difficult to handle, they later appreciated the technology for the time it saved them. Extra training and a gradual introduction of technology, which management used to address this situation, align well with the findings of Ali, Amin and Cobanoglu (2016), who argue that the arrival of technology in the hotel industry should be followed by an adaptation of staff.
These developments are backed by literature, as the researchers Dudnyk (2024) and Das (2023) mention that hotels that embrace digital tools have fewer errors and enhanced accountability and morale among staff. On the same note, Jabeen, Al Zaidi and Al Dhaheri (2021) emphasise that technology has to be balanced by human interaction to maintain high customer relationships. Digital housekeeping systems and the Marriott Mobile Guest Services App have improved communication at Cardiff Marriott Hotel, minimised waiting time and allowed real-time coordination between departments. The innovations enable the personalisation of the service and the convenience of the guests. Even though there were some employees who had difficulties adapting to the digital changes, sustained training created confidence. The strategy of the hotel is a perfect example of the ways of using technology to make the hotel more accurate, yet still offer the personal touch, which is the heart of hospitality.
[bookmark: _Toc213156155]4.2.5 Summary of Findings
Guest services at the Cardiff Marriott Hotel are effectively managed through the following key practices:
· Cleanliness that is up to the strict standards and thus guaranteed guest trust and satisfaction.
· Good communications through which teamwork, efficiency and staff accountability have been promoted.
· Continuous staff engagement in training and recognition that contribute to the upholding of the spirit of work and the quality of the service offered.
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AI-generated content may be incorrect.]One of the aspects that characterises the commercial is the use of technology to facilitate the operations or to keep the interaction with the customers at a basic human level.







Figure 4: Four Major Themes Inferred on Thematic Analysis (Self-Developed)
[bookmark: _Toc213156156]4.3 Discussion
[bookmark: _Toc213156157]4.3.1 Dimensions Cleanliness, Perceived Quality, and SERVQUAL.
Guest satisfaction also includes cleanliness, which corresponds to SERVQUAL tangibles, reliability, and assurance (Parasuraman, Zeithaml and Berry, 1988). The renewed housekeeping speed enhances the perceived quality and reliability of the products and services provided at Cardiff Marriott, as it is responsive and consistently delivers high-quality services.
The CleanStay is a brand-based quality assurance concept that focuses on maintaining brand quality. The strategy implied by Chan, Gao, and McGinley (2021) and Kandampelly, Solnet, and Bilgihan (2024) is that post-pandemic guests perceive hygiene as a central service quality. As Baum et al. (2020) and Mensah (2019) demonstrate, cleanliness has transitioned to a competitive sub-topic, as guests expect it to be. At the Cardiff Marriott Hotel, the core of the SERVQUAL model harmonises satisfaction with the customer, security and loyalty of the customer. The CleanStay program has visual, strict and continuous standards. The guests will feel secure with the system and will understand that the hotel's hygiene is a major component of an enhanced service experience for them.
[bookmark: _Toc213156158]4.3.2 The Significance of Communication and Teamwork as Service Excellence Motivators.
The success of the accommodation department in Cardiff Marriott Hotel can be traced back to effective communication and teamwork that was realised due to close cooperative efforts. Interdepartmental interactions showed two recurrent patterns: (i) variability in shift-to-shift handovers, and (ii) inconsistent escalation phrasing for time-critical defects. Interpreted through Tuckman (1965), some day–late transitions remained in storming (role ambiguity, duplicate calls), whereas stable teams approached performing (shared mental models). Applying the SBAR tool reduced ambiguity in ad-hoc calls (Situation/Background succinctly stated; Recommendation explicit), which aligns with literature on structured communication improving service reliability. The practical implication is to formalise two artefacts: a 60-second SBAR script for HK–FOH escalations and a visual handover board capturing VIP/EAR, out-of-order rooms, and unresolved defects—both reinforcing SERVQUAL’s responsiveness/assurance dimensions for Cardiff Marriott.
[bookmark: _Toc213156159]4.3.3 Training, Motivation, and Organisational Learning
The culture of employees’ growth at Cardiff Marriott exemplifies a firm guided by the learning organisation concept (Senge, 1990), creating a setting where staff are perpetually engaged in personal development. The formal performance evaluation system and the Marriott Global Learning Platform serve as channels of communication that facilitate information exchange, leading to both personal and company growth.
A significant issue for transferring the theory into practice is, however, the determination of the motivational 'balance' which, according to Marriott, is the point of convergence with Herzberg’s terminology as follows: external rewards (reputation and job security) are 'in harmony' with internal motivators (personal growth and relationship) (Herzberg, Mausner and Snyderman, 1959). Such a combination makes the 'dedicated engagement', i.e. the 'in line' with Cheng et al. (2018), their findings on service recovery energy possible.
Veal (2006) and Marshall and Rossman (2014) emphasise the use of scenarios as the basis for their learning, an approach that can be seen in Marriott's post-pandemic training, which not only raises the staff's awareness but also their well-being. The regular training recaps during the internship period helped consolidate not only technical skills but also interpersonal skills. Cardiff Marriott encourages the development of the workforce through various channels, such as planned learning, performance appraisal, and recognition programs, thus motivating, localising, and raising the level of service to the organisation. Their employee-centred COVID-19 training primarily focused on employee welfare and continuous growth, which facilitated the establishment of a culture of support. Consequently, the organisation's performance has been prolonged, and staff retention has been achieved.
[bookmark: _Toc213156160]4.3.4 Technology as a Catalyst for Efficiency and Service Co-Creation
Cardiff Marriott has strategically implemented technology, significantly enhancing both the hotel’s internal operations and customer-facing interactions, thus serving as an excellent example of digital transformation. Technology is one of the ways to effectively co-create services, as demonstrated by Marriott's use of mobile applications that guests can use to start service requests. Although self-service by guests through apps is the most common instance of service co-creation in the literature, several researchers argue that technology should facilitate the interaction between the customer and the human part – the feature that guests appreciate the most, according to the results of studies by Ali et al. (2020) and Jabeen, Al Zaidi and Al Dhaheri (2021). The way Marriott handles customer recovery is a prime example of how the combination of technology and human force enhances its performance.
Moving to digital housekeeping systems aligns with the ideas presented by Dudnyk (2024) and Das (2023) that implementing smart technologies enhances employee effectiveness, provides instant communication access, and facilitates managerial decisions through data use. The hotel uses performance indicators and manages guest commentary to obtain the underlying intensities of strategic management operations - this is a discerning example of the service management models (Jones et al., 2003).
Through instant communication and personalised digital services, the technology at Cardiff Marriott significantly enhances customer relations and operational efficiency, aligning the hotel’s practices with the value co-creation model. 
[bookmark: _Toc213156161]4.3.5 Placement-Based Observations: Bridging Theory and Practice
The placement provided material through real-life examples and case studies to support the taught theory:
	Observation Label (Supervisor Area)
	Academic Correlation / Theory Link

