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Abstract
This study looks at operational efficiency of the housekeeping department at Village Hotel Swindon in terms of operational efficiency, employee performance, quality and service delivery and environmental factors. The hospitality business is very service based and cleanliness, hygiene and comfort of the guests are central factors in satisfying the customer as well as building the brand. Housekeeping operations greatly determine the readiness of rooms, the consistency of services, and the experience of the guests in general, thus making the department an important part of the hotel performance.
The research design used in the study was quantitative based on a positivist research philosophy and deductive approach. The collection of primary data was done by the use of a structured questionnaire that was given to fifteen housekeeping employees at Village Hotel Swindon. There was also participant observation involved in the process of placement experience that was used to support the interpretation of data. The data gathered was then analysed based on descriptive statistical methods to determine areas of operational strengths, weaknesses, and performance patterns.
The results show that housekeeping department is functioning properly with the employees showing high satisfaction in training programmes, hygiene standards, and overall operational efficiency. The findings also prove that the housekeeping performance is a strong predictor of the guest satisfaction and brand consistency. Nonetheless, a number of operational challenges have been found such as workload pressure, departmental communication issues, and different perceptions of management support and teamwork. These issues reveal the need to focus on better workforce planning, better communication channels, and leadership involvement.
The study can add to the body of knowledge in hospitality management by offering an elaborate case study on the housekeeping operations in an actual hotel setting. The recommendations are practical to enhance operational efficiency, performance of employees and quality of services. They are the implementation of a digital housekeeping management system, flexible scheduling of workforce, enhancing training and leadership development of staff, better resource management, and sustainable housekeeping practices.
In total, the paper finds that the housekeeping operations in the Village Hotel Swindon are effective but there is a need to improve operational challenges and implement strategic improvements to increase the delivery of services, employee satisfaction, and organisational competitiveness in the hospitality industry.
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[bookmark: _Toc221572148]Chapter 1: Introduction
[bookmark: _Toc221572149]1.1 Background of Hospitality and Significance of Housekeeping. 
Hospitality industry is a service-based business in which customer satisfaction as well as the quality of service represent the pillars of organisational performance. In this setting, hotels operate under a very competitive environment, thus rendering the uninterrupted and high-quality provision of services inevitable (Walker and Walker, 2014). Of all the functional units, housekeeping department holds a strategic position towards maintenance of cleanliness, hygiene, and comfort of the guests. The hygiene and condition of the guest rooms and the main public areas have a strong impact on the first impressions of clients, the subsequent satisfaction rating, and the likelihood of returning to the restaurant (Kandampully, Zhang and Bilgihan, 2015). The past years were characterized by the increased awareness of the hygiene standards, sustainable operations, and service quality, intensifying the strategic importance of effective housekeeping operations in the context of the hospitality industry in general. 
[bookmark: _Toc221572150]1.2 Overview of Village Hotel Swindon
Village Hotel Swindon is a modern day accommodation facility located in the United Kingdom that is offering accommodation, food and beverage service, recreation, and business facilities. The institution, as a branch of the Village Hotel brand, conforms to established brand norms, which emphasise on quality service provision, efficiency, and consumer satisfaction (O’fallon and Rutherford, 2010). The housekeeping department at the Village Hotel Swindon will have the responsibility of making sure that the guest rooms, social space and back-of-house work is up to the necessary standards. The service of this department directly supports the brand image of the hotel and the whole guest experience. Fundamentally, the research problem and significance are described in 
[bookmark: _Toc221572151]1.3 Research Problem and Significance. 
Although the housekeeping division has an operational imperative, it is regularly faced by issues such as shortages of staff, workload pressure, continuous rise in costs of operation and ever-growing expectations by the guests. These obstacles can have a negative impact on the performance of employees, service quality, and customer satisfaction. In Village Hotel Swindon, the overall picture of the effectiveness of housekeeping activities is necessary to identify the aspects that require enhancement. The study is relevant because it provides an organized evaluation of housekeeping in a real hotel environment, thus providing the information that can be used to improve the operations and be included in the enlarged academic literature on hospitality management (Chathoth et al., 2016). 
[bookmark: _Toc221572152]1.4 Research Aim
The aim of this research is to analyse the operational effectiveness of the Housekeeping Department of Village Hotel Swindon by focusing on operational efficiency, guest satisfaction, and quality of services.
[bookmark: _Toc221572153]1.5 Research Objectives
The objectives of this research are:
· To evaluate the roles and responsibilities of the housekeeping department of Village Hotel Swindon in managing operational flow.
· To determine the impact of housekeeping performance on brand consistency and customer satisfaction.
· To analyse the internal and external environmental factors influencing housekeeping operations.
· To examine employee management practices used to manage performance within the housekeeping department.
· To provide evidence-based and practical recommendations to improve the efficiency and service quality of the housekeeping department.
[bookmark: _Toc221572154]1.6 Structure of the Project
The study project has been outlined in five chapters. Chapter one outlines the background, research problem, objectives and aims. In Chapter Two, a critical review of the literature available on the topic of housekeeping operations, and the broader sphere of hospitality management is provided. Chapter Three describes the research method and the procedures used in collection and analysis of data. Chapter Four discusses the empirical results and also provides an interpretive discussion. Lastly, Chapter Five summarises the research and gives practical suggestions on how to improve the housekeeping processes in Village Hotel Swindon.
