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ABSTRACT 
The issue in this research project is the extent to which cross-departments services coordination has impacted the provision of a guest experience in Wivenhoe House Hotel. The operational alignment review is targeted in reception, housekeeping, food and beverage, and administrative areas of operation. Coordination is analysed in the project as an organised management problem and not a hard communication problem. The rationale is to determine whether a process integration or the personal effort of service is powerful in the process of the guest satisfaction in a hotel environment of a boutique hotel. Literature, industry reports, and patterns of hospitality practice documented used in the study rely on the study of a qualitative study and rely on a secondary case study design.
The latter should be to determine the effect of cross-department coordination mechanisms to the consistency of the service. Another is to investigate the effect of communication structure, workflow traceability, and workflow ownership on the guest outcomes. The third objective is to measure how well the performance of the coordination response to the event demand and peak booking pressure. These objectives will constitute three research questions that will be used to determine reliability of the coordination, quality of the communication, and the effects of the demand stress within the setting of the placement hotel.
The findings show that the interdepartmental handover points comprise the large number of service failures and service successes. The failure of guest experience does not happen mostly at the point of a guest contact. It does not work as it causes transfer of responsibility among departments without confirmation control. This informal coordination has variable outcomes. The coordination leads to predictable outcomes. It is shown in the findings that communication clear-cut is important in contrast with communication frequency. Weakness in ownership and verification rules will help in making a message no more than a service. The performance of mutual systems and electronic resources is enhanced in situations where the departments have the same discipline of updating them. In absence of behavioural control within technology, record gaps are developed opposed to alignment.
It concludes that the logistical process of the hotels operating on the principle of the individual event and personalisation increases the difficulty of coordination. This multi-unit action at the short-time window is needed in the special requests, celebration, and group bookings. One such aspect of design is the coordination design that is competitive. The positioning of a boutique raises the expectations of experience and it adds to the risk of operation. Since then, coordination cannot be entrusted to anyone but on the contrary, process rules should be crafted in such a way that coordination occurs.
It is also concluded in the study that the coordination between the departments must be addressed as a central service system. Accepting training is inadequate. The hotels must set ownership gateways, request history, and confirmation measures. These recommendations include typical cross-department tracking of requests, special guests need will be allocated to a person, pre-event coordination briefing, and coordination performance metrics. During communication training, emphasis should be laid on confirmation techniques. Digital systems will be applied as one coordination file instead of paralleled note tools.
The project indicates that the Reliability of Guest Experiences in Wivenhoe House Hotel is fuelled by the dependency on Coordination Structure, Accountability Design, and Workflow Discipline. This paper presents a realistic coordination model that may help improve the operations and make the guests’ satisfaction predictable.
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[bookmark: _Toc221983347]CHAPTER 1: INTRODUCTION
[bookmark: _Toc221983348]1.1 Introduction 
Services of a hotel cannot be due to the behaviour of individual employees, but it is a production of internal processes. The accuracy of the information transfer between the departments will define guest satisfaction and is engaged in reception, housekeeping, food and beverage, and booking administration. The service breakdown is realised along the boundaries of contact but not on the guest contact point. The modern service management literature regards hospitality provision as a product of the system generation due to the process system integration and operational alignment (Ford and Solnet, 2022).
The UK hotel market is review-based and experience-based competition rather than price-based in the high-end market. As per the industry data, experience ratings and consistency indicators are significant in the decision-making of guests depending on brand familiarity only (Mintel, 2024). This will make it operationally-expensive should there be any problem in coordination as perceivable inconsistency vitiates perceived reliability (Statista, 2025). However, coordination is not an issue of internal efficiency. It is a performance variable of the marketplace.
This study focuses on analysing the notion of service coordination in different departments and how it serves the customers by using the placement case study of the Wivenhoe House Hotel. It is a functional and not a promotional concentration. The effects of the coordination structures on the guest-facing outcomes and the concentration of the coordination risk are analysed in the project. 
[bookmark: _Toc221983349]1.2 Research Background
Distinction of the service operations with that of the product operation is in that there are a production and consumption. One cannot do anything to rectify errors prior to delivery. It incorporates dependency on data accuracy of inner communication and devotion to task sequence. Business communication studies have made it apparent that in the situations where the responsibility of sending messages is assumed rather than assigned, cross-functional work processes are not permissible (Buhaieva, 2025).
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Figure 1.1: Wivenhoe House Hotel 
(Source: Wivenhoehouse.co.uk, 2026) 
Most of the studies consider the hospitality studies on determining the quality of service using the perception scale although not many studies consider the coordination architecture under the scores. Ford and Solnet (2022) stated that the backstage integration is an explanatory factor of variability of service than the frontline behaviour. Solutions to the reduction of errors in the process design are regarding zero-complaints systems despite employee attitude (Mahajan et al., 2025).
Digital systems are apt to be exhibited as a coordination solution. Evidence is mixed. With no governance policies and job descriptions, there is better visibility yet no loopholes of accountability (Suri, 2022). Such disconnection between the adoption and coordination performance requires a case-based analysis (Hyun et al., 2023).
[bookmark: _Toc221983350]1.3 Overview of Case Study 
Wivenhoe house hotel is a luxury and boutique hotel, which offers food, lodging, and events. Boutique hotels revolve around customisation at a personal level and malleable employees (Wivenhoehouse.co.uk, 2026). This kind of structure creates an added demand for coordination of the departments. The roles are on the top of the hotel profiles that are publicly available, hosting events, and differentiation of guest experiences (Britainsfinest.co.uk, 2026).
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Figure 1.2: Wivenhoe House Hotel - Luxury 
(Source: Britainsfinest.co.uk, 2026) 
Placement exposure included food service operations, check-in, and housekeeping verification organisation, room reservation confirmation, and availability confirmation, information records in interdepartmental and missing and compliance systems. These are the activities that are dependent on coordination. Unit transfer of requests and time control should be taken. The case is ideal in the analysis of coordination and not reporting of service (Shuvalova, 2025). 
[bookmark: _Toc221983351]1.4 Research Aim, Objectives, and Questions 
Aim 
To critically examine how cross-department coordination of services can affect the delivery of guest experience at Wivenhoe House Hotel. 
Research Objectives 
· RO1: To analyse the concept of cross-departmental coordination at Wivenhoe House Hotel.
· RO2: To determine coordination structures and threat of the breakdown at Wivenhoe House Hotel’s service processes.
· RO3: To gain coordination-related guest experience patterns using secondary qualitative evidence at Wivenhoe House Hotel.
Research Questions 
· RQ1: What is the concept of cross-departmental coordination at Wivenhoe House Hotel? 
· RQ2: What are the coordination structures and threat of the breakdown at Wivenhoe House Hotel’s service processes? 
· RQ3: How coordination-related guest experience improved using the right patterns and secondary qualitative evidence at Wivenhoe House Hotel? 
[bookmark: _Toc221983352]1.5 Chapter Summary 
The coordination has become one of the key drivers of service performance and not a support service of an organisation according to the chapter. The analysis can be supported by the market evidence and the service theory on various levels, i.e., the system level. The case scenario and the course of the research are defined. The next chapter is essential in that coordination, communication, and service system literature are appraised and reviewed critically. 

