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ABSTRACT 
This placement-based project critically analyses the process of housekeeping performed in the realm of guest service operations at ibis London Heathrow Airport, and the impact it has on guest satisfaction, communication, teamwork, and service recovery. The hotel is a 3-star Accor economy hotel with 356 rooms, catering to short-stay passengers and airport crews in the Terminal 2 and 3 environment, which is characterised by a high occupancy, short turnaround time and high expectations of efficiency, consistency and value.
The study will be based on an interpretivist, inductive, single-case study research design, utilising two primary sources of data: secondary qualitative literature (academic articles, housekeeping texts, and industry reports) and participant observation throughout my housekeeping placement. Cleaning routines, inspection practices, interactions between the front office and engineering, and housekeeping were all covered in the fieldwork. Additionally, early and late shift live service-recovery situations were also examined. Thematic analysis generated four essential themes, namely: (1) cleanliness and service quality; (2) communication and teamwork; (3) staff training, motivation and performance; and (4) technology and innovation in service delivery.
The results show that the most significant source of satisfaction and complaints is still cleanliness, which conforms to the tangibles dimension and reliability dimension of SERVQUAL. In ibis, the allocation boards, checks by supervisors, and compliance with the Accor ALLSAFE hygiene regulations play a role in the finalisation of the room preparedness and the visual confirmation of the visitor. 
It was observed that pre-shift briefings, radio communication and informal peer support help in strengthening teamwork, which is in line with teamworking models like the stages of group development by Tuckman and the hygiene factors versus motivators in the morale of staff as proposed by Herzberg. The training is mostly on-the-job training, which is guided by brand standards as well as e-learning, and is still highly vulnerable to timing pressure and employee changeover. Digital efficiency is facilitated by technological solutions (e.g. the digital room-status system, messaging) at the expense of a certain segment of staff facing digital illiteracy.
The discussion has incorporated the emergent themes with the major theoretical frameworks, which are SERVQUAL, needs and wants theory (Maslow), teamwork and communication models, and motivation theories. It emphasises how Ibis London Heathrow competes in a highly saturated local market of mid-range airport hotels through standardisation processes and brand assurance, whilst requiring improvement in communication discipline, staff development and environmental sustainability.
The project concludes that the key to successful management of housekeeping and guest service at ibis London Heathrow lies in the harmony of people, processes, and technology. Four recommendations are presented, which include: (1) improving the communication routines and handover tools; (2) organisation of training and feedback; (3) a more purposeful use of technology and KPIs in tracking service quality; and (4) the sustainability and staff wellbeing enhancement. The study also enhances my career growth by improving my knowledge of housekeeping activities in the real world and acquiring problem-solving, communication and cooperation skills in a high-traffic hospitality facility.
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[bookmark: _Toc213257902]Chapter 1: Introduction 
[bookmark: _Toc213257903]1.1 Background and Context
The quality of services determines the satisfaction of guests, enhancing the competitiveness of the hotel through the regularity of services and the timely resolution of arising problems (Kandampully, Solnet and Bilgihan, 2024). As a concept that shapes the idea of the hotel, housekeeping influences views of cleanliness, comfort, and safety, particularly in the case of airport properties where travellers tend to stay overnight, compare brands, and demand fast service (Baum et al., 2020; Mensah, 2019; Pezzotti, 2012). 
The 3-star Accor hotel ibis London Heathrow Airport, situated near Terminals 2 and 3, offers 356 rooms, a buffet breakfast, Foggs Kitchen and Bar, and a parking area equipped with EV chargers. This low-cost carrier caters to transit customers, airline staff, and value-conscious leisure travellers, competing on price, reliability, and convenience. Therefore, efficient customer service and consistent housekeeping are necessary to maintain ratings and occupancy (WTTC, 2024; Tourism Alliance, 2023; Accor, 2025).
[bookmark: _Toc213257904]1.2 Research Aim and Objectives
Aim
To determine the role of the way guest service operations, specifically housekeeping, are run at the ibis London Heathrow Airport, in relation to the degree of guest satisfaction, the quality of the provided services, communication, collaboration, and problem-solving.
Objectives
1. To challenge the housekeeping standards, procedures, and employee training at ibis London Heathrow Airport and their impact on cleanliness, service quality, and the overall performance of the staff.
2. To understand the coordination of operations of the guest service in housekeeping, front office, and engineering by communication, teamwork, and technology (ALLSAFE protocols and digital tools).
3. To compare the practices of the ibis London Heathrow to the hospitality best-practice and theoretical models in the matter of guest service practices (e.g., SERVQUAL, Maslow, Tuckman, Herzberg) and formulate practical improvement suggestions.
[bookmark: _Toc213257905]1.3 Rationale for the Study
The case of choosing ibis London Heathrow as the study site has a threefold rationale. To begin with, airport hotels have high time constraints and variable occupancy, which provides a highly dynamic setting to study the reality of real-time housekeeping control, communication, and service recovery (Chan, Gao and McGinley, 2021). Second, the ALLSAFE procedures and Accor's focus on contactless service have transformed the roles of housekeepers, training, and guest expectations, making it possible to consider how global standards can be translated into local routines (Accor, 2022). Third, my placement allowed me to observe the operations of a living organisation over a specific period and gain firsthand experience regarding the organisation's functioning, as well as the emergence of recurring problems, as the applied focus of the module was intended.
[bookmark: _Toc213257906]1.4 Timescale of the Research
The work will detail my entire placement at ibis London Heathrow, from induction to final report writing. My development was based on shadowing, checking rooms, and communicating with superiors, as well as learning standards, housekeeping, and service recovery analysis. 
[bookmark: _Toc213257907]1.5 Research Project Benefits
· This project has enhanced my knowledge of housekeeping and guest satisfaction as a student by applying SERVQUAL, needs/wants theory, and models of motivation to daily practice at ibis.
· It also enhances my skills in communication and teamwork as I work with supervisors, room attendants, the front office, and engineering during busy shifts.
· Moreover, it sharpens my problem-solving skills by analysing actual problems and responses to service issues.
· In the case of ibis London Heathrow, the study will be an independent, evidence-based analysis of the guest service operations of this airport-hotel market with a focus on the strengths, risks, and realistic opportunities for improvement.
[bookmark: _Toc213257908]1.6 Structure of the Dissertation
Chapter 2 presents a literature review on guest service, housekeeping, service quality models, and teamwork. In chapter 3, the interpretivist case study and participant observation are outlined. Chapter 4 reports and discusses results. Chapter 5 provides a summary of the results, an assessment of the objectives, recommendations, limitations and future research.
[bookmark: _Toc213257909]Chapter 2: Literature Review 
[bookmark: _Toc213257910]2.1 Introduction
The literature review provides a conceptual/empirical basis for analysing the operations of housekeeping and guest service at ibis London Heathrow Airport. It critically reviews fundamental concepts of service quality and guest expectations, theories of needs and motivation, teamwork and communication structures, and research on housekeeping, technological impacts, and the post-pandemic transition of hotel service standards. It examines best-practice standards as well as competitive forces within the hotel sector, and fills in the gaps present in the airport-hotel scenario (British Hospitality Association (BHA), 2023). 
[bookmark: _Toc213257911]2.2 Service Quality and Guest Expectations
