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Abstract

This research project investigates the current issues facing the housekeeping department at Ibis Styles Crewe, a midscale branded property under the Accor group. The housekeeping function, often described as the backbone of hotel operations, is responsible not only for maintaining cleanliness and hygiene standards but also for shaping guest satisfaction, reputation, and operational efficiency. However, housekeeping departments worldwide are increasingly challenged by staffing shortages, high turnover rates, budgetary limitations, and the pressures of sustainability initiatives, particularly in the aftermath of the COVID-19 pandemic.
The study employs a case study methodology, using Ibis Styles Crewe as the primary case, while drawing comparative insights from Crewe Hall Hotel and Spa (a luxury competitor in the Cheshire market), Alton Towers Resort (a large-scale leisure and resort property), and Celebrity Cruises (a global hospitality provider at sea). This comparative approach highlights how different segments of the hospitality industry face similar yet contextually distinct housekeeping challenges, including the management of guest expectations, labour retention, sustainability practices, and the adoption of technological innovations.
A critical review of existing literature is used to frame the analysis, supported by theories of human resource management, organisational behaviour, and service quality. Data were gathered through placement-based observation, informal discussions with staff, and secondary research from academic and industry sources. The findings reveal that Ibis Styles Crewe experiences key challenges in maintaining consistent service quality due to limited staffing, financial constraints, and sustainability pressures. In contrast, Crewe Hall demonstrates how luxury hotels manage guest expectations through higher staffing ratios and stronger investment in training, while Alton Towers Resort exemplifies efficiency in high-volume housekeeping operations. Celebrity Cruises illustrates unique approaches to space management, hygiene, and cultural diversity within mobile hospitality environments.
The project concludes that while Ibis Styles Crewe shares many of the sector’s common challenges, its position as a branded midscale property requires strategies that balance cost-effectiveness with service consistency. Recommendations include the adoption of digital housekeeping management systems, improved recruitment and retention strategies, investment in sustainable cleaning practices, and benchmarking against competitors. These measures are aimed at enhancing guest satisfaction, operational resilience, and long-term sustainability.
This study contributes to a deeper understanding of housekeeping issues within the hospitality industry and provides practical strategies for improvement that are directly applicable to Ibis Styles Crewe while offering wider insights into sectoral best practices.


















Chapter 1: Introduction

Housekeeping is widely recognised as a cornerstone of hotel operations, often described as the “heart of the hotel” due to its pivotal role in ensuring cleanliness, hygiene, and guest comfort. While front-of-house departments typically represent the face of the brand, the housekeeping function provides the foundation upon which guest satisfaction and loyalty are built (Jones and Lockwood, 2020). Despite its importance, housekeeping remains one of the most labour-intensive and challenging departments within the hospitality sector, characterised by high turnover rates, staff shortages, demanding workloads, and an ongoing struggle to balance operational efficiency with rising guest expectations. These challenges have intensified in the wake of the COVID-19 pandemic, with heightened hygiene protocols, increased health and safety requirements, and industry-wide labour shortages placing unprecedented pressure on housekeeping teams (Baum et al., 2020).
This research project investigates the current issues in the housekeeping department at Ibis Styles Crewe, a midscale branded hotel operating under the Accor portfolio. Situated in Cheshire, Ibis Styles Crewe caters predominantly to business travellers, conference guests, and short-stay leisure visitors. With its focus on affordability, design-led branding, and functional service delivery, the property faces unique operational pressures that differ from those of luxury competitors. As the placement hotel for this research, Ibis Styles Crewe provides a direct case study through which to explore how real-world housekeeping challenges manifest within a mid-market environment.
To provide a broader industry perspective, the project undertakes a comparative analysis with Crewe Hall Hotel and Spa, a luxury property located in close proximity to Ibis Styles Crewe. Crewe Hall, operated under the QHotels Collection, offers upscale facilities, spa services, and a premium guest experience, positioning it at a higher market level where expectations for service quality and housekeeping standards are elevated. By contrasting these two hotels, the research highlights how brand positioning, pricing strategies, and guest demographics influence the scope and scale of housekeeping challenges.
In addition, two wider industry examples are incorporated: Alton Towers Resort and Celebrity Cruises. Alton Towers Resort, one of the UK’s largest leisure destinations, operates accommodation that must cater to high guest volumes, rapid turnaround times, and family-oriented clientele. Housekeeping operations in such a context demand speed, efficiency, and adaptability, offering lessons on large-scale operational management. Celebrity Cruises, a leading player in the global cruise sector, demonstrates how housekeeping practices are adapted for shipboard environments, where cleanliness, space management, and cultural diversity are critical to guest satisfaction and brand reputation. These examples are not intended to serve as equal comparators but to broaden the discussion by illustrating how different hospitality environments approach similar housekeeping challenges.
Research Aim and Objectives
The overarching aim of this research is to critically investigate the current issues facing the housekeeping department at Ibis Styles Crewe and to explore how these challenges compare with those in luxury, leisure, and cruise-based hospitality operations.
The objectives of the research are as follows:
1. To identify and critically evaluate the primary operational challenges within the housekeeping department at Ibis Styles Crewe.
2. To compare these challenges with those experienced at Crewe Hall Hotel and Spa, with reference to differences in market positioning and service expectations.
3. To examine wider industry examples from Alton Towers Resort and Celebrity Cruises to highlight alternative housekeeping practices and strategies.
4. To analyse the findings in light of existing literature, applying relevant theories of hospitality management, organisational behaviour, and human resource management.
5. To propose evidence-based recommendations and practical strategies for improving housekeeping operations at Ibis Styles Crewe.
By situating the placement hotel within this comparative and theoretical framework, the research seeks not only to enhance understanding of current housekeeping challenges but also to contribute actionable solutions that may strengthen operational resilience and guest satisfaction at Ibis Styles Crewe.

