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Purpose of the Study and Objectives
Hospitality is today entering a stage of severe structural transformation that is caused by global workforce shortages and new customer demands of smooth, effective service. Limited-service hotels have a lean operating model based on maximum efficiency and resource optimisation. This study assesses the vital nexus of cross-departmental work, operational performance, service quality using the case study of Hampton by Hilton Nuneaton. The research fills a serious gap in the literature, where most of it is based on full-service luxury hotels and does not address the multitasking threats and resource limitation peculiar to the mid-scale, limited-service segment. The main objective is to establish how the interaction of the reception, housekeeping, and food and beverage departments directly influences the guest experience and internal operation.
Methodology
This paper takes an interpretivist philosophy and an inductive research approach to investigate the intricate social and organisational processes of hotel setting. The design was a qualitative case study, which used both secondary data (academic literature and industry reports) and primary-proximate data (reflection placement observations). Data was analysed within a strict reflexive thematic analysis model to establish common patterns in communication, workflow integration, and service delivery. The methodological decision enabled an in-depth, situational view of how members of the staff manage operational adversities and information gaps in a realistic environment.
Key Findings
The results show that the technological infrastructure of the hotel is not the key influencer of operational efficiency, but the human boundary spanners who negotiate digital friction in the company. One of the key themes was the discrepancy between the digital data on digital property management and the actual image of room readiness that required the staff to use informal communication tools. The research established that information silos are a big obstacle to performance, especially in the vital midday turnaround period. Although multi-skilling and functional flexibility have been facilitated by the post-pandemic labour crisis, both are mostly informal and reactive. Both the resilience and the engagement of staff were quite high, with cross-departmental support being self-initiated by employees, although it leads to the issue of inconsistency and role strain. Moreover, the service quality dimension’s reliability and responsiveness were reported to be exposed to a high internal coordination failure especially in the service recovery process.
Recommendations and Importance
To sum up, the study shows that cross-departmental cooperation is the key to the service-profit chain in limited-service hotels. The formalisation of cross-functional support roles and integrated systems is necessary to shift the state of conflict into active state of performance. The research suggests establishment of intersection standard operating procedures to regulate departmental handovers and introduction of real-time operations dashboards to minimise digital friction. Also, the management ought to build a culture of employee co-creation, where staff members can help with the design of the workflows they use. The hotel can improve the quality of its internal service delivery to provide a high-quality guest experience by both eliminating the causes of role ambiguity and through formal cross-functional training. Finally, the organisation needs to stabilise its group dynamics with the help of formalised priority of interdepartmental synergy so that it could remain a competitive leader in the regional hospitality market.
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[bookmark: _Toc222911788]Chapter 1: Introduction 
[bookmark: _Toc209796319][bookmark: _Toc212896745][bookmark: _Toc222911789]Background to the Study 
Hospitality industry is a business that thrives on effective coordination of various departments to provide the same and quality guest experiences (Jaya et al., 2026). The interdepartmental cooperation is the key to the success of operations in limited-service hotels including Hampton by Hilton Nuneaton because the staff levels in these hotels are leaner, which is why the employees tend to multitask and work in different departments. The housekeeping, reception and food and beverage (F&B) teams are supposed to operate hand in hand with each other so that the check-ins of the guests, preparation of the rooms and the delivery of services can be smooth and satisfactory (Sheoran, 2025). Nevertheless, rise in pressure by post-pandemic labour crisis, massive guest demands, and cost efficiencies has put more emphasis on in-house communication and workflow planning (Zade et al., 2024). To the extent that cross-departmental cooperation determines the efficiency of operations as well as service quality, the insight into these two factors is crucial in the context of enhanced performance rates and retention of customers in the limited-service hotel industry.
[bookmark: _Toc212896746][bookmark: _Toc209796320][bookmark: _Toc222911790]Problem Statement
Teamwork is an aspect that has been widely acknowledged in hospitality, but limited-service hotels tend to have issues keeping the departments coordinated effectively (Giousmpasoglou and Marinakou, 2024). At Hampton by Hilton Nuneaton, the problematic areas of the interdepartments communication and the lack of specificity of workflow roles sometimes lead to room delays, inconsistent services delivery, and the lack of opportunities to approach the service recovery proactively. The quality of service and teamwork in full-service hotels have been widely studied in the existing literature, but no empirical attention has been paid to the idea of cross-departmental collaboration within the limited-service hotel industry, where multitasking and resource limitations are prevalent. The given study is thus aimed to discover the impact of the cooperation between reception, housekeeping, and F&B on the efficiency of operations and the satisfaction of guests, the main objective of which is to define the main challenges and offer the possible solution to enhance internal organisation of their activities.
[bookmark: _Toc209796321][bookmark: _Toc212896747][bookmark: _Toc222911791]Research Aim and Objectives
The research aims to assess the impact of cross-departmental collaboration between reception, housekeeping, and food & beverage departments on operational efficiency and service quality at Hampton by Hilton Nuneaton.
The research objectives are as following:
· To analyse current workflows and communication between reception, housekeeping, and F&B departments.
· To identify operational challenges affecting speed, consistency, cleanliness, and service recovery.
· To review academic literature on service quality, teamwork, and interdepartmental coordination in hotels.
· To provide evidence-based recommendations to improve operational efficiency and guest satisfaction.
[bookmark: _Toc212896748][bookmark: _Toc222911792]Research Questions
· How does cross-departmental collaboration between reception, housekeeping, and F&B influence operational efficiency at Hampton by Hilton Nuneaton?
· In what ways does interdepartmental coordination affect service quality and guest experience in a limited-service hotel setting?
[bookmark: _Toc212896749][bookmark: _Toc222911793]Significance of the Study
[bookmark: _Toc212896750]This study is a good contribution towards the understanding of how limited-service hotel operations work by focusing on the way the interdepartmental multitasking influences the work efficiency and guest satisfaction. The results will help the hotel managers to detect the gaps in workflow and create the strategies to enhance collaboration, communication, and service quality. It contributes to the paucity of literature on interdepartmental operations in limited-service hotels, academically, offering a convenient framework to be used in increasing the performance and the quality of services in such a scenario, in the hospitality sector.
1. [bookmark: _Toc222911794]Chapter 2: Literature Review 
[bookmark: _Toc222911795]Cross-Department Collaboration in Hotel Operations
Cross-departmental cooperation is an essential part of the efficient operation of the hotel industry because the achievement of the customer experience consistency is achieved through the coordinated work of multiple departments (Widiastini et al., 2026). According to Safitri et al. (2023) housekeeping, food and beverage and front office teams working together are also achieved through effective communication which ensures that the needs of the guests are addressed effectively and service standards are upheld. Yu et al. (2022) posit that the quality of internal service and market performance, in general, depends heavily on the interdepartmental relationships. Teamwork eliminates duplication of tasks, delays in the execution of services and employees can coordinate their efforts in achieving the operational objectives (Fu et al., 2020). But, lack of mutual understanding of teams, departmental silos, and poor information sharing is a challenge facing many hotels (Patafta and Milohnić, 2022). These obstacles may introduce service gaps and decline the productivity. It is thus important to have well-developed cross-functional communication structures to ensure that the various departmental operations are brought into harmony, workflow integration processes are enhanced and overall service delivery process extended throughout the hotels.
[bookmark: _Toc222911796]Operational Efficiency and Interdepartmental Coordination
The efficiency of operations in hotel industry depends on the level of coordination among the various departments to maximise a resource and the speed of service delivery (Mandić, et al., 2026). When the front office, housekeeping and the F&B teams work closely together, the hotels are able to maximise the room turnover time, decrease on the waiting time of guests and are able to maintain a smooth service flow (Zade et al., 2024). As Wei (2023) notes, the coordination level is improved with the help of the integrated property management systems (PMS) and standard operating procedures (SOPs) that streamline communications and minimise the number of operational errors (Słupińska et al., 2022). On the other hand, poor coordination usually results in a lack of communication, delays, and poor performance in service recovery (Akarsu et al., 2023). The interdepartmental coordination is also efficient and helps in controlling costs, satisfaction of employees, and enhancing retention of guests (Wilson, 2026). Operational efficiency is therefore not just a technology issue or even a staffing issue, but rather the process of how departments go in harmony to collectively achieve service goals.
[bookmark: _Toc222911797]Service Quality and Guest Experience in Limited-Service Hotels
The quality of the services offered in limited-service hotels is characterised by consistency, responsiveness and operational reliability instead of broad-based amenities (Sheoran, 2025). This group of guests will require efficiency, cleanliness and friendly service at low prices. Setiono and Hidayat, (2022) propose that the dimensions of SERVQUAL which include tangibility, reliability, responsiveness, assurance and empathy are useful in measuring the quality of service. The operational processes in limited-service hotels should therefore be focused on speed and accuracy without causing any inconvenience to the guests (Kim et al., 2023). Research by Khliefat et al. (2025) indicate that a lean communication system and empowerment of employees have a strong positive correlation in the guest satisfaction even when the service is minimal. A well-coordinated staff communicating with other departments would improve the chances of satisfying the expectations of the guests on a regular basis, which leads to good reviews and subsequent business (Thompson, 2024). Therefore, the control of service quality in limited-service hotels depends on the accuracy of operations and team work of the workers (Secchi et al., 2020).
[bookmark: _Toc222911798]Teamwork, Employee Coordination, and Service Delivery Outcomes
In the hospitality sector, teamwork is a crucial factor of quality services and organisational achievement (Hussain and Khan, 2020). Proper coordination of employees will lead to mutual trust, shared responsibility as well as flexibility when the demand is high (Rajhi and Hasan, 2026). Research has shown that teams with cohesiveness have increased efficiency of services and ability to solve problems which directly affect the level of guest satisfaction (Jaya et al., 2026). On the other hand, poor teamwork has the tendency of creating overlapping of tasks, low morale, and unequal delivery of services. According to Widiastini, (2026) the involvement of training, leadership, and effective communication channels are important factors that foster teamwork among employees in a hotel. Internal coordination also enhances the engagement of employees and minimises employee turnover which are important in ensuring service standards (Shirvani et al., 2024). Thus, teamwork is not merely a soft skill, but a tactical consideration in the connection between employee satisfaction and higher service performance and overall organisational competitiveness (Ņikadimovs and Ivanchenko, 2020).
[bookmark: _Toc212896755][bookmark: _Toc222911799]Theoretical Framework
1.1.1 [bookmark: _Toc222911800]Tuckman’s Team Development Model (1965)
The proposed study will use the theoretical framework of the Team Development Model (1965) by Tuckman to address the dynamics of the cross-departmental collaboration in the hotel business. Yadri et al. (2024) claims that Tuckman model highlights four fundamental phases of team development that include forming, storming, norming and performing stages that explain how teams progress to yield positive teamwork and performance results. When applied to hotel business, these phases represent the evolution of the relationship between different departments of the organisation (reception, the housekeeping and meals and drinks teams).
The forming stage involves the departments coming up with preliminary communication and defining their roles in delivering the services. Storming phase can be characterised by disagreement or miscommunication due to the lack of understanding of responsibilities or conflicting priorities that are also typical of fast-paced hospitality (Sampaio et al., 2025). As the teams enter the norming stage, they become characterised by common norms, communication patterns that are better developed and mutual trust, making coordination easier. Lastly, during the performing stage, the teams are well coordinated and effective in their work and the level of cohesion is high which is reflected in the quality of services and performance. Zirar et al. (2025) explains that the use of Tuckman model can assist in explaining the transformation of interdepartmental collaboration through time and how successful teamwork will aid in enhancing guest experiences and operational efficiency (Redden, 2024). 
[image: Team Development Over Time | Organizational Behavior Class...]
Figure 1: Tuckman’s Team Development Model
Source: (Yadri et al., 2024)