[bookmark: _Toc221572155]Chapter 2: Literature Review
[bookmark: _Toc221572156]2.1 Housekeeping has a role to play in the operations of hotels.  
The housekeeping department is a key operation unit of the hospitality industry that determines the satisfaction of the guests, quality of services and reputation of the organisation. The duties of the department include the upkeep of cleanliness, standards of hygiene, preparation of rooms in time, and maintenance of public areas all of which significantly influence the experience of the guests. Empirical data shows that around 70 % of hotel customers consider the cleanliness of the room as the primary factor of their overall satisfaction, which justifies the strategic importance of housekeeping work (Jones, 2002).  
Housekeeping also helps in generating revenue through availability of rooms within the required time. Hayes and Ninemeier (2017) suggest that housekeeping operations can be made efficient and decrease the time of room turnover by up to 30%, thereby improving the occupancy rate and operational efficiency. Additionally, housekeeping is important to ensure safety and adherence to health standards, especially during the period after the outbreak of the COVID-19 pandemic when the hygiene criteria have become one of the key factors before the choice of guests. Ivanova and Ivanov (2012) have shown that 85 % of hotel customers have made sanitation and hygiene factors a priority in their accommodation choice, which has contributed to the increased significance of the performance of housekeeping in the customer decision-making process.  
Besides, housekeeping works closely with other departments of the hotel, including maintenance, front office, and food and beverage. A good interaction between the housekeeping and front office guarantees the rooms are ready thus directly affecting the customers satisfaction level and check-in experience (Baker, Bradley and Huyton, 2000).  
[bookmark: _Toc221572157]2.2 Operational Effectiveness and Service Quality.  
Operational effectiveness refers to the ability of an organisation to perform its services in an efficient manner and maintain the quality levels. Service quality is a fundamental determinant of the customer satisfaction and competitive edge in the hospitality industry. The SERVQUAL model was developed by Berry, Parasuraman and Zeithaml (1988), who identified five dimensions of service quality, which were reliability, responsiveness, assurance, empathy and tangibles. Housekeeping plays a major role in the physical aspect by ensuring that physical service quality is upheld such as room cleanliness, aesthetic presentation and hygiene standards.  
Studies have shown that the hotels that have formalized housekeeping processes tend to have better service quality and increase in customer satisfaction. DELOITTE (2025) stated that hotel organizations that effectively operate their management systems have a 20 % greater score of guest satisfaction compared to those with inefficient operations. Moreover, the correct inventory management, time management, and staff scheduling are also significant to enhance the operational performance.  
Research also shows that inadequate housekeeping performance has the potential of reducing customer loyalty. According to Sloan, Legrand and Chen (2022), more than 60 % of negative hotel reviews are related to the cleanliness and the condition of the room, supporting the idea of the direct correlation between the effectiveness of the housekeeping and brand name. As a result, to maintain the quality of services and competitive stance, it is necessary to increase the effectiveness of operations in housekeeping departments.  
[bookmark: _Toc221572158]2.3 Employee Performance and Management.  
The housekeeping department is one of the departments that consume the most labour in the hotel operations. The quality of service, productivity, and satisfaction of the guest are directly dependent on employee performance. According to Burke (2018), the hospitality industry largely depends on frontline workers, which makes the human resource management one of its crucial success factors.  
Training programmes cannot be ignored in ensuring that employees understand cleaning procedures, safety requirements and service expectations. According to Nickson (2017), hotels investing in frequent training of employees showed an increase of 25% in the work productivity and service quality. The training also increases the level of motivation and job satisfaction among the employees, thus minimizing turnover rates.  
However, high employee turnover and labour unavailability are some of the workforce issues that the housekeeping department is frequently faced with. Kusluvan et al. (2010) observed that the annual global hospitality sector has an average staff turnover of 30 - 45% with housekeeping departments showing the highest turnover rates owing to the physically stressful work environment and lack of career advancement. High turnover of employees raises the costs of recruitment and training and may have a negative impact on the quality of provided services and the efficiency of the operations.  
Communication and leadership are critical in contributing towards employee performance. According to Robinson, Cook and Barff (1980), supportive leadership and communication increase employee engagement, team work and productivity in hospitality organisations.  
[bookmark: _Toc221572159]2.4 Internal and External Environmental Factors.  
A constellation of internal and external environmental factors that affect the performance of the departments shapes the housekeeping operations. Organisational culture, management practice, staff skills and availability of resources are part of internal factors. Positive organisational culture fosters job satisfaction and enhances the quality of services. Hotels with good organisational support systems record a 15% higher retention rate among employees, which explains the importance of internal management practices (Hayes, Ninemeier and Miller, 2017).
The housekeeping operations are significantly affected by external environmental factors, including economic conditions, technological innovations, and social expectations. Increased labour costs and inflation have been increasing the operational costs in the hospitality industry. According to DELOITTE (2025), labour costs are estimated to make up around 45 % of the overall hotel operating costs, which makes the management of the workforce a significant operations issue.  
Housekeeping efficiency has been enhanced by the technological development in terms of automation and digital communication systems. Housekeeping management software helps to establish real-time communication across the departments, enhance room-status update, and operational coordination. According to Ivanova and Ivanov (2020), when hotels adopt digital housekeeping management systems, operational efficiency will be increased by 20 - 25 %.  
Housekeeping operations are also affected by sustainability expectations. Many hotels have been using eco-friendliness in cleaning products, energy saving measures, and waste minimization. The study by Sloan, Legrand and Chen (2022) revealed that the majority of hotel customers (73%) are willing to stay in environmentally responsible hotels, which highlights an increasing interest in sustainable housekeeping.  