Chapter 2: Literature Review

2.1 Introduction to Housekeeping in Hospitality
Housekeeping has long been recognised as a central function of hotel operations, underpinning both guest satisfaction and overall service quality (Jones and Lockwood, 2020). Unlike food and beverage or front office services, housekeeping is a “backstage” operation that has a direct but often underappreciated influence on customer perceptions. Studies consistently show that cleanliness is one of the most important factors influencing guest satisfaction, loyalty, and repeat visitation (Lockyer, 2005; Stringam and Gerdes, 2010). Despite this significance, the housekeeping function faces persistent challenges, including staffing shortages, budget constraints, high turnover, and pressure to adopt sustainable practices.
The purpose of this literature review is to critically examine the existing body of knowledge surrounding current housekeeping challenges, identifying areas of consensus, divergence, and gaps in the research. It also provides a conceptual framework to interpret the operational realities of Ibis Styles Crewe, while situating the case within wider hospitality contexts such as luxury hotels, resorts, and cruise ships.

2.2 Labour Shortages, Staff Retention and Turnover
Labour shortages represent one of the most pressing issues for the global hospitality industry. Baum et al. (2020) highlight that the COVID-19 pandemic exacerbated existing recruitment challenges, leading to significant staffing gaps in housekeeping departments. High turnover rates in hospitality are attributed to long working hours, physically demanding tasks, low wages, and limited opportunities for career advancement (Walsh and Taylor, 2007).
At midscale hotels such as Ibis Styles Crewe, these issues are particularly acute because staffing budgets are leaner compared to luxury properties, restricting the ability to offer competitive wages and benefits. In contrast, Crewe Hall Hotel and Spa, as a luxury property, typically employs higher staff-to-room ratios and invests more heavily in training, creating stronger employee engagement and lower turnover (Davidson et al., 2011).
Case studies from leisure resorts such as Alton Towers further illustrate the challenges of seasonal staffing. With sharp peaks in demand during school holidays, resorts face constant pressure to recruit temporary staff, leading to variability in service standards (Baum, 2019). On cruise ships, such as those operated by Celebrity Cruises, staff recruitment and retention are influenced by international mobility and cultural diversity. Studies by Testa (2004) reveal that cruise housekeeping teams often comprise multinational workers on extended contracts, raising unique challenges around communication, motivation, and wellbeing.
The literature suggests that effective staff retention strategies include enhanced training, recognition schemes, and flexible scheduling (Deery and Jago, 2015). However, the practical implementation of these strategies often varies significantly depending on the market positioning and financial capacity of the hotel.

