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[bookmark: _Toc212665942]Abstract
This research aims to investigate the impact of housekeeping practices on guest satisfaction and operational efficiency at Voco Grand Central a four stars hotel located in hearth of Glasgow city centre. Housekeeping plays a crucial role in maintaining comfort, cleanliness and brand reputation within hospitality operations. The research aimed to explore how housekeeping is influencing guest experience while identifying strategies to improve performance and satisfaction.

For this research three objectives have been developed to support its aim. First one is to evaluate the current housekeeping processes and their alignment with industry standards. Second objective is to analyse the relationship between housekeeping quality and guest satisfaction, and the third objective will be to recommend practical strategies for improvement.

A qualitative case study methodology was employed using first-hand observations and reflections collected during a three-month placement period between May and August 2025. Additionally, secondary data been collected from academic literature, industry websites and guest feedback available on public review platforms such as TripAdvisor, Booking.com and Google Reviews. Data was interpreted using the following four analytical frameworks: PESTLE Analysis, Porter’s Five Forces, SWOT Analysis and McKinsey 7S Model. These frameworks provided a comprehensive structure for examining both internal operation and external influences on performance.

The finding revealed that Voco Grand Central housekeeping department have a strong leadership, teamwork and that they are compliant with brand and safety standards. Their department structure is formed by one team leader and five cleaners per floor under the supervision of one duty manager. However, several challenges were identified including communication gaps between departments, pressure over peak times hours and inconsistent resource supply. Guest reviews revealed these findings by praising the staff for professionalism and cleanliness while occasionally highlighting small oversight or delays.

The SWOT analysis indicate 	that while internal strengths such as leadership and collaborations support performance weaknesses in communication and workload management affect efficiency. The McKinsey 7S Model further revealed that the alignment between systems, leadership style and staff skill s could be improved. Based on the above findings this research will recommend implementation of digital housekeeping software, enhanced communication channels, continuous staff training and employee motivation reward and recognition schemes.

Overall, this research concludes that improving internal systems and communication will allow Voco to enhance housekeeping efficiency, maintain competitive standards and strengthen guest satisfaction. This research paper brings valuable insight into both academic research and hospitality industry by linking theoretical analysis with practical solutions in a real-world hotel environment.
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[bookmark: _Toc212665943]Chapter 1: Introduction
Housekeeping is very important in the hospitality industry because the cleanliness, comfort, and appearance of hotel rooms impact its reputation and guest satisfaction. In my practice at Voco Grand Central in Glasgow I see how the efficiency of housekeeping influences the performance of the hotel and the experience of the guests. This research paper seeks to examine the impact of housekeeping operations in visitor happiness and operational efficiency utilising both scholarly literature and direct observations.

Voco Grand Central is a four-star hotel in Glasgow city centre that is directly connected to Glasgow Central Station. There are 233 guest rooms on five floors, and the hotel accommodate business and leisure tourists (IHG, 2025). The housekeeping department oversees keeping up with brand standards by cleaning rooms every day. Housekeeping is working closely with front office to make sure that rooms are ready for guests when they arrive. At the time of my practice there was one team leader and five cleaners on each level and a duty manager who oversaw everything. This setup made sure that the work was divided up well and that the cleaning standards were checked on a regular basis.

Housekeeping operations must be efficient in order a hotel to be successful, as they affect check-in times, cleanliness ratings, and repeated business. Guests may have a bad time if things like bad communication, delays in room turnover, or inconsistent service happen. TripAdvisor guest evaluations demonstrate that this location has both good and bad points. Some customers said that was "beautiful," had "exceptional staff " (TripAdvisor, 2025). This shows that they were quite happy with their stay. Some people, on the other hand, said that "housekeeping did their best but missed a lot of details," or that rooms were "tight with teabags" and didn't have all the facilities they needed (TripAdvisor, 2025). These mixed reviews show that even though many guests have great service, inconsistencies or lack of attention to detail might make some think the quality is lower.

[bookmark: _Toc212665944]Project Aim
The aim for this project is to investigate how housekeeping practices affect guest satisfaction and operational effectiveness.

[bookmark: _Toc212665945]Project Objectives
1. Evaluate the current 	processes and their alignment with industry standards.
2. Analyse the relationship between housekeeping quality and guest satisfaction with a focus on online reviews.
3. Recommend practical strategies to improve housekeeping performance and guest satisfaction.
[bookmark: _Toc212665946]Justification
Housekeeping is one of the most important parts in any hotel because it has a direct impact on guest experience and hotel reputation (Chatterjee, 2022). The cleaning staff at Voco is very important in making sure that guests are satisfied. However, problems such as misunderstanding, time pressure and inconsistent service can often make things harder. Previous studies have established that the quality of housekeeping affects client loyalty and satisfaction (Bhatnagar and Nim, 2019). However, there has been insufficient research in the Scottish hotel industry. This research aims to fill this vacuum by critically examining the Voco Grand Central case combining theoretical framework and evidence from my placement experience that was in the BMIH6003 module. 