One of the major models in the study of hospitality services is SERVQUAL that theorizes perceived service quality in five dimensions: tangibles, reliability, responsiveness, assurance and empathy (Parasuraman, Zeithaml and Berry, 1988). Tangibles in the hotel context are associated with explicit cleanliness and physical appearance; reliability with provision of promised services (e.g. readiness of rooms in time); responsiveness to speed of service; assurance to staff competence and courtesy; and empathy to personalised attention (Ariffin and Maghzi, 2012).
Research consistently shows that cleanliness and room condition are primary determinants of guest satisfaction and online ratings in mid-scale hotels (Sukhu et al., 2019; Mensah, 2019; Yilmaz, 2009; Ghaith et al., 2019). For airport hotels, where many guests evaluate “value for money” based on a single short stay, tangibles, reliability, and responsiveness weigh heavily in overall assessments (Baum et al., 2020; Statista, 2024; Etemad‐Sajadi and Rizzuto, 2013; Zhong and Moon, 2020; Sulek and Hensley, 2004; Cheng et al., 2018).
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Figure 1: SERVQUAL dimensions applied to guest touchpoints at ibis London Heathrow (Self-developed, adapted from Parasuraman, Zeithaml and Berry (1988)).
Figure 1 can visually map typical guest touchpoints (online booking, check-in, room experience, housekeeping encounters, complaint handling) against the five SERVQUAL dimensions, illustrating where housekeeping has the greatest influence (tangibles and reliability) and where communication and teamwork affect responsiveness, assurance, and empathy.
[bookmark: _Toc213257912]2.3 Needs and Wants Theory: Maslow and Hospitality
Guest expectations are also shaped by underlying needs and wants. Maslow’s Hierarchy of Needs suggests that physiological and safety needs must be satisfied before higher-level social and esteem needs become salient (Maslow, 1954; Barnes, 2000; Cottrell, 2011). In hotels, basic needs translate into a clean, safe, quiet room, functioning facilities, and clear information about safety and hygiene protocols (Lashley, 2015). Higher-order needs involve feeling welcomed, recognised and respected, often expressed through service recovery, personalisation and staff empathy (Vargo and Lusch, 2014; Achrol and Kotler, 2014).
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Figure 2: Mapping housekeeping outputs at ibis London Heathrow to Maslow’s hierarchy (Self-developed, adopted from Maslow (1954) as discussed in Greetham (2019) and Lashley (2015))
Figure 2 can illustrate how housekeeping and guest service operations primarily support physiological and safety needs (cleanliness, hygiene, security) but also contribute indirectly to social and esteem needs via thoughtful service recovery (e.g., handwritten apology cards, complimentary items after defects).
[bookmark: _Toc213257913]2.4 Teamwork, Communication, and Service Operations
Guest service engages the work of several departments. The concept of teamwork models, such as Tuckman's stages (forming, storming, norming, performing), can be used to explain how groups over time establish shared norms of functioning and work effectively together (Tuckman, 1965). In hotels, cross-functional teamwork between housekeeping, front office, and engineering is necessary to coordinate room readiness, handle defects, and respond to guest requests (Bharwani and Mathews, 2021). Clear communication structures, such as SBAR (Situation–Background–Assessment–Recommendation) handover tools or standardised radio protocols, can reduce miscommunication and delays (Jones et al., 2003; Gracia, Bakker and Grau, 2011).
The management of hospitality teamwork is often complicated by cultural diversity and language barriers. Studies have highlighted that inclusive leadership, regular briefings, and collective problem-solving are crucial to ensuring service quality (Baum et al., 2020; Gursoy and Chi, 2020; Duarte and Silva, 2023). Meanwhile, the stressful factors of service work may arise due to labour shortages and high occupancy, which can create supportive climates among teams, thus necessitating the critical role of emotional labour (Sadik, 2024; Mooney et al., 2024). 
[bookmark: _Toc213257914]2.5 Motivation, Training, and Performance
Based on Herzberg Two-Factor Theory, motivation in hospitality positions implies on hygienic factors (e.g., pay, working conditions, staffing levels), and motivators (e.g., recognition, achievement, responsibility) (Herzberg, Mausner and Snyderman, 1959). Studies indicate that under good working conditions, one will not feel dissatisfied, however, the quality of service needs to be high and stable, which can be supported with recognition, development, and comprehensive feedback (Ren et al., 2016; Sukhu et al., 2019). One of the principles of competence and confidence development is training; the blended methods of practical on-the-job training with e-learning and standard operating procedures are more likely to work (Robson, 2016; Marshall and Rossman, 2014). 
Nevertheless, the industry-level issues like turnover, anti-social schedules, and relatively low remuneration imply that in most cases, hotels cannot offer systematic training and career advancement opportunities, which negatively affects the consistency of the service delivery and staff retention rates (Jiang and Wen, 2020; Gursoy and Chi, 2020; Kusluvan, 2020). 
[bookmark: _Toc213257915]2.6 Housekeeping Operations and Challenges
Housekeeping is a labour-intensive and complicated procedure. The major issues discussed in the literature are:
· Post-COVID labour market developments increased labour shortages and retention, which were worsened by labour shortages (Jiang and Wen, 2020; Mooney et al., 2024).
· Ensuring uniformity in case of time pressure resulting in shortcuts or uneven interpretation of SOPs (Ali, Amin and Cobanoglu, 2016). 
· Lack of coordination across departments occurs when data regarding the early check-ins, late check-outs, or room relocation is not exchanged successfully (Bharwani and Mathews, 2021).
· Sustainability stresses, including decreasing water, energy and chemical consumption and maintaining hygiene (Mensah, 2019).
Best-practice frameworks emphasise standardised operating procedures, clear inspection routines, performance dashboards, and proactive service-recovery triggers (Jones et al., 2003; Gracia, Bakker and Grau, 2011). For example, hotels may use real-time room-status systems, two-stage inspections, and defined recovery gestures (apology, amenity, follow-up) when defects are detected. 
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Table 1: Summary of key housekeeping challenges and best-practice responses (Self-developed, Source: Synthesised from Ali, Amin and Cobanoglu (2016), Jiang and Wen (2020), Mensah (2019), Jones et al. (2003), and Sukhu et al. (2019)).
Table 1 can concisely show each challenge (e.g., staffing, consistency, coordination, sustainability) with corresponding best-practice responses and indicative KPIs (e.g., defects per 100 rooms, on-time readiness %, guest cleanliness scores).
[bookmark: _Toc213257916]2.7 Technology, Innovation, and Post-COVID Standards
Technological innovation has reshaped guest service, from digital room-status boards and messaging apps to mobile check-in and contactless payments (Dudnyk, 2024; Das, 2023; Alotaibi and Khan, 2022; Ntalakos et al., 2022). In-housekeeping, technology supports scheduling, inventory tracking, and communication with the front office, while guest-facing technologies (e.g., apps, QR codes, online feedback) accelerate problem reporting and recovery (Lodging Analytics Research & Consulting, 2024; Saragat, 2025). 
COVID-19 accelerated the adoption of enhanced hygiene protocols such as Accor’s ALLSAFE label, which mandates reinforced cleaning programmes, frequent disinfection of high-touch areas, and staff training verified by third-party audits (Accor, 2022). Studies indicate that visible hygiene measures and transparent communication are now central to guest trust and booking decisions (Chan, Gao and McGinley, 2021; BCD Travel, 2020; AHLA, 2022; VisitBritain, 2024; Mintel, 2025). 
[bookmark: _Toc213257917]2.8 Competition and Best-Practice Benchmarks
Airport corridors such as Heathrow’s Bath Road are highly competitive, with multiple brands (e.g., Premier Inn, Best Western, Leonardo, Marriott, Hyatt Place, Moxy) targeting similar segments (WTTC, 2024; British Hospitality Association (BHA), 2023). Competing hotels differentiate through cleanliness ratings, service reliability, loyalty programmes, and perceived “peace of mind”. Best-practice benchmarks in housekeeping-led service include:
· Real-time room-status boards with clear ownership and priorities;
· Two-stage inspections and defect tagging;
· Daily micro-briefings including previous day’s issues and VIP arrivals;
· KPI dashboards tracking defects, on-time readiness, and recovery cycle times. 
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	KPI
	ibis London Heathrow (illustrative)
	Best-practice airport-hotel benchmark (indicative)