[bookmark: _Toc212896758][bookmark: _Toc222911801]Conceptual Framework
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Figure 2: Conceptual Framework
Source: (Author)
[bookmark: _Toc212896759][bookmark: _Toc222911802]Research Gaps
Despite the vast literature on service quality and teamwork in the hotel industry, most of the research studies have been done on full and luxury hotels where departmental set up and resources vary greatly with the limited-service operation. Limited-service hotels are being run on lean staffing and multi-tasking environments, with the employees typically juggling duties across all departments that pose distinctive coordination and workflow issues (Wilson, 2026). Moreover, prior studies are also inclined to consider service quality and internal teamwork as independent constructs without their influence on each other in the formation of the total guest experience. Empirical evidence based on actual workplace observation is also scanty, especially in smaller hotel settings where informal communication and loose role delimitation are a normal occurrence. This gap suggests that it would be necessary to conduct a study that will combine the operational and behavioural approaches to comprehend the contribution of teamwork, communication, and coordination to the performance and service delivery in limited-service hotels (Pervin and Mokhtar, 2022).
[bookmark: _Toc212896760][bookmark: _Toc222911803]Chapter Summary
This chapter has examined important literature addressing the subject of cross-departmental cooperation, departmental efficiency, service quality, and teamwork in the hotel operation. It emphasised the importance of communication and coordination among departments and their direct influence on the consistency of services and guest satisfaction. Although current research can be very helpful, it does not cover much on limited-service hotels and evidence that can be based on observation and experience. 
[bookmark: _Toc212896761]

