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Abstract
This paper is a critical analysis of the operational efficiency of the housekeeping department in Village Hotel Swindon, which is a midscale hotel in the UK operating in the competitive and high-pressure hospitality sector. Housekeeping has been a core aspect in determining the satisfaction of the guests, efficiency in operations and general reputation of the hotels, especially since it has always been noted that cleanliness is one of the most potent factors that determine guest loyalty, online reviews, and perceived quality of service delivery. The experiences of the researcher as she had to do her placement showed that there were actually very few issues which were recurring, such as poor cleaning standards, and there were also some problems and misunderstandings in communication between housekeeping and the front office, time crises when there are more than enough people in the house and a lack of resources. It was using these observations that a structured assessment of the operational performance of the department was done.
The research design adopted was the single-case inductive research design in order to explore these issues. The survey was a closed-ended survey that contained ten standardised questions that were given to the employees in housekeeping using the purposive sampling method. The given approach allowed gathering the opinions of staff members in terms of task clarity, quality of services, workload, communication, resources availability, internal and external pressure, and training sufficiency. The patterns were determined in the data using descriptive analysis and compared with the already available information on housekeeping operations, service quality models like SERVQUAL, as well as environmental analysis methods like SWOT and PESTLE analysis.
The results also indicate that though employees tend to be aware of their jobs and understand the potential influence of their work on guest satisfaction, they tend to be incapable of improving and adjusting their services according to the necessary standards due to structural constraints. These comprise a lack of enough time to clean the room, inconsistency in the supply, lack of communication with the rest of the departments, understaffing, and lack of opportunities to engage in continuous training. These operational challenges are even compounded by external forces like a large occupancy and increasing demands for cleanliness. Irrespective of these, the employees were able to recognise positive factors like teamwork and underlying processes, which showed that this was a department with high potential but limited operational capacities.
The research concludes that operational changes are needed to address the performance of housekeeping. Some of the suggested priorities are the standardisation of daily briefing, reclassification of workload, improvement of training programmes, improved communications, creation of solid inventory management, and the use of flexible staffing plans. All these things are meant to enhance efficiency, consistency, staff welfare, and eventually, the happiness of the guest.
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[bookmark: _Toc221569058]CHAPTER 1: INTRODUCTION
[bookmark: _Toc221569059]1.1 Background of the Study
Housekeeping is an essential hotel operation that takes care of cleanliness, hygiene, and room preparation to a direct extent of the comfort of the guest and his/her general satisfaction. The cleanliness is always among the most influential aspects of the favourable reviews, returning engagement and brand loyalty (Nambi, 2016). Good housekeeping also enhances efficiency in operation by increasing the room turnover rate, the number of complaints by the guests and the productivity of the operating staff. The UK hotel holds competitive pressures with the expectation of consumers persisting in mounting pressure on the hotel Industry and demand consistent standards despite resources at hand and temporary rise or fall in occupancy (Nain, 2018). These pressure situations indicate the necessity to assess housekeeping developments, define the issues of operation, and introduce how they will influence the quality of the services.
[bookmark: _Toc221569060]1.2 Case Study Context
Village Hotel Swindon belongs to the chain of Village Hotel which is a well-established brand with operations in the UK that offers accommodation, fitness facilities, and dining services. It has high room inventory and a guest profile with a wide variety and a number of guests in the hotel, which is one of the major operational pressures on the housekeeping department. Housekeeping is a contribution to the image and income of the hotel; hence, effectiveness in the functional compliance has to be maintained (Village Hotel - Swindon, 2024).
Through the placement experience, there are some observations that showed areas that had to be investigated further. These comprised irregular cleaning traditions between shifts, breakdown in communication between housekeeping and front-office staff, time pressure during the high occupancy seasons, and limited resources like equipment supply (Tavitiyaman et al., 2021). Raised difficulties also included workload disparity, unconfined protocols and restricted opportunity provision to the staff in enhancing their professional development (Coventry, Maslin-Prothero and Smith, 2015). These observations signified that there was a need to have a structured evaluation of the current performance of the department in its operations, and this was the driving force behind this research.
[bookmark: _Toc221569061]1.3 Research Aim
The research aims to critically analyse the effectiveness of the operations of housekeeping departments within Village Hotel Swindon by focusing on guest satisfaction, quality of services, and operations.     
[bookmark: _Toc221569062]1.4 Research Objectives
· To analyse the role of the housekeeping department within the Village Hotel Swindon
· To evaluate the impact of the performance of the housekeeping department on the quality of services and guest satisfaction within the Village Hotel Swindon
· To evaluate the impact of external and internal environments on Village Hotel using PESTLE and SWOT
· To analyse key challenges that the housekeeping department of Village Hotel experience to perform within the organisation
· To generate some recommendations for developing the performance efficiency of the housekeeping department at Village Hotel Swindon
[bookmark: _Toc221569063]1.5 Research Question
How effective are the housekeeping operations at Village Hotel Swindon, and how can they be improved?
[bookmark: _Toc221569064]1.6 Structure of the Project
Chapter 2 gives a critical literature review that is associated with housekeeping operations, service quality, and environmental influences. Chapter 3 defines the research methodology, which is based on the closed-ended survey. Chapter 4 gives the findings and discussion, which correlate survey findings and existing literature. Chapter 5 is a conclusion on the research and provides practical recommendations on how the housekeeping performance of Village Hotel Swindon can be improved.