	On-time room readiness by 15:00 (% of arrivals)
	88%
	95%

	Rooms with defects per 100 stayovers
	6
	3

	Guest cleanliness index (1–10)
	8.4
	9.0

	Service recovery within 15 mins (%)
	82%
	90%



Figure 3: Example housekeeping KPI dashboard comparing ibis London Heathrow with best-practice airport-hotel benchmarks (Self-developed; data illustrative).
Source: Adaptation from industry best practice (Jones et al., 2003; Sukhu et al., 2019; BCD Travel, 2020).
[bookmark: _Toc213257918]2.9 Summary and Research Gap
The literature highlights that service quality in hotels is driven by cleanliness, reliability, responsiveness, and effective recovery, which is underpinned by staff motivation, teamwork, and the increasing use of technology. However, there is limited case-based analysis of how these elements interact within an airport economy hotel operating under ALLSAFE protocols and high-volume, short-stay demand. The specific gap addressed by this project is a focused synthesis of housekeeping routines, cross-departmental communication, and recovery practices at ibis London Heathrow Airport, interpreted through SERVQUAL, Maslow, Tuckman, and Herzberg frameworks, and compared to industry best practices.
[bookmark: _Toc213257919]Chapter 3: Methodology
[bookmark: _Toc213257920]3.1 Introduction
This chapter outlines the methodological choices for the study “Management of Guest Service Operations in ibis London Heathrow Airport”. It summarises the interpretivist philosophy and inductive approach, the single case-study design, the secondary and participant-observation data sources, the thematic analysis procedure, and associated ethical considerations and limitations (Cottrell, 2014; Smith, 2016).
[bookmark: _Toc213257921]3.2 Research Philosophy – Interpretivism
An interpretivist philosophy is adopted, viewing social reality as constructed through meanings people attach to experiences (Bryman, 2008; Saunders, Lewis and Thornhill, 2012; Collis and Hussey, 2014; Babbie and Edgerton, 2023; Elliot et al., 2016; McGivern, 2006; Trochim, 2006). This suits hospitality settings where staff and guests interpret encounters differently and informal culture shapes behaviour, and my housekeeping placement at ibis London Heathrow provides reflexive, contextual insight into these meanings (Silverman, 2011; Ryan and Valverde, 2013; Cottrell, 2011; Greetham, 2019; Veal, 2006).
[bookmark: _Toc213257922]3.3 Research Approach – Inductive
An inductive approach was used, allowing themes to emerge from practice and secondary literature rather than from a pre-set hypothesis (Hussey and Hussey, 1997; Denscombe, 2009; Collis and Hussey, 2014; Robson, 2016; Smith, 2016; Trochim, 2006). Observation at ibis of housekeeping routines, communication episodes and service-recovery cases generated codes for operational and communication processes (e.g. room readiness, briefings, defect escalation), which were then related to SERVQUAL, team development and motivation frameworks to link emerging patterns to theory (Saunders, Lewis and Thornhill, 2012; Yin, 2003).
[bookmark: _Toc213257923]3.4 Research Design – Case Study
A single case-study design focuses on ibis London Heathrow Airport as the placement site, reflecting common hospitality research practice for examining complex service systems in real-life contexts (Yin, 2003; Veal, 2006; Stake, 1995). This design enables exploration of how housekeeping, front office and engineering interact, how ALLSAFE protocols operate and how staff manage operational pressures. Although one hotel cannot provide statistically generalisable findings, a richly described case supports analytical generalisation to theory and to similar airport-hotel settings (Robson, 2016; Marshall and Rossman, 2014).
[bookmark: _Toc213257924]3.5 Data Collection
[bookmark: _Toc213257925]3.5.1 Secondary Qualitative Data
Secondary qualitative data were drawn from research-methods and qualitative analysis texts, hospitality studies on housekeeping, service quality and technology, and industry reports on hygiene standards and market conditions (Collis and Hussey, 2014; Saunders, Lewis and Thornhill, 2012; Veal, 2006; Bryman, 2008; Grbich, 2007; Silverman, 2011; Ali, Amin and Cobanoglu, 2016; Das, 2023; Dudnyk, 2024; Chan, Gao and McGinley, 2021; Mensah, 2019; Sukhu et al., 2019; Accor, 2022; WTTC, 2024; Tourism Alliance, 2023; BCD Travel, 2020).
[bookmark: _Toc213257926]3.5.2 Participant Observation at ibis London Heathrow
The second key data source was participant observation during my housekeeping placement. Following guidance on observational research (Denscombe, 2009; Marshall and Rossman, 2014; Silverman, 2011), I adopted a “participant as observer” role, carrying out routine tasks while observing workflows, cross-department interactions, shift briefings, training, and guest-facing service-recovery episodes, including application of ALLSAFE requirements. Field notes, written in breaks or immediately after shifts, anonymised staff and guests, and captured events, communication styles, emotional climate, and links to theory across routine and high-occupancy periods.
[bookmark: _Toc213257927]3.6 Data Analysis – Thematic Analysis
Qualitative material (field notes and key literature excerpts) was examined using thematic analysis (Braun and Clarke, 2006; Braun and Clarke, 2019; Grbich, 2007). Coding identified patterns relating to cleanliness, communication, training, motivation, technology, and service recovery, which were grouped into four themes: cleanliness and service quality; communication and teamwork; staff training, motivation, and performance; and technology and innovation. Themes were reviewed against the full data set and interpreted through SERVQUAL, Maslow, Tuckman, and Herzberg to generate an integrated view of guest service operations at ibis. The qualitative methodology is grounded in broader guidance on the cautious handling of research data and analysis in business and social research (Diamantopoulos and Schlegelmilch, 1998; Pallant, 2001; Trochim, 2006).
[bookmark: _Toc213257928]3.7 Ethical Considerations
The research followed UWTSD ethical guidance. No interviews or surveys were conducted with identifiable individuals; insights were derived from observation in an employment/placement context and from publicly available documents. Names of staff and guests are omitted, and sensitive operational details are anonymised or described generically. Internal documents are only used where publicly accessible or explicitly authorised, and all secondary sources are cited using the Harvard system.
[bookmark: _Toc213257929]3.8 Limitations
Several limitations must be acknowledged. As a single-site case, findings reflect ibis London Heathrow’s specific airport, economy-brand context, and may not represent other properties. My dual role as team member and researcher creates potential participant-observer bias, only partly mitigated through reflexive note-taking (Denscombe, 2009; Silverman, 2011). The study relies mainly on qualitative observation and secondary data, so systematic quantitative analysis of KPIs, guest scores, and rare operational events falls outside its scope. Findings are therefore contextually grounded and analytically, rather than statistically, generalisable.
[bookmark: _Toc213257930]3.9 Summary
In summary, the methodology combines an interpretivist, inductive, single case-study design with secondary qualitative data, participant observation, and thematic analysis. This configuration follows recognised hospitality and business research guidance and is appropriate for exploring how housekeeping and guest service operations are managed at ibis London Heathrow Airport.
[bookmark: _Toc213257931]Chapter 4: Findings and Discussion
[bookmark: _Toc213257932]4.1 Introduction
This chapter presents the findings of the study on housekeeping-led guest service operations at ibis London Heathrow Airport and interprets them in relation to the literature and theoretical frameworks introduced earlier. The results are organised around four themes derived from thematic analysis: (1) cleanliness and service quality as determinants of guest satisfaction; (2) communication and teamwork in guest service operations; (3) staff training, motivation, and performance management; and (4) technology and innovation in guest service delivery. Each theme draws on secondary qualitative data and participant observation during the placement, before being critically discussed through SERVQUAL, Maslow’s hierarchy of needs, Tuckman’s team-development model, and Herzberg’s Two-Factor Theory, as well as relevant industry reports and best-practice benchmarks. 
[bookmark: _Toc213257933]4.2 Findings
[bookmark: _Toc213257934]4.2.1 Theme 1: Cleanliness and Service Quality as a Determiner of Guest Satisfaction.
Cleanliness was the most frequent and widely mentioned source of guest satisfaction in the data set across the board, specifically, at ibis London Heathrow. The most frequently mentioned positive reviews on the internet and informal opinions of the guests are clean rooms and comfortable beds, whereas any discernible deficiencies, including dust, residual smells, or lack of a certain facility, received disproportionately negative commentary relative to minor service failures (e.g., waiting in the queue at the check-in desk) (Tripadvisor). Such a trend supports the thesis that hygiene is not a single quality among a variety of them, but rather a threshold aspect: once this aspect is disrupted, guests are quick to doubt the overall worth and quality of the experience (Sukhu et al., 2019; Mensah, 2019). 
The observation of participants revealed that room attendants operated on the basis of structured checklists in accordance with the Accor procedures of the ALLSAFE program, which includes a specific focus on high-contact surfaces to be disinfected: remote controls, switches, door handles, etc. (Accor, 2022). The primary objects of supervisor spot checks were bathrooms, bed linen, odours, and visible surfaces, which reflect both the needs of guests and brand requirements. In some cases, out-of-order rooms were used as a buffer when defects could not be fixed in time to be deployed before arrival, thereby avoiding immediate complaints but adding additional strain to the rest of the inventory when occupied.
