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Abstract
Introduction: The study aims to investigate the impact of a small number of housekeeping staff in Rossington Hall on their service quality. Through this research, the causes and consequences of the housekeeping staff shortage, as well as potential solutions to address them, have been explored.
Methodology: The research employed secondary data collection methods, supported by interpretivist approaches and an inductive methodology. Based on these methods, the researcher has reviewed various reports to collect secondary data and analyse them using thematic analysis. 
Findings and discussion: The results have shown that understaffing in the housekeeping department at Rossington Hall significantly affected service quality, guest satisfaction, and the brand image. The lack of personnel led to rooms being ready late, inconsistent cleanliness, and employee fatigue, which in turn reduced customer loyalty and trust. It was noted during the discussion that service excellence can be restored through effective workforce management, motivation, and empathetic leadership. The analysis of literature and results indicated that, although studies focused on structural problems, the practical work in this area was based on issues such as employee acknowledgement, equal workload, and the efficiency of technology.
Conclusion and Recommendation: The analysis suggests that sustaining high service quality in Rossington Hall requires addressing the underlying causes of housekeeping staff shortages by promoting sustainable workforce practices. The proposed recommendations involve enhancing recruitment and retention through fair employment practices, providing flexible time schedules, fostering recognition and training, improving leadership communication, and promoting long-term employee well-being. With the proper human resource practices that align with organisational objectives, Rossington Hall can overcome the challenge of staffing, restore employee morale, and maintain its reputation as one of the top luxury hotels, providing regular and outstanding customer service.
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[bookmark: _Toc212737846]Chapter 1: Introduction
[bookmark: _Toc212737847]Background
The hospitality industry is universally recognised as one of the most labour-intensive industries, which largely depends on effective human resource management to ensure the delivery of quality service and guest satisfaction. Hotels worldwide continue to face chronic staffing shortages, which have significantly impacted operational efficiency. According to Xue et al. (2022), job satisfaction is reflected in the difference between actual pay and expected pay as well as in the work environment.   Housekeeping is the most affected department due to the high turnover rate, physical workload, and limited pay scales, among other factors, which impact employee motivation and service delivery. Such shortages are not only adding to the workloads but also affecting service quality, room preparedness and guest experience, which have long-term reputational and financial consequences to hotels.
As seen, employing and retaining qualified housekeeping staff has posed significant challenges to employers in the hospitality sector in the United Kingdom, especially following Brexit and the COVID-19 pandemic. This has led to a challenge for the industry to ensure that service standards remain consistent, even as demand for luxury experiences continues to rise. According to Kim and Baker (2022), both employee appearance and engaging behaviour are significant for a luxury brand hotel to maintain its brand image.  Impeccable presentation and excellent service, which are crucial in the luxury hotel industry, mean that housekeeping quality directly impacts perceptions of value and guest satisfaction.
Rossington Hall is a luxury hotel situated in Doncaster, serving as an ideal example of this challenge. During the placement period, the housekeeping department experienced evident staffing deficits, resulting in a slow turnaround time for rooms and an increased workload for the available staff. Such working pressures jeopardise the regularity of guest satisfaction and the quality of the hotel, which is of paramount importance. The study of the causes and effects of the shortage of housekeeping employees is, therefore, crucial in determining effective measures of maintaining the quality of services. This paper thus investigates the impact of staffing shortages on service delivery and customer satisfaction at Rossington Hall, and discusses evidence-based solutions to improve workforce stability and business operations.
[bookmark: _Toc212737848]Research Aim and Objectives
[bookmark: _Toc212737849]Aim
To evaluate how housekeeping staff shortages affect service quality and guest satisfaction at Rossington Hall, and to explore possible solutions.
[bookmark: _Toc212737850]Objectives
· Identify the leading causes of housekeeping staff shortages at Rossington Hall.
· Evaluate the impact of these shortages on service quality and guest satisfaction.
· Recommend at least three practical strategies for Rossington Hall management to address staffing shortages and maintain high service standards.
