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Abstract / Executive Summary
This report examines recent organisational changes at the COMO Metropolitan London hotel and how they have affected the housekeeping team. As part of a wider business transformation, the hotel introduced new digital devices for managing daily tasks and added minibar responsibilities to the housekeeping role. These changes were designed to improve efficiency, but they created several challenges for staff.
Many housekeepers reported a higher workload because their daily room targets stayed the same, even though they now have extra duties. Some employees also found the new digital tools difficult to use at first, which increased stress and made the working day feel faster and more demanding. As a result, staff frustration has grown, and more grievances have been raised.
The report explores how business transformation, digital technology trends and flexible working arrangements relate to this situation. It also reviews HR practices that could support employees during organisational change.
The key recommendations are to review workload expectations, offer more training for digital tools and improve communication between managers and staff. With the right HR approach, the hotel can support wellbeing and maintain high service standards.
Introduction
This report focuses on recent organisational changes at the COMO Metropolitan London hotel and how these changes have affected the housekeeping team. According to the hotel’s official website, COMO Metropolitan London is a luxury property that aims to offer high-quality service and a modern guest experience (COMO Hotels and Resorts, n.d.). As part of a wider business transformation, the hotel has introduced digital devices for managing daily tasks and added minibar responsibilities to the housekeeping role.
These changes were intended to improve efficiency, but they have also created challenges for staff, including increased workload and difficulties adapting to new technology. As a result, the housekeeping team has raised concerns about the impact of these changes on their day-to-day work.
The purpose of this report is to analyse how business transformation, digital technology trends and flexible working arrangements relate to this situation. It will also examine HR practices that could support employees during organisational change and provide recommendations for improvement.

Business Transformation
Business transformation refers to major organisational changes designed to improve efficiency and adapt to new business needs. As Armstrong (2014) explains, transformation often includes changing work processes, introducing new technologies and redefining employee responsibilities. Such changes can benefit the organisation but also create pressure for staff.
At COMO Metropolitan London, recent updates — including the introduction of digital housekeeping devices and the transfer of minibar duties to the housekeeping team — represent both technological and operational transformation. These steps were intended to streamline daily work and reduce paper-based communication.
However, employees reported higher workloads and difficulties adjusting to new tools, which reflects Mullins’s (2019) view that staff often struggle when routines change too quickly. The situation shows that transformation must be supported through clear communication, realistic workload expectations and appropriate training. Effective HR involvement can reduce stress and help staff adapt more smoothly. 
Digital Technology Trends
Digital technologies have become essential for improving coordination and productivity in modern organisations. Leatherbarrow and Fletcher (2019) note that digital systems help reduce manual tasks and make information easier to access in real time. Many hotels now use mobile platforms to manage housekeeping tasks, monitor room status and enhance communication.
COMO Metropolitan London followed this trend by introducing digital devices for the housekeeping team. The goal was to simplify daily planning and allow supervisors to update tasks immediately. While the system offers efficiency benefits, some employees initially found it challenging to use, highlighting Armstrong’s (2014) point that staff require support when adapting to new technology.
Digitalisation can improve accuracy and reduce delays, but only if workers receive proper training and have time to adjust. In this case, the transition shows both the value of modern tools and the importance of HR support during technological change.



Flexible Working Arrangements
Flexible working arrangements (FWAS) refer to different ways of organising work that give employees some degree of control over their schedules or workload. In many industries this includes remote work, flexible hours or compressed weeks. However, in hospitality these options are usually limited because most roles require physical presence. As Barnes and Cartwright (2025) explain, access to FWAS is often uneven across different job groups, and some positions naturally have fewer opportunities for flexibility.
This challenge is visible at COMO Metropolitan London. Recent operational changes - such as introducing digital devices for housekeeping and adding minibar responsibilities - altered the daily routine for housekeepers but did not adjust their workload or shift structure. The number of rooms remained the same, even though the tasks increased, which led to frustration and a sense that the changes were not balanced.
In a hotel environment, flexibility cannot mean working from home, but it can take other practical forms. For example, staggered start times, fair room allocations, occasional lighter shifts or the option to swap shifts with colleagues can help staff manage busy days more effectively. Previous studies show that even small adjustments can improve wellbeing and support staff during organisational change (Cartwright and Cooper, 2008).
For COMO Metropolitan London, introducing realistic elements of flexibility could reduce pressure on the housekeeping team, ease the impact of new responsibilities and help maintain morale during the transition.
HRM Practices and Organisational Development 
Human Resource Management (HRM) practices play an important role in how organisations manage change and support staff through transitions. Effective HRM helps maintain stability, clarity and motivation — all of which are essential when new responsibilities or technologies are introduced. As Mullins and McLean (2019) note, employees respond more positively to change when they understand what is happening and feel that their wellbeing is taken seriously.
At COMO Metropolitan London, recent changes - such as the introduction of digital housekeeping devices and the addition of minibar duties - affected how the housekeeping team organised their daily work. From an organisational development perspective, these adjustments should ideally be supported by clear communication, appropriate training and realistic workload planning. Research emphasises that organisational development works best when staff are involved, rather than simply being asked to adapt without support (Khosrow-Pour, 2021).