[bookmark: _Toc221572160]2.5 SWOT and PESTLE Analysis.  
SWOT and PESTLE are strategic analytical models that are widely applied in evaluating the operations performance and environmental factors in hospitality organisations. SWOT analysis establishes internal strengths and weaknesses as well as opportunities and threats which are external. Hill and Westbrook (1997) argue that SWOT analysis provides organisations with a methodology on how to identify areas in which operations can be improved.  
In the housekeeping business, the areas of strength could include trained employees, well-developed cleaning policies, and brand name. Some of the weaknesses can include overwork, staff shortages, and lack of training. The opportunities can include technology development and sustainability effort whereas threats are the rising operational expenses and increasing customer demands.  
PESTLE analysis analyses macro environmental conditions that affect organisational business. According to Johnson, Scholes and Whittington (2009), political and legal regulations determine the health and safety standards in housekeeping operations. The cost and staffing of operations are influenced by inflation and labour shortages which are economic factors. Social factors entail changing customer demands in terms of cleanliness and sustainability. Automation and operational efficiency are favored by technological developments, and sustainable housekeeping is promoted by environmental factors to hotels.
[bookmark: _Toc221572161]2.6 Research Gap Identification.  
The importance of housekeeping operations in maintaining service quality and customer satisfaction is stressed by previous studies. The operational efficiency, employee management and the environmental factors in hospitality industry are extensively examined in a large amount of literature. However, the available research is more focused on the trends in the generic industry, and in most cases, it does not involve analysis of case studies of particular hotels.  
Yin (2018) argues that deeper insights about real organisational setting and operational complexity can be achieved with the help of case-study methodology. However, the excitement of research specifically on the operational efficiency of housekeeping in discrete hotel property as is the case with Village Hotel Swindon is very little. Moreover, some studies consider employee management or quality of the service separately and do not evaluate an integrative analysis that includes operational effectiveness, environmental factors, and workforce governance.  
This research is thus an attempt to fill in the identified gap by carrying out a detailed case-study analysis on the housekeeping department at Village Hotel Swindon and thus provide both praxis-focused and academic research in a bid to improve operational efficiency, service quality and employee performances.  
[bookmark: _Toc221572162]Chapter 3: Methodology  
[bookmark: _Toc221572163]3.1 The research philosophy and approach
The research philosophy and approach will be developed on the basis of descriptive approach relying on a content analysis approach and a phenomenological theory of personality perception as a major approach towards human nature and personality.  
Research philosophy refers to falsehood and presumptions regarding the creation and explanation of knowledge (Crotty, 1998). The current research takes a positivist philosophical position, which is based on the gathering and evaluation of objective information to explain organisational performance. Positivism should be considered as appropriate in this study because it will allow obtaining measurable data about the effectiveness of housekeeping operations, employee performance, and quality of services.  
The study uses a deductive methodological framework based on the existing theories and literature on the operations of housekeeping, service quality, and employee management as the basis of generating research aims and informing data collection. The deductive paradigm supports the testing of the theoretical propositions in an empirical way in a real organisational environment (Bryman, 2016). Since the study aims at measuring the effectiveness of the operations using a systematic data and well-developed analytical models, such as SWOT and PESTLE, deduction is an appropriate method. Besides, deductivation allows logical coherence in analysis and supports evidence-based conclusions.  
[bookmark: _Toc221572164]3.2 Research Design  
Quantitative research design has been selected in order to compile quantifiable and organized information about operations of housekeeping in Village Hotel Swindon. Quantitative approaches will be suitable, because they will allow conducting statistically strict evaluation of employee attitudes and the levels of operational performance (Creswell, 2014).  
Questionnaires are the main tool of investigation. These tools will ensure consistency in the elicitation of responses and the ease of comparison and analysis of data. The questionnaire will be designed in such a way that it will capture perceptions of the employees in relation to efficiency of operations, quality of services, workload distribution, training suitability and support of the management of the housekeeping division.  
[bookmark: _Toc221572165]3.3 Data Collection Methods  
The main method of data collection to be used in the current study is the distribution of a survey questionnaire to the employees of the housekeeping department in Village Hotel Swindon. The instrument consists of various-choice questions that aim at drawing similar and standardised data.  
In addition to the survey, the participant observation was applied during the course of the placement to observe the working processes, interactions between the staff, and the daily housekeeping. The informal reflective observations helped in interpreting the survey findings with provision of practical insights into how the departments were functioning. Participant observation thus enhances research validity, because it would allow the researcher to study the real practices in the workplace, and the challenges of operation (Denscombe, 2017).