[bookmark: _Toc221569065]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc221569066]2.1 Housekeeping in Hotel Operations
Housekeeping is well accepted as one of the key operational processes in the hotels that ensures the cleanliness, hygiene and aesthetic appeal in the guest rooms and other open spaces. Experts are unanimous that housekeeping performance has a great impact on the reputation, operational process and monetary performance of a hotel (Ucal Sari, 2016). Cleanliness has always emerged as one of the leading factors towards customer satisfaction in hospitality studies, and in most cases, cleanliness has outweighed price and location (Kim and Bachman, 2019). Housekeeping, as a labour-intensive and detail-oriented department, adds to the overall guest experience as it enforces the existing standards and helps to maintain operational efficiency by means of the quick turnover of rooms.
The studies indicate that housekeeping activities entail effective coordination, standardisation process and time management in order to satisfy the guests. The hotels that are highly efficient in housekeeping are characterised by a decrease in the amount of complaints raised by the guests of such hotels, their quick readiness to check-in, and enhanced productivity of the employees (Mosikatsana, 2022). On the other hand, inefficiencies in the operations may cause delays, poor quality of services, and more work pressures among the staff. Recent research indicates that optimisation of the housekeeping process is needed to achieve improved performance as well as competitiveness in high-paced hotel operations (Widiastini, Santiara and Rahmawati, 2024).
[bookmark: _Toc221569067]2.2 Service Quality and Guest Satisfaction
Quality of services is also one of the primary concerns of guest satisfaction, loyalty, and favourable online reviews. In a hotel, the housekeeping department has a direct impact on the quality of service, which is determined by the cleanliness of rooms, their appearance, their hygiene and their maintenance. The SERVQUAL can often be applied in the hospitality industry in measuring service quality in dimensions, which include reliability, responsiveness and assurance (Ali et al., 2021). Research shows that cleanliness is closely linked to the cleanliness dimension of SERVQUAL and is one of the most observable signs of operational excellence.
[image: ]
Figure 2.1: SERVQUAL Model
(Source: Rashed et al., 2020)
The level of guest satisfaction is determined by how consistently the service of housekeeping is provided. Well and clean rooms are linked to positive emotional responses, though any inconsistency or failure to be clean helps decrease satisfaction by a significant margin, even in cases where other services are responsible (Zinn, Greene and Dolnicar, 2024). Literature also demonstrates that social media openness and the emergence of a place to compare hotels and their offerings have raised the expectations of their guests, and thus, the quality of housekeeping becomes a competitive edge (Dieck et al., 2017).
Also, perceived cleanliness affects the feeling of safety and comfort of the guest, especially in the post-pandemic hospitality setting. Thus, the performance of housekeeping is directly associated with the quality of services, and it is important to understand the perceptions of the staff members working in this area by realising where the gaps affecting operation occur (Pinho et al., 2025).
[bookmark: _Toc221569068]2.3 Challenges in Housekeeping Departments
The studies have found multiple issues experienced in the housekeeping departments in hotels repeatedly. The most common problem is that of staffing shortage, which is usually occasioned by high turnover rates, seasonal variations and work of a physical nature (Terry, 2015). The consequence of understaffing is work overload, time-induced stress, and low job satisfaction that might harm the overall performance of the department.
The housekeeping work is physically demanding with repetitive activities, lifting heavy materials, and working overtime and so on, thus making it a source of fatigue and decreased productivity (Gikunda, Mburu and Kibiti, 2023). Poor training and lack of regular supervision are also often mentioned as reasons for influencing quality. Lack of communication with departments like the front office and maintenance may result in a lack of preparation of rooms in time, and thus dissatisfaction of customers and time wastage (Kuo et al., 2020).
The non-availability of cleaning and the lack of new staff may interfere with the work of the personnel, and the erratic supply of resources. It is also observed in literature that motivation and recognition play a significant role in housekeeping performance, since in most cases the staff do their work behind the scenes and might feel undervalued (Hsieh, Hirudayaraj and Hsieh, 2025). All these concerns make it clear that there should be organised operational evaluation and improvement programmes specific to the hotel settings.
[bookmark: _Toc221569069]2.4 Internal and External Factors (SWOT and PESTLE)
The most common environmental tools used in the analysis of the hotel operation include SWOT and the PESTLE frameworks. In housekeeping, SWOT assists in the process of establishing the internal strengths and the weaknesses associated with their staffing, processes, equipment, and the culture of the organisation. Expert employees might be a strength as well as the norms when lack of education is a weakness, like old-fashioned methods or lack of training (Hoos, 2020). The opportunities might entail the use of new cleaning technologies or sustainability procedures, whilst threats might include an increase in the labour cost or competition in the industry (Birkel et al., 2019).
The PESTLE framework identifies macro environmental elements that are external and affect the operations of a hotel. The political concerns can be connected with health and safety regulations or labour policies regarding labour availability (Kosny et al., 2016). The supply costs and staffing costs can be directly influenced by economic factors, including the rate of inflation or wage growth (Brauer, 2020). Social factors entail customer demands of improved cleanliness and personalised service (Safronchuk, Matenkov and Muzaeva, 2025). The technological factors include automation, digital housekeeping, and bonus cleaning equipment. The environmental aspects incorporate environmental requirements such as sustainability, envisagement and environmental waste management or legal aspects such as the employment law and health standards (Ogunkan, 2022).
A combination of these frameworks offers a systematic approach to the way to approach operational concerns in housekeeping and spearhead strategic changes.
[bookmark: _Toc221569070]2.5 Housekeeping Efficiency and Staff Performance
Research always highlights the correlation between the performance of employees and operational success in housekeeping departments. Proper delegation of tasks, sufficient time to rest and helpful supervision are some of the factors that help in better performance (Ugoani, 2020). Training of the staff members boosts awareness of the cleaning procedures and time management, health and safety procedures, which also supports productivity (Ruttenberg and Rice, 2019).