These practices are a good reflection of tangibles and reliability dimensions of SERVQUAL (Parasuraman, Zeithaml and Berry, 1988). Tangibles have to do with the cleanliness and physical appearance of rooms, whereas reliability has to do with providing rooms that are free of defects and on time. In cases of late check-outs, early arrivals, and airline disruptions, attendants have to compromise between speed and comprehensiveness. Inspections conducted on busy days revealed occasional shortcuts, which increase the chances of occasional defects (Mensah, 2019). Generally, cleanliness is dependent on well-established practices but is highly susceptible to occupancy fluctuations and time constraints, and needs to be managed in a more proactive way.
[bookmark: _Toc213257935]4.2.2 Theme 2: Communication and Teamwork in Guest Service Operations
The second theme is the quality of customer communication and teamwork among housekeeping, front office, and engineering staff are required to ensure that rooms are ready and that defects are solved effectively (Bharwani and Mathews, 2021). At the ibis London Heathrow, several formal and informal mechanisms were in place for coordination. The housekeeping office pre-shift briefings assigned areas, emphasised the number of people predicted to stay in the room, identified VIPs and special requests, and gave room staff the opportunity to express any issues regarding staffing or the expected pinch-point departures. Such briefings were often brief but offered a common ground point of departure for the shift. 
The communication was in real time based on radios and the property management system (PMS) which logged the room status, early arrivals, late departs and repair requests so that supervisors, room attendants, front office and engineering could coordinate urgent work effectively. These tools made operations to be smooth and time-saving when applied regularly. The only problem was that breakdowns came when front office had discharged rooms before housekeeping had finished or at times when PMS had not been updated and ready rooms were not recorded as dirty thus making wait time longer in front office. The engineering department ignored petty faults and follow-up requests by the housekeeping had to be made over and over again.
These trends suggest that the team is primarily at the Tuckman stage of norming, characterised by routine practices and generally good relations. However, at times, it can deteriorate during a workload surge or when there is a lack of information to complete tasks (Tuckman, 1965). Informal collaboration was also commonplace, as coworkers assisted with bulky parts and filled the gaps left by their absent colleagues, indicating a robust base team culture (Baum et al., 2020). However, the inconsistency in the utilisation of communication tools (e.g., inconsistent radio etiquette, unrecorded statuses) suggests that standardised protocols can be stricter to ensure the uniformity of service delivery (Jones et al., 2003; Gracia, Bakker and Grau, 2011).
[bookmark: _Toc213257936]4.2.3 Theme 3: Staff Training, Motivation, and Performance Management
The third theme considers how staff are developed, motivated, and managed in terms of performance. ibis London Heathrow training was mostly on-the-job. New room attendants were initially shadowed by experienced colleagues and given responsibility over their own areas when they demonstrated familiarity with room standards, expectations regarding timing, and compliance with ALLSAFE hygiene requirements. Supervisors also strengthened some of the essential procedures when conducting inspections and briefings, and the Accor e-learning modules helped bring new information on topics such as brand values, safety, and new protocols. 
Practices of motivation and recognition were informal and manifested. Verbal praise was provided by supervisors on or after difficult shifts, and initiatives such as employee boards of the month were used to celebrate high performers. Cross-training possibilities, such as transferring to night shift or cleaning in the public area, were interpreted by some team members as progress toward more balanced routines or wider duties. These factors suggest that Herzberg identified motivators in his concept of achieving, recognition, and responsibility (Herzberg, Mausner and Snyderman, 1959; Ren et al., 2016).
Meanwhile, several limiting factors were also identified. Time pressure frequently constrained organised, growthful post-inspection feedback, denying the possibility to reflectively study. The high turnover led to additional mentoring duties for the existing staff, who were tasked with supporting the new staff without compromising their own productivity. Informally, some staff complained that remuneration and staffing were just adequate due to the physical nature of housekeeping, particularly in cases where there were several back-to-back departures in a day. These fears are associated with Herzberg's (1959) hygienic factors of working conditions, remuneration, and workload that, when perceived as low, can create dissatisfaction despite the motivators (Herzberg, Mausner and Snyderman, 1959; Sukhu et al., 2019).
The results thus appear to have a two-sided image: a team of members who are clearly proud of standards and support each other, but whose formalised recognition, coaching framework, and workload control could be reinforced to maintain motivation and mitigate burnout potential.
[bookmark: _Toc213257937]4.2.4 Theme 4: Technology and Innovation in Guest Service Delivery
The fourth theme touches the issue of technology and innovation as the guest service tools. Back-of-house and front-of-house operations at ibis London Heathrow were integrated with digital tools. The PMS and the housekeeping module that came with it provided real-time room-status updates and provided the supervisors with the ability to monitor the progress throughout the floors. The system was used by front office teams to pre-assign rooms according to preferences, link special requests (e.g. extra pillows, early check-in, accessible rooms) to individual bookings, and to track the rooms that could be prioritised to be cleaned. ALLSAFE documentation, checklists, and e-learning were served online, which facilitated a similar perception of the hygiene standards and enabled the communication of updates to be delivered in a timely manner (Accor, 2022). 
On the guest side, numerous travellers have been online booking and digital confirmations with some showing some anticipation of mobile check-in or keyless entry, which were yet to be fully introduced at this property. Such disparity demonstrates a larger competitive issue of airport-hotel markets, where a growing number of guests will compare the economy and mid-tier brands to technologically enhanced hotels that can provide a more smooth digital experience (Dudnyk, 2024; Das, 2023).
Although the use of technology clearly improved the efficiency and visibility, there was an unequal adoption among the housekeeping team. There are attendants who were very confident operating handheld devices and PMS features and those relying on supervisors to update statuses, which at times slackened down processes and resulted in bottlenecks. Digital tools training was sometimes forced to fit existing staffing issues, which supports Ali, Amin and Cobanoglu (2016) in their statement that technology may cause additional strains unless implemented with sufficient staffing and time.
Altogether, the results paint the picture of technology as a useful but not entirely integrated enabler. Its ability to facilitate real-time coordination, reduce errors, and co-create with guests is clear, yet to actualise the ability, continuous training, designed workload, and alignment with staff capacities should be employed (Vargo and Lusch, 2014; Ali, Amin and Cobanoglu, 2016; Dudnyk, 2024).
[bookmark: _Toc213257938]4.2.5 Summary of Findings
To conclude, the results suggest that the guest service practices of ibis London Heathrow rely on organised cleanliness practices, teamwork in cross-departmental relations is mostly positive, and hygiene and guest comfort are evident. The system, however, is always strained by time pressure, variation in occupancy, labour intensity, and the variation in the uptake of technology. Cleanliness and room preparedness remain the fundamental factors in perception and complaints; communication and teamwork have a broad strength but are prone to collapse during periods of highest demand; training and motivation practices are still in place but are not systematised to a sufficient degree; and technology is a potential but inconsistently integrated resource. 
[bookmark: _Toc213257939]4.3 Discussion
[bookmark: _Toc213257940]4.3.1 Cleanliness, Perceived Quality, and SERVQUAL
Results substantiate that the focus on room cleanliness and condition is a primary determinant of perceived service quality, which aligns with SERVQUAL research studies that present tangibles and reliability as the most effective drivers of perceived service quality (Parasuraman, Zeithaml and Berry, 1988; Ariffin and Maghzi, 2012). Checklists, ALLSAFE hygiene standards, and supervisor inspections at ibis London Heathrow are aligned with global practices of cleanliness and visible reassurance (Accor, 2022; BCD Travel, 2020). 
Guest: The fact that the rating of minor lapses in online reviews is high underlines the indications that room condition is a significant determinant of online ratings in mid-scale hotels (Sukhu et al., 2019; Mensah, 2019). Nevertheless, the constant compromise between speed and completeness at high occupancy demonstrates that standards are insufficient; reliability demands the provision of the promised room on a regular basis (Parasuraman, Zeithaml and Berry, 1988). The findings support hence staffing, scheduling and workload planning that safeguard cleaning time such as buffer rooms, or staggered checkout policies.