[bookmark: _Toc221983353]CHAPTER 2: LITERATURE REVIEW 
[bookmark: _Toc221983354]2.1 Chapter Introduction 
This literature review chapter consists of analysis of the studies on cross-department coordination, system of operation communication, and guest experience. The literature is classified into several issues of analysis that include, coordination structure, communication, and experience reliability. The review is an evaluation of arguments, key processes, key limitations, and not findings (Ardan and Febriyanto, 2025). 
[bookmark: _Toc221983355]2.2 Cross-Department Coordination across Hotel Operations
Cross-department coordination refers to the planned integration of tasks, information, and timing of operational departments. The service management study is not of the impression that all quality of service is behavioural. It renders the quality process interdependent (Ford and Solnet, 2022). The change is pertinent in that the analysis will be conducted to systems design rather than be training-based.
According to study behind coordination it is mentioned that the points of risk are accuracy at handover, role ambiguity, and timing. Rokhkin (2025) proved that it is evident that the typical misconceptions in the communications apply during those processes, which would be founded on the informal escalation. Such a claim is justified by the organisational resilience research which correlates the process formalisation and consistency of the service (Dakić, 2023). The rigidity however is created by formalisation. That is a trade-off between rigidity and elasticity.
This becomes complicated that the services or hospitality operations are conducted through disparate time cycles by the departments. The room preparation is room keeping. In the reception, the reception is calculated on the arrival patterns. The demand on drinks and food comes in the back. Without synchronisation, the coordination will be on individual opinion that increases variability. Mahajan et al., (2025) defined service as one that is mistake-free. This can be achieved at the process level but no longer on the recovery after failure. This also assists in the management of coordination.
However, comparisons of manufacturing seem to appear in many literatures of coordination. Limited transferability as most hotel service involves co-presence of the guests and emotional labour. It argues that the operation of tourism and hospitality activities is a sensitive issue of the context. It is not expected that the models of coordination are made to work but rather they are tested in a service setting (Shaheen, 2025). 
[bookmark: _Toc221983356]2.3 Communication Systems and Operational Integration 
Operation coordination would not need the volume of message sent, but rather communication structure. Vertical reporting and horizontal workflow communication are different because of the business communication studies. Most hotels have a horizontal level of coordination (Buhaieva, 2025). However, lack of ownership of horizontal communication ensures that the failure will occur.
Technology is assumed to be a reformative step. CRM and digital workflow solutions increase the customer request and preference visibility level (Lin and Chen, 2025). Data-driven CRM can be effective in the enhancement of coordination with the help of common records, which should be used consistently. Hyun et al., (2023) illustrated that the process discipline facilitates the existence of analytics ability to improve organisational agility. However, false assurance is generated where the behaviour adoption fails and the tool is adopted.
Automation and AI are propagated as the engines of efficiency in the services (Islam, 2026). It has turned out to take advantage of the street concerning response speed and inconsistent effects on the quality of coordination. AI can improve protocol routing, though it cannot deal with the issue of responsibility ambiguity. As Jung and Srinivasa, (2025) denoted, any type of digital transformation that involves not redesigning the process transfers the errors rather than eliminates them. The hotel coordination systems are under this criticism.
The analysis of event and booking organisations will show that the stressful time increases the severity of communication failures; when the message compression is evident and the verification mechanism is discontinued (Shuvalova, 2025). This observation is associated with the peak demand cycles of service failure in reports on in the UK hotel sector (Mintel, 2024). Literature assists in the analysis of the coordination during load, but not only in the case of normal conditions (Parmelee et al., 2025).
[bookmark: _Toc221983357]2.4 Guest Experience Reliability and Service Systems
Customer satisfaction scores have been substituted with journey reliability models as the centre of research about the guest experience. Experience is regarded in touchpoints and not transactions. According to Ford and Solnet (2022), key findings of coordination and not employee traits are the reliability and responsiveness dimensions. That recreates the quality of experience as an integration measure.
The analyses of the customer-centred culture indicate that the micro-alignment of the organisation to the addition of guest value is what renders the organisation competitive (Wijanarko et al., 2020). Such explanations of culture are however subject to vagueness. They determine intention instead of action. The systems thinking approaches, in their turn, are explanatory as they map out the impacts of an interaction (Jaaron et al., 2023).
According to the paradigms of zero-complaint, control of processes is up-stream rather than down-stream compensation that leads to the decrease in complaints (Mahajan et al., 2025). This is helpful in investment of coordination. Critics have however, indicated that zero-defect rhetoric does not lead to reporting and covers bad-news. The coordination measurement should include transparency and not outcome measures (Biasin et al., 2024).
The use of reputation depends on the guest review websites, which makes it vulnerable to coordination breakdowns. According to tourism statistics in the UK, the demand for online review sites and hotels never ceases to grow (ONS, 2021). This renders the credibility of the coordination less strategic because of the inconsistency that would be monitored publicly.
[bookmark: _Toc221983358]2.5 Theoretical Underpinning 
The current study employs a hybrid hospitality operations system that considers the guest experience as an output of the system due to an interdepartmental interaction despite system service experiences. Hotel delivery, according to the service management theory, is a complex service system in which the front office, housekeeping, and food and beverage services work together to implement the outcomes of reliability and responsiveness (Ford and Solnet, 2022). It is this structure of the hospitality service system that is meant by the interpretation of coordination as an operational capability and not an operational behaviour variable (Wang and Zhang, 2025).
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Figure 2.1: Service Quality Framework 
(Source: Viljakainen, 2024) 
To structure a given internal analysis, strength and weakness of the coordination, the strength and weakness of the operation, and risk of exposure of the service exposed to the risks of the risks are measured with the help of the SWOT framework (Appendix 2). SWOT assists in analysing the diagnostics of the communication flow, the control of handover, and the traceability of the requests in the hotel (Guestreservations.com, 2026). The pressure exerted by the external coordination on the hotel is considered based on the PESTLE framework (Appendix 1) that captures the variables of regulatory, labour, technology and demand that will affect the complexity of working in a hotel (ONS, 2021).
The effectiveness of coordination is correlated with the performance indicators of the hospitality (service quality dimensions), effectiveness of reliability, and responsiveness variations, which are related to them. This combination model has combined the hospitality service system, SWOT, PESTLE, and service quality theory into one model of operations analysis (Nahian, 2025). 
[bookmark: _Toc221983359]2.6 Literature Gaps
Hospitality literature comprises more mannerisms of gauging service results than coordination mechanisms. The organisation of the work of the hotel that is in boutiques is not researched as deeply as the chain operations (Ko and Tsai, 2025). This has overindulgence on technology opposed to process governance analysis. Empirical mapping of coordination failures does not exist. It entails a qualitative synthesis founded on cases (Shand et al., 2022). 
[bookmark: _Toc221983360]2.7 Chapter Summary 
The argument that the reliability of the service is the result of the coordination is supported by the literature. However, the amount of the mechanism analysis is lacking in the cases of hospitality. A pre-existing rationale of coordination-based case study exists. The next chapter determines secondary qualitative methodology of the case and the thematic analysis design with others. 