[bookmark: _Toc212737851]Research Rationale
This study is relevant because it addresses a significant operational issue in the hospitality sector: the shortage of housekeeping personnel and its impact on service delivery. The study provides a detailed examination of the effects of understaffing on guest satisfaction and operational performance in a luxury environment, with a focus on Rossington Hall. It summarises the current evidence of authoritative academic and industry sources through secondary research to determine the causes, effects, and possible solutions. The results will contribute to the enhancement of managerial policies and the maintenance of service quality in similar hospitality settings.
[bookmark: _Toc212737852]Chapter 2: Literature Review 
[bookmark: _Toc212737853]Theme 1: The Significance of Housekeeping in Hotel Operations
Housekeeping is one of the most commonly recognised essential processes in a hotel's work, and it is the basis of guest satisfaction, as well as the service in general. According to Singgalen (2024), housekeeping has a direct impact on guests' perceptions, unlike other departments that involve direct contact with guests. However, since cleanliness, comfort, and ambience are key elements of quality service, this indirectly affects guest perception. In addition, Thoriq et al. (2024) noted that even the best facilities or the latest technologies are unlikely to replace the low level of cleanliness standards without efficient housekeeping, which is one of the main factors that defines guest loyalty and their desire to return. The housekeeping department represents the brand's commitment to excellence in luxury hotels, as well-kept rooms and other areas imply reliability, professionalism, and attention to detail. 
More importantly, researchers note that the housekeeping role is not taken seriously, even though it is the centre of operational performance. Salama et al. (2022) explained that high turnover, lack of recognition, and workload pressures are some of the challenges that it is likely to persist, making the organisation less motivated and efficient. This lack of relationship between the strategic significance of housekeeping and its practical management undermines the hotel's capacity to maintain the same level of service delivery. Moreover, Ali et al. (2021) explained that the lack of sufficient staff training and proper allocation of resources contributes to the difference between the planned and actual quality of service. Thus, the housekeeping department cannot be treated as a support operation, but rather as one of the strategic units of hotel management that directly impacts the guest experience and affects the organisational image, competitiveness, and financial results.
[bookmark: _Toc212737854]Theme 2: Causes and Consequences of Housekeeping Staff Shortages
The shortage of housekeeping employees has become a persistent and complex issue in the hospitality industry, stemming from economic, social, and managerial factors. Sahai (2021) points out that low wages and poor career advancement opportunities have also been key factors that deter people from pursuing long-term careers in housekeeping. Moreover, Wallace and Coughlan (2023) noted that the physical strain of the work and inconsistent working hours contribute to burnout and elevated turnover rates. The global pandemic has exacerbated these issues, as many employees in the industry have found more stable or flexible jobs. The available talent pool has also been restricted by structural factors, including labour migration limitations and post-Brexit declines in the UK workforce, leaving hotels with gaps in operations that are difficult to fill.
The outcomes of such shortages are far beyond the number of staff. Kalgi and Hire (2024) stated that inadequate staffing of housekeeping teams frequently causes the staff to have even more work, resulting in exhaustion, loss of motivation, and lower quality of performance. This creates a vicious circle of low service standards, leading to customer dissatisfaction, negative online reviews, and a decline in revenue, which further exacerbates the situation at the hotel. According to Zoghi (2025), the SERVQUAL Model remains the most influential framework to assess service quality. Most importantly, the management's reaction to this, in the form of over-reliance on temporary workers or outsourcing, is not always able to resolve the underlying problems, which instead negatively affect teamwork and reliability. The shortage does not only constitute an operational issue, but it is also a structural organisational issue that endangers the quality of service provision and workforce sustainability in the long term.
[bookmark: _Toc212737855]Theme 3: Impact of Staffing Deficiencies on Service Quality and Guest Satisfaction
Understaffing in the housekeeping department poses a significant threat to the quality of services and guest satisfaction, both of which are crucial to a hotel's competitiveness and reputation. Papademetriou et al. (2023) explained that overall service quality is dependent on the effective interaction between customers and front-line workers.   Hospitality service quality is inherently related to the human factor. When the number of staff is lower than the level required to conduct the business, it becomes impossible to ensure the provision of timely, consistent, and personalised services. In support, Emeafor et al. (2025) said that understaffing frequently results in an inability to turnover rooms on time, inconsistent cleaning practices, and observable slackness in maintenance, all of which have a direct effect on how guests perceive the reliability and value. One of the most frequently mentioned factors in a guest complaint is cleanliness, which is a key determinant of service quality and evidences a direct correlation between staffing capacity and customer experience.