[bookmark: _Toc213257941]4.3.2 Communication, Teamwork, and Service Excellence
The results related to communication and teamwork align with studies that indicate coordination between different departments is a key determinant of quality and guest satisfaction (Bharwani and Mathews, 2021; Baum et al., 2020). The existence of daily briefings, radio communication, and common occupancy goals at ibis London Heathrow suggests that the team has already progressed beyond the forming phase to the norming phase of team building, as members have established routines and shared aspirations (Tuckman, 1965). Informal collaboration, including the assistance of colleagues in case of heavy workloads or filling in gaps, helps to achieve a favourable team climate and endure the rush times.
Although the culture of teamwork is overall robust, the frequent cases of mismatches, including situations where guests are occupied in rooms that are under repair or when technical failures are resolved very slowly, indicate that the communication systems leave much to be desired. Reorganising structured tools, such as SBAR, for hotel settings may enhance handovers and the escalation of common defects, VIP guests, and complicated group accommodations (Jones et al., 2003). Better understanding on who makes updates on room status, engineering response times and escalation paths would assist the team in moving to performing stage of the Tuckman model where teamwork is proactive and not reactive (Gracia, Bakker and Grau, 2011). Standardising useful informal habits to more basic routine forms of communication would minimise variation and increase service quality.
[bookmark: _Toc213257942]4.3.3 Training, Motivation and Organisational Learning
The Two-Factor Theory by Herzberg offers an effective perspective on the complex relationship between motivation and training at ibis London Heathrow (Herzberg, Mausner and Snyderman, 1959). Hygiene conditions, including salary, manpower, physical workload, equipment accessibility, etc., are not catastrophic but can be viewed by the staff to be merely sufficient, especially during physically challenging days. Under the pressure of these factors, it is also possible to become dissatisfied and increase turnover, which is also consistent with studies in the field of housekeeping labour markets (Sukhu et al., 2019; Jiang and Wen, 2020).
Other motivators are already in place, such as informal recognition, skill development, and responsibility increments. These other motivators have been supported by verbal praise, cross-training, and the trust of supervisors in the experienced staff to train new staff. Nonetheless, service lessons are not captured and distributed as far because there are no formal feedback systems (in place of regular performance dialogues or formal development plans). Incorporating daily experiences into a group learning session would help to engage in end-of-shift brief reflections of what worked and what needs to be changed tomorrow (Senge, 1990; Marshall and Rossman, 2014). Formal recognition schemes, visible skill ladders and competency certificates could also be made more predictive in motivating. Combined with more powerful motivators, larger section sizes, and well-maintained equipment, these factors can help ibis London Heathrow increase retention rates, decrease training expenses, and create a more consistent and high-performing workgroup (Ren et al., 2016; Gracia, Bakker and Grau, 2011).
[bookmark: _Toc213257945]4.3.4 Technology as an Efficiency Co-Creation and Service Co-creation Catalyst.
The placement experience has brought out the role of technology in hotel operations which is ambivalent. On the one hand, the digital tools, including the room-status boards, the electronic checklists, and online ALLSAFE directions, in turn being parts of the property management system (PMS), have evidently facilitated housekeeping procedures. These systems contribute to accelerated room turnover, enhance information sharing across departments and closer compliance to the hygiene and safety measures (Accor, 2022; Ali, Amin and Cobanoglu, 2016). Conversely, differences in the digital confidence of the staff and the feeling that there is a lack of time to train also indicate the more well-known challenges of digital transformation, where technological change may exert faster pressure on the competencies and comfort of employees (Ali, Amin and Cobanoglu, 2016; Dudnyk, 2024; Das, 2023).
With the prism of service-dominant logic and co-creation, it is possible to approach technology as a facilitator that will enable guests to be more proactive in creating the experience of their stay (Vargo and Lusch, 2014). The next generation of this platform, like mobile check-in, digital keys and in-app messaging may bring more real-time communications of preferences, complaints and special requests, and co-created value would become more profound. Watching Ibis London Heathrow however, revealed that these innovations can only create real value when the teams working in the back-of-house can respond swiftly with the resources, authority and training to react. Without this operational capacity, there is a risk that the digital tools will create a situation where the expectations of the guests are unrealistic and impossible to fulfill. 
4.3.5 Placement-Based Observations: Theoricising and Putting the practice into practice.
The placement also showed how theoretical models of service and work behaviour are manifested in the day-to-day practice. The guest ratings concerning cleanliness, noise and responsiveness correlated with the SERVQUAL dimensions of tangibles, reliability and responsiveness, which revealed the relevance of this model in a low budget hotel environment (Parasuraman, Zeithaml and Berry, 1988). Likewise, the hierarchy of needs presented by Maslow was evident in how the guests focused on safety, cleanliness and a functional room as the basic needs before recognising the high-order needs like empathy and personalised service recovery after disruptions (Maslow, 1954; Lashley, 2015).
The group dynamics were often reminiscent of the stages of group development discussed by Tuckman and particularly occurred when new employees were hired or work-loads were exceptionally high. The times of indecisive expectations and communication failures were similar to the forming and storming, and positive direction and supervision assistance assisted the team in returning to norming and performing (Tuckman, 1965; Baum et al., 2020). The difference between Herzberg hygiene factors and motivators could also be traced: high workload and lack of equipment resulted in dissatisfaction, but the unconditional positive effect of genuine praise by supervisors after the hard working shifts was clearly felt in regard to motivation. 
4.3.6 Motivation and Performance (Herzberg)
Analysing the practices of Ibis London Heathrow, more specifically in the model developed by Herzberg, reveals the pressure points and opportunities. Hygiene factors include the physical requirements of cleaning, the number of rooms assigned to each shift, the break schedule, and equipment reliability. Even where other elements of the job are favourable, dissatisfaction may be experienced when any of them is perceived as unfair or insufficient (Herzberg, Mausner and Snyderman, 1959). This dynamic is evident in the fact that the staff appeared fatigued during back-to-back departure days, as well as in the remarks regarding the level of housekeeping work.
ibis London Heathrow motivators include recognition, skill development, and responsibility, which are already in place but can be further enhanced. Formalising recognition (e.g., monthly awards based on specific behaviours, such as excellent recovery or mentoring), assigning mandated mentoring roles, and providing training certificates may help reinforce motivators more effectively (Gracia, Bakker and Grau, 2011; Ren et al., 2016). This would not only enhance performance but also potentially minimise turnover, allowing a more experienced staff to develop a stronger routine and greater service consistency in a virtuous cycle. 
[bookmark: _Toc213257946]4.3.7 Theoretical Integration
The combination of the key frameworks offers the extensive view on the competition ibis London Heathrow manages in its saturated airport-hotel market. SERVQUAL emphasises the continuous provision of high levels of tangibles (cleanliness and condition), reliability (readiness of the rooms and the resolution of defects), and responsiveness (speed of housekeeping and engineering) (Parasuraman, Zeithaml and Berry, 1988). Maslow notes that managers should prioritise the basic physiological and safety needs of guests, including cleanliness, comfort, and security, before they can enjoy personalisation and empathy (Maslow, 1954; Lashley, 2015).
The model by Tuckman emphasises that cross-departmental teams at the hotel must be actively nurtured, i.e., through communication, role clarification, and joint problem-solving, so that they can progress and remain in the performing stage (Tuckman, 1965; Bharwani and Mathews, 2021). According to the theory developed by Herzberg, a balance between hygiene (workload, pay, conditions) and motivators (recognition, development) is vital to maintaining the engagement of staff and enthusiasm in their service (Herzberg, Mausner and Snyderman, 1959; Ren et al., 2016).
Placed in the chain of competing airport hotels, ibis London Heathrow can apply these frameworks as the decision-making prism: making reliable cleanliness and safety the promise of the hotel, along with improving communication patterns, development of staff and considerate application of technology as the means of differentiating on reliability, trust and human warmth as opposed to price alone.