2. [bookmark: _Toc222911804]Methods
[bookmark: _Toc212896762][bookmark: _Toc222911805]Research Philosophy
The study uses the interpretivist philosophy that emphasises the comprehension of the social and organisational phenomena based on the subjective experience and contextual information (Jamieson et al., 2023). As the study will focus on the interdepartmental cooperation and operational approaches in a hotel, the interpretivism is appropriate as it will help to capture the specifics of human interaction and working process. This philosophy appreciates diversity of views and the importance of meaning-making over numerical measurement, which is consistent with the purpose of the study, which is to understand the relationship between teamwork and communication as drivers of service quality and efficiency in a hospitality context (Saunders et al., 2019).
[bookmark: _Toc212896763][bookmark: _Toc222911806]Research Approach
The inductive research approach is used and patterns and themes can be identified on the basis of observed data as opposed to testing existing theories. This research method is suitable since the study aims at examination and comprehension as opposed to measuring relationships amid cooperation, efficiency, and service quality (Veal, 2017). The inductive procedure aids in the generation of conceptual knowledge based on the placement observations and secondary data, which can be added to the further comprehension of the interdepartmental coordination in limited-service hotels (O’Neill et al., 2024).
[bookmark: _Toc212896764][bookmark: _Toc222911807]Research Design
The qualitative case study design was utilised with the emphasis on the real-life operations in a hotel setting. The design enables a close study of the inter-departmental communication, workflow and service processes in situ. ANNAMALAH, (2024) claims that one of the effective ways through which case study method is applicable is in researching organisational practises and human interaction which is not measurable in full through quantitative methodologies (Trifu et al., 2022). It gives freedom to investigate behaviours, routines as well as communication channel, and delivers in-depth information on how cooperation influences operational effectiveness and guest contentment. Single-case design suits the study especially well since the research aims at creating context-specific findings, not statistical generalisation. Veal, (2017) claims that case studies allow analytical generalisation where the results can be theoretically projected to other analogous organisational contexts. Moreover, the design allows study processes, interactions, and informal practises, which evolve over time. 
[bookmark: _Toc212896765][bookmark: _Toc222911808]Data Collection
To conduct this research, secondary data will be gathered to give information on the effects of cross-department working on operational efficiency and quality of services in Hampton by Hilton Nuneaton (Naeem et al., 2024). Such sources as academic journal articles, industry report, and online reviews will be used to provide both theoretical and practical views. This method offers exhaustive knowledge on the subject besides allowing one to compare the academic results with actual working processes (Mtisi, 2022).
[bookmark: _Toc212896766][bookmark: _Toc222911809][bookmark: _Toc212896767]Data Analysis
Data were thematically analysed and thus, six steps of the Braun & Clarke (2006) analysis were followed: familiarisation, coding, theme identification, review, definition, and reporting. The observations were checked and the repetitive patterns in terms of teamwork, efficiency, and quality of service were observed (Melo et al., 2023). Themes based on the flow of communication, coordination of workflow and responsiveness of services were constructed to make interpretations on how collaboration in cross-department has an effect on the experience of guests. The approach guarantees systematic examination and flexibility to evolve the contextual nature of operations within a hotel (Mell et al., 2022).
[bookmark: _Toc222911810]Ethical Considerations
The research process was carried out ethically. The hotel management was notified about the observation and no personal or sensitive information on the employees or the guests was taken. All the observations were anonymous and concentrated only on the operational processes. The confidentiality and professional behaviour were adhered to the ethics regulations of the university. Academic honesty and transparency with the help of the Harvard referencing style, the secondary data sources were correctly cited (Khliefat et al., 2025).
[bookmark: _Toc212896768][bookmark: _Toc222911811]Limitations of the Methodology
The research design being based on observation and not on personal interviews restricts the richness of personal accounts of the employees (Jaya et al., 2026). Results are drawn about one case study, and this might limit the extrapolation to other types or brands of hotels. The duration of the data collection was also curtailed by time constraints during the placement. Nevertheless, the qualitative emphasis gives some useful and context-based insights into cross-departmental teamwork and allows serving as a basis of future research that uses broader or mixed-method methodologies (Hospitality Net, 2024).