[bookmark: _Toc221983361]CHAPTER 3: METHODS 
[bookmark: _Toc221983362]3.1 Chapter Introduction 
This chapter describes and supports the methodological design applied to explore the issue of cross-departmental service coordination and delivery of the guest experience in the chosen hotel placement case of Wivenhoe House Hotel, Colchester, UK. The research approach that is implemented is a qualitative case study design that relies purely on the secondary data and uses thematic analysis as the analysis tool. The use of methods is in accordance with the research objective, which is concerned with process relations and coordination mechanisms but not numerical measurement. The choice of the methodology is according to the research design principles in business and hospitality research literature (Saunders et al., 2012).
[bookmark: _Toc221983363]3.2 Research Approach 
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Figure 3.1: Research Onion 
(Source: Saunders et al., 2012) 
A qualitative research paradigm coupled with an inductive approach is used since the investigation is focused on the coordination process, communication patterns, and service delivery patterns. These are situational and interpretative variables. There is no point that they can be reduced into numerical indicators without losing operational meaning. Qualitative research is a kind of research that suits when it is necessary to use explanations and interpret patterns, not the concept of statistical tests (Marshall, 2015).
The literature on research methodology indicates that qualitative methods are appropriate in studies of organisational behaviour, service systems, and processes interactions that have meaning and structure of importance over the frequency of counts (Saharan et al., 2024). If cross-department coordination entails workflow logic, assignment of responsibilities and patterns of communication, qualitative interpretation offers better fit to analytical levels in comparison to quantitative modelling (Silverman, 2011).  
[bookmark: _Toc221983364]3.3 Research Philosophy and Design 
This project is guided by the interpretivism research philosophy. Based on the interactions between people and the shared institutional practice, it presupposes that organisational processes and service experiences are socially-constructed instead of fixed measurable objects (Saunders et al., 2012). The idea of coordination effectiveness is construed based on documented practice and analytical study opposed to it being a technical variable.
The research design is a case study as the study deals with a confined real-life working environment. The case study approach is suggested in cases when the study focuses on the study of modern organisational processes in the environment of their natural flow and when the contextual factors play a key role (Veal, 2006). Due to the sensitivity of service systems and management practices to operational detail, hospitality operations research involves case designs to analyse them. The case design facilitates incorporation of various secondary sources of qualitative data and this enhances the depth of the analysis by source triangulation (Silverman, 2011).
[bookmark: _Toc221983365]3.4 Data Collection 
The research is based on the secondary qualitative data. Secondary sources will consist of peer-reviewed literature on the management in the hospitality and service sector, industry reports, analyses of the hotel sector, and written professional research on coordination and communication systems. Secondary research should be used when the goal is analytical synthesis, but not a behavioural measure (Saharan et al., 2024).
Hospitality and tourism methodology recognise secondary qualitative evidence as legitimate in the case-based operational analysis where there can be constraints on accessing the direct access (Veal, 2006). The sources on industry, i.e. UK hotel market and tourism data is provided to contextualise the operational pressures and coordination requirements (ONS, 2021; Mintel, 2024; Statista, 2025). Relevance was followed by credibility and recency, which agrees with the principle of academic research (Saunders et al., 2012). 
[bookmark: _Toc221983366]3.5 Data Analysis 
The analysis using thematic analysis is utilised in the study. Thematic analysis determines common patterns, concepts, and relationship of mechanisms in qualitative texts. Its agreement in qualitative organisational research is due to its efficiency to extract patterns in a systematic way but without losing its contextual meaning (Silverman, 2011).
The coding served a staged logic in which the familiarization with the sources, initial coding of concepts, and clustering specific categories regarding coordination and theme building and theory-link interpretation followed. It is a staged technique that a qualitative research design should employ to enhance the analytical transparency and consistency (Saharan et al., 2024).
Thematic analysis is suitable for cross-source synthesis, since it allows the comparison of coordination mechanisms, communication failures, and integration practices of various studies in the hospitality field (Ning and Kwak, 2022). 
[bookmark: _Toc221983367]3.6 Ethical Considerations 
Only published and publicly-available sources are used in the research. None of the personal data, secret hotel records, and personal communication is provided. This eliminates risk among participants and consent. Research ethics demand that the sources should be properly represented, cited, and cannot be misunderstood (Saharan et al., 2024). Each interpretation has its basis on referred literature. 
[bookmark: _Toc221983368]3.7 Chapter Summary 
The interpretivist philosophy and inductive approach with thematic analysis as secondary data and tools were justified by this chapter. Selection of the method is in line with research focus and the standards of hospitality research. The design will facilitate intense and situation-specific analysis of cross-department coordination and guest experience systems.