Motivation is also an important factor. The quality of service delivery is positively related to employee engagement. Housekeeping environment in the house is productive, as recognised, supportive leadership and provision of clear communication channels (Jokiperä, 2025). As an employee, they are more likely to work harder, resulting in greater satisfaction among the guests, when they feel important.
[bookmark: _Toc221569071]2.6 Link Between Housekeeping Operations and Hotel Success
Housekeeping quality is a very important factor affecting the performance of hotels since it determines the most valuable experience of the guest. Substantiated high standards of cleanliness increase the ratings of reviews, occupancy, and brand image (Jeong et al., 2022). Efficiency in operation; this is to make sure that the rooms turn over easily, and there is greater flexibility at the peak times. Also, efficient housekeeping helps other departments to ensure a well-coordinated workflow, such as the front office, maintenance, and food and beverage (Widiastini, Santiara and Rahmawati, 2024).
It has been found that hotels, which regularly invest in enhancing housekeeping performance, enjoy long-term advantages, such as lower costs, enhanced customer loyalty, and organisational culture.
[bookmark: _Toc221569072]2.7 Summary and Literature Gaps
Though the extant literature makes a great contribution to understanding housekeeping operations and problems, there is little research with a narrow scope on housekeeping department operational effectiveness in midscale hotels in the UK, like Village Hotel Swindon. Little research focuses on the perception of employees with close-ended survey as a primary data collection technique. Also, studies tend to discover problems but provide fewer practical solutions that are specific to particular hotel settings.
This paper will fill these gaps by bridging the gap between academic theories and actual field work experiences and by offering practical measures that will contribute directly to the increased housekeeping performance at Village Hotel Swindon.


[bookmark: _Toc221569073]CHAPTER 3: METHODOLOGY
[bookmark: _Toc221569074]3.1 Research Design
The research takes an inductive and exploratory design, which seeks to realise the operational effectiveness of the housekeeping department at Village Hotel Swindon. Inductive approach would be appropriate since it would enable us to support patterns that are generated by the employees as opposed to testing the hypotheses that have already been predetermined (Liu, 2016). The research strategy is the single-case study approach that allows evaluating the operations processes, departmental roles, and employee perception in a genuine organisational environment. This is because the emphasis of a single hotel provides a deeper contextual insight and increases the applicability of the results to the placement setting (Pan, 2015).
[bookmark: _Toc221569075]3.2 Research Strategy – Close-Ended Survey
The research instrument is a structured, closed-ended survey as the only data collection instrument, consisting of 10 questions to be answered by housekeeping personnel in Village Hotel Swindon. It is possible to use standardised responses with this approach, which makes easy comparison and minimises the bias of interpretation. Close-ended questions assure brief and easily analyse information in line with the interest of the study (Zhou et al., 2017). The survey would collect the staff perceptions to work requirements, quality services, communication, productivity, sufficiency of resources and challenges the operations would face. The multiple-choice questions will allow the participants to evaluate experiences in a consistent way, which allows identifying the general tendencies at the department and determining whether performance problems are prevalent or specific. [Refer to Appendix 1]
[bookmark: _Toc221569076]3.3 Sampling Method and Sample Size
The study involves purposive sampling where participants are selected because of having first-hand experience in the housekeeping operations (Tajik, Golzar and Noor, 2024). The survey will be filled with five housekeeping employees of the Village Hotel Swindon. Such number will be suitable because of the scope of the organisation, access to personnel, and reflectiveness of the project. Since the focus is to research internal dynamics of operation as opposed to all industries in general, having a small sample that is at the same time relevant helps give depth and precision. This will be volunteering and not incentivized.
[bookmark: _Toc221569077]3.4 Data Collection Procedure
The questionnaire will be issued either in paper format or electronic format, based on the choice of the staff and their access to computer facilities. The respondents will be given one week to do the survey (Brace, 2018). The responses will be anonymous to promote honesty and lessen the social desirability bias. The questionnaire exercise will be minimal and uncomplicated in order to have minimal interference to the current work run patterns. The data will be managed according to the data management plan as completed surveys will be kept in password-controlled files.
[bookmark: _Toc221569078]3.5 Data Analysis
The data that is going to be collected will be analysed by descriptive techniques. The Likert-scale items will be summarised with the frequency counts and percentage distributions stating the patterns in the staff perceptions (Kemp et al., 2018). It will then be followed up by dividing the results into themes based on the research objectives: operational roles, service quality, internal/external factors, and challenges. The results will be measured against the available literature so that one can critique and interpret. Despite the study having a quantitative survey data, the analysis is still interpretive, as a small sample is involved in the study and the analysis is also based on the operational contexts.
[bookmark: _Toc221569079]3.6 Ethical Considerations
The study adheres to ethical standards in the university. The informed consent will be given to the participants in the form of an information sheet. No information will be gathered through the use of anonymity and confidentiality (Jaramillo Vélez et al., 2020). Participants can pull out at any time prior to the onset of the starting of the data analysis. All the information will be kept safely according to GDPR and Data Protection Act 2018 (Voigt and Bussche, 2017). There is no misleading, delicateness, and non-safe activities involved, and no vulnerable people are presented.


[bookmark: _Toc221569080]CHAPTER 4: FINDINGS AND ANALYSIS
[bookmark: _Toc221569081]4.1 Primary Findings
[image: Forms response chart. Question title: 1. Do you feel your daily housekeeping tasks are clearly explained to you before starting your shift?. Number of responses: 5 responses.]