	Housekeeping Approaches — Triple-check room process & Clean Matters standard
	Links to SOPs/quality assurance literature; service quality frameworks

	Staff Communications — Morning briefings improved communication flow
	Supports Sadik (2024) and Lashley (2015) on structured communication, enhancing coordination

	Training Methods — Supervisor feedback improved consistency.
	Matches Senge (1990) on constant learning

	Teamwork — Cross-department teamwork collaboration sped up service recovery Team
	Kralj and Solnet (2010), in terms of efficacy driven by teamwork

	Policies/Practices in Hotels – One of the factors which led to the reduced resistance
	In keeping with the findings of Ali et al. (2020) concerning the digitisation of adaptive processes


Table 1: Bridging Theory and Practice (Self-Developed)
The Cardiff Marriott is a clear example of management theory principles at work in an actual business. As shown, Tuckman’s (1965) teamwork theory and Herzberg, Mausner and Snyderman’s (1959) motivation theory were illustrated. Communication, collaboration, and responsiveness on the part of staff involve the conversion of managerial theory into practice and are reflected in service excellence.
Management Problem and Effects
While the Cardiff Marriott enjoys continuing success, it faces several operating problems that interfere with the efficient day-to-day running of the unit and the consistency of service delivery:
· Staff shortages during peak seasons have so impacted the hotel that it cannot continue to provide the same level of service at different times. Jiang and Wen (2020) have mentioned such a phenomenon while talking about post-pandemic labour difficulties in their papers.
· Ali et al. (2020) state that before the hotel can become digital, it must overcome several problems concerning digital work culture, especially those affecting its senior employees.
· Ignoring energy efficiency and waste management during the daily operation of an establishment indicates a disregard for the principles of sustainability, as it suggests a slip in the level of general environmental responsibility expected in all business operations (Cardiff Marriott Hotel, 2024). 
Implementation of such solutions will be associated with a strong focus on job security, efficient management of change, and the actions directed to the improvement of environmental sustainability (Jones et al., 2003; Kandampelly, Solnet and Bilgihan, 2024). Cardiff Marriott may be an efficient hotel that provides quality services and guarantees the satisfaction of guests in the long term by planning the workforce, training (digitally), and being environmentally responsible.
[bookmark: _Toc213156162]4.3.6 Motivation and Performance (Herzberg)
Observed recognition practices (e.g., peer shout-outs, “Employee of the Month”) map to Herzberg’s motivators (recognition, achievement), correlating with higher discretionary effort during peak occupancy (Herzberg, Mausner and Snyderman, 1959). Hygiene factors (staffing levels, equipment availability) occasionally constrained throughput, reinforcing Herzberg’s distinction: removing dissatisfiers prevents decline but does not create sustained motivation. Discussion therefore supports two strands: protecting hygiene factors (adequate trolley stock; preventive maintenance for vacuums) and systematising motivators (micro-coaching after room inspections; visible skill progression ladders). Together, these strengthen retention and quality, supporting Cardiff Marriott’s competitive stance.
[bookmark: _Toc213156163]4.3.7 Theoretical Integration
There are three theoretical frameworks that are relevant to Cardiff Marriott:
· SERVQUAL Model (Parasuraman, Zeithaml and Berry, 1988): Besides cleanliness, reliability, and responsiveness, all these features represent the core of service quality.
· Herzberg’s Motivation Theory (Herzberg, Mausner and Snyderman, 1959): Service elevation depends on motivation and recognition.
· Service Co-Creation Theory (Vargo and Lusch, 2014; Achrol and Kotler, 2014): The use of digital means opens the door for more guests’ delight and loyalty.
The synergy of these models depicts Cardiff Marriott as a people, process, and technology-driven model, which is the essence of their success that has translated into service quality, satisfaction among guests and success in the organisation in the long term.
[bookmark: _Toc213156164]4.3.8 Summary of Discussion
This is the core concept of human resources, process, and technology interaction that Cardiff Marriott is using to manage the customer services. Besides conforming to the standards of procedures, the hotel also indicates that the establishment of strong cultural cohesion, positive ethos, and speed of learning amongst the employees can result in superior excellence.