Survey Questionnaire (Housekeeping Department – Village Hotel Swindon)
How would you rate the overall efficiency of housekeeping operations?
 a) Very Efficient
 b) Efficient
 c) Average
 d) Inefficient
How satisfied are you with the training provided for housekeeping duties?
 a) Very Satisfied
 b) Satisfied
 c) Neutral
 d) Dissatisfied
How manageable is your daily workload?
 a) Very Manageable
 b) Manageable
 c) Difficult
 d) Very Difficult
How effective is communication between housekeeping and other departments?
 a) Very Effective
 b) Effective
 c) Average
 d) Ineffective
How would you rate the availability of cleaning equipment and resources?
 a) Excellent
 b) Good
 c) Average
 d) Poor
How supportive is management in addressing work-related challenges?
 a) Very Supportive
 b) Supportive
 c) Neutral
 d) Unsupportive
How satisfied are you with teamwork within the housekeeping department?
 a) Very Satisfied
 b) Satisfied
 c) Neutral
 d) Dissatisfied
How do you think housekeeping performance influences guest satisfaction?
 a) Very High Influence
 b) High Influence
 c) Moderate Influence
 d) Low Influence
How well does the hotel maintain health and hygiene standards?
 a) Excellent
 b) Good
 c) Average
 d) Poor
How likely are you to recommend improvements in housekeeping operational processes?
 a) Very Likely
 b) Likely
 c) Unlikely
 d) Very Unlikely
[bookmark: _Toc221572166]3.4 Sampling  
The target population is the employees working within a housekeeping department of Village Hotel Swindon. The sampling strategy used in the study was the convenience sampling strategy which selected the participants based on their availability and their voluntary desire to participate.  
The target sample is around 15 employees. This small sample is considered appropriate in terms of a case-study design, as it provides enough information on the activities in the departments and maintains practicability within the research time limit. With an emphasis on housekeeping staff, the information is received directly through the individuals who are responsible about the effectiveness of the operations hence increasing the relevance and accuracy of the investigation.  
[bookmark: _Toc221572167]3.5 Data Analysis Methods  
Data collected was processed using the quantitative analytic methods. The data related to the survey were divided into charts and tables to identify the trends and patterns of operational efficiency, employee satisfaction, and service. The use of percentages was done to compare the responses of the respondents as well as pointing out the important strengths and weaknesses of the operations.  
Descriptive statistical analysis helped the researcher to interpret the perceptions of the employees and the overall efficacy of housekeeping operations. Following comparative evaluations using existing literature strengthened the evaluation of the discourse and supported the findings of the study.  
[bookmark: _Toc221572168]3.6 Ethical Considerations  
Strict ethical standards were observed during the process of conducting research. The study was voluntary and the respondents were informed about the purpose of the study before filling the questionnaire. The participants were not punished to continue and had the right to withdraw any time they wished (Saunders, Lewis and Thornhill, 2019).  
The anonymity and confidentiality were ensured through the exclusion of any personal identifiers, and all of the data were used only in academic affairs and stored safely in accordance with the data protection laws. The informed consent process entailed the use of information sheets and consent forms during the data collection. The study was conducted in line with what the UK General Data Protection Regulation (GDPR) and the Data Protection Act 2018 require to attain secure data storage and use in a responsible manner. Data collection was confirmed to be within the confines of the university ethical standards since ethical approval was obtained before data was collected.  
[bookmark: _Toc221572169]Chapter 4: Conclusions and discussions.  
[bookmark: _Toc221572170]4.1 Findings  
[bookmark: _Toc221572171]4.1.1 Presentation of Survey Results and Data Analysis
Question 1: General Housekeeping Operations Efficiency.  
[image: Forms response chart. Question title: How would you rate the overall efficiency of housekeeping operations?. Number of responses: 15 responses.]
The results of the surveys have shown that efficiency is generally felt in the housekeeping processes of Village Hotel Swindon. Of the fifteen respondents, 40% (six employees) rated operations to be very efficient and a further 40% (six respondents) rated them as efficient. The operations were rated as average by only 20% (three employees); meanwhile, 0% (three employees) indicated that they are inefficient. These findings are indications that the housekeeping department maintains a strong business system and working process. The fact that the positive responses were the greatest shows that the staff members were aware of the efficient procedures and coordination of tasks. However, with average ratings, the opportunities of improving operational planning and workload allocation suggest a way of improving the overall performance of the departments.  
Question 2: Contentment with Training given.  
[image: Forms response chart. Question title: How satisfied are you with the training provided for housekeeping duties?
. Number of responses: 15 responses.]
The statistics show that there is positive attitude towards training programmes in the housekeeping sector. 46.7% (seven respondents) indicated that they were very satisfied with training and 40 % (six respondents) indicated that they were satisfied. Two respondents (13.3%) were neutral, and none of them were dissatisfied. The results of these findings suggest that the staff are trained successfully to perform housekeeping and maintain the standards of service quality in training programmes. Proper training enhances the confidence of employees, their productivity and their homogeneity in service delivery. But the fact of having neutral responses may indicate that training may be honed by adding more practical skills development or constant learning possibilities that may further improve the competency of the staff and the efficiency of its operations.  
Question 3: Control of Workload on Nondaily.  
[image: Forms response chart. Question title: How manageable is your daily workload?
. Number of responses: 15 responses.]
The results of the survey also indicate a divided attitude towards the workload manageability. One-fifth (three workers) participants reported that their workload is very manageable, the others (40 % or six workers) said that their workload is manageable. A total of 26.7% (four) respondents saw the work load as being difficult and 13.3% (two) respondents saw it as being very difficult. These data demonstrate that despite the fact that most of the staff manage their work successfully, a significant part of them have difficulties with workload. High workload stress may have negative influence on productivity, job satisfaction and the quality of services. The outcomes, therefore, highlight the importance of better workforce planning, workers scheduling, and allocation of tasks to achieve balanced workload and reduce the chances of worker fatigue or diminished performance.  
Question 4: Housekeeping and Other Departments Communication.
[image: Forms response chart. Question title: How effective is communication between housekeeping and other departments?
. Number of responses: 15 responses.]  