[bookmark: _Toc212896769]

3. [bookmark: _Toc222911812]Chapter 4: Findings and Discussion
[bookmark: _Toc222911813]Introduction
The main idea of this chapter is to examine the impact of interdepartmental dynamics on a limited-service hotel setting that predetermines the success of operational processes and the perceived quality of the guest experience (Byrne, 2022). This study focuses on the operational realities of Hampton by Hilton Nuneaton, a small hotel, through the lens of a qualitative case study, where lean staffing and high turnover volumes require a smooth coordination process (Huang et al., 2022). The thematic analysis that follows is organised around four main themes, namely, the flow of communication, the efficiency of workflow, employee collaboration, and the outcomes of service quality (Hoque et al., 2023). These results are critically analysed concerning the modern literature on hospitality, and the theoretical framework of the Team Development Model provided by Tuckman. The analysis is not reduced to the description of the activities in the hotels, but it assesses the observed systemic problems and achievements that occurred within the time span of the placement, which forms the basis of the evidence-based recommendations provided in Chapter Five (Cohen, 2023).
[bookmark: _Toc222911814]Findings: Thematic Analysis 
[bookmark: _Toc222911815]4.2.1 Theme 1: Communication and Information Flow between Departments
Communication is the nervous system of hotel activity, but in Hampton by Hilton Nuneaton, it was noted that the shift between digital intent and human implementation of information frequently introduces gaps in information. Buhalis et al., (2023) underline that digital frameworks are becoming the backbone of the methods of managing and implementing the concept of smartness in the hotel industry; nevertheless, the observations showed that the Property Management System (PMS) is the main record of the room status, but the real drivers of urgency are the verbal handovers and radio communications. This dependence on so-called boundary spanners, or, in other words, those people like Duty Managers or senior receptionists who interprets information between front-of-house and housekeeping is vital. These boundary spanners also experience the stress of their role when they attempt to minimise information friction between siloed departments. Moreover, Elibol (2024) suggests that the digital transformation should mediate the quality of internal services to improve upon performance. At the Nuneaton location, the digital system indicated that a room was dirty but the guest was waiting in the lobby, the malfunction was often associated with the fact that the housekeeping team did not have a direct connection to the live cheque-in feed of the front desk. This illustrates a detachment in which the quality of internal services cannot deliver due to the absence of an integrated real-time data availability that results in what is termed as a role autonomy failure in high-pressure situations.
Table 1: Theme 1 – Communication Dynamics
	Code
	Placement Observation
	Supporting Literature Citation

	Digital Friction
	Discrepancies between PMS room status and physical room readiness.
	Buhalis et al., (2023)

	Internal Service Quality
	Dependence on Duty Managers to bridge the "info-gap" between F&B and Reception.
	Elibol (2024)

	Information Silos
	Reliance on fragmented tools (e.g., separate Excel sheets, WhatsApp, and emails) instead of a centralised management dashboard.
	Proprli (2024); Buhalis et al., (2023)


[bookmark: _Toc222911816]4.2.2 Theme 2: Workflow Coordination and Operational Efficiency
Efficiency in operations within a limited-service environment is determined by the capacity of the hotel to reduce the number of bottlenecks especially at the 11.00 AM to 3.00 PM turnaround period which is critical. Process bottlenecks refer to the areas where the flow of operations is limited; at Hampton Nuneaton, the bottleneck often was the absence of coordinated priorities between the F&B team that had finished breakfast and housekeeping staff that had started cleaning a room. This is compounded by the staffing patterns after the pandemic; according to Jeffs et al. (2025), this has shifted the staffing strategy to a more elastic approach, which frequently makes departments undersourced when they are most in demand. It was observed that the high adherence to Standard Operating Procedures (SOPs) was high within individual departments but became loose at the intersection points (Steen-Tveit et al., 2204). According to Darwar et al. (2023), the only protection measure against the failure of the operations of complex systems is the compliance with SOPs. Nonetheless, within the budget/limited-service industry, Latif et al. (2025) claim that the success of qualitative operations is usually a consequence of the informal modification and not the strict compliance with SOP. At Nuneaton property, the most effective practise was too directly, without passing through hierarchies and using conventional priority lists, having housekeeping supervisors receive direct lists of priority as suggested by reception in order to fix the bottlenecks.
Table 2: Theme 2 – Operational Efficiency
	Code
	Placement Observation
	Supporting Literature Citation