[bookmark: _Toc212665947]Expected Outcome
1. To provide measurable insight for housekeeping efficiency on guest satisfaction at Voco Grand Central
2. Identification of strengths and weaknesses within existing housekeeping process and room for improvement.
3. Contribution in academic and professional practice by exploring housekeeping performance in Scottish hospitality industry.

[bookmark: _Chapter_2:_Literature][bookmark: _Toc212665948]Chapter 2: Literature Review 
[bookmark: _Toc212665949]2.1 Introduction
Chapter 1 provided an overview of Voco Grand Central, Glasgow, and outlined how housekeeping operations influence guest satisfaction. This chapter examines relevant academic and industry literature that support this study focus. It examines the current understanding of housekeeping operations, communication, leadership and the external factors. The review also uses four strategic frameworks PESTLE Analysis, Porter’s Five Forces, SWOT, and the McKinsey 7S Model that will help to build a strong theoretical base for the study. The chapter ends by pointing out gaps in current research and will highlight how important is to utilise these models to evaluate Voco housekeeping performance.

[bookmark: _Toc212665950]2.2 Housekeeping Efficiency and Performance
Housekeeping is one of the critical departments within hotel operations as it directly influences guest comfort and brand reputation (Web, 2023). Casado (2011) states that good housekeeping management depends on defined task structure, effective supervision and adherence to Standard Operating Procedures (SOPs). Voco housekeeping team operate with one team leader and five cleaners per floor altogether overseen by a duty manager.
However, efficiency is often challenged by time constraints, communication issues, and high demand. Kentwell states that unclear communication and lack of coordination as key causes of inefficiency across hospitality industries (Kentwell, 2023). This remark is consistent with actual circumstances at Voco where sporadic misunderstanding between reception and housekeeping delay the room turnover during peak occupancy times. 

The way a leader leads has a big impact on how well a department works. Tavanti (2008) says that transactional leadership works well in structured, performance-based environments like housekeeping, where clear instruction and feedback are important. Baum (2006) also says that constant training and development of staff have a big impact on maintaining quality standards. The leadership observed at Voco Grand Central reflects this model, with supervisors setting clear expectations, inspecting rooms, and providing feedback this is helping the team maintain focus on brand standards and time efficiency.

Health and safety regulations provide an additional operational layer influencing efficiency. Compliance with the Health and Safety at Work Act (1974) and COSHH Regulations (Health and Safety Executive, 2019) ensures safe working environments and correct use of cleaning substances. Such compliance at Voco supports both operational consistency and employee wellbeing altogether contributing to sustainable performance.

[bookmark: _Toc212665951]2.3 External Environment: PESTLE Analysis of Voco
The external environment has a big impact on how hotels run and their performance. The PESTLE framework assesses external macro factors influencing voco Grand Central’s housekeeping operations:
· Political: The UK government’s health and safety standards, immigration policies, and labour market regulations impact staff recruitment and retention (Workpermitcloud.co.uk, 2025). Because of visa restriction hospitality sector can see a decrease in workflow as most of the workers are coming from overseas.
· Economic: Factors such as inflation and tourism demand influence operational budget and overtime cost (Singh, 2022). A rise in energy and supply expenses will result in reduction of departmental resources and will lead to tighter scheduling.
· Social: Post-pandemic guest expect increase in cleanliness and visible hygiene practices (Mustangwashrooms.com, 2024). Voco housekeeping team must higher up their hygiene level while maintaining the same speed and consistency.
· Technological: Implementation of software of management, mobile task apps and internal communication such as Microsoft Teams has improved the coordination and report accuracy (Williams, 2019).
· Legal: Labour legislation and equal opportunities policies affect scheduling and staff welfare. This will require the management to ensure that fair workload is maintained (EOC, 2010).
· Environmental: IHG sustainability goals influence cleaning procedures, few of these examples are reduced linen changes and use of eco-friendly materials (IHG, 2024). These standards align with the environmental policies but can create operational delays.
This PESTLE analysis shows how external pressures make Voco housekeeping management harder and highlight the need for adaptive leadership and effective communication system.

[bookmark: _Toc212665952]2.4 Porter’s Five Forces Voco Grand Central
Porter’s five forces will provide insight into the competitive structure of Glasgow hotels market and its implication for Voco housekeeping.
1. Competitive Rivalry: Glasgow hospitality market features major competitors such as Hilton, Radisson Blu and Kimpton Blythswood. This strong competition forces Voco into maintaining consistent housekeeping quality to sustain its position and guest loyalty (Renouf, 2024).
2. Threat of New Entrants: Appearance of boutique hotels and bnb’s continue to emerge (Lighthouse, 2024). This pushes Voco to continuously improve its operational efficiency.
3. Supplier Power: Housekeeping depends heavily on laundry, chemicals and linen suppliers, reduces or limited alternatives can increase cost and affect their availability. However long-term supplier contracts should be on good relations.
4. Buyer Power: Online reviews such as TripAdvisor influence guest. Comments such as “missed details” or “tight with teabags” reflect and inconsistent service and directly affect guest perception (TripAdvisor, 2025).
5. Threat of Substitutes: Budget hotels and alternatives like Airbnb offer cheaper accommodation option, in order Voco to compete with them they must focus on superior service quality and room maintenance. That will help to maintain and justify their four-star pricing.
This framework illustrates that Voco Grand Central must keep up good housekeeping standards all the time because of intense competition. Any inefficiency immediately threatens customer satisfaction and business position.
[bookmark: _Toc212665953]2.5 Leadership, Communication and Teamwork
Effective leadership and internal communication are key drivers of operational success. Settle emphasise that clear communication structures enhance morale and prevent duplication of work, which is vital for large hotels (Settle et al., 2013). The use of team meetings and digital updates at voco Grand Central supports coordination, though occasional gaps still occur during busy periods. Rivera and Kashiwagi suggest structured systems and feedback loops can mitigate such issues (Rivera and Kashiwagi, 2016).