[bookmark: _Toc213156165]Chapter 5: Conclusion and Recommendations.
This chapter introduces the main findings of the work, which show its connection with the research purposes and the value of the results in enhancing the work of guest services in Cardiff Marriott Hotel. It also shows the study acknowledgements, limitations and future research directions.
[bookmark: _Toc213156166]5.1 Preface
The chapter contains the concluding remarks and suggestions based on the research on the management of guest service at Cardiff Marriott Hotel. It summarises thematic analysis results, theoretical comparison and placement findings. The research concentrates on cleanliness, communication, teamwork, motivation and technological innovation to provide a comprehensive picture of how Cardiff Marriott has managed to maintain high standards of service delivery using integrated management and continuous improvement strategies.
[bookmark: _Toc213156167]5.2 Summary of Key Findings
1. Cleanliness of hygiene and service:
Cleanliness is still the chief factor in guest satisfaction. Cardiff Marriott is under the international Clean Matters protocol by Marriott, and therefore, it maintains high standards of hygiene and presentation that guarantee the comfort and safety of guests. This confirms the results produced by Chan, Gao and McGinley (2021) that visible hygiene has emerged as the foundation of the post-pandemic service quality. The cleanness maintained by the hotel creates trust and loyalty among the guests and a good market edge.
2. Communication and Teamwork:
A successful coordination between housekeeping, front office and maintenance, with the support of digital task systems, daily briefing, and an open-door culture, allows the seamless work of the whole system. According to Sadik (2024), teamwork and open communication improve the quality of services and the involvement of employees. The partner system in Cardiff Marriott also encourages flexibility, effectiveness and a conducive work environment.
3. Training, Motivation and Performance Management:
Morale and retention are boosted through regular workshops, coaching and reward programs like Employee of the Month. In line with Herzberg Motivation Theory (Herzberg, Mousner and Snyderman, 1959), the hotel has focused more on intrinsic motivation to promote satisfaction and performance excellence.
4. Technology and Innovation:
Communication and engagement with the guests have been revolutionised by technological means, such as digital housekeeping systems and the Marriott Mobile Guest Services App. In line with the Service Co-Creation Theory by Vargo and Lusch (2014) these innovations contribute to personalisation, as well as loyalty, which proves that technology is not a way to substitute, but rather a means to augment, human hospitality.
[bookmark: _Toc213156168]5.3 Evaluation of Research Objectives
The main objective of the project was to determine the effectiveness of housekeeping management in enhancing guest satisfaction and operational excellence. The “how” of this experimentation through research objectives is evaluated as follows:
· Goal 1: To understand the cleaning methods and standards. This was achieved by visualising and carefully studying the guidelines for the brand of accommodation used, with primary consideration given to the regularity and dependability of these cleansing processes, which are paramount to the overall service process.
· Goal 2: To enhance cooperation and adaptation to communication. It was found that among the various factors contributing to the efficient running of the firm, economising in communications between departments was one of the most important. This was largely rendered possible through the means and appliances of modern communication.
· Goal 3: To devise means of efficaciously dealing with guest experience complaints. Experience has taught us that the loyalty and satisfaction of guests can be enhanced through the management's prompt attention to guest complaints and their ability to take necessary steps to implement effective changes where such power lies with the current heads of departments. 
[bookmark: _Toc213156169]5.4 Conclusion
This study shows that Cardiff Marriott’s guest service performance hinges on consistent housekeeping reliability/tangibles and on coordination that underwrites responsiveness/assurance. Interpreting placement observations through SERVQUAL, Maslow, Tuckman, and Herzberg explain why visible cleanliness and predictable readiness dominate evaluations, why structured communication raises perceived confidence, and why motivation systems must complement baseline resourcing. While constrained by single-site scope and observational bias, the convergence between literature and local practice provides a defensible basis for targeted improvements and for monitoring via simple KPIs.