	Process Bottlenecks
	Delays in room turnover due to overlapping departmental schedules.
	Darwar et al. (2023);

	SOP Compliance
	High adherence within teams, but lack of inter-team SOP integration.
	Darwar et al. (2023); Latif et al. (2025)

	Resource Allocation
	Misalignment of staff staffing levels during peak "turnover windows" (11 AM – 3 PM).
	Jones and Hillier (2024)


[bookmark: _Toc222911817]4.2.3 Theme 3: Interdepartmental Teamwork and Employee Collaboration
The practise of multi-skilling was the most noticeable stage of the Tuckman model: the one of the performing. According to Ojo (2024), multi-skilling is the future of work, especially in the service-oriented industries where the role boundaries are becoming more permeable. In Hampton by Hilton Nuneaton, reception staff could often be found assisting in the bar and F&B sections during peak overflow times in the evening. This internal work environment co-creation, as outlined by Mahrinasari and Bangsawan, (2024), helps motivate employees to be engaged because they would feel as members of a shared organisational purpose and not as part of a department. Jeffs et al. (2025) note that these post-pandemic staffing plans are essential to survive but may result in staff burnout when the mentioned boundary spanning roles are not sufficiently accommodated. Elibol (2024) also reports that the performance of the employees is strongly enhanced when internal service quality is also perceived to be high; when the housekeeping employees felt supported by the reception (e.g. by the correct reporting of the late cheque-out), their cooperative performance improved. Mahrinasari and Bangsawan, (2024) emphasise that co-creation is not only a guest-facing practise but also an internal requirement and requires employees to participate in the development of their work-to-work relationships to alleviate role stress.
Table 3: Theme 3 – Collaboration and Multiskilling
	Code
	Placement Observation
	Supporting Literature Citation

	Functional Flexibility
	Receptionists assisting in F&B during peak bar hours to maintain service quality.
	Ojo (2024); Jeffs et al. (2025)

	Employee Co-creation
	Team members designing informal “quick-fix” communication logs for shift handovers.
	Mahrinasari and Bangsawan, (2024); Elibol (2024)


[bookmark: _Toc222911818]4.2.4 Theme 4: Impact of Cross-Department Collaboration on Guest Experience and Service Quality
The journey of the guest is the final criterion of the successfulness of interdepartmental relations. Chabán and Ruz-Mendoza (2024) assume that each customer journey touchpoint is a moment of truth. To a guest at Hampton Nuneaton, the quality of the hotel was sometimes only measured depending on how F&B and Reception would synchronise during the breakfast-to-checkout changeover. In case the F&B team did not inform housekeeping of the existence of spill in the breakfast area, the last touchpoint experience of the guest prior to the check-out would have been negative, which is how Chabán and Ruz-Mendoza (2024) warn of the weakness of touchpoints. Jonkisz et al. (2022) apply the SERVQUAL method to emphasise that the basis of quality are reliability and responsiveness, whereby in a limited-service hotel, the response speed of interdepartmental information is the sole determinant of responsiveness. Besides, Mir et al. (2023) underline that a terrain of harmonised actions is needed in the service recovery. The observations at the placement site revealed that effective service recovery, like resettling a guest in a new room because of a maintenance problem, could not work unless the maintenance and reception departments were on the same page at the moment. The findings provided by Latif et al. (2025) suggest that the delivery of the so-called Muslim-friendly or guest-centric view in mid-scale hotels is achieved through constant reliability. The SERVQUAL dimensions (Jonkisz et al., 2022) were fulfilled when the work of departments at Nuneaton was combined; it was disrupted when departments operated separately, which resulted in the fragmentation of the service recovery landscape (Mir et al., 2023) and guest dissatisfaction.
Table 4: Theme 4 – Service Quality Outcomes
	Code
	Placement Observation
	Supporting Literature Citation

	Moment of Truth
	Guest dissatisfaction at check-out caused by F&B and Housekeeping communication gaps.
	Chabán and Ruz-Mendoza (2024)

	Service Recovery
	Successful resolution of room issues through immediate Reception–Maintenance coordination.
	Mir et al. (2023); Jonkisz et al. (2022)



[bookmark: _Toc222911819]Discussion
Critical Analysis of Digital Systems and the Human-Technology Gap
Operational dynamics in Hampton by Hilton Nuneaton are examined as an elaborate and elusive interaction between advanced digital environments and human agency enacted in a limited-service context. The general theme that became apparent during the placement, the dissonance between digital intent and human execution, brings out a great divergence between the ideal operation approaches of transnational operations as presented by Zeng (2021). Although Hilton Worldwide Holdings Inc. (Harrison et al., 2022) has pursued significant movement in terms of smarter hospitality ecology, which aims at promoting agility and destination-wide connectivity (Buhalis et al., 2023), the empirical experience of the Nuneaton property indicates the existence of considerable digital friction. This tension is mostly expressed through the Property Management System (PMS) that was often outpaced by the physical readiness of the guest rooms. In their research on the applications of PMS, Azman and Ishak (2024) explain such failures in operations by the absence of real-time synchronisation of front-end and back-end modules. 
This inconsistency leads to the need to introduce the human conduit between departments namely the Duty Manager and the senior receptionists. Boundary spanners are vital in public- private and inter-organisational partnerships, however, their presence in a hotel is vital when it comes to lessening role pressure among junior employees. The storing and sorting of information in one department impede the need to communicate messages across platforms to consumers to form the message of the cross-platform brand (Umoren et al., 2022). The use of informal means of communication, including WhatsApp groups, verbal handovers, as an alternative to centralised and real-time Hospitality BI Solution (Tyagi et al., 2025), implies that the quality of internal services in the hotel is being undermined by disjointed information. This technological stalemate compels the teams to be pushed into the Storming or early Norming stages of Tuckman Model (Yadri et al., 2024), where communication and protocols are to be renegotiated on a daily basis because of the incoming guests. In comparison to the global brand strategy that Hilton follows, the focus on integrated digital ecosystems and real-time operational transparency (Harrison et al., 2022) is partial instead of comprehensive system synchronisation, as it is seen in Nuneaton property. Where Hilton brand standards encourage a smooth flow of information in integrating PMS and aligning SOPs, operational limitations that are present at the sites, seem to create an operational gap between corporate plans and local actions.