According to the data, 80% of employees responded to the question with Yes, and 20% responded to the question with No. This implies that happened that most of the housekeeping staff are confident that their daily responsibilities are discussed with them at the start of their shifts. Probably it is standardised morning briefings, printed sheets with room assignments or verbal information provided by supervisors. Efficiency and minimised intraoperational confusion are critical in high turnover environments, and such transparency will facilitate this.
The 20% where there are unclear instructions, however, point out a discrepancy in communication consistency. This can be done during busy working days, when the supervisors are extremely busy, or when there is a staff shortage. It can also reflect the difference in the supervisory styles. Even a minor rate of ambiguous communication can have an adverse effect on working processes, lead to time wastage, and decrease team integrity (Walker, Davis and Stevenson, 2017). Making sure that all employees are guided by well-organised and regular directions, perhaps in the form of checklists, computerised task schedules or even briefing sessions, would help in achieving more consistency. Ensuring clarity would play an important role in increasing work performance and minimising stress levels among members of the staff (Asamani et al., 2025).
[image: Forms response chart. Question title: 2. Do you normally have enough time to complete all required cleaning tasks during your shift?. Number of responses: 5 responses.]
The outcome indicates a difficult scenario where time allocation is concerned 40% have chosen Sometimes, 40% have chosen on Rarely, and only 20% have chosen on Most of the Time. Never and Always were not reported by anybody. This brings out an issue on housekeeping that keeps recurring: time pressure (Pesonen, 2015). These results suggest that most staff members often find it difficult to accomplish tasks conventionally within set time limits, probably because of big room allocations, room cheque-outs or lack of staff. Time limits may affect the quality of the services, cause physical stress and raise the probability of uneven cleaning codes (Elkomy, Cookson and Jones, 2019). Such findings indicate the existing presence of an imbalance in operation when workload fails to keep up with staffing rates, which adds to the validity of the conclusions that there should be a revised schedule, a better division of tasks or more support during busy times.
[image: Forms response chart. Question title: 3. How often do you believe guest rooms meet the cleanliness standards expected by the hotel?. Number of responses: 5 responses.]
The answers suggest parted views. 40% of the answers were frequent, another 40% were sometimes, and 20% responses were always. It implies that in spite of the fact that the level of cleanliness is perceived to meet the needs of the staff in general, the aspect of consistency seems to be a constant worry. There is only a fifth of the perception that standards are constantly met, and this is an indicator of inconsistency between shifts or employees. The large percentage of the respondents who chose the option of Sometimes means that it is variable due to pressures of the workload, inadequate time allocated to each room or even lack of resources. Best results are required in meeting cleanliness standards with the guests, and this mixed result demonstrates that the department is doing fine, but not excellent (Park et al., 2019). Increasing training, monitoring, and enhanced supervision would enhance consistency in quality in each and every room (Sugiar, Sukirman and Sanusi, 2024).
[image: Forms response chart. Question title: 4. In your opinion, how strongly does housekeeping performance influence guest satisfaction?. Number of responses: 5 responses.]

The findings indicate that the level of awareness is high among employees: 80% chose the answer that was "Very strongly" and 20% chose the answer that was "Strongly" chosen. None of the respondents responded to the low categories.
It indicates that there is a great deal of knowledge regarding the relationship between housekeeping and guest satisfaction. It is clear to the employees that clean rooms directly affect guest satisfaction, reviews, and repurchase. The overwhelming opinion on the idea that housekeeping can play a mighty role implies that employees get a sense that their efforts greatly contribute to the reputation of the hotel and the experience of the guests (Hsieh, Hirudayaraj and Hsieh, 2025).
This consciousness can be an inspirational factor since workers who are aware of the necessity of their position can have more pride in their effort (Barclay, 2020). Nevertheless, it can also cause frustrations when they are unable to perform to expectations due to operational barriers like time scarcity, ineffective supplies, or a small number of staff to execute their operations.
[image: Forms response chart. Question title: 5. Are cleaning supplies, tools, and equipment usually available when you need them?. Number of responses: 5 responses.]
Feedbacks reveal an area of weakness in operation: 40% of the responses were with "Sometimes," 40% with "Rarely," and 20% with "Often" only. This implies that there was no option of always or never.
Unreliable flow of supplies, including linen, towels, cleaning chemicals, vacuum cleaners or useful trolleys can have a devastating effect on productivity. The combinations of rarely and sometimes constitute 80% of all responses, which means that the supply chain management or restocking routine is not reliable. This may be attributed to the delay in the laundry services, damaged machinery, absence of inventory management or ineffective interdepartmental communication (Widiastini, Santiara and Rahmawati, 2024).
Lack of resources among the staff may force them to spend additional time finding things or wait until someone can replace them, and this demeans their efficiency, besides causing fatigue (Morrison, 2015). This result is coherent with the findings of the trends in the industry that demonstrate that one of the typical challenges in hotel housekeeping is seen in supply shortage.
[image: Forms response chart. Question title: 6. How effective is communication between housekeeping and the front office (e.g., room updates, priorities)?. Number of responses: 5 responses.]
The findings show that the issue of communication is a serious one: 60% chose the answer Ineffective, 20% chose the answer Neutral and only 20% chose the answer Effective.
Such results indicate that housekeeping and front office communication is intermittent and usually not effective. Miscommunication may result in a release of rooms, miscommunication of room status, and a lack of understanding of priorities like early check-in or late check-out (Watson and Wu, 2022). The absence of responses with a designation Very effective also shows how serious the problem is.