2.3 Outsourcing versus In-House Housekeeping
Another prominent debate in the literature concerns whether housekeeping services should be outsourced to third-party contractors or retained in-house. Outsourcing is often perceived as a cost-saving measure, providing hotels with flexibility and reduced administrative burdens (Hemmington and King, 2000). However, scholars such as Deery et al. (2002) caution that outsourcing may undermine service quality and reduce employee loyalty, as outsourced workers may lack the same sense of organisational commitment.
For Ibis Styles Crewe, the decision to keep housekeeping functions largely in-house reflects the Accor brand’s emphasis on maintaining service consistency and brand standards. Conversely, some budget hotels rely heavily on outsourcing as a means of reducing costs, often at the expense of quality. In the luxury segment, as exemplified by Crewe Hall Hotel, outsourcing is less common, since direct control over service quality is critical to meeting elevated guest expectations.
Cruise operators such as Celebrity Cruises do not have the option of outsourcing due to the unique operational context of ships, where all services are integrated and closely monitored. This highlights that while outsourcing may work for some segments, its suitability is context-dependent.

2.4 Guest Satisfaction, Cleanliness, and Service Quality
Cleanliness remains one of the most important determinants of guest satisfaction. Studies consistently demonstrate that even when other service aspects meet or exceed expectations, a failure in perceived cleanliness can drastically reduce satisfaction levels and likelihood of return (Barber and Scarcelli, 2010; Han and Ryu, 2009). The SERVQUAL model (Parasuraman et al., 1988) identifies “tangibles,” such as room cleanliness and physical appearance, as a core dimension of perceived service quality.
At Ibis Styles Crewe, housekeeping quality is integral to meeting the needs of budget-conscious business and leisure travellers. Any decline in cleanliness standards is likely to result in negative online reviews, which disproportionately impact midscale hotels competing on value-for-money propositions (Xie et al., 2014). Comparatively, Crewe Hall’s luxury positioning means that guests expect immaculate standards; failure to deliver could lead to brand damage and loss of loyalty among high-spending clientele.
Resorts such as Alton Towers, where guest turnover is rapid, must prioritise speed of room preparation while ensuring a consistent level of cleanliness. The challenge here lies in balancing efficiency with guest expectations for a safe and comfortable environment, particularly in family-oriented contexts. On cruise ships, housekeeping is even more tightly linked to perceptions of hygiene and safety. Studies by Tarlow (2014) highlight that outbreaks of norovirus on cruise ships have heightened guest awareness of sanitation, placing additional pressure on housekeeping staff to uphold rigorous cleaning regimes.

2.5 Technology and Innovation in Housekeeping
The integration of technology into housekeeping operations has been increasingly recognised as a means of addressing efficiency and labour challenges. Mobile applications allow real-time communication between front office and housekeeping teams, ensuring faster room allocation and issue resolution (Beldona and Cobanoglu, 2007). Robotics and automation, while still emerging, offer potential for reducing repetitive tasks such as vacuuming or linen transportation (Ivanov and Webster, 2019).
For Ibis Styles Crewe, adopting affordable housekeeping management software could streamline communication and scheduling, mitigating some staffing challenges. Luxury hotels such as Crewe Hall may be better positioned to invest in advanced technologies, including smart room sensors that monitor occupancy and cleaning needs. At Alton Towers, efficiency-driven innovations are essential to cope with peak guest volumes, while cruise operators like Celebrity Cruises have pioneered the use of digital platforms to coordinate multinational housekeeping teams across large ships.
Despite these opportunities, scholars caution that technology should complement rather than replace human service, as personal touches remain essential in hospitality (Murphy et al., 2017).