The transactional leadership model observed at voco housekeeping department create accountability and motivation through clear expectations and recognition (Tavanti, 2008). This approach ensures consistent adherence to cleaning standards and contributes to guest satisfaction (Baum, 2006). Continuous feedback, collaboration and shared team values promote unity which is one of the critical strengths for maintaining efficiency.

[bookmark: _Toc212665954]2.6 Research Gap and Summary 
Existing studies confirm the strong link between housekeeping performance, staff motivation and guest satisfaction. However, limited research has explored these connections through applied strategic frameworks within a Scottish upscale hotel. This study will contribute to the field by applying PESTLE and Porter’s Five Forces analyses to real operations at Voco Grand Central, followed later by SWOT and McKinsey 7S frameworks in the findings and recommendations chapters.

Integrating these four models, this research paper will provide a multidimensional understanding of how external and internal factors influence housekeeping and guest satisfaction at Voco.

[bookmark: _Toc212665955]Chapter 3: Methods
This chapter outlines the research strategy and methodologies employed to examine the impact of housekeeping procedures on guest satisfaction and operational efficiency at voco Grand Central, Glasgow. The research will use a case study approach with qualitative methodology complemented by further data analysis. It talks about why this method was chosen, how the data was collected and the ethical issues that came up. Furthermore, will show also the study limitations associated with Scottish industry.

This approach provides a rich, contextual understanding of how operational efficiency and guest satisfaction are linked through housekeeping activities. The study relies primarily on qualitative data, including personal observations, reflective notes, and online guest reviews, complemented by secondary academic sources. Using this approach will have a clear interpretation of the research problems while maintaining relevance to professional practice.

[bookmark: _Toc212665956]3.1 Research and Approach 
A case study methodology was selected as the most suitable research approach for this project. According to Alex, case studies allow researchers to explore real-world contexts in depth and can gain a deep understanding of factors and dynamics at stake (Alex, 2024). In this project, the case study focuses specifically on Voco Grand Central, Glasgow, where the researcher completed a four-month placement between May and August 2025 in multiple departments including the housekeeping department. This approach provides a rich, contextual understanding of how operational efficiency and guest satisfaction are linked through housekeeping activities. The study relies primarily on qualitative data, including personal observations, reflective notes, and online guest reviews, complemented by secondary academic sources. Using this approach will bring a much clear interpretation of the research problem while maintaining professional relevance.

[bookmark: _Toc212665957]3.2 Data Collection
There are two main data sources that were utilised in this project. First one is the primary data which stand out in my personal observations during the four month placement, followed by secondary data that been gathered from academic and online sources.

[bookmark: _Toc212665958]1. Primary Data
During the placement, first-hand observations were made of housekeeping operations, communication methods, leadership styles, and team dynamics. Informal discussions with colleagues and supervisors also provided valuable insights into efficiency challenges, workload distribution, and coordination with the front office. These observations were recorded in personal reflective notes throughout the placement, forming the base foundation for this research.
[bookmark: _Toc212665959]2. Secondary Data
Secondary data were gathered from academic literature, journal articles, legislation, and credible online sources. Guest feedback was also examined using publicly available reviews from TripAdvisor and Booking.com. This help to identify recurring problems related to cleanliness, service quality, and timeliness (Caterboss, 2025). Combining experience and secondary data strengthened the validity and relevance of the analysis.

[bookmark: _Toc212665960]3.3 Data Analysis
The gathered data went through subjective theme analysis. The themes were based on the research goals and focused on following three main areas: ways to increase operational efficiency, guest satisfaction, and improvement strategies.
The analysis involved reviewing observational notes and guest feedback to identify patterns. 
Some of the findings reflected quick service, teamwork or missed cleaning details. Furthermore, these findings were compared against academic concepts and strategic models introduced in Chapter 2 and continue in Chapter 4. This structured approach allowed for both theoretical depth and practical application.