Importantly, Baquero et al. (2025) explained that staff shortages also lower employee morale and exacerbate occupational stress, leading to a decrease in attention to detail and an increased likelihood of mistakes. Such a vicious cycle affects both the performance output and the internal service culture, which in turn impacts the quality of performance. The consequences are evident in the field of reputation management, as negative online reviews and ratings can quickly deter potential guests, especially in luxurious hotels where standards are exceptionally high. Moreover, the inclination in management to resolve short-term solutions, such as multitasking or reducing the number of services, tends to please the guests rather than increase efficiency. Thus, staffing shortages are one of the most significant risks to service delivery and long-term customer retention in the hospitality industry.
[bookmark: _Toc212737856]Theme 4: Strategic Responses and Workforce Management Solutions
Pascoe et al. (2021) argue that housekeeping staffing challenges require evidence-based workforce management plans that go beyond the temporary recruitment programs. Outsourcing, providing short-term incentives, or job elimination are all reactive strategies that many hotels have implemented to achieve their goals; however, such reactive approaches often fail to address the underlying structural problems, namely, employee retention and job satisfaction. In support, Giousmpasoglou (2024) stated that sustainability solutions require active intervention encompassing remuneration, flexible working hours, workload balance, and the provision of career ladder opportunities. One of the most glaring weaknesses of current practices is that the industry tends to consider housekeeping as a cost centre rather than an investment in the quality of service. This perception hinders innovation and discourages management from allocating sufficient resources to employee development and motivation.
Zrnić and Božić (2024) state that there is an increased focus on technology-based optimisation, including digital task management systems and predictive scheduling, to enhance efficiency and decrease physical pressure on personnel. Nevertheless, Stoyanova-Bozhkova et al. (2022) stated that the introduction of technology is not the only reason why empathic leadership and a positive working environment are no longer necessary. Strategic workforce practices should yield both operational effectiveness and psychological well-being, leading to increased commitment and reduced turnover. Moreover, participatory management and ongoing training can be used to increase feelings of belonging and professionalism among employees. Finally, strategic solutions to staffing crises must prioritise long-term sustainability by aligning human resource practices and organisational values to continue being productive and delivering excellent services in the hospitality operations.
[bookmark: _heading=h.n91aa1lu1l8][bookmark: _Toc212737857]Theoretical Framework
Herzberg-Two Factor Theory
According to the view of Aprilia et al. (2021), Herzberg’s two-factor theory posits that people have two distinct types of needs. Hygiene factors and Motivation factors are two sets of needs that play a crucial role in motivating employees. Hygiene factors include policies, conditions, supervision, relationships and salary. These sets of needs are required to be fulfilled to keep the people motivated in any situation. The employees are likely to feel dissatisfied when these needs are not met. However, Motivation factors include responsibility, advancement, achievement and interest. These factors do not require satisfying the needs of the employee but are essential to increase their job satisfaction in the organisation. On the other hand, Singh and Alhamad (2021) have pointed out that the two-factor theory is an effective framework that plays a crucial role in increasing the performance and job satisfaction of people. Introducing the motivational and hygiene factors, the hotel organisation is able to satisfy the needs of the housekeeping staff and motivate them to increase their performance. As a result, it not only helps the organisation in reducing the issue of staff shortage but also improves the service quality of Rossington Hall, Doncaster.
[bookmark: _heading=h.kqlhx99hqfzi][bookmark: _Toc212737858]Literature Gap
The study has focused solely on investigating the effect of Housekeeping Staff Shortages on Rossington Hall’s Service Quality. Prior studies have focused mainly on discussing the issues the hotel organisations experience due to a shortage of housekeeping employees. However, there are very limited or no such studies that have focused specifically on any hotel organisations, such as Rossington Hall. This has created difficulties in understanding the exact consequences of housekeeping staff shortage adequately. A majority of the studies have focused mainly on overall hospitality organisations. 