Operational Efficiency and the Post-Pandemic Labor Reality
The second key theme relates to the efficiency in operations and what bottlenecks the limited-service experience is characterised by. At Hampton Nuneaton, the bottleneck identified at 11.00 am to 3.00 pm is a misalignment in the resource allocation system. High-volume turnaround operations are characterised by bottlenecks in processes, which are, of course, crucial in the post-pandemic labour crisis in the case study hotel (BBC News, 2022). According to the Caterer (2024), the issue of hospitality vacancies is almost half a century higher than usual, which was also evident day by day during the placement. Such labour scarcity has compelled the management to follow a lean strategy based on the Resource-Based View (RBV) (Lubis, 2022) and consider human capital a rare and inimitable resource that needs to be used as flexibly as possible.
Having receptionists helping to clean the area of breakfast or bar is a practical example of how the theory of functional flexibility described by Ojo (2024) is applied in the future of work. This multi-skilling enables a hospitality property to remain competitive (HS et al., 2025) despite being understaffed. But one major discovery made during this study is the absence of "Inter-Team SOP Integration." Although, as pointed out by Darwar et al. (2023), compliance to Standard Operating Procedures (SOPs) is the key protection against failure in the operation of complex systems, the Nuneaton property showed high compliance and low cross-departmental integration. According to Latif et al. (2025), more informal changes to SOPs tend to work better than strict compliance in mid-scale hotels. The staff-designed communication logs, called quick-fix, confirmed this as one of the indicative co-creations of the employees (Mahrinasari and Bangsawan, 2024). This enabled the employees to reduce stress experienced in lean staffing by coming up with their own internal service quality mechanisms (Wilson, 2026). However, the use of these informal practises indicates the inability of the formal management systems to adjust to the permanent shortage of labour as defined by Talty (2023). The standards of Hilton brand entail organised compliance with Standard Operating Procedures in order to maintain uniformity across properties, but at Nuneaton, there seems to be a high degree of compliance with SOPs in the departments but less formalised in the departmental intersections (Darwar et al., 2023). Conversely, best-practise, middle-scale hotel chains are increasingly adding interdepartmental turnover guidelines to reduce the level of bottlenecks in peak check-in times, indicating room to harmonise with industry standards, in general.

The Service-Profit Chain and the Impact on Guest Experience
The final effect of cross-departmental interaction (or its absence) is implemented at the guest facing level, which can be best only described using the Service-Profit Chain (SPC) (Alam, 2024). At Hampton Nuneaton, there were often internal coordination gaps, which resulted in a compromise of the Moment of Truth (Chabán and Ruz-Mendoza, 2024). The initial experience that the guest had with the hotel was characterised by delays and frustration when housekeeping issues were not aligned with arrivals at the front desk. Based on the data of the SERVQUAL dimensions (Jonkisz et al., 2022), it can be said that the most unstable parameters are reliability and responsiveness. To a limited-service franchise that already offers a frictionless and dependable stay (Schaal, 2023), missing a room ready on arrival is a major violation of the brand promise.
Moreover, the study has determined that successful service recovery (Mir et al., 2023) is completely reliant on interdepartmental communication speediness and exactness. According to Dzreke (2025), a service failure can be converted into a service guest loyalty moment through proactive service recovery that is backed by real-time sentiment analysis. But at the Nuneaton location service recovery tended to be responsive and fragmented. As an example, housekeeping stated that there were some cases when the maintenance problems could not be relayed to the reception with the needed urgency, and the guests could be placed in a faulty room. This is due to the absence of this element of synchronised content delivery (Umoren et al., 2022) across departments, which leads to a disjointed guest experience. Schaal (2023) notes that the strategy of Hilton that targets the middle market is paying off in most areas of the world, but the operational weaknesses, the local reaction, are jeopardising the premium brand image offered under the Hampton brand. In response to this, the hotel should shift to a Total Quality Management (TQM) (Al-Ababneh, 2023) model where the guest experience is seen as a process and not a set of handovers between departments. Brand wise, Hampton by Hilton places itself in the area of reliability and consistency in the mid-scale segment (Schaal, 2023). Although the Nuneaton team is characterised by high resilience among the employees, there are cases of coordination failure that reveal operational stress to the implementation of the entire brand promise at the site level. 