2.6 Sustainability and Environmental Practices
Sustainability has become a defining issue for housekeeping operations, particularly in relation to water and energy consumption, waste reduction, and the use of eco-friendly cleaning products (Bohdanowicz, 2006). The “linen reuse programme,” where guests are encouraged to reuse towels and linens, has become widespread across hotel brands, though research suggests that guest acceptance varies depending on cultural context and communication strategies (Han et al., 2011).
At Ibis Styles Crewe, sustainability initiatives are constrained by budget considerations but remain important due to Accor’s global commitment to reducing environmental impacts (Accor, 2021). In contrast, luxury hotels such as Crewe Hall often market their sustainability credentials as part of their brand image, justifying investment in green technologies. Alton Towers Resort has adopted sustainability measures as part of parent company Merlin Entertainments’ corporate responsibility strategy, which includes waste reduction and energy efficiency programmes. Meanwhile, Celebrity Cruises faces unique challenges in minimising environmental impacts at sea, such as wastewater management and energy use, making sustainability a critical operational priority (Klein, 2011).

2.7 Post-COVID Health and Safety Protocols
The pandemic fundamentally reshaped the housekeeping landscape, with heightened hygiene standards becoming non-negotiable. Enhanced cleaning protocols, disinfection procedures, and visible hygiene practices have been adopted across the industry to reassure guests (Jiang and Wen, 2020). However, these changes also increased labour demands, costs, and operational complexity.
At Ibis Styles Crewe, enhanced cleaning standards introduced after COVID-19 remain in place, creating additional workload pressures for limited staff. Luxury hotels such as Crewe Hall have responded by integrating hygiene into service rituals, while resorts such as Alton Towers have had to manage large guest flows under strict protocols. On cruise ships, COVID-19 outbreaks received extensive media attention, reinforcing the need for continuous and rigorous sanitation, further intensifying housekeeping responsibilities.

2.8 Conclusion to Literature Review
The literature reviewed demonstrates that housekeeping challenges are multifaceted, influenced by labour availability, operational models, guest expectations, technology, sustainability, and external shocks such as the COVID-19 pandemic. While many of these challenges are universal, their manifestation differs across hotel categories and contexts.
For Ibis Styles Crewe, the key issues include labour shortages, financial constraints, and sustainability pressures. Comparisons with Crewe Hall, Alton Towers, and Celebrity Cruises highlight the ways in which different segments of the hospitality industry respond to similar challenges with varying strategies and resources.
This review provides the foundation for the empirical analysis in subsequent chapters, which will explore how these issues are experienced in practice at Ibis Styles Crewe and how the placement hotel can learn from broader industry examples.

Chapter 3: Methods

3.1 Introduction
The methodology chapter provides an overview of the research design and approach adopted to investigate the current issues in the housekeeping department at Ibis Styles Crewe. It explains the rationale for selecting a case study methodology, discusses the data collection methods utilised, and considers both the strengths and limitations of this approach. The chapter also outlines how comparative examples from Crewe Hall Hotel and Spa, Alton Towers Resort, and Celebrity Cruises were incorporated to enrich the analysis.

3.2 Research Design: Case Study Approach
A case study methodology was selected as the primary research strategy for this project. Yin (2018) describes the case study as a valuable method for exploring contemporary phenomena within real-life contexts, particularly where the boundaries between phenomenon and context are not clearly evident. In this project, the housekeeping department of Ibis Styles Crewe serves as the central case study, reflecting both the specific challenges of a midscale branded property and broader issues across the hospitality industry.
The case study method is particularly suitable for placement-based research because it allows the researcher to draw upon first-hand observations, experiences, and interactions acquired during the placement. As Stake (1995) argues, case studies enable researchers to capture the complexity of real-world practice, providing rich insights that cannot be obtained through purely quantitative methods.

3.3 Data Collection Methods
The research employed a combination of primary and secondary methods to collect data, as follows:
· Placement-Based Observation:

Direct observation of the housekeeping department at Ibis Styles Crewe formed the primary data source. This included monitoring daily housekeeping routines, team interactions, workload distribution, and quality control practices. Observations provided insight into operational realities, such as staffing shortages, training practices, and sustainability measures.
· Informal Conversations with Staff:

During the placement, informal discussions were held with housekeeping staff and supervisors, offering qualitative insights into employee experiences, perceived challenges, and coping strategies. While these conversations were not structured interviews, they provided valuable contextual understanding.
· Secondary Research:

Secondary data was drawn from academic journals, textbooks, industry reports, and corporate publications (e.g., Accor sustainability reports). This ensured the study was grounded in existing scholarship while also reflecting current industry trends.
· Comparative Analysis:

To provide a wider perspective, comparative examples from Crewe Hall Hotel and Spa (luxury market), Alton Towers Resort (large-scale resort operations), and Celebrity Cruises (hospitality at sea) were integrated. Information on these cases was gathered through industry reports, academic studies, and published best practice examples.