[bookmark: _heading=h.j2dg8pnz788o]

[bookmark: _heading=h.51bnb0iwl56p][bookmark: _Toc212737859]Chapter 3: Methods 
[bookmark: _heading=h.4i8yycoumagw][bookmark: _Toc212737860]3.1 Research Philosophy
This research has been done based on the interventional method, through which the study has been able to evaluate the reality based on subjective meaning (Junjie and Yingxin, 2022). Following interpretivism, it has been feasible for the researcher to collect high-quality secondary data and develop sound research. However, following this method, it can be challenging for the researcher to accurately evaluate the research findings due to their high dependence on subjective interpretation. Despite this weakness, through this method, the researcher can gain insight into how a housekeeping staff shortage impacts the service quality of Rossington Hall from a subjective perspective. 
[bookmark: _heading=h.u08gfgmv2wht][bookmark: _Toc212737861]3.2 Research Approach
An inductive approach has been considered for this research because it tends to support interpretivist methods in developing secondary research. According to Hall et al. (2023), inductive methods enable the researcher to maintain a close observation of the facts, thereby developing a generalised conclusion from a broad perspective. Following this method, the researcher has been able to identify the key actors demotivating the housekeeping staff, which results in poor service quality.  
[bookmark: _heading=h.f8db3qbmqr10][bookmark: _Toc212737862]3.3 Research Choice
A mono-method choice has been followed in this study because it allows the use of only one method at a time. In this case, the mono-qualitative method was considered due to the use of interpretivism and the inductive method. Using this mono-qualitative method, the researcher has been able to collect secondary qualitative data that aligns effectively with research objectives.  Through this mono-qualitative method, it has been feasible for the researcher to focus more on informative information and analyse how to overcome the issue of the shortage of housekeeping staff in the hotel organisation. 
[bookmark: _heading=h.h44piaio23q9][bookmark: _Toc212737863]3.4 Research Strategy
The case study research strategy has been employed in this research because it allows the researcher to focus on a specific case and collect real-time data effectively. According to the view of Mtisi (2022), case study research strategy is an effective research strategy that allows the researcher to answer “what” kind of questions. Following this method, the researcher has been able to focus specifically on Rossington Hall and understand the impact of poor housekeeping staff on the service quality of the organisation based on real-time data. 
[bookmark: _heading=h.8s5y91ewpt7h][bookmark: _Toc212737864]3.5 Time Horizon
A cross-sectional time horizon was followed for this research because this method enables the researcher to study data from a particular period. Following this method, it has been feasible for the study to easily collect data and draw an accurate conclusion on the impact of housekeeping staff shortages on  Rossington Hall’s service quality. 
[bookmark: _heading=h.mu74pj89p90c][bookmark: _Toc212737865]3.6 data collection and analysis
The data is collected using a secondary data collection method. This method has been chosen in order to collect a wide range of data in a short time. Company website, news report, Government report and many other reports have been accessed to collect secondary data. Further thematic data analysis has been used to analyse the collected data. Different themes concerning the research objectives had been made and analysed, which was further supported by prior literature.
[bookmark: _heading=h.pu9becg21c8t][bookmark: _Toc212737866]3.7 Ethical Consideration
Ethical considerations refer to the rules and regulations that are mandated to be followed by the researcher while conducting the study. These considerations made it feasible for the researcher to conduct the research ethically and lawfully. Since this research was conducted based on secondary data, ethical issues are very low in this research. However, data tampering is one of the ethical issues that can occur during the research and due to this, it is necessary for the researcher to use the data as it is in the actual report without changing it.  