[bookmark: _Toc212665961]3.4 Ethical Considerations
Ethical integrity was maintained throughout the research process in accordance with university guidelines. All observations and discussions conducted during the placement respected confidentiality and anonymity. No personal or identifiable information about staff or guests has been disclosed. (UWTSD, 2022)

The data from online guest reviews were collected only from publicly accessible platforms and were used strictly for academic purposes. The study avoided any manipulation of information and ensured that all sources were cited correctly using the Harvard referencing style.

[bookmark: _Toc212665962]3.5 Limitations
As with any qualitative case study, this research has limitations. The findings are based on a single hotel and a specific time-period (May–August 2025), meaning results cannot be generalised to all hotels or even all voco properties. The absence of formal surveys restricts the ability to measure guest satisfaction statistically. Additionally, reliance on self-reported online reviews may include subjective or biased opinions. However, even with these limitations the research is still useful because it gives a lot of information about how things really work and how employees feel at a well-known Scottish hotel.
[bookmark: _Chapter_4:_Findings][bookmark: _Toc212665963]Chapter 4: Findings and Discussion
This chapter outlines and analyses the principal findings from the research done at Voco Grand Central, Glasgow. Furthermore, will focus on the impact of housekeeping efficiency on visitor satisfaction and overall operational performance (Raina, 2024). The results are based on direct placement observations, reflective notes, and an analysis of guest reviews from TripAdvisor and Booking.com. Two analytical models SWOT Analysis and the McKinsey 7S Model will be used to talk about these ideas. The goal of this chapter is to look at the housekeeping department strengths and weaknesses, also to find possibilities and threats from outside the hotel and assessment of internal organisational elements.
[bookmark: _Toc212665964]4.1 Overview of Findings 
During the internship month in the housekeeping department, several operational concepts came to light. The department had a defined organisation, with a duty manager in charge of one team leader and five cleaners on each floor. This framework helped with efficiency and responsibility. But during busy times, problems including delays in communication, shortages of supplies, and rooms that weren't always ready sometimes hurt performance.

Guest reviews showed similar patterns. Most of the guests liked how clean the hotel was and how kind the housekeeping staff was. However, several guests pointed out little but recurrent mistakes, such missing goods, limited amenities, or not cleaning the bathrooms thoroughly (Booking.com, 2025). These varied opinions show that even if the hotel has high service standards overall, gaps in efficiency nonetheless affect how consistently guests are happy.

Furthermore, these observations point out three dominant themes:
1. Teamwork and leadership as strengths that support productivity
2. Communication and resource management as recurring operational challenges.
3. Guest satisfaction as a direct outcome of housekeeping efficiency and service consistency

The following sections will analyse these themes through the SWOT Analysis and McKinsey 7S Model to provide a structured evaluation of Voco Grand Central housekeeping performance.
[bookmark: _Toc212665965]4.2 SWOT Analysis of Housekeeping
The following analysis will allow to identify the internal and external factors that influence the department performance. Furthermore, findings from observations and guest feedback will be summarised below.
[bookmark: _Toc212665966]Strengths
1. Strong Organisational Structure: The housekeeping department has a clear chain of command, which lets managers keep a close eye on performance and make sure that quality requirements have been met on every level.
2. Experienced and Supportive Team: Being able to work well with others is a big strength. During times of heavy occupancy, staff members often help each other get rooms ready on time. This culture of working together boosts morale and productivity (Asana, 2025).
3. High Cleanliness Standards: Most guest reviews describe the rooms as “spotless” and “well-maintained.” The consistent positive feedback reflects attention to detail in daily cleaning routines (TripAdvisor, 2025).
4. Leadership and Training: Supervisors use a transactional leadership style with clear instructions, performance monitoring, and reward systems that maintain motivation and accountability.
5. Health and Safety Compliance: Strict adherence to safety regulations and proper chemical handling ensures both staff safety and service quality. (HSE Network, 2019)
[bookmark: _Toc212665967]Weaknesses
1. Communication Gaps: Miscommunication between reception and housekeeping occasionally results in duplicated tasks or delays in room turnover. Sometimes, not getting updates in real time makes it hard to tell which rooms are ready or still need work. (Hospitality.Institute, 2024)
2. Inconsistent Resource Supply: When there aren't enough cleaning supplies, linens, or other amenities, it might slow down operations, especially on busy weekends.
3. Time Pressure and Workload: During high occupancy rates, room attendants face significant pressure to complete tasks quickly. These can lead to small errors or missed details.
4. Limited Use of Technology: The department doesn't have a digital housekeeping management system that can help with work allocation and progress tracking, even though some communication technologies are used (Britishcleaningcouncil.org, 2025).
5. Staff Exhaustion: Extended shifts and repetitive tasks occasionally lead to fatigue, which affects consistency and overall job satisfaction.