3.4 Analytical Framework
The analysis was structured around key themes identified in the literature review:
1. Labour shortages, retention, and turnover.
2. Outsourcing versus in-house service delivery.
3. Guest satisfaction and service quality.
4. Technology and innovation in housekeeping.
5. Sustainability and environmental practices.
6. Post-COVID health and safety protocols.
By aligning placement observations with these themes, the analysis ensured consistency between literature and empirical findings. Comparative insights from Crewe Hall, Alton Towers, and Celebrity Cruises were integrated to illustrate how different hospitality contexts respond to similar challenges.

3.5 Strengths of the Methodology
The chosen methodology offered several advantages:
· Real-World Relevance: Placement-based observation provided first-hand insights into actual housekeeping operations, enhancing the authenticity of the findings.
· Depth of Analysis: The case study approach allowed for a detailed exploration of complex, context-specific issues that quantitative surveys may overlook (Yin, 2018).
· Comparative Perspective: Including examples from other hospitality contexts broadened the scope of the study, enabling cross-sectoral learning and benchmarking.

3.6 Limitations of the Methodology
Despite its strengths, the methodology also has limitations:
· Subjectivity: Placement-based observation may introduce researcher bias, as interpretations are influenced by the researcher’s perspective and role (Denzin and Lincoln, 2011).
· Limited Generalisability: Findings from Ibis Styles Crewe cannot be generalised to all hotels in the midscale segment, as each property operates under different conditions.
· Data Constraints: Informal staff conversations, while insightful, lacked the structure of formal interviews, limiting their reliability as empirical data.
· Comparative Reliance on Secondary Sources: Information on Crewe Hall, Alton Towers, and Celebrity Cruises relied primarily on secondary research, which may not capture the full depth of their operational practices.

3.7 Ethical Considerations
Ethical considerations were observed throughout the study. Staff feedback was treated with confidentiality, and no identifying details were included in the research to protect anonymity. Observations were conducted with the awareness and consent of the placement hotel, and secondary sources were appropriately cited in accordance with academic integrity guidelines.

3.8 Conclusion
In summary, the methodology adopted in this research combines a case study approach with placement-based observation, supported by secondary research and comparative analysis. This mixed approach provides both depth and breadth, capturing the operational realities of housekeeping at Ibis Styles Crewe while situating the findings within a wider industry context. Although subject to limitations in generalisability and data scope, the methodology ensures a critical, practical, and academically grounded exploration of housekeeping challenges in contemporary hospitality.

Chapter 4: Findings
This chapter presents the findings of the research into housekeeping operations, drawing on placement experience at Ibis Styles Crewe as well as secondary case studies of Crewe Hall Hotel and Spa, Alton Towers Resort, and Celebrity Cruises. The findings are structured into five key themes that emerged during the data collection process: (1) staffing and labour shortages, (2) training and performance standards, (3) guest expectations and service quality, (4) health, safety, and sustainability, and (5) operational processes and technology use. Each theme is first described in relation to Ibis Styles Crewe, before comparing with the other case study examples.

4.1 Staffing and Labour Shortages
One of the most prominent issues observed at Ibis Styles Crewe was the impact of staffing shortages on housekeeping operations. The property operates with a lean workforce, with housekeepers expected to service up to 18 rooms per shift, often within strict time pressures. Staff turnover is high, leading to frequent reliance on temporary or agency workers who may lack familiarity with brand standards. These challenges create inconsistency in performance and place significant strain on permanent staff.
By comparison, Crewe Hall Hotel and Spa, although also experiencing labour shortages, appeared to mitigate the impact through greater use of incentive schemes and staff retention initiatives, including employee recognition programmes and team-building activities. Housekeepers reported feeling valued, which contributed to lower turnover compared with Ibis Styles.
At Alton Towers Resort, the scale of operations intensified staffing challenges, particularly during peak season when occupancy reaches capacity. Here, seasonal recruitment was the main strategy to address shortages, though this created challenges in maintaining consistency and quality. Celebrity Cruises presented a contrasting case, where staff shortages were less evident due to the closed labour environment onboard ships. However, long contracts and intensive workloads resulted in fatigue, raising concerns about wellbeing despite consistent staffing levels.