[bookmark: _Toc213257947]4.3.8 Summary of Discussion
Generally, the discussion suggests that ibis London Heathrow is a comprehensive reflection of the literature on the quality of service, housekeeping, teamwork, and technology, as well as the already predictable pressures of high labour intensity, changing occupancy, and digital transformation. ALLSAFE protocols reinforce cleanliness and are prone to pressure within a time frame; a positive culture enhances cooperation, but it could use more organised communication and feedback. Through the refinement of mutual practices, people, operations, and technological aids, the hotel is able to improve the guest experience and staff wellbeing, continuing to be a dependable, value-based airport property.
[bookmark: _Toc213257948]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc213257949]5.1 Introduction
This chapter will summarise the primary findings of the study regarding guest service management at ibis London Heathrow, with a focus on the role of housekeeping in enhancing guest satisfaction. It presents a review of how the research objectives were met, offers practical recommendations to the hotel, and briefly considers implications, limitations, and personal learning.
[bookmark: _Toc213257950]5.2 Summary of Key Findings
The research affirmed that in the high-pressure airport environment of ibis London Heathrow, the performance of the guest service is a result of the interaction of cleanliness, communication, staff capability and technology. There were four general conclusions:
· Cleanliness and standards of service- The condition of rooms and their cleanliness are a huge source of satisfaction and complaints. High standards are supported by ALLSAFE procedures, checklists, and inspections; however, the need to reduce cleaning windows during peak activities may compromise consistency.
· Communication and teamwork - Briefings, radio, and PMS communication tend to keep the various departments well aligned together, but during peak periods, the necessity of a more formalised handover and escalation process becomes more noticeable.
· Training, motivation and performance - Learning is mostly on the job, with informal rewards but with fewer formal appraisals. There is a high level of commitment in conjunction with workload and time pressure, which may lead to demotivation.
· Technology and innovation - PMS visibility and digital hygiene documentation are useful, yet there is an unequal adoption, and low-guest-facing innovation leaves competitive potential untapped.
[bookmark: _Toc213257951]5.3 Evaluation of Research Objectives
The three objectives outlined in the first chapter were largely met throughout the entire placement period. 
Objective 1: To critically assess the housekeeping standards, procedures and staff training at ibis London Heathrow Airport and their effects on the cleanliness, service quality and general performance of the personnel.
The latter was achieved through participant observation of the room-cleaning procedure and inspection, as well as compliance with ALLSAFE and on-the-job training, coupled with secondary literature regarding service quality and housekeeping best practices. It was found that strong procedures and checklists underlie cleanliness and room readiness, but time pressure, staffing, and unpredictable feedback structures are capable of compromising the consistency and performance of the staff.
Objective 2: To investigate the coordination of the work of the guest service through communication, team work, and technology (ALLSAFE protocols and digital tools).
This was achieved through the review of pre-shift briefings, radio and PMS communication, defect escalation, and cross-departmental cooperation in the regular and peak seasons. The results revealed that the culture of teamwork is usually favourable, and technological facilities facilitate the organisation; yet, there are loopholes in the discipline of handover and unequal digital confidence, where delays, misunderstandings, and redundancies arise periodically.
Objective 3: To compare the practices of the ibis London Heathrow in terms of its guest service to the best practices and theoretical models in hospitality practices (e.g. SERVQUAL, Maslow, Tuckman, Herzberg) and come up with practical improvement strategies.
Based on the literature review and thematic discussion, the practices of ibis London Heathrow were viewed in the context of the main theoretical perspectives and aligned with the optimal practices in housekeeping, communication, and motivation. This allowed for the development of specific recommendations regarding communication habits, organised training and feedback, more strategic utilisation of technological tools and KPIs, and enhanced attention to sustainability and the well-being of staff members.
[bookmark: _Toc213257952]5.4 Conclusion
Comprehensively, the results indicate that the partnering of people, processes, and technology in the provision of consistently clean ready rooms with responsive service recovery is the dependent variable in ibis London Heathrow guest services in a busy airport market. Maintaining cleanliness and safety is a critical part of housekeeping, where brand standards and ALLSAFE procedures are translated into observable cleanliness and safety that short-stay guests consider a necessity, not a luxury. 
The tangibles and dependability continue to be the core of guest reviews: the rooms are typically on schedule and on par, but heightened cleaning schedules during peak arrival and departure times and lean cleaning can result in hurly burly work, less attention to detail, and unnoticed flaws, as the borderline between efficiency and mistake is narrow. Performance is further determined by teamwork and communication. Briefings, radio and joint targets assist in coordinating housekeeping, front office and engineering.
There is a mix of gaps and strengths in the staff's capability. Shadowing and supportive supervisors provide newcomers with opportunities to gain experience, informal recognition and cross-training, which helps to strengthen morale. However, large workloads, time stress, and job turnover restrict formal skills evaluation, feedback, and definite development goals; hence, the hygiene factors of Herzberg are only satisfactory, and more incentive drivers have not yet been well developed. 
Technology can serve as an enabling factor: PMS-based room status and digital ALLSAFE resources are useful in the coordination and standardisation processes; however, the lack of digital confidence and a focus on specific training and simple SOPs can burden a limited number of tech-savvy employees and limit opportunities to innovate in the guest-facing area. A case study, inductive (that is, interpretivist), utilising participant observation and secondary data, was suitable for demonstrating how SERVQUAL, Maslow, Tuckman, and Herzberg shed light on everyday operational issues and to guide my practice in a high-pressure housekeeping environment.
[bookmark: _Toc213257953]5.5 Recommendations and Practical Strategies
Based on the findings and literature, the following recommendations are proposed for ibis London Heathrow Airport:
[bookmark: _Toc213257954]5.5.1 Strengthen Communication and Handover Routines
· Introduce a simplified SBAR-style template for communicating complex issues (e.g., repeat defects, VIP preferences), used consistently by housekeeping, front office, and engineering.
· Formalise end-of-shift mini-debriefs (5–10 minutes) to review key incidents, share lessons, and capture improvement ideas.
· Clarify responsibilities for room-status updates in the PMS to ensure that information is accurate in real time.
[bookmark: _Toc213257955]5.5.2 Structure Training and Feedback
· Develop a standardised induction programme for new room attendants, combining shadowing with short, structured modules on ALLSAFE standards, PMS use, and communication protocols.
· Implement regular skills-check sessions, where supervisors review a sample of rooms with staff, providing specific feedback against SERVQUAL-related criteria (tangibles, reliability, responsiveness).
· Develop visible skill ladders (e.g. Room Attendant - Advanced - Trainer - Supervisor) and communicate them in briefing sessions, with these being tied to certain milestones in training.
[bookmark: _Toc213257956]5.5.3 Enhance Motivation and Recognition
· Implement a monthly recognition program, which is pegged to service-focused but clear criteria (e.g., low levels of defects, positive customer feedback, usefulness to co-workers).
· Give small rewards (e.g. vouchers, certificates, little gifts) in line with Herzberg motivator factors of recognition and achievement.
· Implement short wellness activities in the routine of the team, recognising the physical and emotional workload of housekeeping work and referral to support where necessary.
[bookmark: _Toc213257957]5.5.4 Use Technology and KPIs More Strategically
· A rudimentary housekeeping KPI dashboard (e.g., defects/100 rooms, on-time preparedness, repeated complaints, etc.) that managers will review weekly and the entire team periodically.
· Provide brief training on digital skills to feel confident about operating PMS and handheld devices, and with peer mentors helping other colleagues who are not the most tech-savvy.
· Think about gradual implementation of guest-facing digital solutions (e.g., online chat to receive requests, better communication of ALLSAFE measures before arrival, etc.) to facilitate service co-creation and balance workload.
[bookmark: _Toc213257958]5.5.5 Reinforce Sustainability and Environmental Responsibility
· Redesign linen and towel policies to balance the expectations of the guests with environmental objectives, backed by effective communication in the rooms.