[bookmark: _Toc221983369]CHAPTER 4: FINDINGS AND DISCUSSION 
[bookmark: _Toc221983370]4.1 Findings 
	Themes 
	Research Objectives 
	Research Questions 
	Codes 

	Theme 1: Coordination Structure Determines Service Reliability
	RO1
	RQ1
	“Interdepartmental handover,” “task ownership clarity,” “workflow dependency,” “service breakdown at transfer point,” “process alignment,” “role responsibility mapping,” “front office–housekeeping linkage,” “F&B–reception coordination,” “standard operating pathway,” “handover verification gap”

	Theme 2: Communication Quality and Information Traceability Drive Coordination Outcomes
	RO2
	RQ2
	“Message confirmation practice,” “shared system record,” “request traceability,” “CRM update discipline,” “communication accuracy over volume,” “cross-department log use,” “information duplication risk,” “missing request record,” “verification loop,” “structured communication protocol”

	Theme 3: Demand Pressure and Event Operations Expose Coordination Weak Points
	RO3
	RQ3
	“Peak demand stress,” “event booking complexity,” “special request escalation,” “time-compressed coordination,” “group booking workflow strain,” “multi-unit dependency under pressure,” “staff overload signal,” “last-minute change impact,” “event preparation briefing gap,” “high occupancy coordination risk”