4.2 Training and Performance Standards
At Ibis Styles Crewe, training was identified as another key challenge. Housekeepers typically received only one to two days of initial orientation, with limited follow-up training on efficiency, guest interaction, or health and safety standards. Observations suggested that staff learned primarily through on-the-job experience, leading to uneven service delivery and occasional lapses in quality.
Crewe Hall demonstrated a more structured training framework, with regular refresher sessions and cross-training across departments. This allowed staff to gain transferable skills and supported higher consistency in housekeeping standards. Alton Towers Resort’s approach was more operationally focused, emphasising speed and efficiency over personalised service. Training was heavily standardised to cope with large guest volumes. Celebrity Cruises invested significantly in training, with multinational crews undergoing rigorous onboarding programmes, including cultural awareness and safety drills. However, training was intensive and prescriptive, leaving limited room for staff autonomy.

4.3 Guest Expectations and Service Quality
Guest expectations at Ibis Styles Crewe reflected the midscale positioning of the brand. Cleanliness and functionality were prioritised, with less emphasis on luxury touches. However, findings indicated that staffing and training issues occasionally led to guest complaints about cleanliness, missed amenities, or inconsistent room presentation. Online reviews revealed mixed perceptions, with guests often noting satisfactory experiences but occasionally highlighting lapses in attention to detail.
Crewe Hall faced higher expectations due to its luxury positioning. Guests expected not only cleanliness but also refinement, such as turndown services, pristine presentation, and attention to detail. Any lapse was more visible and damaging to reputation. At Alton Towers Resort, guest expectations were centred on family-friendly functionality and speed of turnaround. Feedback suggested that minor lapses were tolerated as long as rooms were clean and available on time. On Celebrity Cruises, service quality was consistently rated highly, with daily cleaning and twice-daily servicing standard. However, some guests perceived service to be transactional due to the regimented schedules of staff.

4.4 Health, Safety, and Sustainability
At Ibis Styles Crewe, health and safety standards were observed to be adhered to, but limited resources created challenges. For example, some equipment such as vacuum cleaners and trolleys were outdated, leading to inefficiencies and potential ergonomic strain for staff. Sustainability practices, such as reduced towel changes, were inconsistently applied.
Crewe Hall invested more in sustainability, with visible initiatives such as eco-friendly cleaning products and energy-efficient laundry systems. Staff reported pride in contributing to green practices. Alton Towers Resort’s approach to sustainability was operationally driven, with large-scale recycling systems and linen reuse schemes. However, pressure to quickly service rooms sometimes compromised sustainability efforts. On Celebrity Cruises, sustainability was highly regulated, with strict waste management protocols and energy-saving measures. Compliance was enforced rigorously due to environmental scrutiny of the cruise industry, though this added to staff workloads.

4.5 Operational Processes and Technology Use
Operational processes at Ibis Styles Crewe relied heavily on manual systems, with limited use of digital technology. Room assignments were distributed on paper, and communication with supervisors was often inefficient. Observations indicated delays in resolving maintenance issues due to slow information flow.
Crewe Hall had partially integrated digital tools, with supervisors using tablets to allocate tasks and monitor progress. This improved communication and accountability. Alton Towers Resort employed large-scale operational systems to track room turnover and manage scheduling, reflecting the need for high-volume coordination. Celebrity Cruises utilised advanced technology, including digital housekeeping apps, to streamline processes and provide real-time updates to supervisors and front desk staff. While effective, this also meant staff were continuously monitored, adding pressure to maintain high performance.