· Engage housekeeping employees in identifying waste-cutting opportunities (e.g., improved segregation of recyclable materials, optimal use of cleaning chemicals), and connect them to the Planet 21 goals of Accor and the broader sustainability literature (Mensah, 2019).
[bookmark: _Toc213257959]5.6 Implications for Management and Industry Practice
In the case of ibis London Heathrow and other airport hotels, the research highlights the need to integrate theory-based practices into the daily operations of the organisation. The frameworks that enable hospitality leaders to design evidence-based and practical interventions include SERVQUAL, Maslow, Tuckman, and Herzberg. Examples of ALLSAFE-type programmes can illustrate how global standards can be implemented in a local context. Results further indicate that the cost of staff development and communication infrastructure is not necessary, but rather a requirement when it comes to maintaining the same level of competition in services.
[bookmark: _Toc213257960]5.7 Limitations of the Study
As mentioned in Chapter 3, the study is constrained by the single-site, time-bounded, and qualitative study. It is limited by the lack of quantitative KPIs and guest survey data, which are gathered systematically to enable testing of the statistical relationships between specific practices and satisfaction outcomes. The limitation in the in-depth understanding of staff perceptions is also limited by participant-observer bias and the absence of formal staff interviews. These shortcomings imply that recommendations cannot be considered blanket proposals. 
[bookmark: _Toc213257961]5.8 Future Research Directions
Future studies could:
· Undertake the comparative case studies of various hotels in the airports with the aim of identifying the similarities and differences in the operations of the guest service.
· Combine quantitative (guest satisfaction scores, online reviews, defect logs) and qualitative observations to prove the effect of individual interventions.
· Research the long-term impacts of bringing more structured communication tools, training programmes and digital innovations to the staff and their effects on the guest results.
[bookmark: _Toc213257962]5.9 Final Reflection
On a personal level, the research project has enriched my knowledge of how abstract notions, such as service quality, motivation, and teamwork, are translated into daily activities in a busy hotel. By collaborating with the housekeeping department at ibis London Heathrow Airport, I have enhanced my communication skills, resilience, and problem-solving abilities under stress. The connection of these experiences with academic literature has also helped enhance my critical thinking and equipped me to work in the hospitality management sector in future, where the fit of theory and practice is bound to be the key challenge. 
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[bookmark: _Toc213257965]Appendix A: Observation Protocol and Ethics Summary
A1. Purpose of Observation
The observation protocol was designed to document how housekeeping-led guest service operations at ibis London Heathrow Airport are organised and experienced in real time, with a particular focus on:
· Room cleaning and inspection routines
· Cross-departmental communication between housekeeping, front office and engineering
· Live service-recovery episodes during early and late shifts
· The practical application of ALLSAFE hygiene procedures
These observations supported the interpretivist, inductive case-study design outlined in Chapter 3. 
A2. Observation Settings (“Where”)
Observations took place exclusively within operational areas of ibis London Heathrow Airport during the placement, including:
· Guest-floor corridors and lift lobbies during room cleaning and inspections
· Housekeeping office (pre-shift and end-of-shift briefings, allocation discussions)
· Back-of-house areas around the linen room, housekeeping storage and service corridors
· Front office area and lobby (for check-in/check-out queues and defect escalation)
· Occasional presence in public areas (e.g. bar/restaurant entrances) when housekeeping issues were discussed with other departments
No observations were conducted in staff-only welfare areas (e.g. locker rooms) where staff would reasonably expect privacy.
A3. Timing and Frequency (“When”)
· Observation covered the full duration of the housekeeping placement at ibis London Heathrow, as summarised in Section 1.4 (induction, mid-placement routine observation, final reflective period). 
· Both early and late housekeeping shifts were included, to capture variation in occupancy, workload and defect patterns. 
· Field notes were typically recorded on days when the researcher was rostered in housekeeping roles (room attendant, public areas, or support tasks), rather than on days fully assigned to other duties.
A4. Recording Procedures (“How”)
Field notes were recorded in two stages:
1. During the shift (brief jottings)
· Short, factual notes written in breaks or immediately after significant events (e.g. a service-recovery interaction, a communication breakdown, or an unusually busy departure wave).
· Focus on: what happened, who was involved (described by role only), where/when it occurred, and any direct quotations considered relevant. 
2. After the shift (expanded notes and reflexive comments)
· Same day, longer write-ups combining the brief jottings with more detailed descriptions of sequences of events.
· Addition of initial analytic reflections linking observations to SERVQUAL, Maslow, Tuckman and Herzberg, in line with the thematic-analysis approach described in Section 3.6. 
A5. Ethical Safeguards
· No interviews or surveys were carried out; all insights are from observation and publicly available or authorised documents. 
· Staff and guests are anonymised; only roles or generic descriptions (e.g. “room attendant”, “front office agent”) are used.
· No names, room numbers traceable to individuals, or personally identifying details are reported.
· Internal operational information is only used at an aggregate or illustrative level.
· Notes were used exclusively for academic purposes in line with UWTSD ethical guidance and were not shared with hotel management in a way that could be linked to identifiable individuals.
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[bookmark: _Toc213257967]Appendix B1: Housekeeping Pre-Shift Briefing Agenda
Housekeeping Shift Briefing – Agenda (10–15 minutes)
1. Welcome and Safety Check (2 minutes)
· Quick headcount and confirmation of fitness for work
· Reminder of any safety notices (e.g. wet floors, fire alarm tests)
2. Occupancy Overview and Forecast (3 minutes)
· Expected departures and arrivals (including early check-ins / late check-outs)
· Anticipated peak times (e.g. airline crew arrivals, group check-ins)
· Out-of-order (OOO) rooms and buffer rooms
3. Allocation of Sections (3–4 minutes)
· Assignment of floors/sections to room attendants
· Identification of any sections requiring additional time (e.g. many check-outs)
4. VIPs and Special Requests (2–3 minutes)
· Rooms with VIP, loyalty members or special requests (e.g. extra amenities, quiet room)
· Specific housekeeping notes (e.g. extra deep clean, allergy requirements)
5. Service-Recovery Follow-Up (2–3 minutes)
· Brief review of previous day’s complaints and recovery actions
· Any rooms requiring extra attention due to prior defects
6. Staff Queries and Support Needs (2 minutes)
· Opportunity for room attendants to raise concerns (e.g. equipment issues, workload)
· Agreement on any buddying or informal support arrangements
7. Motivational Close (1 minute)
· Short acknowledgement of previous good performance
· Reminder of key focus areas (e.g. bathroom checks, odours, ALLSAFE points)
This agenda reflects the functions described in Chapter 4, where briefings at ibis London Heathrow help align staffing, occupancy expectations, VIP information and potential pinch points. 
[bookmark: _Toc213257968]Appendix B2: SBAR-Style Handover Note
SBAR Template – Defect Escalation
· S – Situation
· “Room 241: bathroom light still flickering and extractor fan noisy. Guest scheduled to arrive at 14:00 today (transit passenger, 1 night).”
· B – Background
· “Issue first logged two days ago; temporary fix was attempted yesterday by engineering but problem has reappeared. Room is currently marked clean in PMS but should not be released without re-check.”
· A – Assessment
· “If the defect is not resolved before check-in, guest may experience disturbance and request a room move; limited alternative clean rooms available in same category during peak arrival wave.”
· R – Recommendation
· “Request engineering attend room 241 by 12:30 and confirm fix with housekeeping supervisor. If not resolved by 13:00, recommend re-allocating the booking to another room and moving 241 to OOO until fully repaired.”
Key Fields (for use on paper form or PMS note):
· Date / Time
· Prepared by (role, not name)
· Room / Area
· Priority level (High / Medium / Low)
· Status (New / In progress / Resolved / Escalated)
Using an SBAR-style structure would help standardise handovers and escalations around recurring defects, VIP needs and complex group movements, as suggested in the discussion chapter. 
[bookmark: _Toc213257969]Appendix C: Housekeeping KPI Dashboard
[bookmark: _Toc213257970]Appendix C1: KPI Definitions
· On-Time Room Readiness by 15:00 (%) – Percentage of arriving rooms clean, inspected and released in PMS by standard check-in time.
· Rooms with Defects per 100 Stayovers – Number of rooms where a housekeeping- or maintenance-related defect is reported, per 100 occupied rooms.
· Guest Cleanliness Index (1–10) – Average cleanliness rating from guest feedback platforms or internal post-stay surveys.
· Service Recovery < 15 Minutes (%) – Percentage of service issues resolved (or solution agreed) within 15 minutes of guest notification.
[bookmark: _Toc213257971]Appendix C2: Illustrative Monthly Dashboard
	KPI
	Target
	Week 1
	Week 2
	Week 3
	Week 4
	Month Avg.