Cardiff Marriott Hotel’s successful management of guest services derives from the ability to harmonise people, processes and technology. The guest room department defines operationally effective management practices that result in excellent guest service through ongoing learning, proper communication, and flexible processes, which uphold the quality standards enforced by Marriott.
From this, it is concluded that:
1. Service quality begins with consistency and ends with emotional bonding. Guest satisfaction is based on cleanliness and comfort features; however, interaction with hotel staff determines the memorable aspects of the experience.
2. Teamwork and communication function similarly and are the binders of operations. An effective communication system would improve the organisation's efficiency and help create a healthy culture, which not only enhances employees’ performance but also minimises irrational activities.
3. Technology is one way that a hotel can deliver better service, but it is not a substitute. The digital Marriott makeover undeniably speeds up and improves the quality of the service offered; nonetheless, the “human touch” must be retained to foster the authenticity of the brand and the loyalty of its consumers.
[bookmark: _Toc213156170]5.5 Practical Recommendations
Suggestions for Improving Guest Service at Cardiff Marriott Hotel. Some practical recommendations from the analysis and study are now put forward to further improve the quality of guest service at the Cardiff Marriott Hotel, exceeding the absolute maximum standard.
R1. Lock in reliability (SERVQUAL) with visual controls. Introduce a Room-Readiness Board (digital or whiteboard) per floor showing assigned attendant, status, inspection done, defects, ETA; update live during shifts. Track On-Time Readiness % and Defects per 100 rooms daily.
R2. Standardise escalations with SBAR. Train HK/FOH/Engineering in a 60-second SBAR script for defects and VIP/EAR conflicts. Provide lanyard cards, audit random calls weekly for completeness.
R3. Two-stage inspections and defect tagging. Require self-check (attendant) + spot-check (supervisor) for VIP/EAR and high-risk rooms. Use a simple defect tag with time-stamped resolution to shorten recovery cycles.
R4. Micro-briefings & handovers. Implement a 7-minute shift micro-briefing template (yesterday’s top 3 defects; today’s VIP/EAR; staffing risks). Photograph the board for continuity; attach to the handover in Teams/WhatsApp as policy.
R5. Motivation system aligned to performance. Protect hygiene factors (equipment uptime, realistic section sizes) and formalise micro-coaching (2 minutes after spot-checking), skills badges (linen care, bathroom shine, inspection), and peer recognition at daily briefings (Herzberg).
R6. Service recovery triggers. Define tiered recovery (apology + amenity + follow-up within 15 minutes) for readiness or cleanliness misses; log in a Recovery Book reviewed weekly by Rooms Leadership.
R7. Dashboard review rhythm. Establish a daily huddle (10 minutes) and weekly review (30 minutes) of KPIs: on-time readiness, defects/100 rooms, recovery cycle time, complaint themes. Publish a one-page “Housekeeping at a glance” to all departments to reinforce shared accountability.
R8. Competitive scan. Quarterly, benchmark these KPIs against sister Marriott properties or local peers to calibrate targets and surface best practices to adopt.
These eight recommendations operationalise the theoretical frameworks discussed earlier. R1, R3 and R6 strengthen SERVQUAL reliability, tangibles, responsiveness and assurance. R2 and R4 apply Tuckman’s team development and SBAR structured communication models to everyday practice. R5 captures Herzberg factors of motivation and hygiene, and R7 and R8 incorporate best-practice benchmarking and continuous learning. In combination, they offer a theory-based map of the continued service development of Cardiff Marriott. 
[bookmark: _Toc213156171]5.6 Implications of the study to Management and Industry Practice.
· Cardiff Marriott Hotel: The study has shown that the human factor determines the success of the hotel. Managers should utilise technology, training, and effective communication to foster sustainability, inclusivity, and creativity.
· Greater hospitality industry: The findings can attest to the growing significance of housekeeping as a guest-oriented operation that generates brand loyalty and stimulates the application of qualitative approaches to the endeavours to acquire the dynamics of the workplace and build the organisational culture.
[bookmark: _Toc213156172]5.7 Limitations of the Study