Theoretical Synthesis: Tuckman, Resilience, and Role Stress
Lastly, the Tuckman Team Development Model (Zirar et al., 2025) is used to apply to the observed interdepartmental interactions, and the team is presented in the state of continuous movement. Although the individual teams, e.g., bar employees, were at the stage of the "Performing" stage when the evening was in full swing and multi-skilling was applied (Peña et al., 2023), the organisation as a whole tended to fall back to the "Storming" stage during the stressful team turnaround (11:00 AM). Role ambiguity and role stress are major factors leading to this regression (Lee et al., 2024). When the receptionist is summoned to assist in F&B, they experience a type of role conflict, which means that they do not know which of the two matters is to be given priority. Hngoi et al. (2023) focus on the fact that the perceived organisational support and job involvement are the only buffers to the job insecurity and stress of this sort of lean environment.
Nonetheless, the employees were found to be very spiritual, resilient and engaged according to the observations (Mahmood et al., 2025). The readiness of the staff to develop informal communication solutions speaks volumes about how much committed to excellence they are, even in the context of the so-called permanent labour shortage (Talty, 2023). This strength must not be an alternative of good management, however. Fenyvesi et al. (2023) caution that the hospitality industry is associated with high turnover and low service quality when subjected to long-term work stress. The results that were achieved at Hampton Nuneaton confirm that there is a necessity to change informal performing to formalised norming. This involves the adoption of the successful "quick-fixes" that the staff have created, and incorporating them into the formal Business Intelligence (BI) (Tyagi et al., 2025) and training models of the hotel. The management can make the hotel competitive and efficient by creating a supportive team social support (Lee et al., 2024) culture that acknowledges the contribution of employees to the organisation in a manner that is termed as boundary spanning work of the employee.
Integrating Internal Quality and Market Performance
The discussion also ends with the conclusion that the main factor influencing market performance in the limited-service hotel industry is the so-called Internal Market Orientation outlined by Yu et al. (2022). In Hampton by Hilton Nuneaton, interdepartmental relationships are the gears, which rotate the operational machine. As these gears are greased with transparent communication, jointly held SOPs, and reciprocal assistance, the hotel can reach the state of operational excellence (Wilson, 2026). The machine fails to run when it is hampered by digital friction and information silos, which makes the guests dissatisfied and burns employees. The best explanation of these findings is the Service-Profit Chain (Alam, 2024): internal quality brings external success. The hotel needs to focus on the human aspect of the digital transformation in order to make the property future-proof against continuing labour shortages and an increase in guest demands. This means empowering employees by co-creating (Mahrinasari and Bangsawan, 2024) as well as making Standard Operating Procedures (Darwar et al., 2023) just as integrated as the PMS will be. 