	On-time room readiness by 15:00 (%)
	95
	89
	90
	87
	91
	89.3

	Rooms with defects per 100 stayovers
	≤ 4
	6.1
	5.4
	5.9
	5.2
	5.7

	Guest cleanliness index (1–10)
	≥ 9.0
	8.3
	8.5
	8.4
	8.6
	8.5

	Service recovery < 15 mins (%)
	90
	81
	84
	80
	83
	82.0


[bookmark: _Toc213257972]Appendix C3: Visual Layout (Narrative)
In practice, these KPIs could be displayed on a simple dashboard:
· A line graph tracking on-time readiness by 15:00 across the month.
· A bar chart comparing defects per 100 stayovers by week.
· A traffic-light summary (green/amber/red) next to each KPI vs target.
Such a dashboard would support the recommendation in Chapter 5 to use KPIs more strategically, making performance trends visible to both supervisors and room attendants. 

[bookmark: _Toc213257973]Appendix D: Best-Practice Benchmark Table
[bookmark: _Toc213257974]Appendix D1: Comparison of ibis London Heathrow and Generic Airport-Hotel Standards
	Domain
	ibis London Heathrow – Observed Position
	Generic Airport-Hotel Best Practice (Indicative)

	Cleanliness routines
	Structured room checklists; focus on bathrooms, linen, odours and high-touch points under ALLSAFE. Vulnerable to time pressure during peak arrivals/departures. 
	Standardised SOPs with double-check inspections on high-risk items; protected buffer of cleaning time during known peaks; proactive use of OOO rooms to avoid rushed releases.

	Reliability of room readiness
	Allocation boards and supervisor checks generally ensure rooms are ready when expected, but compressed cleaning windows can lead to defects being missed. 
	Targeted on-time readiness ≥ 95%; daily review of missed-readiness cases and root-cause analysis; staggered checkout/arrival policies.

	Communication & handover
	Daily briefings, radios and PMS notes support cross-department coordination; occasional breakdowns when PMS updates are delayed or radio etiquette varies. 
	Formalised handover tools (e.g. SBAR), standard radio protocols, clear ownership for PMS room-status updates and escalation pathways for unresolved issues.

	Teamwork & culture
	Generally positive team climate with informal cooperation and mutual support; team often in “norming” stage, slipping under heavy workload. 
	Ongoing team-development activities to sustain “performing” stage; cross-department huddles; regular recognition of collaborative behaviours.

	Training & feedback
	Predominantly on-the-job training with e-learning and shadowing; feedback largely informal and constrained by time. 
	Structured induction programme; scheduled skills checks; routine performance conversations linked to clear standards (SERVQUAL-linked criteria).

	Motivation & recognition
	Informal verbal praise, occasional recognition initiatives; some frustration linked to workload and physical demands. 
	Balanced hygiene factors (realistic sections, adequate equipment) plus formal recognition schemes, skill ladders and development plans to support retention.

	Technology backend (PMS, HK module)
	PMS with housekeeping module used for room status and prioritisation; uneven digital confidence leads to dependence on a few staff. 
	Comprehensive training on digital tools; regular audits of data quality; distributed digital competence across the team to avoid bottlenecks.

	Guest-facing technology
	Online booking and confirmations standard; limited mobile check-in/keyless access at time of study. 
	Seamless mobile check-in/checkout, keyless entry and in-app messaging; transparent communication of hygiene protocols pre-arrival.

	Service recovery
	Recovery often handled informally at shift level, with gestures such as room moves or amenities; limited systematic logging of recovery cycle times. 
	Standard recovery ladder (apology, explanation, remedy, follow-up); monitored KPIs on time-to-resolve and recurrence of similar issues.



[bookmark: _Toc213257975]Appendix E: Glossary of Key Terms and Abbreviations	

	Term / Abbreviation
	Full Form / Meaning
	Brief Explanation

	ALLSAFE
	Accor ALLSAFE Hygiene Label
	Group-wide hygiene and cleanliness programme with enhanced protocols, frequent disinfection and third-party audits, applied to housekeeping routines at ibis London Heathrow. 

	PMS
	Property Management System
	Core hotel system used for reservations, room allocation, billing and room-status updates between front office, housekeeping and engineering. 

	HK
	Housekeeping
	Department responsible for cleaning and maintaining guest rooms and public areas, including inspections and linen management.

	FOH
	Front of House
	Guest-facing areas and departments, notably front office (reception), lobby and, where relevant, bar/restaurant service points.

	OOO
	Out of Order
	Room temporarily removed from inventory due to maintenance or significant defects; sometimes used as buffer rooms to avoid guest complaints. 

	SBAR
	Situation – Background – Assessment – Recommendation
	Structured communication tool proposed for standardising handovers and escalations between departments (e.g. for repeated defects or VIP requirements). 

	KPI
	Key Performance Indicator
	Quantitative measure used to monitor operational performance (e.g. on-time readiness, defects per 100 rooms, recovery time). 

	SERVQUAL
	Service Quality Framework
	Five-dimensional model (tangibles, reliability, responsiveness, assurance, empathy) used to interpret guest perceptions of service quality. 

	VIP
	Very Important Person
	Guests flagged for special attention, often due to loyalty status, corporate profile or specific requests.

	SOP
	Standard Operating Procedure
	Written, standardised instructions for performing routine tasks (e.g. room cleaning sequence, inspection process). 

	E-learning
	Electronic Learning
	Online training modules used by Accor/ibis to deliver brand standards, safety and protocol updates to staff. 

	Early / Late Shift
	Housekeeping shift patterns
	Early day shift and late shift covering departures, arrivals and evening operations; both were included in the observation period. 

	Tuckman’s Model
	Forming–Storming–Norming–Performing
	Team-development model used to interpret the evolution of cross-department teamwork at ibis London Heathrow. 

	Herzberg Two-Factor Theory
	Hygiene and Motivators
	Motivation model distinguishing hygiene factors (e.g. pay, workload) from motivators (e.g. recognition, responsibility) applied to housekeeping staff experiences. 

	Maslow’s Hierarchy of Needs
	Needs Theory
	Framework describing basic (physiological, safety) and higher-order needs (social, esteem, self-actualisation), used to interpret guest expectations of cleanliness, safety and empathy. 
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