[bookmark: _heading=h.9uvgrkw2ksb][bookmark: _Toc212737867]Chapter 4: Findings and Discussion
[bookmark: _heading=h.gzf441j5wdor][bookmark: _Toc212737868]4.1 Findings
[bookmark: _heading=h.9fdvtorwkb1q][bookmark: _Toc212737869]4.1.1 Importance of Housekeeping in Hotel Organisations
Housekeeping plays a crucial role in hotel organisations as they are highly responsible for keeping the hotel rooms clean and increasing the positive experience of the customers. They tend to look after the comfort of the guests and make sure they enjoy their stay and visit their hotels repeatedly. The responsibility of housekeeping includes cleaning guest rooms, cleaning service and public areas, waste disposal management and many more (Reid, 2023). A dirty room tends to create a negative experience for the guest, which leads the hotel organisation towards a poor brand image. As a result, the organisation may lose its customers in the long run. Housekeepers contribute largely to creating a positive environment across the hotel.  The housekeeping department is one of the key areas in Rossington Hall. They focus closely on maintaining a healthy and safe environment for the guests, employees and other visitors. 
According to a report, it has been observed that nearly 58% of hotel organisations believe that housekeeping staff are the most important staff members needed to maintain the hotel's quality standards (Xclusive Services, 2025). They are responsible for preventing and controlling the spread of various infections and diseases. During post-COVID-19, they have played a crucial role in maintaining hygiene standards within the organisation. Their significant attention and hard work have helped the hotel industry to survive effectively in the post-COVID-19 situation. A report has revealed that the role of housekeepers is essential in increasing the overall effectiveness of the hotel operation (Reid, 2023). Their timely cleaning, laundry, and other activities increase the safety and hygiene standards of Rossington Hall. This helps in meeting the satisfaction level of the customers and guests and motivates them to recommend the brand to their close ones. As a result, it helps the organisation to experience growth in the number of its customers in the long run.
[bookmark: _heading=h.po2oeb210pmj][bookmark: _Toc212737870]4.1.2 Causes and Consequences of Shortages of Housekeeping Staff 
A report has revealed that the shortage of staff is the most significant challenge in the hotel industry (Helloshift, 2025). Due to a poor number of staff, it becomes highly problematic for Rossington Hall to look after the guests and provide them with high-quality services. Inadequate career advancement and low wages demotivate the housekeeping staff from continuing to work in the department in the long run. It has been seen that 43% of hotels have stated that the role of housekeepers is the most vital role in the organisation (Helloshift, 2025). Workload pressure and high turnover also negatively influence the housekeeping staff's ability to work effectively in the organisation. Due to a housekeeping staff shortage, Rossington Hall often fails to provide a clean room to their guests, which tends to negatively influence them from visiting the hotel anymore. Based on a review report of Rossington Hall, it has been revealed that visitors at the hotel have experienced a dirty room and bathroom. The dining area is not properly cleaned, and some guests have also experienced hair in the bathroom, water clogging and many other issues (Tripadvisor, 2025). It appears that Rossington Hall has overlooked the safety and cleanliness of its guests due to an inadequate housekeeping staff. The lack of housekeeping staff at Rossington Hall has had a significant impact on customers' experiences and the brand's reputation.  
[bookmark: _heading=h.kuyb528axys4][bookmark: _Toc212737871]4.1.3 Impact of Staffing Deficiencies on Guest Satisfaction and Brand Reputation
In cases of insufficiency of personnel to cater to operational needs, the most crucial tasks in housekeeping, including cleaning rooms, conducting maintenance, and replenishing facilities, are usually postponed, or done very irregularly. It results in a perceptible decrease in service quality and the experience of guests. In the case of a place like Rossington Hall that takes a lot of pride in offering high-quality hospitality services, even the slightest compromise on the side of cleanliness, presentation, or time may lead to displeasure among the guests. According to McKinsey (2024), luxury hotels deliver exceptional customer experience and have higher demands for excellence of service. When there is poor staffing, it may be difficult to meet expectations. Once the guests see rooms which are not in perfect condition, or rather, just seem to be in some form of poor condition, their trust in the brand fades. These discrepancies will interfere with the quality perception and may cause frustration, complaints, and loss of trust in the establishment's commitment towards excellence.