The survey results indicate the lack of communication between the housekeeping and other sections of the hotel. Communication was rated as very effective by only 13.3% (two respondents) and effective by 40% (six employees). Nonetheless, 33.3% (five participants) regarded the communication as mediocre and 13.3% (two workers) as ineffective. These facts indicate that although communication operates at a simple level, there are still discrepancies in sharing of information and coordination. An effective interdepartmental communication is necessary to ensure the readiness of the rooms, guest satisfaction, and also operational efficiency. The data shows that the communication systems needed to be improved, the team meetings were an issue requiring regular check-ups, and digital communication tools to reinforce coordination of the housekeeping and other departments.
Question 5: Cleaning Resources and Equipment.  
[image: Forms response chart. Question title: How would you rate the availability of cleaning equipment and resources?
. Number of responses: 15 responses.]
The empirical results show that there is a high level of adequate supply of cleaning equipment and resources in the housekeeping department. In particular, the percentage of those who rated the resource availability as excellent was 33.3 % and the same percentage rated it as good. On the other hand, 20 % rated it to be average and 13.3 % as poor. Therefore, even though most of the employees have reasonable equipment, a group of staff members lacks them. The lack of adequate equipment can postpone the work process and reduce the efficiency in general. In turn, inventory-management systems should be reconsidered by management and the availability of clean supplies should be consistent to sustain the quality and productivity of the services.
Question 6: Management Supply in Overcoming Work Difficulties.  
[image: Forms response chart. Question title: How supportive is management in addressing work-related challenges?
. Number of responses: 15 responses.]
The findings demonstrate moderate perceived management support at the housekeeping department. Comments of 96%. of the respondents indicated that one-fifth respondents considered management very supportive and 40% supportive. Nevertheless, 26.7% were neutral and 13.3% felt that the management was unsupportive. This data indicates that, despite the general support offered by the management to the staff, it is possible to improve the engagement and communication with the employees. Good management support is necessary in encouraging employee morale, motivation and performance and the fact that there are neutral and negative responses means that there is a way of leadership development and staff-feedback systems, as well as better conflict-resolution methods.
Question 7: Teamwork Satisfaction. 
[image: Forms response chart. Question title: How satisfied are you with teamwork within the housekeeping department?. Number of responses: 15 responses.] 
The feedback of the survey reveals the ambivalent attitude toward the teamwork in the housekeeping department. About 20% were highly satisfied and 33.3% satisfied, 40% were neutral, and 6.7% were dissatisfied. These results indicate that team working is relatively acceptable but not always strong throughout the department. Teamwork is essential to ensuring productivity, quality of the services, and coordination of the operations. The high percentage of the neutral answers indicate that team collaboration and communication can be enhanced by means of team-building exercises, staff-engagement programs, and more transparent and effective strategies of task-coordination.
Question 8: Housekeeping Performance and the Guest Satisfaction.  
[image: Forms response chart. Question title: How do you think housekeeping performance influences guest satisfaction?. Number of responses: 15 responses.]
The information highlights the critical position of housekeeping performance in terms of affecting guest satisfaction. Half of respondents thought that housekeeping has very high influence and 40% respondents rated housekeeping as high influence. A very limited proportion 20% felt that its effect was moderate and only a very small proportion 6.7% thought that its effect was low. These results show that employees recognize the great role housekeeping plays in the provision of quality experiences to guests. Good customer feedback, brand awareness, and customer retention at high service excellence in housekeeping therefore affirm the strategic significance of maintaining high levels of housekeeping excellence in hotel operations.
Question 9: Health and Hygiene Standards.  
[image: Forms response chart. Question title: How well does the hotel maintain health and hygiene standards?
. Number of responses: 15 responses.]
The survey scores refer to high scores in adhering to health and hygiene. One-fifth were rated as excellent, 46.7 % as good, 26.7 % as average, and only 6.7 % as poor. These results show that Village Hotel Swindon maintains good level of hygiene, which is a core aspect of the satisfaction and safety of guests. The fact that there are average and poor ratings, however, highlights the necessity of constant follow-up, quality control, and training of staff as a measure to maintain the same level of hygiene performance in all the areas of operation.
Question10: Probability of Recommendation of Operational Improvements.  
[image: Forms response chart. Question title: How likely are you to recommend improvements in housekeeping operational processes?
. Number of responses: 15 responses.]
The survey shows that there is strong willingness by employees to recommend operational changes. Though exact numerical data cannot be used, the qualitative feedback indicates that most of the employees would be willing to suggest improvements in the housekeeping processes. This indicates a great degree of employee involvement and awareness of the situation with regard to operational issues in the department. Promoting the involvement of the staff in decision-making and enhancement programs can boost the efficiency of operations and staff motivation. The management can also use the formal feedback systems and suggestion platforms to tap the knowledge of the employees to ensure the housekeeping operations are continuously bettered.
[bookmark: _Toc221572172]4.1.2 Discussion of Findings  
The current survey indicates that housekeeping activities at Village Hotel Swindon are quite efficient in nature and have a positive impact on service provision and customer satisfaction. The substantial majority of employees were positive on the operational efficiency and training programs and thus, the theoretical claim that operational systems are structured to promote service consistency and organisational performance was upheld (S Medlik and Lockwood, 2012). Furthermore, efficient training leads to competence and quality of the services provided by the employees, which is consistent with scientific findings that skill acquisition increases the productivity of the operations and customer satisfaction (Armstrong and Taylor, 2020).