[bookmark: _Toc212665968]Opportunities
1. Integrating technology: Using advanced housekeeping management software could make it easier to allocate tasks, cut down on miscommunication, and make it easier to keep an eye on performance. (Britishcleaningcouncil.org, 2025)
2. Cross-Departmental Collaboration: Closer coordination between housekeeping and the front office could enhance room turnaround efficiency and reduce guest waiting times.
3. Training and Development: Giving employees periodic training on quality control and time management can make them happier at work and more productive.
4. Sustainability Initiatives: Using more eco-friendly cleaning methods can help the brand's image and fit with IHG's corporate sustainability aims. (IHG.com, 2025)
5. Recognition and Reward Systems: Developing incentive programs for high performance can increase motivation and staff retention.
[bookmark: _Toc212665969]Threats
1. Labour Shortages: After Brexit, there may be fewer workers available and the economy may be unstable, making it harder to hire and keep employees (Hone, 2024).
2. Increased Competition: The presence of other high-end hotels and serviced apartments in Glasgow pressures Voco Grand Central to maintain exceptional service standards.
3. Economic Pressures: Inflation and rising operational costs may affect staffing budgets and resource availability.
4. Guest Expectations: Guests increasingly demand faster service and higher levels of cleanliness. Failure to meet these expectations can lead to negative online reviews.
5. External Dependence: Relying on third-party providers for laundry or cleaning supplies could cause problems with operations if there are delays or shortages in supply.

Overall, SWOT analysis reveals at Voco that the housekeeping department is supported by strong teamwork and leadership. However, it is constrained by communication and resource challenges. Addressing these weaknesses and leveraging opportunities such as training and tech could significantly enhance efficiency and guest satisfaction.
[bookmark: _Toc212665970]4.3 Discussion Based on SWOT
The SWOT analysis revealed that Voco Grand Central, Glasgow has a solid operational foundation supported by clear structure, capable leadership and a strong sense of teamwork within the housekeeping department (Khairy, Baquero and Al-Romeedy, 2023). These internal strengths contribute directly to the hotel positive reviews in regard of cleanliness, professionalism, and staff friendliness. The department's dedication to upholding brand standards is in line with IHGs larger focus on guest satisfaction and quality assurance (IHG.com, 2025). The results also show that operational problems especially problems with communication and uneven supply management who can make it harder for the department to be fully efficient (Williams, 2023).

A clear chain of command at the hotel helps with accountability and supervision. There is a team leader on each floor who makes sure that everyone does their job well and checks the rooms before they are released. This model of supervision keeps the cleaning standards at the brand level. Furthermore, this structure helps keep things running smoothly and makes sure that new or less experienced workers always have someone to turn for help. Also, working together became a big strength. Staff members often help each other out, especially when there are a lot of people in the building. This shows that they have a strong culture of working together (Hospitality.Institute, 2024). Also, the help from coworkers not only boosts productivity but also increases the morale. At Voco transactional leadership it is been used by supervisors and help them to offer clear direction. This leadership style also helps them to keep an eye on how well employees are doing their job and reward them accordingly (Tavanti, 2008). This strategy works nicely with the way housekeeping operates, where timing, accuracy and consistency are quite critical. Also, the hotel follows health and safety rules, which makes for a professional work atmosphere that benefits both employees and the hotel operations.

Despite these strengths, weaknesses in communication, resource allocation and workload management present ongoing challenges. Delays in updating room status are quite common because of front desk and housekeeping don't always communicate well. For instance, if reception doesn't inform housekeeping about early check-ins or late check-outs, housekeepers may put rooms in the wrong order, and this will waste time and upsets guests. The reliance on manual communication methods, such as paper lists or WhatsApp messages, increases the likelihood of errors. However, implementing an integrated housekeeping management system could fix these problems by letting departments talk to each other in real time (BBC Bitesize, 2025.). Furthermore, another weakness identified is the inconsistency of supply. It happens mostly during peak weekends or special event where stock shortages such as missing linen or limited cleaning products will slow down the process. Having these shortages not only extend room turnaround but also stress out the staff. This occasionally results in minor guest complaints or lower review scores related to housekeeping.

A further area for improvement is technological adaptation. While digital communication tools like Microsoft Teams are occasionally used, the lack of an integrated platform limits operational visibility. Digital transformation could streamline task allocation, reduce duplication, and create accountability through performance tracking (Sabrehospitality.com, 2025). Without these systems, supervisors rely heavily on manual oversight, which can be inefficient during busy periods.

The SWOT analysis highlights several opportunities for improvement that align with current industry trends. The first is the adoption of advanced housekeeping management software, which would allow supervisors and front-office staff to synchronise room status updates in real time (triSaaS, 2025). This innovation would eliminate many of the communication errors currently affecting efficiency. It would also enable performance monitoring, allowing management to identify staff who may need additional training or support. Another key opportunity is continuous training and professional development. Regular refresher sessions on time management, prioritisation, and customer interaction would improve staff confidence and service consistency (HR Dept, 2024). Cross-departmental training particularly with the front office could also enhance coordination between teams. Additionally, Voco Grand Central could strengthen its sustainability initiatives by integrating eco-friendly cleaning methods. Guests increasingly value hotels who are environmentally friendly (travelplaces.co.uk, 2025). Furthermore, introducing recognition or incentive programs for high-performing employees would encourage motivation and retention, reducing turnover and improving team stability.