As per ACAS (2023), overworked employees, who are under pressure to perform to the standards with the few resources that they have, are likely to be affected by fatigue and stress that will further undermine performance. A demotivated workforce usually finds it challenging to maintain the same level of attentiveness that enhances guest interactions. This deterioration in service behaviour, coupled with inefficiencies in operations, may have an adverse impact on the emotional relationship that guests have with the hotel, which will result in less frequent returns and less consumer loyalty. As reported by the International Journal of Tourism and Hotel Management (2025), in the current competitive hospitality market, online reviews and digital services are very crucial in determining the brand reputation. Unsatisfied guests posting about the quality of services or hygiene often post their dissatisfaction on social media, which affects the choice of prospective clients. Poor comments about hygiene or time wastage may take a short time to erase good feedback on service provision. In the case of Rossington Hall, these perceptions are a severe threat to the brand image of the destination as a luxury one. In case the staffing shortages continue, the compound impact of decreased satisfaction, bad publicity, and deteriorated repeat patronage can be devastating to the profitability and competitiveness in the long term. Adequate staffing and quality provision of services are thus essential to protect the satisfaction of the guests and the long-term image of the hotel.
[bookmark: _heading=h.afzjjpgyuwjp][bookmark: _Toc212737872]4.1.4 Managerial Strategies and Solutions for Workforce Stability
The process of attaining workforce stability within the housekeeping department needs a conscious management intervention that entails enhancing the welfare of the employees, work efficiency, and retention, as Forbes (2024) noted that improving job satisfaction and providing a fair, supportive, and inclusive working environment is one of the most effective ideas for workforce stability. The managers ought to treat the employees with respect, offer them the right working conditions and give them an equitable workload. Fatigue and low motivation can also be lowered with the assistance of competitive wages, frequent breaks, and flexible scheduling, especially in a job that is known to have physically taxing tasks. Another vital strategy is the recognition and appreciation of the contribution of the employees. Gallup (2025) depicted that individual and team recognition make employees feel valued by the management and will tend to become more committed to their jobs. Frequent feedback, staff appreciation programs and performance recognition programmes can be a great way of enhancing morale. The provision of professional development opportunities is also important. Training aimed at improving cleaning efficiency, safety standards and interpersonal communication would not only improve performance but also send the message that the organisation is committed to developing the employees. This development may make them more loyal and decrease turnover.
Stability in the workforce is also crucial for effective operational strategies. Balancing workloads can be achieved through the introduction of effective scheduling systems that prevent overwork for any employee. According to Forbes (2025), implementing task management software or digital housekeeping platforms can help better organise work, reduce duplication, and ensure real-time observation of service delivery. Such simplification of operations eliminates stress among employees, enabling them to focus on delivering quality service at all times. Leadership behaviour plays a central role in maintaining employee engagement. While managers embody empathy, transparency, and fairness, they foster a culture of trust and cooperation. McKinsey (2022) stated that to have open communication channels, staff members can raise issues, present their ideas on how things can be improved, and feel involved in the decision-making process. Whenever employees feel involved in this way, they tend to take pride in their work and deliver greater commitment.
In the case of Rossington Hall, these strategies would go a long way in ensuring turnover is minimised and the efficiency of the housekeeping department is regained. An inspired and well-settled workforce would also ensure that the level of service is not compromised, even during periods of high demand. Finally, prioritising employee satisfaction and operational support is not only a way to reinforce the internal work culture but also makes the guest experience more enjoyable, which helps the hotel preserve its image of high-quality and impactful services within the competitive hospitality market.
[bookmark: _heading=h.otqplxgghtl6][bookmark: _Toc212737873]4.2 Discussion 
Based on the collected data, it has been understood that housekeeping plays a crucial role in increasing the quality standards of the organisations. They are the most effective department in the hotel organisation, which tends to focus on maintaining the cleanliness and hygiene of the visitors effectively. According to the findings, it has been established that the primary responsibility of housekeeping staff is to clean guests’ rooms and bathrooms, as well as public areas and service areas, and to collect waste from guests’ rooms and dispose of it properly (Reid, 2023). Due to poor housekeeping staff, hotel organisations are unable to provide clean rooms and bathrooms to the guests. These make guests feel horrible and uncomfortable, which in turn leads the organisation toward customer loss. Similarly, based on prior literature, it has been observed that housekeeping staff play the most important role in increasing satisfaction levels among guests. They tend to change the perception of the guests towards the hotel organisation (Singgalen, 2024). The housekeeping department of hotel organisations acts as a brand representative, especially in the luxury hotels. This is because well-organised rooms, as well as other areas, reflect professionalism, attention to detail, and reliability. Based on prior literature, it has been observed that despite the high need for housekeeping staff, many hotel organisations do not give high importance to these departments, which in turn significantly affects organisational performance. High workload pressure, high turnover, and poor recognition are key factors that largely demotivate housekeeping staff (Salama et al., 2022). Due to poor concern from the hotel organisation, the relationship with the housekeeping staff is highly affected, resulting in employee turnover in the long run. 