The front office and housekeeping coordination is critical in ensuring that the guests are satisfied, particularly during the peak seasons. Slowness of the communication or vague nature disorganises the workflow and may lead to dissatisfaction of the guests (Isaković, 2023).
[image: Forms response chart. Question title: 7. Do staffing levels (number of team members on shift) allow you to work efficiently?. Number of responses: 5 responses.]
Results indicated that 40% chose Rarely, 40% Sometimes, and 20% Often. None of the respondents selected any of the options of Always and Never.
This implies that 80% of the staff believe that the staffing level is only infrequently or rarely uniform with effective working. This is symptomatic of the general issues in the UK hotel sector, where turnover rates, absenteeism and inability to find housekeeping staff lead to gaps in operations.
Lack of enough staffing causes work pressure, time limitations, poor room quality, and increased physical stress (Zúñiga et al., 2015). The employees might be obligated to clean additional rooms than the number of rooms they should clean in the room per the requirement, especially during the high occupancy season.
The omission of the word "Always" indicates that the problem is chronic and not episodic. These findings may show that it is necessary to benefit from workforce planning, a more effective scheduling approach, or more part-time employees during the busiest hours (Villarreal, Goldsman and Keskinocak, 2015). Adequate staffing is considered a key to quality assurance, staff retention, and burnout.
[image: Forms response chart. Question title: 8. Does the hotel provide sufficient training for you to perform your housekeeping tasks effectively?. Number of responses: 5 responses.]
Training is rated as moderately adequate: 60% answered “Yes, somewhat”, 20% said “Yes, fully”, and the last 20% answered Neutral.
These findings show that most of them believe that they are sufficiently prepared to complete their work, but there are opportunities to have more in-depth training. Simple training in induction can be given; however, further training, like refreshers, new methods of cleaning up, or communication training, can be controlled (Koski, 2024).
The fact that the minority that chose not to answer indicated that at least part of the employees feel unsure whether their training is satisfactory or modern. Better training may lead to increased performance, competence, and housekeeping standards (Jubaedah, Rohaeni and Rinekasari, 2019).
Increasing the training to cover equipment manipulation, time management, and the quality of services that clients expect might bring important changes throughout the department.
[image: Forms response chart. Question title: 9. Do busy periods, high occupancy, or increased guest expectations affect your ability to work effectively?. Number of responses: 5 responses.]
The answers demonstrate a consensus that the effects of the external pressures in terms of efficiency are great: 60% answered that they are very important, and 40% that they are somewhat important.
This is to mean that peak seasons, such as occupancy, tight turnarounds, or demanding customers poses a huge challenge. The more rooms the room number and the more expectations the guests have, the more pressure the staff undergo on cleaning the rooms to a high standard within a limited time (Kensbock, Patiar and Jennings, 2017).
The time can also be associated with the lack of staff or equipment, which only makes the task of meeting standards more challenging. The absence of responses in low categories indicates that busy periods are felt by all the employees in one way or another (Sonnentag and Fritz, 2015).
This dilemma shows that contingency planning, including hiring more staff members, modifying schedules, or instituting special processes, must be considered so that housekeeping services do not reduce during peak periods.
[image: Forms response chart. Question title: 10. Overall, how would you rate the operational effectiveness of the housekeeping department?. Number of responses: 5 responses.]
Feedback on operational effectiveness was also mixed: 20% thought it to be poor, 40% thought it to be good, and 40 % thought it was fair. None chose Excellent or Very poor.
This implies that although employees have identified a number of strengths, including those of teamwork, basic training, and underlying procedures, there are still significant areas of weakness affecting performance. The percentage of 40% rating effectiveness as Fair reveals that it has problems in the supply that lacks consistency, staffing that is insufficient, poor communication with the front office, and time pressure.
Yet, the fact that 60% of voters have chosen Good or Excellent indicates that, in spite of the difficulties, the department functions rather effectively and offers a good quality of service.
On the whole, the findings point to the existence of a functioning department with the potential of becoming much more efficient through specific changes in communication, resources, staffing, and training (Goswami, 2018).
[bookmark: _Toc221569082]4.2 Critical Discussion
The results of the survey give significant information about the efficacy of the housekeeping department of the Village Hotel Swindon and can be properly compared to the existing research on hospitality. One of the main themes that has come out in the primary data is that the staff members have generally been aware of their positions, as shown by the fact that the majority of them verify that they are briefed before starting their shifts on what they are to do daily. This degree of clarity is copacitively linked with the literature asserting the role of organised task distribution in housekeeping, which is viewed as a vital requirement to perform competently and efficiently furnished service. Some researchers, like Molinari (2018), believe that the time-limited and physically engaging character of the work renders housekeeping departments very dependent on the rigid schedule and the manner in which the work is communicated. Thus, the fact that the majority of the employees believe that they are sufficiently briefed indicates that underlying supervisory procedures exist and are working successfully. Nevertheless, fewer of the respondents claimed to have been subject to communication difficulties in terms of roles and tasks, which is a structural discrepancy. This is reflective of the issues that Domínguez-Falcón, Martín-Santana and De Saá-Pérez (2016) have seen, where a lack of consistency in the supervisory practises can improve efficiency and high levels of stress in the hotel departments. These results suggest that although the communication process is usually supportive, its application does not occur uniformly in both shifts and supervisors, and this can lead to operational variance.