[bookmark: _Toc221983371]4.1.1 Theme 1: Coordination Structure Determines Service Reliability
This theme is the fact that coordination structure puts significant influence on the reliability of the guest experience than does individual service effort (Wijendra Gedara, 2025). Secondary qualitative data has indicated the problem of service failures on the inter-department to handover point rather than the lengthy interaction with the guests. The literature on service management supports that most cases of failing to meet the expectations are most often process and not attitude failures (Ford and Solnet, 2022). This is aligned with the operational model that is present in the scenario of the boutique hotels like Wivenhoe House Hotel whereby personalised delivery entails multiple departments responding to a single guest request (Kommu et al., 2024).
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Figure 4.1: UK Hotels Landscape during the COVID-19 Period 
(Source: Statista, 2025) 
The statistics of the industry and sector show that the UK hotels have been operating in a demand environment, under which the presence of a review would increase punishments against an inconsistent operation (Mintel, 2024). Accuracy of coordination will be a performance variable in such a situation (Statista, 2025). These sources analysing the process of cross-departmental communication state that there are three standard points of risk, like the lack of completeness of the information transfer, the lack of delimiting the divided duties, and the inability of the operational units to suit about time (Rokhkin, 2025). These potential risks may be overlaid on the hotel workflow, i.e., the reception-to-housekeeping orders, booking-restaurant coordination, and preparation of events games (Buhaieva, 2025).
As the given descriptions of the operational cases of the upscale hotel and event-active hotel reveal, high-end bookings create the coordination chains between the front office and the housekeeping and food service departments (Font et al., 2023). Each of all relationships gives the possibility of errors. The findings convey the truth that whereby the coordination is based not on the worklog systems but the levels of verbal relay, like the informal ones, variance is increased. This is correlated with the study of digital transformation that discovered that the increase in traceability of processes reduces the loss of coordination only in cases of constant use throughout the departments (Suri, 2022).
Similar research on tourism operations argues that when the demand variability is in place, cross-units process visibility with a non-dispersed level of service organisations is resilient (Roach et al., 2023). This assists in the explanation that the coordination system is a reliability controlling system. The outcome answers RQ1 by clarifying that as literature discusses cross departmental coordination as a structure service reliability driver and not a support activity (Ghina and Hatammimi, 2025).
[bookmark: _Toc221983372]4.1.2 Theme 2: Communication Quality and Information Traceability Drive Coordination Outcomes
This theme shows that the quality of communication and traceability of information are predictive concerning the quality of coordination. Communication research attracts a distinction between frequency of message and clarity of message. It has been seen that small ownership and confirmation underlying cannot forestall coordination breakdown in an environment where the degree of communication is elevated (Buhaieva, 2025). These assertions have been corroborated by the literature about coordination within the hotel industry as it indicates that lack of alignment between expectations among various departments will cause further delays and errors associated with duplication of services offered (Panambarage, 2025).
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Figure 4.2: Hospitality Feedback System 4.0 with Digitization 
(Source: Mintel, 2024) 
Research on customer relationship management reveals that such coordination provided by integrated data systems can be effective in a situation where the departments provide records that are shared and updated (Lin and Chen, 2025). This finding is necessary as most digitalisation efforts in the hospitality sector assume that the adoption of systems will cause improved coordination. This assumption has been proved to be misguided by experience. Digital platforms increase the coordination capacity without influencing the coordination behaviour (Hyun et al., 2023).
According to the available literature on the interaction models based on AI-assisted customer interaction, it becomes evident that efficiency gains are achieved in the process of route optimization and response time, but the effect aids accountability is insignificant when compared to cross-department (Islam, 2026). This is a considerable distinction. Organisation does not mean efficiency (Liu, 2024). Wrong handover by responsiveness that is fast leads to service failure. The study of communication competence in hospitality proves that the linguistic clarity and confirmation practice can influence the accuracy of operations (Shaheen, 2025).
As the research on event and booking management claims, the compression of communication is most likely to be inaccurate in the situations when the time pressure is eminent (Parmelee et al., 2025). The reports of the UK hotel market reflect the existence of the expanding segments of the event-focused demand, therefore, introducing a load cycle to the coordination (Bhatti and Mamadjanova, 2025). It makes it possible to conclude that the quality of communication systems and verification systems is what promotes the results of coordination, rather than their quantity (Shuvalova, 2025).
Other indications of process mining and cross-organisational workflow research include that traceable workflows can be used to minimise ambiguity in the speed of coordination and can improve the speed of error detection (Rott et al., 2024). This is in line with the codeines on success of coordination wherein visible request tracking is significant compared with the informal relay. This theme offers a response to the RQ2, which implies that communication clarity and traceability constitute the primary coordination processes that respond to the reliability of guest experience (Finch et al., 2023).
[bookmark: _Toc221983373]4.1.3 Theme 3: Demand Pressure and Event Operations Expose Coordination Weak Points
This theme shows that the lack of coordination is on the top level about the pressure of demands and in the cases when the working processes are event-concentrated (Pham et al., 2025). Hospitality events as a branch of management research have demonstrated that the non-linear and direct dependency relationships between coordination and density of bookings increase as dependency chains become complex (Brochado et al., 2022). The linking and therefore risk dimensions exist in any additional service element across the departments (Xie et al., 2022).
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Figure 4.3: UK Hospitality Scenario - Economic Pressures, Labour Decline, and Strategic Opportunities 
(Source: Statista, 2025) 
The UK tourism statistics supports the fact of the stable development of the hotel business and the rise in occupancy because of the events (ONS, 2021). Based on the market reports, most luxury hotels compete in the market on the eventual and special occasion segments (Mintel, 2024). This kind of market structure strains the coordination. The outcome of the operational efficiency and agility studies based on the findings of the investigation suggest that the different organisations that do not apply the load balancing rule of cross-unit function disintegrate at the peak time (Hyun et al., 2023).
Resilience of service literature indicates that service process discipline can predict the performance stability during a volatile situation, even with high staffing volume (Roach et al., 2023). This conflicts with the overall belief of the general manager that the coordination risk will be resolved by incorporation of new people in the management. As evidence suggests, the absence of rules on coordination increases the amount of message noise, given the growth in the number of players (Kröger and Marx, 2025).
Zero-complaint and continuous value systems provide that prevention of service errors must be factored into process design despite recovery gestures (Mahajan et al., 2025). This is true to hotel operations that serve as load bearing during events and lack a time constraint if recovery is concerned.
The scholarly work can be seen as the strategic leadership and middle management, in the hospitality sector has shown that quality of coordination often depends on the quality of operational supervisors to bring about discipline in the cross-department implementation of plans (Tindoy, 2025). It means that the coordination risk is a partial governance risk. This theme is a response to RQ3, in which the coordination stress tests put forward suggest the finding that structural weaknesses are found to be peak-demand and event operations.