HRM practices can help bridge this gap. For example, providing hands-on training for the new digital tools, offering opportunities for employees to give feedback, or reviewing performance expectations during busy periods can strengthen trust and reduce resistance to change. According to Paauwe (2004), HRM practices that focus on fairness and open dialogue tend to improve both employee morale and long-term performance.
In this case, several housekeepers reported feeling overwhelmed because their room quotas stayed the same even though additional minibar tasks were added. This suggests that the organisational changes were not fully integrated into existing HR processes. A more supportive approach - such as adjusting workloads, recognising extra effort, and ensuring managers regularly check in with staff - could help the team feel more confident and valued during the transition.
Overall, HRM practices are central to successful organisational development. When implemented thoughtfully, they help employees adapt to new expectations, maintain wellbeing, and continue delivering high service standards even during periods of change.
HRM Practices and Digital HRM 
Digital HRM refers to the use of modern technologies to support core HR processes such as scheduling, communication, training and performance management. In many organisations, digital tools are introduced to make work more efficient and to give employees faster access to information. However, digitalisation also changes everyday routines, which can create both opportunities and challenges for staff.
Recent research on HRM 5.0 highlights that digital HR systems work best when they are introduced gradually and supported by proper training (HRM 5.0, 2024). These systems are not only technical tools - they influence how people work, how they communicate and how decisions are made. Because of this, organisations need to ensure that technology is aligned with employee needs and that staff feel confident using it.
At COMO Metropolitan London, digitalisation became visible when the housekeeping team received new devices for daily task management. The idea behind this change was positive: to reduce paperwork, improve coordination, and give staff clearer instructions. However, some employees found it difficult to adjust, especially because the change happened at the same time as additional minibar duties. Without targeted support, even a useful tool can increase stress rather than reduce it.
According to HRM 5.0, successful digital HR depends on training, communication and ongoing feedback between managers and employees. If these elements are missing, digital tools may not achieve their intended benefits. For COMO Metropolitan London, strengthening training and allowing staff more time to adapt would help the housekeeping team feel more comfortable with the new system. Over time, this could improve efficiency and support employee wellbeing.
HRM Practices and Employee Wellbeing 
Employee wellbeing is closely linked to how well an organisation supports the basic human needs of its staff. Maslow’s hierarchy of needs is a helpful way to understand this. It suggests that people are motivated when their needs are met in a gradual order-from basic physical requirements to the desire for recognition and personal growth.
In the housekeeping team at COMO Metropolitan London, several of these needs were affected during recent operational changes. As workloads increased and new digital tools were introduced, housekeepers reported higher pressure and less control over their working day. Understanding wellbeing through Maslow’s model helps explain why these reactions occurred and what HR can do to address them.
Physiological needs include adequate rest, manageable workloads and access to breaks. When room quotas remain high despite added responsibilities such as minibar checks, staff may struggle to pace their work or take proper rest. This can reduce energy levels and motivation.
Safety needs relate to feeling secure and supported. Introducing new technology without enough training can create anxiety and uncertainty. Some employees felt unsure whether they were performing tasks correctly, which affected their confidence.
Social needs involve belonging and positive relationships. During busy seasons, housekeepers may have limited communication with supervisors, which can make them feel isolated or overlooked. Regular check-ins could strengthen the sense of team connection.
Esteem needs include recognition and respect. When workloads increase but efforts go unnoticed, employees often feel undervalued. Small acts of appreciation-acknowledging progress with digital tools or managing heavier schedules-can make a meaningful difference.
Finally, self-actualisation needs refer to opportunities to learn, develop and feel competent. Providing structured training for digital housekeeping devices would not only reduce stress but also allow staff to build new skills and feel more confident.
Using Maslow’s model shows that wellbeing is shaped not by a single factor but by how the organisation supports different layers of employee needs. By adjusting workloads, improving training and strengthening communication, the hotel can help housekeepers feel more secure, more valued and better prepared for future changes.
Recommendations 
Based on the issues raised by the housekeeping team at COMO Metropolitan London, several practical steps could help reduce pressure and improve morale:
Review workload and room quotas so that additional minibar duties and digital reporting are fairly reflected in daily targets.
Provide short, hands-on training for the new digital tools to help staff feel confident and avoid delays during their shift.
Improve two-way communication through brief daily check-ins, giving employees a space to raise concerns early.
Recognise staff effort by offering regular feedback and acknowledging when employees successfully adapt to new tasks.
Explore small forms of flexibility, such as staggered start times or occasional shift swaps, to ease peak-time pressure.
Strengthen wellbeing support, for example by monitoring workload stress and ensuring breaks are taken consistently.
These steps are realistic for a busy hotel environment and would help restore trust, reduce frustration and improve service consistency.
Conclusion 
The recent organisational changes at COMO Metropolitan London show how even well-intended improvements can create pressure when support systems are not in place. Digital tools and extra minibar duties were introduced to improve efficiency, yet they increased workload and reduced staff morale. The analysis highlights the importance of balancing business transformation with employee needs, especially in physically demanding roles like housekeeping. By strengthening HR practices - training, communication, fair workload and wellbeing support - the hotel can ease the current challenges and create a healthier, more productive working environment.
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