The most pressing external threats relate to staffing and competition. The UK hospitality sector continues to experience labour shortages, particularly in operational roles like housekeeping. Immigration laws changed and have made it more challenging to recruit international workers. Reduced labour availability increases workload for existing staff, leading to fatigue and potential declines in service quality. The most pressing external threats relate to staffing and competition. The UK hospitality sector continues to experience labour shortages, particularly in operational roles like housekeeping. Post-Brexit immigration changes have made it more challenging to recruit international workers (NA Law Solicitors, 2021). Reduced labour availability increases workload for existing staff, leading to fatigue and potential declines in service quality.

Economic pressures including inflation and rising utility costs complicate operations. Budget constraints can limit staff hours or delay investment in new technology. Meanwhile, intense competition from nearby four-star hotels such as Hilton, Radisson Blu, and Kimpton Blythswood requires Voco to maintain consistently superior service to preserve its market share. In addition, substitutes such as Airbnb and serviced apartments present new forms of competition that attract price-sensitive customers. Finally, evolving guest expectations pose a continuing challenge. Guests now expect faster service, seamless communication, and immaculate rooms.

The leadership and teamwork already present in the department provide a strong platform for change. Introducing new technologies, improving communication channels, and offering staff development programs could convert weaknesses into strengths and position the hotel more competitively.

To manage external threats, management should prioritise strategies that retain existing employees, such as recognition schemes, flexible scheduling, and clear career progression pathways (Harrison, 2003)
.
[bookmark: _Toc212665971]4.4 McKinsey 7S Analysis 
The McKinsey 7S Model will be used to assess the department efficiency and service quality. The seven elements which are strategy, structure, systems, shared values, skills, style, and staff will help evaluate internal consistency and identify areas for improvement.
[bookmark: _Toc212665972]Strategy
The current strategy at Voco housekeeping department is to maintain high cleaning standards that support the hotel premium imagine. Their focus to achieve it is through reliability, hygiene and room turnover. However, this strategy can be improved by adding sustainability goals and technology improvements (Cleanmiddleeast.ae, 2025).
[bookmark: _Toc212665973]Structure
Department structure follows a structured hierarchy with clear supervision from duty manager to team leaders and cleaners (NI business, 2015). Even this may promote accountability it can limit team flexibility because it creates risk of dependency. However, making team leaders to have more autonomy could increase problem solving issues faster during busy periods.
[bookmark: _Toc212665974]Systems
Voco currently working with manual check list and communications groups via Microsoft Teams. Although there are functional systems this are not fully integrated for daily basis tasks. However, introducing digital housekeeping software would enable real-time room updates, improve department collaboration and will enhance job performance. System like such can also record cleaning, monitor inventory and will help the manager to identify problems much faster.
[bookmark: _Toc212665975]Shared Values 
Housekeeping teams shares collective commitment and values to maintain high service standards and guest satisfaction. A strong sense of teamwork and mutual respect is constantly among staff members from diverse backgrounds. However, continuous team meeting and recognition programs could strengthen morale and reinforce job retention among staff (Williams, 2019). 
[bookmark: _Toc212665976]Skills 
Housekeeping staff demonstrate strong cleaning skills and understanding of hygiene current hygiene standards. Duty managers and team leaders possess very good organisational skills and knowledge about IHG cleaning procedure. However, some employees require further development in areas such as time management, digital literacy and cross communications between departments. Regular workshops could enhance these skills and improve operational adaptability. (GOV.UK, 2019)
[bookmark: _Toc212665977]Style 
Transactional leadership with a focus on monitoring, feedback and rewards for performance, ensure that team is good structured and disciplined. Even though sometimes it limits creativity and initiative in staff, however, introduction of transformational elements among staff should improve innovation and engagement.
[bookmark: _Toc212665978]Staff
Current team in housekeeping is from a diverse background with a mixture of experienced and new employees. However, staff turnover is moderate, but this is highly influenced by the intense workload and physical demand. Creating well-being initiatives, extra breaks and recognition schemes could reduce stress and improve room turnover.
[bookmark: _Toc212665979]4.5 McKinsey 7S Discussion
With McKinsey 7S framework analysed the department structure, shared values and skills, these create strong foundation for operational success. However, system and leadership style require improvement to fully align with modern hospitality (Williams, 2019). The current reliance on manual procedures limits department efficiency, while the current leadership approach could be evolving to balance control. 

One of bigger focuses for Voco should be on innovation, digitalisation and continuous learning which will strengthen all the seven elements. If Voco will integrate these improvements il will achieve better performance leading to increased guest satisfaction.

[bookmark: _Toc212665980]Chapter 4: Summary 
This chapter presented and discussed findings from previous experience at Voco focusing on housekeeping department. SWOT Analysis identified strong teamwork, leadership and high cleaning standards as strength (Chown, 2024). However, weaknesses in communication and time management balance the strengths. Furthermore, external opportunities such as adoption of digital tools and training initiatives and threats such as staff shortages and rising competition pose ongoing challenges.