4. [bookmark: _Toc222911820]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc222911821]Conclusion
The given study has critically examined the complex connexion between cross-departmental working, operational efficiency, and the quality of the provided services in the specific organisational context of Hampton by Hilton Nuneaton. Through a systematic treatment of the research aims, the study has examined the existing processes, established meaningful operation bottlenecks and used sound theoretical framework to gain insight into practical hospitality issues. The results are that the lean model of operational activities, which is highly sensitive to an interdepartmental friction, in a limited-service hotel context. Although the global companies can offer advanced technological infrastructures, the main component determining the efficiency level of this property is the human boundary spanners that operate amid the incessant disjunctions between the digital property management systems and the physical condition of the hotel.
One of the fundamental findings of this paper is that information silos are the biggest obstacle to optimal performance. This is especially seen when the critical turnaround period occurs between the late morning hours and the mid-afternoon where there is no coordination of priorities between the food and beverage and the housekeeping department that result in quantifiable process bottlenecks. These bottlenecks are not just little inconveniences, but they are systemic failures that undermine the hotel in responding to the responsiveness needs of the modern travellers. This study establishes the fact that the digital friction experienced, where digital data is disadvantaged when compared to physical reality, is a trigger to these silos which makes the hotel not able to realise the strategic benefits of smart hospitality fully.
Moreover, the study notes that although the United Kingdom hospitality industry has been put on unprecedented pressure by the post-pandemic labour crisis, it has also been a catalyst to multi-skilling and functional flexibility. The noted accommodation of the reception staff of the Nuneaton property to accommodate the bar and the food and beverage staff during peak hours is a high-level measure of organisational commitment and involvement of the employees. This action proves that the workforce has a high level of spirituality, endurance, and involvement and, therefore, allows the hotel to sustain the quality of the service even when the resources available are considerably limited. Nevertheless, the research finds that this acting behaviour is at present both informal and reactive as opposed to some kind of standardised operative characteristic. Since the coordination is not institutionalised, it is dependent on the personal initiative of the staff members a lot, which poses a threat of inconsistency in the case that the initiative is not backed up by the management structures.
Regarding the level of service quality, by applying the well-known dimensions of service quality, we can conclude that the areas of reliability and responsiveness are particularly sensitive to internal communication breakdowns. The study proves that the effective service recovery is not possible in case of the lack of the interdepartmental coordination. With the information gap persisting, service recovery turns into a countermeasure that is being fought rather than a proactive mechanism to recover the loyalty of guests. This is a serious breakdown in service-profit chain because internal service quality deficiencies have direct negative impacts on the external guest experience and, by implication, on the overall performance of the hotel on the market. 
Using these findings in the process of team development models, the study finds that interdepartmental relations in the case study location are often stuck between a conflict or storming stage in times of high pressure. It is not an organisation design but rather the spontaneous energies of the staff that help teams to reach the stage of high performance. In order to evolve into a steady state of excellence, the hotel needs to overcome the disjuncture between the formalised standard operating procedures and the quick-fixes that the personnel created informally. The shift to a consistent-performing team also requires the formalisation of the cross-functional support functions and introducing integrated and real-time business intelligence tools that deliver one version of the truth to all departments.
Overall, the study has shown that the elementary component of the service-profit chain in the limited-service industry is cross-departmental collaboration. The hotel can improve the culture of co-creation among its employees, and describe the causes of role stress and role ambiguity to make sure that the quality of internal service will be continuously reflected in the external guest experience of the hotel. Finally, the hotel should be capable of helping its strong workforce with more integrated systems and formalising the interdepartmental synergy. The last step that the organisation needs to take in order to achieve its future in a tight economic environment is the transition of the reactive management into a proactive and integrated culture. In conclusion, it has been shown in this report that collaboration between departments is a very important factor that defines how efficiently and how well operations and services are rendered in a limited-service hotel setting. Although Hampton by Hilton Nuneaton is a microenvironment characterised by high employee resilience and more informal interdepartmental collaboration, more formalisation of the processes across departments would improve brand alignment and consistency in performance. Finally, the way to achieve sustainable service excellence in the mid-scale hospitality industry lies in the structured coordination, which is facilitated by the human capability as well as integrated systems.
[bookmark: _Toc222911822]5.2 Recommendations
According to the results of this case study, it is possible to suggest several evidence-based recommendations that the management of Hampton by Hilton Nuneaton should implement to improve the efficiency of operation and the quality of provided services:
Recommendation 1: Formalisation of Cross-Functional Standard Operating Procedures (SOPs) 
Although the individual departments at Hampton Nuneaton are showing a high level of compliance with localised procedures, the management needs to focus on the formulation of Intersection SOPs that specifically regulate the point of transitioning between the reception, housekeeping, and food and beverage. Darwar et al. (2023) claim that the integration of functional gaps only via standardised and integrated protocols is the way of organisational compliance when complex, high-pressure systems involve. One of the main areas of attention should be the execution of a common Priority Turnaround List. This document would act as a cross-departmental agreement regarding the priorities in room readiness, where the focus is specifically on the 11:00 AM to 3:00 PM peak window to ensure that the present-day info-gap that causes delays in the cheque-in of guests is eliminated. 
Recommendation 2: Implementation of an Integrated Operations Dashboard and Business Intelligence
The hotel needs to abandon the use of disjointed, informal tools like WhatsApp and Excel to address the identified digital friction that is brought about by the lagging Property Management System (PMS). The management should consider using a centralised Hospitality BI Solution (Tyagi et al., 2025) or a specific real-time operation communication tool that is well integrated with the current PMS. This technological integration would enable housekeeping employees to get instant feedback when a guest physically cheques out thus greatly reducing the turnaround constraints. Making sure that physical reality is reflected in digital data will allow the hotel to manage its allocation of resources to the maximum and introduce better speed into the delivery of services, which will address the high responsiveness demands of the mid-scale hospitality segment.
Recommendation 3: Development of Structured Multi-Skilling and Cross-Functional Training
The present informal multitasking in the management should be replaced with formalised and structured multi-skilling programme. The hotel can guarantee that the employees working in secondary departments, including receptionists serving the bar area, have the competence and confidence required to maintain the standards of service to the clients by offering documented training on the skills of cross-functional integration (D'Souza et al., 2022). This formalisation is critical towards minimising role ambiguity and role stress (Lee et al., 2024), which prevails in instances where employees are not given a clear role definition. Moreover, the approach of supplying the staff with an explicit cross-departmental skill set will serve as a shield against the work pressure (Fenyvesi et al., 2023) that comes with lean-staffed settings, and it will ensure that there is no operational inflexibility that will result in burnout among personnel and uneven service delivery.
Recommendation 4: Fostering Employee Empowerment through Co-Creation and Collaborative Huddles
The management should take advantage of the presence of the current staff resilience through formal Cross-Team Huddles to enhance the level of internal service quality. These short meetings that happen every day must be tailored as a work-on co-creation platform (Mahrinasari and Bangsawan, 2024), where workers across the diverse business departments come together to jointly identify and resolve operational challenges in the moment. This model turns the corporate service quality responsibility into the mandate on the top to the shared purpose of a team. According to Elibol (2024), the quality of internal services perceived to be high due to co-creation and peer support create a strong impact on the performance and commitment of a particular employee. 
Recommendation 5: Establishment of Proactive Service Recovery Protocols and Toolkits
The management must also consider specialised training in proactive service recovery in order to make the hotel more responsive to various issues (Dzreke, 2025). Employees to all levels are empowered with a pre-approved "Service Recovery Toolkit" enabling the first Moment of Truth prompt solution to the problems of guests without having to go through hierarchical procedures (Chabán and Ruz-Mendoza, 2024). Such decentralisation of authority will guarantee that any failures on the side of the service, like room availability delays, F&B mistakes, etc. will be addressed prior to them turning into formal complaint. By paying attention to reliability and responsiveness, the hotel will be able to stabilise its SERVQUAL (Jonkisz et al., 2022) indicators, which, in turn, will make the brand promise of a smooth experience of the guests with the hotel a consistent offer that cannot be disrupted by any internal operational issues.
Implementation Feasibility and Phased Approach
As far as the implementation feasibility is concerned, some of the recommendations like daily cross-team huddles and formalised priority turnaround lists can be implemented immediately at low financial cost and are short-term operational improvement outcomes (Zirar et al., 2025). On the other hand, the design of an integrated operations dashboard or advanced Business Intelligence systems would necessitate more financial resources and aligning with Hilton corporate systems, which puts them as longer-term strategic interventions (Wilson, 2026). As a result, the management ought to implement the strategy of a gradual implementation whereby the low-cost, high-impact interventions should be implemented before advancing on to the technology-based structural reformation.
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