The research will mainly rely on secondary data, and the study will concentrate on the Cardiff Marriott Hotel, which has restricted the application of the research to other organisations. Besides, the results of this work may no longer be relevant in a short while because of the rapid changes in technology. Nevertheless, this research provides an essential contribution to the improvement of services and the application of technology, thus becoming a potential source of further academic and professional work in the same field.
[bookmark: _Toc213156173]5.8 Future Research Directions
To expand on this project, future studies could:
· Conduct comparative case studies over several Marriott properties to find out if the service operations have the same consistency.
· Integrate quantitative surveys of guests and staff to measure correlations between service quality, satisfaction, and loyalty.
· Examine the impact of sustainability initiatives on guest perceptions of housekeeping performance.
· Explore AI-driven operational tools and their effect on human–technology collaboration in hospitality service.
The stated guidelines would expand information regarding the dynamic nature of operational practices owing to the digital transformation and the shifting consumer expectations.
[bookmark: _Toc213156174]5.9 Final Reflection
This research work enabled us to gain a deeper understanding of the hospitality industry and how the same theory can be practically applied in real-world settings. Working at the Cardiff Marriott has enhanced my communication, collaboration, and analytical skills, which are highly valued in a future manager. It is found that effectively and empathetically managing guest services is the foundation of the hotel’s continuous success, which is the main focus of this study.
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[bookmark: _Toc213156177]Appendix A: Observation Protocol & Ethics Summary
A1. Observation Purpose and Focus
The observation protocol was designed to support an interpretivist, inductive case study of guest service operations at the Cardiff Marriott Hotel. The primary focus was on:
· Housekeeping workflows (room assignment, cleaning, inspection, defect escalation)
· Interactions between Housekeeping (HK), Front Office (FOH) and Engineering
· Guest-facing service recovery episodes related to cleanliness, room readiness and in-stay issues
· Daily briefings, handovers and cross-department communication practices
These observations informed the thematic analysis around cleanliness and service quality, communication and teamwork, motivation and training, and technology and innovation.
A2. Roles, Settings and Time Periods
· Researcher role: Participant-observer within the housekeeping department during an assessed placement.
· Key settings: Guestrooms, corridors, housekeeping office, floor pantries, back-of-house areas, and daily briefing locations.
· Observation windows:
· Early and late housekeeping shifts on both weekdays and weekends
· High-occupancy periods (e.g. events, weekends) to capture peak-load practices
· Routine and ad-hoc cross-department meetings (HK–FOH–Engineering)
A3. Observation Procedure
The observation followed a simple, repeatable structure:
1. Pre-shift: Note scheduled occupancy, VIP/EAR list, staff allocation and any known constraints (e.g. staff shortages, out-of-order rooms).
2. During shift: Observe
· Room-cleaning sequences and use of standards (Clean Matters and CleanStay materials, checklists)
· Communication methods (radio, phone, digital housekeeping system, in-person briefings)
· Service-recovery actions following guest complaints or defects
3. Post-shift reflection:
· Record short field notes under headings: What happened? Which SERVQUAL dimensions were most visible? How did teamwork and communication support or hinder service?
· Identify any links to Herzberg’s motivators/hygiene factors and to Maslow’s needs where relevant.
A4. Anonymisation and Data Handling
· No guest names, room numbers or staff surnames were recorded; staff were referred to using non-identifying labels (e.g. “Room Attendant A”, “Supervisor B”).
· Notes were kept in password-protected digital form and were not shared with hotel management in raw form.
· Observations were aggregated into themes rather than presented as identifiable incidents.
A5. Ethical Compliance
· The study complied with the UWTSD ethics guidelines for student research projects.
· Only operational processes and behaviours in public or staff work areas were observed; no private guest conversations were recorded.
· Participation was non-intrusive; operational duties took priority at all times.
· Use of corporate documents was limited to material publicly available or authorised for training and academic purposes.
[bookmark: _Toc213156178]Appendix B: Handover & SBAR Aids
B1. Sample Housekeeping–Front Office Handover Sheet
Daily Handover Template
	Section
	Details (Example fields)