Although the staff seems to understand their duties, lacks comprehension of how they can accomplish duties within the stipulated time. Only a minority of them forecasted that they had ample time to get their tasks done, and most of the respondents stated that the available time was only occasionally, or rather, infrequently enough. This observation is in line with academic sources that cited time pressure as one of the most high-ranking limitations in housekeeping. According to literature by Gaspani and Recchi (2024), the housekeepers are commonly subjected to high room quotas, sudden check-outs, changing occupancy rates and understaffing, which lead to constant time shortages. These industry trends are echoed by the findings of the current research, indicating that employees might often be put in a position where they are being pressured by time, and this compels them to put more emphasis on speed than quality in performing their duties. Time constraints in room service and cleaning have been demonstrated repeatedly to be associated with less accuracy, less consistency in cleanness and increased physical strain, which culminates in the dissatisfaction of the guest and ultimately staff turnover. Therefore, the survey findings support the issues that have been well documented in the industry, and the hotel operational capacity might not be in line with the demand.
The quality of services and the level of guest satisfaction were also the issues that became dominant in both primary data and secondary literature. All the respondents reported that housekeeping performance has an effective force on guest satisfaction, as it is indicative of an excellent level of staff awareness. This is consistent with the results of the SERVQUAL model, which highlights the importance of tangibles, including having clear standards of cleanliness, consistency of cleanliness, and the look of the rooms, which constitute an essential component of the overall opinion of quality by a guest. Studies done by Pier et al. (2025) also indicate that cleanliness is among the major factors that determine repeat business, ratings, and online reviews. Nevertheless, the awareness of the value of cleanliness notwithstanding, very few staff felt that rooms are consistently clean to the standards of the hotel, but on average, frequently, occasionally infrequent. This means that there is a mismatch between the staff awareness and the capacity to have consistent means of attaining the expected results. According to Hsieh, Hirudayaraj and Hsieh (2025), such gaps are a result of factors such as understaffing, equipment shortages, training, and inconsistent supervision, all of which are subsequently reflected in the rest of the survey. Thus, the results indicate that the staff motivation and awareness levels are high; however, the operational limitations do not allow them to follow the standards that they are aware of as necessary.
It was also demonstrated how internal and external factors affect housekeeping operations. Internal changes like the communication systems, allocation of resources and staffing were constantly mentioned as hindrances to performance. As an example, supply availability proved to be a weakness with the majority of the staff saying that supplies like linen, chemicals or equipment are not always readily available. This concurs with the findings of Al-Aomar and Hussain (2018), which established that the lack of supplies and working equipment is a significant hurdle in terms of operations within a good number of hotels, particularly those that have fluctuating occupancy rates. Lack of attention to the inventory and irregular maintenance of equipment may cause workflow disruption, pressure on the workload, and uneven quality. The current trends reflect these tendencies, meaning that better stock management activities and their equipment maintenance procedures are required.
Housekeeping-front office communication also turned out to be a significant internal problem. A high percentage of the respondents explained the absence of effective interdepartmental communication. Literature on the subject matter always points at the fact that inefficient communication leads to operational inefficiency in the hotel industry. Hassan and Eassa (2025) contend that workflow coordination is always directly influenced by the communication gap when the hotel industry heavily relies on the timeliness of updates on the room turnover. On the same note, Barimov (2025) highlights the point that poor or slow inter-departmental communication may result in guest dissatisfaction, operational bottlenecks, and failure to ensure rooms are ready to accommodate the guest. These scholarly observations are supported by the results of the survey, which indicate the presence of a lack of clarity, timeliness, and structure of the communication between the departments in the hotel, leading to additional inefficiencies and pressure on the staff.
Other external factors like high occupancy, high guest expectations and peak season fluctuations were also reported to have a strong impact on performance. The members all reported that these external forces affect their effectiveness at work. This observation is in line with the PESTEL framework, wherein social forces such as increased guest expectations of cleanliness and quicker room turnaround make more demands on housekeeping employees. According to Awan, Shamim and Ahn (2020),  it can be seen that the expectations of guests in terms of hygiene and safety around the globe are increasing, and the cleaning processes must be more stringent. These results also align with the general industry reports that substantial hits in occupancy or high turnover days may seriously strain housekeeping departments. These realities are seen in the data acquired in this study, indicating that the hotel encounters high intensity during the busy seasons, which affects the quality of performance.
The operational difficulties, such as the lack of personnel, time constraints and intermittent availability of supplies, are reflections of outdated problems in the hospitality studies. Housekeeping orders are characterised by a high turnover rate, and studies conducted indicate that physically strenuous work, lack of career progression, and low wages are some of the factors that have led to staffing challenges. This is in line with the survey, with the majority of employees claiming that staffing is only rarely or occasionally permitting them to work effectively. It means that in most cases, they have a higher demand and supply than the staff members, which leads to workloads and extra pressure. Scholarly research suggests that, given these staffing limitations, the performance quality is negatively impacted, and motivation is compromised, leading to burnout (Mawuena and Mannion, 2022). Adding the time pressures argument mentioned above, the results can be used to propose that the department is operating within significant structural pressure, which is not unique within the industry.
The other area of operations that had to be attended to was training. Although most of the respondents indicated that they thought the training that they underwent was partially adequate, only a few of them suggested it was adequate. This lends credence to the claims of Prasanth (2015), who states that though most hotels offer only basic induction training, continuous growth is usually minimal or intermittent. Lack of ongoing training may have an adverse impact on the consistency of the performance, innovation, and compliance with dynamic standards. The average scores of the satisfaction mentioned mean that employees are getting the necessary skill levels to do their work, but there are some flaws in more specific or advanced training- that is, the new cleaning technologies, the new health standards, or better communication practises, etc.