Three sets of results confirmative of the results are obtained. First, the organisation of coordination plays a key role in the service reliability rather than individualism. Second, the success of coordination by the communication clarity and traceability is better compared to technology presence (He et al., 2025). Third, the weaknesses in coordination are not noticed until the conditions reach to demand pressure and the operation of the events reveals such weaknesses in coordination. The findings coincide with the research study goal and will provide the analytical basis of the discussion section.
[bookmark: _Toc221983374]4.2 Discussion 
[bookmark: _Toc221983375]4.2.1 Discussion on Theme 1, RQ1, and RO1 
The first finding proves the fact that the coordination structure is one of the key determinants of reliability of services. This observation aligns with the service systems theory, in which the hospitality delivery is perceived as an interaction of workflow and not a sequence of unidirectional interactions (Ford and Solnet, 2022). Reliability in this case is not a behavioural characteristic. It is a process property. Where reception guarantees, housekeeping preparations, and food and beverage delivery are not tied structurally, dependability is accidental, and not recurrent (Tran et al., 2025).
This discussion goes in line with the findings of the systems thinking, which are that the key outputs of the given service are an outcome of a pattern of interaction but not the average unit performance (Jaaron et al., 2023). Special occasion event organisation and cross-departmental requests like special occasion rooms operation will require numerous steps in the placement scenario. The risk of dependency is induced by one step. The system is not represented in the form of the coordination rules but it relies on the memory, and the informal relay. The design is not stable in nature.
Market data supports an interpretation of that. The UK hotels have a strong demand that is review-based (ONS, 2021). In case of a review transparency, inconsistency is penalised more than moderate performance. This makes the competitive advantage lie on reliability systems compared to peak service gestures. A competitor to the success of such a hotel as Wivenhoe House Hotel where there are boutique hotels is personalised delivery. This causes them to be more reliant on coordination since customisation is a variation in workflow (Statista, 2025).
These strengths in the internal analysis of SWOT have been mentioned as flexibility and personalised service culture in the appendix. Risk of variation can be embedded in flexibility that lacks anchoring of the processes. Integration discipline has been suggested in organisational agility studies to uphold the ability to evolve lest agility is improvisation (Hyun et al., 2023). Therefore, the coordination structure must be balanced between discretion and control (Kröger and Marx, 2025).
The current body of literature regarding operational governance indicates that service organisations must be resilient and it is achieved through clearly defined cross-unit responsibility (Roach et al., 2023). This contributes towards argument, which is, coordination needs to be designed as a system that is managed. Not as an informal practice. This finding in turn maintains the format of RO1 and RQ1 by indicating that cross-department coordination is rather legitimately conceived within the hospitality theory as a structural meaning of service reliability (Brochado et al., 2022).
[bookmark: _Toc221983376]4.2.2 Discussion on Theme 2, RQ2, and RO2
Key implications are that the quality and traceability of communication have a stronger influence on the coordination outcomes than the availability of technologies. This observation challenges the technology-solution bias of the current discourse of hospitality. The remedy to the digital systems is presented as a magic elixir of coordination. That is non-involvement of simplification. The level of coordination is improved with the use of digital tools. They are not a guarantee of the coordination behaviour (Suri, 2022).
The analysis of CRM reveals that a combined data platform can be employed to improve service alignment in the scenario where the data consistency of record utilisation is high and interdepartmental record visibility occurs (Lin and Chen, 2025). This is a behavioural and procedural and not a technical condition (Wang et al., 2025). The models of service with the help of AI prove not only optimality in route optimization, but also automation in the responsiveness and multiple insignificant effects on the accountability transparency (Islam, 2026). Placing the rapid path routing with no responsibility confirmation causes coordination gaps (Jung and Srinivasa, 2025).
The studies on business communication support this interpretation. Lack of messages is rarely an issue that leads to communicating failure. It comes about through the vagueness in conveying the message and non-ownership (Buhaieva, 2025). A request sent in the hotel operations are not owned requests. The messages are transferred to liable functions by traceability. As it is said in the study of process mining, workflow visibility reduces the occurrence of coordination errors by making responsibility path visibility available (Rott et al., 2024).
In the PESTLE external analysis in the appendix, it has been identified that technological and legal aspects of data management and the workflow systems have increased. Regulatory and data governing concerns increase documentation requirements. That puts a strain on the coordination work. Without traceable systems, compliance tasks will be competing with service tasks and they will become overloaded. This is a reason why integrated coordination design is preferable to tool layering (Carpentiere and Ardito, 2025).
Another limitation is the event communication research. In case of time pressure, the level of communication is reduced and confirmation is skipped (Parmelee et al., 2025). That is why; the spheres of coordination failure are focused on peak booking and event management. The exposure to the place has shown this trend in the risk of event booking confirmation. The rate of communications becomes poor and the messages are not received or forwarded effectively unless the protocols on confirmation are implemented (Shuvalova, 2025).
The study of the communication competence within the hospitality field shows that the clarity of the language used and confirmation practice that can be used to ascertain the accuracy of the operations (Shaheen, 2025). This imparts the element of human capability to the coordination systems. Technology will not solve issues of vague framing of instructions (Bhatti and Mamadjanova, 2025).
This implication is direct. The rules of communication design are needed to accomplish coordination improvement. The channels of communication are not the only ones. This is favourable to RO2 and addresses RQ2 by concluding that the most common coordination mechanisms that affect reliability of experience by the guests include clarity, confirmation, and traceability (Wunker et al., 2024).
[bookmark: _Toc221983377]4.2.3 Discussion on Theme 3, RQ3, and RO3
This observation is that demands are stress tests and even heavy pressure tests. The observation matches the contingency-based models of management that provide the argument that variability is a phenomenon and that demands variable, rather than stable, measures of process performance (Sirithongsook and Kongchan, 2025). These co-ordination mechanisms that are considered to perform well under normal load will not under normal load when the timeline is compressed.
The numbers of the UK hotel industry support the presence of the long- and short-term trends in demand (ONS, 2021). Events and special occasions are highly relied upon as a revenue mix in the hotel industry and the luxury and boutique hotels (Mintel, 2024). Such a business model increases the dependency level between departments. There are some application layers in every event, which are booking, room preparation, preparation, food service, and communication with the guests. Dependency chains lengthen. Error exposure increases (Ishraq, 2024).
This is since the studies on operational efficiency show that a complexity increase is non-linear, when workflow branches (Barros, 2025). Introduction of tasks brings points of interaction. All the probability points of failure. In terms of lean and the process quality model, the errors and wastes are collected at the handovers (Sutejo et al., 2025). The result of this principle is that coordination risk can be concentrated due to it.
Zero-complaint models are the notion used to support the fact of recovery as more of a burden than prevention in time-starved service settings (Mahajan et al., 2025). The event services failure is quite noticeable and difficult to recover as there are no experience windows. The event situation conditions make recovery gestures of not much significance compared to coordination prevention controls (Chidinma et al., 2023).
The analysis of the strategic leadership of the hotel industry shows that middle managers play a crucial role by helping to transfer the coordination policy into the operational discipline (Tindoy, 2025). The governance strength determines the consistency of enforcement of the coordination rules. This gives performance at coordination to the supervisory control structure and not to the motivation of the front line (Rana et al., 2025).
The orientation of organisational culture studies enables customer focus is directionally right, whilst weak in a mechanical sense (Wijanarko et al., 2020). Culture statements do not outline the pathways of coordination. Systems and governance do. Coordination reliability ought to be structured opposed to being fostered (Cheah and Zhi, 2025).
One weakness is that which should be brought up. These outputs are acquired in the form of the secondary qualitative synthesis as compared to the performance measures within the company. They are not utilising quantified failure rates, but mechanism trends. Among the methods of qualitative analysis of cases, it is possible to use analytical generalisation by aligning patterns of theory compared with statistical inference (Silverman, 2011). Both studies have been consistent due to similarity of literature on service management, literature on communication and literature on operations which adds to the validity.
The context of the placement hotel has a meaning that is operational. The coordination structure should be implemented in the period of peak demand and not just in regular operation. Stress testing process coordination would generate the control of greater reliability (Prasasti et al., 2025).
This satisfies RO3 and RQ3 and demonstrates that the weaknesses of coordination are not foams scattered randomly. It is discovered when there is demand pressure and event operations.