	Date / Shift
	e.g. 15/10/2025 – Early Shift

	Supervisor / FOH Contact
	HK Supervisor: ___ / FOH Duty Manager: ___

	Forecast Occupancy
	e.g. 92%

	VIP & EAR Arrivals
	VIP: 3 rooms (###), EAR requests: 5 rooms

	Out-of-Order / Out-of-Service
	List rooms and reason (e.g. maintenance, deep clean)

	Priority Rooms
	Group arrivals, back-to-back rooms, meeting/function blocks

	Key Defects Outstanding
	e.g. 2 rooms with AC issues; 1 room with TV replacement pending

	Staffing Notes
	New starters, reduced staffing, cross-floor support

	Safety / Special Notes
	E.g. contractor presence, spill risks, guests with special needs

	Actions Agreed
	Summary of joint HK–FOH follow-up actions


This template supports consistent handovers between shifts and departments and underpins the recommendation for a visual handover board referenced in the Discussion and Recommendations.
B2. SBAR Escalation Prompt Card (HK–FOH–Engineering)
SBAR Call Script – 60 seconds 
To be used for time-critical issues such as VIP/EAR conflicts, major defects or serious guest complaints.
· S – Situation
· “This is [Name] from Housekeeping on floor [X]. I am calling about room [Y]; the guest is due at [time] and there is a [brief issue: e.g. leak / no power / still dirty].”
· B – Background
· “The room was cleaned at [time], inspected at [time]. The issue was first noticed at [time]. The guest is [VIP/EAR/standard] and has [any special notes].”
· A – Assessment
· “Currently, the room is not ready for check-in because [reason]. If we do nothing, the guest will likely be delayed or relocated.”
· R – Recommendation
· “I recommend:
1. [Engineering to attend within X minutes / FOH to delay check-in by X minutes], and
2. We prepare [amenity/apology letter / alternative room] as service recovery.”
This prompt card implements the SBAR tool discussed in the Literature Review and ensures that escalations are structured, aligning with the need for improved responsiveness and assurance.
[bookmark: _Toc213156179]Appendix C: Room-Readiness & Defects Dashboard 
The following example dashboard illustrates how housekeeping KPIs could be monitored weekly for Cardiff Marriott. Figures are illustrative and used for discussion and recommendation purposes only.
C1. Example Weekly Housekeeping KPI Dashboard
Week Ending: 12 October 2025 (illustrative)
	KPI
	Definition
	Current Week
	4-Week Range
	Best-Practice Target

	On-Time Room Readiness (%)
	% of rooms ready by standard check-in time
	89%
	86–90%
	95–98%

	Defects per 100 Rooms
	HK-related defects requiring re-work per 100 rooms
	8
	7–10
	≤ 5

	Service Recovery Cycle Time (mins)
	Avg. time from defect report to guest updated
	34
	30–42
	≤ 20

	Guest Cleanliness Score (1–10)
	Avg. survey score for room cleanliness
	8.3
	8.1–8.4
	8.8–9.2

	VIP/EAR On-Time Readiness (%)
	% VIP/EAR rooms ready by the agreed-upon time
	82%
	78–84%
	≥ 95%