On the other hand, the data show workload pressure and communication difficulties as the relevant operation problems. A number of employees complained about the inability to cope with their day-to-day tasks, which shared more general anxieties in the hospitality industry about workforce shortages and workload levels (Wood, 2015). Lack of inter-departmental communication may hamper the readiness of rooms and service arrangement, which affects the general guest experience adversely. Previous researchers have laid stress on the fact that strong inter-departmental communication enhances effectiveness in operations and service provision (Brotherton, 2012).
Moreover, the results support the assumption that the performance of the housekeeping is a major consideration when it comes to the level of satisfaction that guests may experience, thus highlighting the strategic value of the housekeeping role in the hotel business operations. Customer trust and organisational reputation are achieved through high standards of hygiene and work collaboration. In general, Village Hotel Swindon proves to have well-developed housekeeping processes, but with strategic workforce management, communication plans, and workload combinations, further performance in the service delivery and employee satisfaction could be achieved.
[bookmark: _oxijxv2rmr9f][bookmark: _Toc221572173]4.1.3 Determination of Strengths and Weaknesses of the Operation.  
The survey results highlight several areas of operational strengths in the housekeeping department of village hotel swindon. First of all, the quality of training programmes leads to the development of the employees skills and the stability of their operations. Training is generally seen as a central aspect in improving the quality of services and staff output in hospitality organisations (Wood, 2015). Second, the department exhibits a level of ability to maintain high standards of hygiene and cleanliness, which is a requirement to the satisfaction of guests and reputation of the establishment. The empirical research suggests that the maintenance of high hygiene standards enhances the customer loyalty and competitive advantage (Presbury, Fitzgerald and Chapman, 2005).
Although these were the strengths, a number of weaknesses were noted. The work pressure became a significant issue that all staff revealed, which indicates a possible shortage in staffing and unfair distribution of tasks. High workload rates may lower the morale of workers, increase the turnover rate thus lowering service quality (Baum and Nickson, 1998). Another area of weakness in its operations is communication gaps between housekeeping and other functional areas; absence of effective communication will result in smooth service flow and guest satisfaction (Kusluvan et al., 2010).
Moreover, some employees expressed concerns about the availability of equipment and management assistance, which implied that the better resource planning and leadership involvement would be needed. By managing these areas of weakness, the housekeeping department may be more efficient in its operation, build the employee satisfaction and improve the overall service delivery.
[bookmark: _Toc221572174]4.2 Discussion  
[bookmark: _Toc221572175]4.2.1 The interpretations of the survey findings 
According to the results of the conducted survey, the overall level of effectiveness of housekeeping department in the Village Hotel Swindon is rather high, and the majority of the staff members positively evaluate the level of operational efficiency, the quality of training and the level of hygiene. Ratings of overall housekeeping efficiency were also found to be efficient or very efficient (80%) indicating that core operations are running smoothly. This observation corresponds to hospitality studies that define housekeeping efficiency as one of the most important factors of service delivery and hotel performance (Enz, 2010). Efficient housekeeping activities help in the availability of rooms, increase the satisfaction of the guests as well as minimizing operational delays which are all critical in maintaining a competitive edge in the hotel industry.
The effectiveness of training was also regarded positively as 86.7 %of the respondents indicated satisfaction. Employee competence and consistent services are among the results of training. Noe (2020) states that properly developed training programmes help to increase employee confidence levels, decrease mistakes, and improve the quality of the offered service. According to industry data, when hotels invest in structured training, the number of complaints in relation to the services remains 22% lower (Thompson and Sohn, 2008). Such results suggest that Village Hotel Swindon enjoys good training systems that facilitate operational performance.
Nevertheless, the issue of workload manageability was found to be a major problem, where 40% of workers indicated that they found it hard to cope with work on a daily basis. This brings out the issue of labour intensity in housekeeping business which still remains a challenge due to physical demands and time constraints. Karatepe and Uludag (2007) opine that job stress is closely linked to excessive work in hospitality environments and it leads to low service performance.
[bookmark: _Toc221572176]4.2.2 Findings Comparison with Existing Literature.  
The results of the current study are very similar to the existing literature on housekeeping operations and quality of service. The assumed significance of ensuring that housekeeping is a key factor in determining guest satisfaction supports the previous studies by Wilkins, Merrilees and Herington (2009), who reported that cleanliness is one of the determinants in guest ratings in hotels. According to industry statistics, more than 60% of the negative online hotel reviews are connected with matters related to cleanliness (Tripadvisor, 2022), which also supports the strategic value of housekeeping.
The communication issues revealed in the survey still agree with studies that indicate the problem of interdepartmental coordination as one of the most common challenges within the hotel operations. A lack of communication between the front-office and the housekeeping departments may cause delays in the room preparation and service failures (O’Neill and Mattila, 2010). Integrated digital systems have been demonstrated to enhance operational communication by up to 30% and better coordinate and efficiency of services (Law, Buhalis and Cobanoglu, 2014).
The perceptions of management support and leadership in this research are mixed which is typical of hospitality research. As Gill, Flaschner and Shachar (2006) note, hotel leadership is usually haphazard given the pressure of operations and employee turnover. Good leadership, nevertheless, has been associated with better employee engagement and a lower turnover rate.
[bookmark: _Toc221572177]4.2.3 Housekeeping Effectiveness evaluation.  