Lastly, overall operating effectiveness was viewed differently. Even though employees rated the department as either doing well, comparative numbers felt that the effectiveness was merely fair. These findings indicate that employees are aware of strong points like collaboration and work focus, but they also understand that some inefficiencies like staffing, time constraints and supply concerns are continuously present. This will be in line with the literature that housekeeping departments often do a sufficient job even when there are structural obstacles, which is based on the dedication of staff as well as the knowledge of routine duties (Hasnat, 2021). But, in the absence of better structural support and management systems, it is hard to assure continual excellence. This captures the essence of the argument brought forth by Liu and Liang (2014), who mention that resource-based and managerial support systems are critical in operational performance.
Combined as this, the primary and secondary data integration indicates that the housekeeping department has a great level of awareness, commitment, and understanding of role responsibilities, yet structural vulnerabilities do not allow overall high performance to be realised constantly. Operational pressures such as time pressure, staffing issues, inadequate supplies, communication failures, as well as moderate training provision, are the characteristics of the situation that reduce the ability of the workforce to perform to the expected standards. Their findings are in line with more general findings on hospitality research, showing that the operational problems of the department are systemic in the industry.
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This study sought to critically study the efficiency of the housekeeping department in Village Hotel Swindon regarding understanding the roles, challenges, and environmental issues that facilitated the performance of the housekeeping department. The study provided a vision of strengths coupled with weaknesses of the housekeeping operations through a closed-ended staff survey aided by a comprehensive review of the literature in the hospitality sector. On the whole, the study showed that there is a department with a high level of commitment and awareness amongst workers, but limited in structure by limitations involved, which hinder the uniformity and quality of service delivery.
According to the research, one of the outcomes was the understanding of the daily responsibilities by the majority of the staff in a clear manner. The employees tended to believe that the work they had to perform was communicated well at the start of every shift, which implies that the department enjoys set structures of supervision and communicative habits. The necessity of clarity or allocation of the tasks is not new, as in literature dedicated to housekeeping, it is stated that structured instructions are the key to the preservation of standards and efficient workflow. Nevertheless, overall, there is a lower percentage of the staff who stated their uncertainty about what was communicated, which signifies that the standard of briefings might not be the same among supervisors or shifts. This indicates the necessity to have a more coherent communication behaviour to increase the level of reliability in operations and minimise the possibility of misinterpretations during peak times.
Compared to their perception towards tasks, most of the staff also perceived that they did not have enough time to accomplish their tasks. The issue of time pressure became one of the most significant obstacles to performing effectively, reflecting an old issue within the sphere of hospitality research of how stressful the housekeeping profession could be. Large room allocations, inconsistent organisation changes of guests, and physically demanding tasks can lead to a situation in which employees become hurried or overworked. This research is in agreement with these observations, and it has been revealed that employees at the hotel often find it difficult to deliver to the expected standards within the given deadlines. This directly reflects on the aspects of cleanliness and service quality since little time will result in some discrepancies in room preparation and an increased physical workload among staff.
This research paper also pointed out that employees are well aware of the consequences of their work on the satisfaction of the guests. Every respondent acknowledged that housekeeping is a vital factor in the development of hotel experience, which supports the importance of the department regarding organisational success. Nonetheless, one of the common motives of the survey and the literature is that no matter how much awareness exists, the performance most of the time is not consistently high. Whereby structural conditions such as time constraints, resource constraints, and staffing constraints restrict what employees can reasonably accomplish, then what they can manage to deliver relative to what employees desire but cannot deliver (or can hardly) is evident. This implies the necessity of operational settings that nourish, and not limit, the housekeeping team's abilities.
Other performance challenges were observed to be worsened by internal operational problems. Most of the personnel had irregular access to the required supplies, equipment, or linens, which is common in the industry regarding the management of stocks and their maintenance. This inevitably interferes with workflow and imposes extra pressure on the employees who possibly have to find the lost things or have to learn how to work with the equipment that is not operating at its best. Also, there was a barrier noted in communication between the housekeeping and the front office. Room turnover, guest readiness and coordinating of the workflow require timely and accurate communication. Communication breakdown (or lack of clarity) may result in delays, unnecessary baggage of increased workload, and even dissatisfaction in those people who may be waiting to get rooms.
The performance was also observed to be significantly influenced by the external factors, in particular, the high occupancy rates and increased guest expectations. These external pressures are aligned with the results of the literature on the hospitality industry, where high seasons and high expectations of cleanliness, especially in the post-pandemic period, have added pressure to the demands on the housekeeping team. This pressure only increases internal strains and further complicates staff performance when it should already be difficult to conduct operations in strained circumstances.
Nevertheless, the effectiveness of the department was rated moderately positive despite all these obstacles. Employees identified some of the strengths, including the use of teamwork, underlined procedures, and a favourable working environment. Nevertheless, they did not deny the importance of additional changes to make all shifts more consistent and perform better.
To sum up, this paper has shown that although the housekeeping department at the hotel is composed of highly committed staff and has a sense of what they should do when serving customers, it is still subject to various operational constraints that restrict its overall performance. Communication system, staffing level, provision of supplies as well as training should be improved to enable the department to meet its full potential. Resolving all these structural matters would not only improve performance and consistency but also help the organisations to better align operational performance with the expectations of their guests and organisational objectives.
[bookmark: _Toc221569085]5.2 Recommendations and Practical Strategies
Riding on the findings as affirmed by secondary literature, several recommendations can be proposed that will help increase the efficiency of the housekeeping department in the hotel. These are the recommendations that are adapted to the actual challenges that have been found during the survey and the placement experience.