C2. Use of Dashboard in Operations
· Daily huddle (10 mins):
· Review the prior day’s on-time readiness and defects per 100 rooms.
· Identify top 1–2 causes and assign actions.
· Weekly review (30 mins):
· Examine the trend over four weeks.
· Link patterns to staffing, training, or process changes (e.g. introduction of SBAR or two-stage inspections).
· Agree on any trial improvements for the coming week.
This dashboard underpins Recommendations R1, R3, R6 and R7 by making performance visible and supporting continuous improvement.
[bookmark: _Toc213156180]Appendix D: Best-Practice Benchmark Table
This appendix compares selected best-practice housekeeping processes with the observed position at Cardiff Marriott (as discussed in the Findings and Discussion). The statuses are indicative and interpretive.
D1. Best-Practice vs Cardiff Status
	Practice Area
	Best-Practice Description
	Cardiff Marriott Status (Observed)
	Priority for Action

	Room-Readiness “Pull” Boards
	Real-time visual status for each room (attendant, stage, ETA, defects)
	Partial: digital system used, but boards not standardised
	High

	Two-Stage Inspection
	Attendant self-check + supervisor spot-check for priority rooms
	Applied for VIP/EAR and spot checks; scope could expand
	Medium–High

	Service-Recovery Triggers
	Clear rules: apology + amenity + follow-up within X minutes
	Recovery occurs but trigger times not fully standardised
	High

	Shift Micro-Briefings
	5–7-minute briefing with yesterday’s top defects and today’s priorities
	Briefings held; content not always structured uniformly
	Medium

	KPI Dashboard
	Daily/weekly KPIs shared across departments
	Data monitored but not consistently visible to all teams
	High

	Motivation & Recognition
	Structured recognition + clear skill progression
	Employee of the Month and informal praise present; pathway less explicit
	Medium

	Digital Tools for HK–FOH Link
	Integrated app with clear workflows and alerts
	In place, ongoing training needed for full utilisation
	Medium


These comparisons support the recommendations in Chapter 5 by showing where Cardiff Marriott is already aligned with best practice and where formalisation or extension of current routines would yield further benefits.
[bookmark: _Toc213156181]Appendix E: Glossary of Key Terms and Abbreviations
This glossary clarifies terms and abbreviations used throughout the dissertation, particularly those specific to Marriott and room operations.
Accommodation / Rooms Division
The department is responsible for guestrooms, including housekeeping and front office operations.
BHA – British Hospitality Association
Industry body representing hospitality interests in the UK, referenced in relation to professional standards.
Clean Matters / CleanStay
Marriott housekeeping quality and hygiene standards, emphasising consistent cleanliness, safety, and presentation across the brand.
Defect
Any issue that prevents a room or area from meeting brand standards (e.g., missing amenities, cleanliness shortfall, maintenance fault).
EAR – Early Arrival
Guest arrival earlier than standard check-in time, requiring prioritised room readiness.
FOH – Front Office / Front of House
The department responsible for reception, check-in/check-out, billing and guest-facing enquiries.
HK – Housekeeping
The department responsible for cleaning, maintaining and presenting guest rooms and public areas.
KPI – Key Performance Indicator
Quantitative measures of performance used to track operational effectiveness (e.g. On-Time Room Readiness %, Defects per 100 Rooms).
Marriott Mobile Guest Services App
Mobile application enabling guests to request services and amenities via smartphone.
Recovery Book
Log used to record service-recovery actions (complaints, response time, remedy offered, follow-up).
Room-Readiness Board
Visual tool (digital or physical) indicating the status of each room (e.g. dirty, in progress, inspected, out-of-order) and estimated time of readiness.
SBAR – Situation, Background, Assessment, Recommendation
Structured communication tool used to present issues and requests clearly, especially in time-critical escalations.
SERVQUAL
Service quality model with five dimensions: reliability, responsiveness, assurance, empathy and tangibles, used to interpret guest perceptions.
Spirit to Serve / Brilliant Hosting
Marriott cultural values emphasising service orientation, caring for guests, and proactive problem-solving.
Tuckman’s Team Development Model
Four-stage model (forming, storming, norming, performing) describing how teams evolve over time.
VIP – Very Important Person Guest
Guest receiving enhanced recognition and service; often requiring priority room allocation and additional amenities.
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