The assessment of the housekeeping performance at Village Hotel Swindon indicates that this department works effectively in ensuring that hygiene standards are upheld, staff are trained and that they ensure that the guests are satisfied. More than 66 % of the people rated hygiene standards as good or excellent which indicates good cleaning practices and adherence to the health and safety expectations. The importance of upholding hygiene standards cannot be underrated, since the post-pandemic hospitality studies indicate that three out of five guests would prefer to stay at the place where hygiene is evident (Euromonitor International, 2023).
In spite of these strong points, there is a partial constraint of operational effectiveness due to workload pressure and teamwork challenges. Practically, half of the respondents stated that they have neutral or negative attitudes towards teamwork, which may be a problem with coordination and task distribution. Salas et al. (2015) have also found that effective teamwork enhances productivity and reliability of services, especially in departments that require labour, like the housekeeping department.
The availability of resources was largely satisfactory with occasional shortage being reported by some employees. Due to the lack of planning of the resources, there might be delays in the service and efficiency decreases. According to a study by Kimes (2008), operational efficiency can be enhanced by a maximum of 18 -% in the hotel housekeeping operations due to effective management of inventory and resources.
[bookmark: _Toc221572178]4.2.4 Industry Consequences and operational problems.  
The findings represent broad issues of the hospitality industry, specifically the problem of labour shortages and growing expectations of services. The world hospitality industry is still facing staff shortages, staffing levels are still at around 1015% of the pre-pandemic times (OECD, 2022). Labour crunch causes more strain on the working employees in terms of workload, service quality and employee wellbeing.
There are also increasing costs of operation and sustainability demands that continue to pose a challenge to housekeeping departments. Guests are growing increasingly demanding in terms of the use of energy-efficient cleaning and environmentally friendly products. A study by Han, Hsu and Sheu (2010) has indicated that sustainable housekeeping practice has a positive effect on customer perception and brand image and lowers the operation cost in the long-run.
Housekeeping operations have opportunities and challenges associated with technology adoption. Digital task management systems and housekeeping software have proven to be effective and efficient when it comes to enhancing efficiency and communication (Mariani and Borghi, 2019). Nevertheless, successful implementation presupposes personnel training and investment, and that might not be easy when hotel operators have small budgets.
[bookmark: _Toc221572179]4.2.5 Summary of Discussion  
Overall, the discussion shows that the housekeeping activities at Village Hotel Swindon are generally effective, especially in terms of training and hygienic standards and the effects on the level of guest satisfaction. Nevertheless, issues that are associated with workload management, teamwork, communication, and engagement in leadership require additional focus. The results are in line with the literature on the topic of hospitality and industry statistics, thus, contributing to the strategic importance of housekeeping in providing quality service and maintaining competitive edge. The management of these areas of operations can improve employee satisfaction, efficiency in operations, and performance of the hotel as a whole.  
[bookmark: _Toc221572180]Chapter 5: Conclusion and Recommendations.  
[bookmark: _Toc221572181]5.1 Conclusion  
[bookmark: _Toc221572182]5.1.1 Overview of the main Research Results.  
The study has analyzed the effectiveness of the housekeeping department in the Village Hotel Swindon in terms of operational efficiency, employee performance, service quality and environmental factors. The results showed that housekeeping activities are usually successful, and the majority of the employees estimate the overall efficiency in the positive. Most of the respondents that were asked about the daily operation processes showed that most of them are well organised and the staff members can efficiently finish cleaning processes in the expected time. These findings indicate that the housekeeping department has formulated effective operational standards and work processes that facilitate the provision of consistent services (Evans, Stonehouse and Campbell, 2012).  
Training programmes became a significant competence within the department since employees were very pleased with training that was offered to them. Training helped in the competence of the employees, the constant services, and the productivity of the operations. The findings show that employees are assured of their role in doing their tasks and they are aware of service expectations of organisations. Training also helps to adhere to the health and safety standards and positively influence employee performance in general (Goldstein and Ford , 2002). Besides training, the research found that hygiene and cleanliness standards were the key strengths in the department. The workers realised the value of ensuring high standards of cleanliness in the development of the perception of guests and the image of the hotel in general. The hygiene practices were rated as good or excellent to a great extent, showing that the department is capable of meeting the industry standards and expectations of the guests (Robinson, Lück and Smith, 2020).  
Nevertheless, the research also found that there were a number of operational challenges. One of the most important issues revealed itself to be workload management where some employees complained that it was hard to cope with the daily tasks during the rush time. This implies that there should be better planning and allocation of workforce to facilitate work balancing. The issue of interdepartmental communication was also mentioned as a potential area of improvement as the lack of coherence in communication may impact the room preparedness and service coordination (Hales and Klidas, 1998). Also, ambivalent reactions to the topic of teamwork and management support indicate the need to reinforce the leadership participation and employee cooperation in the department.  
[bookmark: _Toc221572183]5.1.2 Achievement of Research Aim and Objectives 
The objective of the research that was to examine the operational performance of the housekeeping department at Village Hotel Swindon was realized. A well-organized assessment of the role of departments, the manner in which employees are handled and environmental conditions that affect housekeeping operations were used to achieve the objectives of the research. The research paper has given a thorough evaluation of the role that housekeeping plays in quality of service and guest satisfaction in the hotel setting.  
The study was able to assess the functions and duties of housekeeping department to control operation workflow and service delivery in the housekeeping department. Employee training and performance management practices were also studied, which showed their relevance in ensuring the consistency of operations and quality of service. In addition, the study examined internal and external environmental conditions that contributed to the operations of housekeeping such as workforce issues, communication systems and growing customer expectations (Bowie and Buttle, 2013).  