The McKinsey 7S Model shows that the internal department alignment is effective but not optimal. Systems, leadership and skill development represent key areas for strategic improvement. Together, these frameworks provide a comprehensive understanding of how internal and external pressures shape housekeeping efficiency and guest satisfaction.
[bookmark: _Toc212665981]Chapter 5: Conclusion and Recommendations
This chapter concludes this research by summarizing main findings and recommendations discussing their implications for academic and industry practice. This study explored how housekeeping practices can influence guest satisfaction and operations at Voco Grand Central in Glasgow. Practicing for one month on this department give me some evidence that I have been written in my personal notes and with the help of four strategic framework it helps me to analyse the data. This chapter will start first with key conclusions of the study and furthermore will be finishing with detailed recommendations and practical strategies.
[bookmark: _Toc212665982]5.1 Summary of Research Aim and Objectives
This research aims to investigate how housekeeping practices affect guest satisfaction and operations at Voco. However, to achieve this, three objectives were developed:
1. Evaluation of current housekeeping processes and their alignment with industry standards
2. Analyse of the relationship between housekeeping quality and guest satisfaction with a focus on online reviews and in-hotel feedback 
3. Recommendation of practical strategies to improve housekeeping department performance and boost guest experience.

These objectives guided the data collection, research design and analysis. Conclusions below will summarise how each objective been addressed and what insight were gained.
[bookmark: _Toc212665983]5.2 Conclusions Based on Research Objectives
[bookmark: _Toc212665984]Objectives 1: Evaluation of Current Housekeeping Processes
This research found that Voco Grand Central housekeeping department operations generally are efficient and professionally managed. This is supported by a structured team hierarchy formed of team leader for every floor and five room attendants under closed supervision of duty manager. Current system ensure that accountability and consistency is maintained across the 233 hotels rooms.

However, several inefficiencies were identified. Communication between departments, particularly between front office and housekeeping are not clear and produce delays in room status (Grossman, 2025). The lack of integrated digital system of housekeeping means that coordination relies mostly on manual updates which are prone to human error (Clock-software.com, 2025). Pressure during peak time occupancy periods can lead to minor quality work or delayed room turnover. Additionally, inconsistent supply availability occasionally slow down the operations.

Despite these challenges department teamwork, supervision and staff dedication meet brand standards effectively. According to positive reviews by guest frequently mentioning clean rooms and polite service shows that staff have pride in their work.
[bookmark: _Toc212665985]Objective 2: Analysis of the Relationship Between Housekeeping and Guest Satisfaction 
Throughout the research housekeeping performance and guest satisfaction was evident. The main factor that guest been influenced is cleanliness, as per this analysis of online review which revealed that guest rated the hotel highly with mention such as “spotless rooms” and “friendly staff”. However, negative comments often related to small housekeeping oversight such as “dust in corners” or “room not ready” demonstrate that even minor issues can significantly impact satisfaction. (TripAdvisor.com, 2025)

This study reveals that guest appreciate when staff is flexible in early check-ins or they respond quickly to certain request (Karina, 2024). This reflects positively on brand image for service quality.
Therefore, operational efficiency plays a dual role and confirm that housekeeping is not simply back of house department but a key to guest satisfaction, online reputation and business.
[bookmark: _Toc212665986]Objective 3: Recommendations for Improvement
Through the analysis using SWOT and the McKinsey 7S frameworks, several opportunities for improvement were identified. The are few most important such enhancing communication and promoting motivation through recognition and development programs.

The findings suggest that Voco Grand Central current systems and leadership style are effective for maintaining control but could be modernised to encourage innovation. However, next section will outline specific evidence-based recommendations designed to strengthen the alignment between staff performance and guest satisfaction.
[bookmark: _Toc212665987]5.3 Practical Recommendations and Strategies 
[bookmark: _Toc212665988]Recommendation 1: Implement Digital Housekeeping System
Digital housekeeping system should be introduced to replace manual task allocation. Modern software like Clock Software will allow real-time room status and shared updates between front office and housekeeping departments (Clock-software.com, 2025). Not only delays will be reduced but also miscommunication. Features of the software include task tracking, performance analytics and automated notification that will help supervisors to monitor efficiently.
Implementing such software in Voco would do the following:
1. Improve coordination between the department and minimise errors in room status.
2. Will provide managers with data-driven insights for cleaning times and productivity.
3. Will enhance transparency and accountability across shifts.
This introduction of digital tools would represent a significant step toward modern operations and current industry trends.
[bookmark: _Toc212665989]Recommendation 2: Strengthen in Internal Communication
Communication is essential to maintain consistency and reduce stress among staff. For Voco it is recommended to introduce a structured communication protocol across housekeeping team and other departments (Kumar, 2023). This could include:
1. Daily pre-shift briefings where team leaders will update housekeepers on special requests and occupancy levels.
2. End of shift reports that will summarise completed task and pending issues.
3. Weekly meeting between duty managers of departments to review operational performance.
The above steps would ensure that information is spread smoothly across departments and will avoid duplication. Having constant communication practices will also help the staff feel informed and valued.
[bookmark: _Toc212665990]Recommendation 3: Continuous Training and Professional Development Programs
Professional development should not only focus on technical cleaning skill but also on soft skills such as time management, problem solving and guest interaction. Furthermore, refresher sessions can reinforce quality standards and reduce operational mistakes. Workshops between departments would promote mutual understanding of how each team efficiency affect others performance.