According to the findings, it has been understood that many hotel managers have opined that housekeeping staff plays a vital role in maintaining the organisational standards effectively and increasing brand reputation (Xclusive Services, 2025). They focus closely on preventing the spread of diseases and infections in the hotel organisation through timely cleaning. Their hard and constant efforts increase the efficiency and performance of the hotel operation (Reid, 2023). Customers are likely to be attracted to hotels that provide high-quality services. If they found a dirty bathroom, uncleaned bed sheets, and so on, they tend to leave the hotel sooner. It also provokes them to share their negative experience with others, ensuring that they will never visit the hotel again. Similarly, based on prior literature, it has been observed that the housekeeping department should not be treated as a solely supporting department within the organisation (Ali et al., 2021). However, it needs to be treated as a strategic unit that has a direct impact on guest experiences. Due to the absence of an adequate number of housekeepers in hotel organisations, it becomes difficult for the hotel to maintain hygiene and safety within the organisation and effectively enhance customer experiences. A dirty room tends to create a negative experience for the guest, leading the hotel organisation towards a poor brand image. 
Findings have revealed that poor wages and limited career advancement opportunities are the primary reasons behind the shortage of housekeeping staff. Despite their hard work, hotel organisations often provide low wages to their housekeeping staff, which demotivates them and significantly affects their performance. This has also been revealed in prior literature: large working hours are highly responsible for staff burnout and increased turnover rates (Wallace and Coughlan, 2023). Based on the above findings, it has been observed that many customers at Rossington Hall have reported experiencing dirty rooms and bathrooms. The dining area is not properly cleaned. In addition, some guests have also reported experiencing pubic hair in the bathroom, water clogging, and other issues (Tripadvisor, 2025). According to the literature, it has been demonstrated that inadequate staffing in housekeeping teams necessitates increased workloads for staff (Kalgi and Hire, 2024). This kind of situation leaves them exhausted, demotivates them, and significantly affects their performance. Herzberg’s Two Factor is required to be used in this type of situation to increase the motivation and job satisfaction level of the staff. 
The literature emphasises the importance of the human factor in determining the quality of services to the guests. Papademetriou et al. (2023) emphasised that guest satisfaction at hotels is based on ongoing, focused, and personalised service delivery, which is undermined by inadequate personnel numbers. On the same note, Emeafor et al. (2025) noted that operational inefficiencies caused by understaffing include room turnover delays and irregularities in room cleanliness, both of which have a direct impact on customer trust and loyalty. These works all emphasise the fact that poor staffing contributes to a lack of consistency in operations and a drop in the perceived value of the hotel experience. The results concur with this theoretical perspective, explaining how the staff shortage at a luxury property like Rossington Hall leads to a violation of operational performance and the brand itself. According to McKinsey (2024), luxury hotels operate at a higher level of excellence, where even a slight service failure can damage the brand image. This fact demonstrates that the lack of preparation of the rooms at the right time or the inability to meet the expectations in terms of cleanliness undermines the emotional trust between the guests and the brand. This is in line with Baquero et al. (2025), who detailed how a combination of low morale and excessive workload creates a cycle of stress, attentional lapses, and subsequent service failures. Nevertheless, the literature that primarily describes the problem in terms of operational or structural issues deepened this conceptualisation by revealing its emotional and psychological aspects. As ACAS (2023) points out, overworked workers are fatigued and burnt out, which diminishes their involvement and the interpersonal warmth which are essential in the luxury service setting. In this way, the discussion reveals that not only do staffing deficiencies impact physical service standards, but the emotional connection between employees and guests is also affected, further exacerbating dissatisfaction and reputational risk.