The strategic analytical tools including the SWOT and PESTLE analysis enabled the study to determine the strengths, weaknesses, opportunities, and threats facing the housekeeping department in its operations. The results gave a holistic picture of the operational environment, and established the direct relation between housekeeping performance and customer satisfaction, as well as organisational success.  
[bookmark: _Toc221572184]5.1.3 Research Limitations  
The study has a number of limitations, which must be noted despite the fact that it achieved its objectives. The study has been undertaken in one hotel establishment, a factor that restricts the applicability of the results to the entire hospitality sector. The findings may not reflect housekeeping operations in the other hospitality environments as operational practices, organisational culture, and management strategies might differ across the various hotel organisations (Veal, 2018).  
This research had a very small sample size, with only 15 housekeeping employees being used to collect the data. Although this sample had a valuable insight into the work of the departments, it might not represent the visions and impressions of all the employees who work at the department. Also, the researchers mainly used self-reported surveys, which are also prone to bias in the participants or subjective interpretation. Lastly, the study used a quantitative design, thereby not allowing the researcher to delve more into the experiences of employees.  
The limitations could be overcome in future studies through increasing the sample and the number of hotel properties in order to improve the reliability and generalisability of the results. Employing qualitative research methodology including interviews or focus group discussions would help to get better insights about experiences of employees, their operational issues and management practices. This increase in scope of the research would help to enrich the knowledge on housekeeping operational effectiveness in the hospitality industry.
[bookmark: _Toc221572185]5.2 Recommendations and Practical Strategies
[bookmark: _i3kcowrwm5y][bookmark: _Toc221572186]5.2.1 Improvement Strategies for Village Hotel Swindon
Following the conclusion of this research, it is possible to propose a number of practical alternatives, which can help to improve the performance of the housekeeping unit of Village Hotel Swindon. One of the main spheres where improvement is needed is the workforce planning and scheduling. Such changes as flexible shift schedules and workload predictability according to the occupancy rates may assist in balancing the daily workload and decreasing employee burnout. Riley (2014) states that an effective workforce planning in the hospitality management increases productivity and reduces stress in the operations during the peak seasons.  
The other strategy that is advised is the adoption of the digital housekeeping management systems. The use of real-time room status update and task allocation software can help to improve the coordination between housekeeping, front office and maintenance departments. It has been demonstrated that such systems will enhance room turnaround rates and reduce service delays (Ivanov and Webster, 2019). These technological advancements would directly have a solution to the communication problems identified during the findings.  
[bookmark: _Toc221572187]5.2.2 Suggestions of Staff Performance.  
To ensure quality of services and consistency in operations, it is vital to improve the performance of the staff. It is suggested that Village Hotel Swindon should have constant training and skill-development programmes, not only on cleaning, but also on time management, teamwork, and communication skills. The process of continuous learning has also been described as one of the driving forces of employee engagement and service excellence in hospitality organisations (Boselie and van der Heijden, 2024).  
Also, there should be enhanced performance appraisal and feedback systems. Frequent performance reviews enable employees to know what is expected of them, they get constructive criticism, and make them feel important to the management. The study by Torrington (2009) revealed that organization appraisal systems increase employee motivation and decrease turnover rates. Altogether, the morale and high-performance may be boosted by introducing recognition schemes, including the employee-of-the-month programmes and rewards based on teams.  
The other essential aspect of staff performance enhancement is leadership development. Training should be provided to supervisors on how to manage people, conflict resolutions as well as supportive leadership styles. It has been demonstrated that effective leadership enhances employee satisfaction, teamwork, and service delivery in hospitality settings (Northouse, 2021).  
[bookmark: _Toc221572188]5.2.3 Recommendations on Operational Efficiency.  
In order to enhance operational efficiency, Village Hotel Swindon ought to concentrate to resource management and inventory control. Delay can be avoided and more productivity can be achieved by ensuring that cleaning equipment and supplies are available consistently. The use of automated inventory-tracking systems should be introduced with the purpose of regulating the level of usage and minimise shortages. A study by Slack and Brandon-Jones (2019) indicates that a well-implemented operations-management system can greatly improve both the reliability of the provided services and cost management.  
One more important suggestion is the enhancement of the interdepartmental communication. Information like coordination and service alignment within the housekeeping, front office and maintenance teams can be enhanced by regular coordination meetings. Effective communication channels will minimize misunderstanding and will improve service flow as this is very crucial towards retaining guest satisfaction. Albrecht et al. (2015) state that operational efficiency and service quality directly increase with strong internal communication practices.  
Lastly, Village Hotel Swindon ought to make a move towards sustainable housekeeping practice. Utilized cleaning products use environmentally friendly cleaning products, use of energy efficient equipment and reuse of linen programmes can cut down the operations cost and satisfy the increasing guest demands on sustainability. Environmentally friendly activity has been found to enhance brand recognition and consumer confidence in the hospitality industry (Jones, Hillier and Comfort, 2014).  
Overall, these recommendations would be effective in the housekeeping department to improve the performance of the staff, the efficiency of the work process, and increase the quality of the services offered. Among other things, by ensuring the workload issues are addressed, leadership and communication strengthened, as well as, embracing technology and sustainable practices, Village Hotel Swindon can further cement its competitive advantage and provide its guests with higher and continuous quality experiences.
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