Training should be regularly to ensure that new staff are quickly integrated with the older staff and together will stay updated on the latest brand procedure standards. Investing in professional development would enhance the confidence of staff which is a key challenge across this sector (Davronov and Khalimova, 2019).
[bookmark: _Toc212665991]Recommendation 4: Recognition and Reward Programs 
Keeping you employees motivated will deliver better services and they will be more likely to stay loyal for the company. However, Voco could implement a recognition system the celebrates excellent performance and encourages fair competition (Akafo and Boateng, 2015)
. Programme should include something like:
1. Employee of the month award based on guest feedback and supervisors
2. Small financial or non-financial incentives such as gift vouchers or additional rest days.
3. Public acknowledgement of individuals or teams during meetings.
These initiatives will create a sense of appreciation and belonging and will strengthen engagement and productivity.
[bookmark: _Toc212665992]Recommendation 5: Sustainable Housekeeping Practices
Sustainability shows an increased demand among guest, hotel industry and global trends. Voco already align with IHG corporate sustainability standards but could extend these even furthermore within housekeeping department (IHG, 2024). Suggested actions include:
1. Using biodegradable cleaning products and refillable containers to reduce waste.
2. They can encourage guest to participate in towel and linen reuse programs.
3. Energy and water consumption should be monitored through efficient cleaning methods.
4. Staff should be trained in eco-friendly practices and methods.
Sustainable housekeeping department not only will help in cost reduction but also will enhance hotel image as a responsible brand.
[bookmark: _Toc212665993]Recommendation 6: Workload Management and Wellbeing 
Because of higher workload physical tiredness were noted among staff as ongoing challenges (Krekel, Ward and De Neve, 2019). Management should implement measures to balance workload and to support staff wellbeing. Here are some suggested strategies:
1. Scheduling extra staff or part-time support during busy periods.
2. Switching between responsibilities to prevent strain and staff burnout.
3. Short and regular break to maintain energy and focus.
4. Access to wellbeing programs such as gym contract or counselling services
Improving employee wellbeing will contribute directly to productivity increasement and overall morale.
[bookmark: _Toc212665994]Recommendation 7: Transformational Leadership Practice
Current transactional leadership approach has proven effective in maintaining standards. However, integrating elements of transformational leadership could further enhance motivation and innovation. Supervisors should be encouraged to:
1. Involve staff in problem solving and decision-making discussions.
2. Open feedback and suggestions should be encouraged for operational improvement.
3. Provide regular coaching and mentorship opportunities.
Balancing structure with empowerment, housekeeping department can cultivate a more engaged and proactive workplace (Spa Executive, 2024).
[bookmark: _Toc212665995]5.4 Strategic Implementation Plan
Now management should put above recommendations into practice by improvement phases as follow (please refer to Appendix A). This phased approach will ensure realistic and sustainable implementation without overwhelming operations.
[bookmark: _Toc212665996]5.5 Reflection on Research
This research contributes both academically and practically to the field of hospitality management. However, academically it expands understanding of how housekeeping efficiency and guest satisfaction are interlinked in a four-star Scottish hotel. Practically, it provides actionable insights for Voco Grand Central and potentially other hotels within the IHG brand seeking to optimise their housekeeping operations.

The study demonstrates that operational efficiency, effective leadership and clear communication collectively shape guest experience and business success.
[bookmark: _Toc212665997]5.6 Limitations and Future Research
This research limitation includes its focus on a single case and relies on subjective data, which restrict generalisation. However, the absence of surveys it limits the ability to measure satisfaction numerically. Future research its necessary and could be expanded by comparing multiple hotels across different regions.
[bookmark: _Toc212665998]5.7 Final Conclusion
This research concludes that Voco Grand Central in Glasgow upholds high housekeeping standards which strongly influence guest experience and loyalty. Furthermore, to maintain their position in this evolving market Voco will need to focus on enhancing communication, adhere to new technologies and support employee development. By aligning systems, leadership and staff values with strategic goals housekeeping department can achieve greater efficiency and service excellence.
Finding in this research reaffirm that in hospitality, guest satisfaction begins behind the scenes with people, process and systems.
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	SHORT TERM (0-3 Months)
	Medium-Term (3-9 Months)
	Long-Term (9-18 Months)

	Introduce pre and after shift communication routines.
	Implement digital housekeeping management software.
	Evaluate success rate of the new system through guest feedback operational KPIs.

	Create recognition and rewards initiatives.
	Lauch cross-department meeting and workshops
	Expand training programme to include supervisory development.

	Conduct weekly refresher training sessions focusing on teamwork and communication.
	Start staff development programs focused on leadership and sustainability.
	Maintain continuous review of staff wellbeing and performance recognition schemes.