[bookmark: _Toc221983378]CHAPTER 5: CONCLUSIONS AND RECOMMENDATIONS 
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This research has mentioned the effect of cross-department coordination of services to guests on commitment to the delivery of guest experience through Wivenhoe House Hotel as the context of the placement-based research contexts. This depicts that coordination structure should test whether it is more probable than individual service behaviour to play a key role in service reliability. The findings support this aspect of argument. Process congruency leads to consistency in the guest experience as the reception, housekeeping, food and beverage (F&B), and the booking department processes do. Nor does it emerge from lonely front line playing.
The first conclusion is that coordination should be treated as an operational control system. The service management theory identifies hospitality delivery as an inter-dependent service system delivery. These findings confirmed that the reliability failures were in the interdepartmental interrelationships at the handover stage rather than at the stage of interrelationship with the guest. This lays management stress on training process architecture. In circumstances in which communication is dependent on a casual network of messages, variability of results is experienced. Reliability increases in instances where there is the co-ordination of the traceable working procedures that are organised. It is an operation with not a cultural difference.
The latter is inferred to be of quality communication and traceability of the tasks are more decisive than the quantity of communication. Communication and service operations articles have shown that growing ambiguity and no ownership led to a higher number of failures compared to no message. Technology platforms do not guarantee the performance of the coordination but they increase the ability of the coordination. Digital booking and CRM systems come in handy to coordinate the departments only under the conditions when the shared records are updated and reviewed by the departments. Therefore, the enhancement of coordination is promoted by the field of rule construction and checking power, but not by the system adoption.
The key implication is that the demand pressure presents the weakness of coordination more than the daily routine operations do. The statistics related to the UK hotel market verify that demand has been defined by the high and occasion-related demand. Peak and high season periods lead to tight schedules and multi-departments that are chain-dependent. Such conditions cause informal coordination to fall apart faster. Predictive stability in performance about staffing volume is process discipline that predicts the performance. The noise and threat of mistakes to the messages are augmented by inclusion of people without the addition of structure of coordinating the messages.
The conclusion is regarding the model of the 'boutique hotel'. The format of the arrangements of the personalised services and the boutique in the format of the customised requests to the guests makes the coordination more complicated. In the public hotel profiles, experience differentiation and event activity are presented as the competitors of Wivenhoe house Hotel. Due to customisation, affiliations to other departments increase. New touchpoints introduce the risk of coordination. The personalised service strategies should have their coordination controls strengthened rather than watered down.
The conclusion is theoretical. The patterns are clarified by using the combination of the service systems theory, the organisational agility, and process reliability framework models together. Culture-based explanations are not adequate. The customer focus culture promotes intent without laying out the working paths. To achieve coordination reliability, process design, accountability mapping, and verification rules should be created. One cannot do it without motivation.
The aim of research is fulfilled. Coordination of cross-department services has been proved to be one of the basic factors that lead to dependability of the guest experiences. The theoretical-related thematic results have been employed in responding to research questions. The background of the placement is in line with the trend of most literature. Co-ordination is not in support functions. It is just a performance system.
[bookmark: _Toc221983380]5.2 Research Implications and Contributions 
The contribution of the study is on the operations, managerial, and academic levels. It re-develops the guest experience management at operational level as a coordination design issue. Most of the hotel improvement activities revolve around the manner of service and training. The findings can show that the benefits of process integration are greater than the reliability benefits of behavioural coaching (Ford and Solnet, 2022). This has a direct impact on the high-end and event-oriented hotels.
The study at the level of a manager connects the performance of managing efforts to the control and governance by the middle-level management. The works of leadership prove that operational supervisors apply the coordination policies to their daily punishments (Riaz et al., 2024). This implies that the quality of coordination must be measured and verified similarly to the cost and revenue (Larsen and Broderick, 2022). It cannot just be implicit.
The meaning of quality of hospitality services on the academic level is coordination-oriented meaning provided through the paper. Many hospitality researchers measure the outcomes of the satisfaction (Rossini, 2025). The list of studies examining cross-department driving forces of such outcomes is even smaller. The combination of thematic with service systems, SWOT, and PESTLE shows the alignment analysis model that is applicable to the placement-based research (Silverman, 2011). 
[bookmark: _Toc221983381]5.3 Research Limitations 
This study only relies on thematic synthesis and secondary qualitative information. It is not based on the key operation indicators, inner performance record of the work, and the face-to-face aspect with the workers. That decreases the precision of measure. Failure rates are the mechanism patterns are not quantified in the results.
The case is centred on the situational context of one of the boutique hotels. Generalisation must be analytical and not statistical. These results can be generalised to other luxurious and bespoke and event-based formulations of hotels. They should not be blindly extended to all the hotel categories.