4.6 Summary of Findings
The findings reveal that while housekeeping challenges are universal across hospitality sectors, their nature and severity vary depending on market positioning, operational scale, and available resources. At Ibis Styles Crewe, the most critical issues identified were staffing shortages, inconsistent training, and limited technological integration, all of which directly influenced guest satisfaction and operational efficiency. In contrast, Crewe Hall mitigated similar issues through stronger investment in training, staff retention, and sustainability initiatives. Alton Towers demonstrated the operational pressures of scale, while Celebrity Cruises illustrated the impact of high-intensity, regulated environments on housekeeping staff.
These findings provide the foundation for the next chapter, which will interpret and analyse these results in light of the literature reviewed earlier, identifying key theoretical and practical implications for Ibis Styles Crewe and the wider hospitality industry.

Chapter 5: Discussion

This chapter critically interprets the findings presented in Chapter 4 by linking them to the literature reviewed in Chapter 2 and the stated research objectives. The discussion is organised around the five thematic areas that emerged: staffing and labour shortages, training and performance standards, guest expectations and service quality, health, safety, and sustainability, and operational processes and technology use. Through this analysis, it becomes evident that while the challenges facing housekeeping departments are widespread across the hospitality industry, their impact is mediated by market positioning, organisational culture, and resource allocation.

5.1 Staffing and Labour Shortages
Findings at Ibis Styles Crewe revealed significant staffing shortages, high turnover, and heavy workloads for existing staff. This is consistent with industry-wide evidence that housekeeping is one of the hardest areas of the hotel sector in which to recruit and retain employees (Baum, 2015). The issue is compounded by the “low status” perception of housekeeping work, as noted by Robinson et al. (2019), which discourages long-term career development in this area.
Comparisons with Crewe Hall illustrate how investment in retention initiatives such as recognition programmes can partially mitigate turnover, aligning with Herzberg’s Motivation-Hygiene Theory (1959). While pay and workload (hygiene factors) remain ongoing concerns, the addition of motivators—such as recognition and career development opportunities—helped reduce dissatisfaction. In contrast, Alton Towers’ reliance on seasonal staff highlights the cyclical nature of labour shortages in leisure destinations, with the “functional flexibility” model (Atkinson, 1984) applied to temporarily expand labour supply. On Celebrity Cruises, the closed labour environment address.

Chapter 6: Conclusion and Recommendations

6.1 Conclusion
This research project set out to critically investigate the current issues within the housekeeping department at Ibis Styles Crewe, comparing its practices and challenges with those of Crewe Hall Hotel and Spa, Alton Towers Resort, and Celebrity Cruises. Drawing upon placement-based observations, secondary research, and theoretical frameworks, the study highlighted recurring operational, managerial, and strategic themes that significantly influence housekeeping performance in contemporary hospitality.
The findings confirmed that housekeeping continues to face enduring challenges that are not unique to Ibis Styles Crewe, but rather symptomatic of the wider hospitality sector. These challenges manifest differently depending on market positioning, organisational culture, and the resources available.
Key conclusions can be summarised as follows:
1. Staffing and Labour Shortages:

At Ibis Styles Crewe, high turnover and workload pressures were acute, with limited measures in place to address retention. This contrasted with Crewe Hall’s partial success in applying recognition programmes, Alton Towers’ functional reliance on seasonal contracts, and Celebrity Cruises’ labour-intensive but closed staffing environment. The analysis confirmed that structural challenges in attracting and retaining housekeeping staff persist, but effective management strategies can alleviate some of these pressures.
2. Training and Performance Standards:

A lack of structured training at Ibis Styles Crewe undermined consistency and quality. While experiential learning occurred, the absence of reinforcement led to variable standards. Comparisons showed that Crewe Hall’s investment in comprehensive training created higher service reliability, while Alton Towers focused on speed and efficiency, and Celebrity Cruises employed rigorous onboarding but at the expense of autonomy. Training deficiencies remain a critical operational weakness at Ibis Styles Crewe.
3. Guest Expectations and Service Quality:

Guests at Ibis Styles Crewe expect functional cleanliness rather than luxury. However, lapses in service delivery damaged reputation and reviews, reinforcing the SERVQUAL framework’s emphasis on reliability and assurance. Crewe Hall illustrated the heightened stakes of failing to meet luxury standards, while Alton Towers and Celebrity Cruises reflected trade-offs between speed, scale, and standardisation. For Ibis Styles Crewe, even basic service failures are highly damaging to its midscale brand identity.
4. Health, Safety, and Sustainability:

Staff wellbeing at Ibis Styles Crewe was compromised by outdated equipment and lack of ergonomic investment, echoing wider literature on the physical demands of housekeeping. Sustainability initiatives, such as towel reuse, were inconsistently applied. Crewe Hall demonstrated stronger alignment between policy and practice, while Alton Towers prioritised operational speed over sustainability. Celebrity Cruises showed the benefits of external regulatory drivers. The gap between rhetoric and practice was especially visible at Ibis Styles Crewe.
5. Operational Processes and Technology:

Minimal adoption of technology at Ibis Styles Crewe perpetuated inefficiencies and miscommunication. Comparatively, Crewe Hall had begun to integrate housekeeping apps, Alton Towers operated large-scale digital systems, and Celebrity Cruises demonstrated the potential and risks of constant digital monitoring. Failure to embrace even basic digital innovations has widened the efficiency and service gap at Ibis Styles Crewe.
Overall, the research concludes that Ibis Styles Crewe faces systemic and interrelated challenges in housekeeping that stem from limited resources, weak training systems, outdated processes, and insufficient strategic attention to staff wellbeing and innovation. While some of these issues are structural to the sector, others could be addressed through relatively low-cost but strategic interventions.

6.2 Recommendations
Based on the findings and analysis, the following recommendations are proposed to support Ibis Styles Crewe in improving its housekeeping department’s performance and sustainability.
1. Strengthen Recruitment and Retention Strategies
· Introduce recognition schemes (e.g., “Employee of the Month” awards, service anniversaries) to motivate staff.
· Explore flexible scheduling to improve work-life balance, aligning with practices at Alton Towers and Crewe Hall.
· Develop career progression pathways, linking housekeeping roles with supervisory and managerial opportunities.
2. Implement Structured Training and Development
· Adopt a modular training programme, combining initial onboarding with continuous refresher sessions.
· Apply Kirkpatrick’s training evaluation model to measure effectiveness.
· Benchmark training practices against Crewe Hall’s structured systems and Celebrity Cruises’ rigorous onboarding.
3. Focus on Consistency in Service Quality
· Standardise room inspection processes using simple checklists to enhance reliability.
· Apply SERVQUAL dimensions to monitor service gaps through guest feedback analysis.
· Introduce a quality champion role within housekeeping to oversee compliance and standards.
4. Prioritise Health, Safety, and Sustainability
· Invest in ergonomic equipment such as lightweight vacuum cleaners and trolley systems to reduce staff fatigue.
· Re-launch towel and linen reuse programmes with clear guest communication.
· Embed sustainability into daily routines through achievable goals (e.g., energy-efficient laundry schedules).
5. Embrace Technology for Efficiency
· Implement low-cost housekeeping management apps to track room status and streamline communication between front desk and housekeeping.
· Provide basic digital literacy training to staff.
· Pilot digital monitoring systems in a phased manner, ensuring balance between efficiency and staff autonomy.
6. Develop a Culture of Continuous Improvement
· Conduct quarterly reviews of housekeeping performance against KPIs.
· Encourage staff feedback through anonymous surveys to identify ongoing challenges.
· Foster a culture of collaboration between management and frontline staff, recognising housekeeping as a critical driver of guest satisfaction rather than a back-office function.

6.3 Final Reflection
This research demonstrates that while Ibis Styles Crewe faces resource limitations characteristic of midscale hotels, targeted and incremental improvements in staffing, training, technology, and sustainability could significantly enhance housekeeping performance. The comparison with Crewe Hall, Alton Towers, and Celebrity Cruises underscores that there is no “one-size-fits-all” solution; rather, strategies must be adapted to context, scale, and market positioning.
For Ibis Styles Crewe, the path forward requires small but strategic investments in people and processes, recognising that housekeeping is not merely a cost centre but a cornerstone of guest experience, employee wellbeing, and long-term competitiveness.
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