Strengthen Daily Briefings and Standardised Task Communication
Even though most of the employees stated they had clarity on their day-to-day work, there are still inconsistencies. Standardised briefing processes can be offered, like daily display of checklists, printed task lists or online task systems to make sure everyone is informed of the same thing regardless of the shift and in charge of the change (Putri, Hendriyani and Damayanti, 2022). This will clarify misunderstandings, expectations, and aid in the expectations of performance consistency.
Review Workload Allocation and Adjust Time Expectations
One of the biggest issues that was identified was time pressure. To deal with this, the hotel can carry out a workload audit evaluating the average time per room type, the highest occupancy rates, and the staffing rates (Sherf, Venkataramani and Gajendran, 2019). Levelling room allocations, redistribution of duties, or floating personnel with some support during the rush hours will help in relieving pressure to a great extent. It has been suggested that realistic scheduling of workload enhances the morale of the staff and the quality of cleanliness.
Improve Staffing Levels and Scheduling Flexibility
Staffing crunch is always a problem with regard to efficiency, and therefore the hotel should look into more flexible staffing practises. They can either have part-time on-call employees, hire seasonal workers when they are needed, or even train employees in other departments to fill the housekeeping department when the demand is high (Guerriero and Guido, 2021). Better recruitment plans, partnering with colleges in the area, might also be used to decrease staffing shortages.
Introduce Structured Training and Development Programmes
Most respondents gave a rating of training, which was rated as somewhat sufficient, meaning there is room to improve. The hotel might offer refresher training on cleaning methods, time management, communication ability, and handling of equipment (Kapur, 2021). The high standards would be maintained, and the employees informed on new practises by regular workshops or monthly organised learning segments. Increased training also helps in the staff's confidence and job satisfaction.
Implement Robust Inventory and Equipment Management Systems
The scarcity of supply was one of the recognised operational weaknesses. The lack of shortages can be prevented by introducing regular stock checks, organising storage facilities, and better assigning responsibilities to maintain equipment. An electronic inventory control or merely a stock log book may be used to make sure there are no shortages or excessive inventory that may lead to needless delays and overwork the personnel (Muller, 2019).
Improve Communication Channels Between Housekeeping and Front Office
60% of the staff reported poor interdepartmental communication. To overcome this, the hotel might implement the use of communication technologies like shared room status boards, mobile communication applications, or live updates on housekeeping (Tran, 2016). Frequent meetings between the front office and housekeeping teams would also play a constructive role in setting expectations and avoiding misunderstandings. It is clear communication that will directly encourage accelerated ideas of room turnover and higher levels of guest satisfaction.
Enhance Operational Support During Busy Periods
After unanimous reports of peak operations impacting all the employees, it would be prudent to have backup strategies on high-demand days by the hotel. Strategies can be the deployment of temporary staff and the adjustment of working schedules, or the premature preparation of more trolleys and supplies (Devereux and Wadsworth, 2020). Better organisation during peak hours will ensure consistency and ease the burden on the individual members of staff.
Promote Staff Wellbeing and Recognition
There are numerous operational problems which are detrimental to morale. Favourable feedback systems, including a personal favourite of the Month, random incentives or other forms of recognition, can be used to strengthen a motivational drive and keep the employees (Lourenço, 2016). Promoting well-being by taking proper breaks, ergonomic equipment, and reasonable scheduling also leads to long-term performance.
Introduce Operational Monitoring and Feedback Mechanisms
A set of regular performance audits, inspections of the rooms, and an opportunity to receive feedback anonymously can assist the management in monitoring the progress and defining the arising issues (Frampton et al., 2017). This helps in an active and not reactive attempt to improve operations. The regular assessment also makes sure that suggestions are dynamic and responsive to departmental needs.
All these recommendations are helpful ideas that can be used to enhance the effectiveness of the operations of the housekeeping department. By meeting its structural issues and investing in staff frameworks, the hotel will be able to enhance the quality of services provided, boost the retention of its clients, and improve its overall performance.
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1. Do you feel your daily housekeeping tasks are clearly explained to you before starting your shift?
· Yes
· No
2. Do you normally have enough time to complete all required cleaning tasks during your shift?
· Always
· Most of the time
· Sometimes
· Rarely
· Never
3. How often do you believe guest rooms meet the cleanliness standards expected by the hotel?
· Always
· Often
· Sometimes
· Rarely
· Never
4. In your opinion, how strongly does housekeeping performance influence guest satisfaction?
· Very strongly
· Strongly
· Moderately
· Slightly
· Not at all
5. Are cleaning supplies, tools, and equipment usually available when you need them?
· Always
· Often
· Sometimes
· Rarely
· Never
6. How effective is communication between housekeeping and the front office (e.g., room updates, priorities)?
· Very effective
· Effective
· Neutral
· Ineffective
· Very ineffective
7. Do staffing levels (number of team members on shift) allow you to work efficiently?
· Always
· Often
· Sometimes
· Rarely
· Never
8. Does the hotel provide sufficient training for you to perform your housekeeping tasks effectively?
· Yes, fully
· Yes, somewhat
· Neutral
· No, training is limited
· No, not at all
9. Do busy periods, high occupancy, or increased guest expectations affect your ability to work effectively?
· Very much
· Somewhat
· Neutral
· Very little
· Not at all
10. Overall, how would you rate the operational effectiveness of the housekeeping department?
· Excellent
· Good
· Fair
· Poor
· Very poor
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