Another limitation is that of dependence on sources. The industry reports and studies are published from the boundaries of the interpretation. The irregularities of the undocumented practises can be internal. However, qualitative case methodology does not denounce theory-pattern correspondence as a legitimate ground of explanation as far as the sources utilised in it are authentic and coherent. 
[bookmark: _Toc221983382]5.4 Future Scope of Research 
Primary mixed-method designs should be applied further to undertake the test between the coordination mechanisms. Quantitative validation of the areas of threshold coordination failures would be possible through the available records of workflow logs and service incidents. It would be possible to map the actual intra-departmental routing activities by process mining, with the help of the process mining, which would be possible only through the process mining (Rott et al., 2024).
Comparison of these two outlets of the luxury hotel and the chain hotel would be useful in comprehending how the coordination risk differs, based on the size of the organisation. Even after the comparison of hotels with events-heavy and holiday-heavy would increase the knowledge of contingency (Barlatier et al., 2023).
The analysis of the technology-specific studies should undergo the further development such that it does not stop at the measurement of the adoption but it continues to the research on the change of the coordination behaviour after the system adoption (Maqousi et al., 2025). This would close the digital capabilities and reality digital gaps identified (Jung and Srinivasa, 2025). 
[bookmark: _Toc221983383]5.5 Recommendations 
Cross-department workflow practices must be formalised to strengthen the effort of coordination at Wivenhoe House Hotel. Each guest request that involves multiple departments will have a task owner who shall be named and a point of confirmation. Communication research indicates that the ownership transparency reduces the loss of handover (Buhaieva, 2025). 
Call-hitched request logging regulation should exist in reception, housekeeping, and food and beverage units. These coordination records would be single and would be in the CRM and booking system rather than parallel notes (Haigh, 2022). Large-scale and timely data transfer will only improve the processes of data-driven coordination provided there is a homogenous sharing and exchange of records (Lin and Chen, 2025).
Peak demand and event periods should be put on pre-determined event scripts. In the context of the event management study, it is observed that time compression correlates with the increase in risk of making mistakes (Parmelee et al., 2025). With assistance of standardised cross department checklists of event booking and special occasions and large group stays, variability would be reduced though all the flexibility would not be done away with (Wang et al., 2025).
Middle managers should hold short cross-department briefings in forms of short conferences in the weeks before extensive events (Shuvalova, 2025). Research studies on leadership and resilience prove that the under-pressure execution stability is promoted with the help of supervisory alignment (Roach et al., 2023). These brief shorting should be in relation to dependencies rather than large scale motivation (Tindoy, 2025).
The communication training should be centred on the confirmation techniques opposed to politeness and tone. Research into the language proficiency of the hospitality industry links the comprehensible and repeat back lingo with the accuracy of operation (Mackay et al., 2025). The employees should confirm other significant demands on a structured wording (Bhatti and Mamadjanova, 2025).
The use of the digital tools should be rated by how they have improved traceability and not by the features. Technology adoption must not precede process redesign but the latter (Suri, 2022). The following metrics of such coordination as frequency of receiving cross-department requests that were completed and frequency of handover error should be added (RODAS et al., 2025).
Finally, there were supposed to be internal SWOT audit and external PESTLE scanning cycles. The tendencies in the development of the market and the demand of events precondition the growing pressure of coordination (Mintel, 2024). The coordination ability ought to be addressed as a strategic operational resource and not as an informal practice (ONS, 2021).
These are applicable strategies, process-based strategies, and compatible with the placement hotel operating model. They are directed to the coordination organisation, the clarity of the communication, and the demand regulation of the stress. These help to achieve a measurable enhancement of the reliability of guest experience (REDA and DABLANC, 2025).
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	Factors
	Coordination Impact at Wivenhoe House Hotel

	Political
	UK hospitality compliance and safety regulation increases documentation and cross-department reporting needs (ONS, 2021).

	Economic
	Demand fluctuation and cost pressure require tighter inter-department resource coordination (Mintel, 2024).

	Social
	Rising guest expectation for personalised service increases coordination complexity across units (Ford and Solnet, 2022).

	Technological
	Digital booking and CRM systems improve visibility but require disciplined cross-team usage (Suri, 2022).

	Legal
	Data handling and guest record rules require accurate inter-department information transfer (Statista, 2025).

	Environmental
	Event-led and seasonal demand patterns create coordination load spikes (Hyun et al., 2023).


(Source: Self-made)  
[bookmark: _Toc221983387]Appendix 2: SWOT Analysis 
	Strengths
	Multi-department workflow exposure and personalised service model support flexible coordination (Ford and Solnet, 2022).

	Weaknesses
	Coordination depends on staff communication discipline rather than fully standardised process controls (Buhaieva, 2025).

	Opportunities
	CRM and workflow digitisation can strengthen request traceability across departments (Lin and Chen, 2025).

	Threats
	Peak event demand increases handover error and communication overload risk (Shuvalova, 2025).


(Source: Self-made)
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