This literature focuses on the fact that workforce instability in housekeeping must be handled using elaborate management approaches. Pascoe et al. (2021) and Giousmpasoglou (2024) stated that most hotels take reactive action, namely outsourcing work or temporary hiring, which does not address the root causes of motivation, career stagnation, and organisational culture. Rather, long-term career development, flexibility, and equitable compensation should be the sustainable strategies for retaining and encouraging workers. Zrnić and Bozović (2024) presented a technological perspective, implying that digital scheduling and predictive task management would maximise efficiency and decrease workload stress. However, Stoyanova-Bozhkova et al. (2022) cautioned that technology alone will not be sufficient to replace the necessity of empathy, effective communication, and supportive leadership, which are essential for securing emotional well-being and loyalty among employees. These managerial suggestions are based on the results and provide a practical level of application in accordance with the conditions of the hospitality workplace. 
According to Forbes (2024), a respectful and supportive workplace should be developed, which is essential to the stability of the workforce. This aligns with the concept that employees should be motivated and feel respected, as they perform better in this environment. Similarly, Gallup (2025) added strength to the literature by stating that recognition and appreciation systems are highly effective in improving morale and preventing turnover, which aligns with the human-centred management stress in the literature. In addition, the result is indicative of the fact developed by McKinsey (2022) that open communication between staff and managers improves engagement and commitment. Practically, Rossington Hall's strategy of creating two-way communication, promoting feedback, and rewarding personal input is the practical implementation of the theory of participative management. 
Although both the literature and findings consistently emphasise the importance of staff well-being to the quality of service, they exhibit slight differences in their orientation and focus. Academic literature, including works by Pascoe et al. (2021) and Giosmpasoglou (2024), examined the problem of staffing in a systemic and long-term context, focusing on structural change and the new strategic orientation of human resource policies. Conversely, the findings suggest short-term and immediate solutions, including a flexible schedule, equal workload, and recognition programmes, that can bring about short-term stability. This opposition presents a practical realism as a transition to hypothetical idealism, ultimately leading to functional realism, which demonstrates that the management process must frequently consider concerns about short-term morale restoration before implementing more extensive structural modifications. Therefore, the results make the scholarly case more precise, demonstrating that technology and human connection are complementary. The difference lies in the fact that it changes the basis of the story from problem identification to problem solving, which explains how proactive leadership can improve work morale and service quality in a limited-resource environment.
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The study aimed to investigate how housekeeping staff shortages affect service quality and guest satisfaction at Rossington Hall, and to explore possible solutions. Rossington Hall is a luxury hotel in Doncaster, which has experienced difficulties in its organisation due to poor housekeeping staff. Through this research, the reasons behind the housekeeping staff shortage at Rossington Hall have been explored, along with its impact on guest satisfaction and service quality. It has been concluded from the above study that housekeeping has a direct impact on customer satisfaction. They do not need to interact or communicate with the customers to satisfy their needs, but their work tends to develop a positive perception towards the brand. The responsibility of the housekeeping staff of Rossington Hall is to keep the guests’ rooms perfectly clean. Their key role is to maintain hygiene and cleanliness throughout the hotel, ensuring that customers feel comfortable during their stay. High-quality service not only creates a positive impact on the customers but also influences them to recommend the hotel to their close ones, resulting in an increased number of customers. However, due to poor wages, long working hours, high staff turnover and many other factors, the housekeeping staff are negatively affected. The shortage does not only constitute an operational issue, but it is also a structural organisational issue that affects the quality of service provision and workforce sustainability in the long run. Due to a poor number of housekeeping staff, the organisation fails to provide adequate service to the customers, leading to poor customer satisfaction. The hotel organisations have followed various strategies, such as short-term incentives and outsourcing, among others, to deal with this issue effectively. 
The research has employed secondary qualitative data, incorporating interpretivist and inductive methods. Following these methods, the researcher has been able to develop a sound conclusion based on subjective meaning and close observation of the facts. A wide range of reports, articles, and other sources have been accessed to collect secondary data and use thematic analysis to analyse the collected data effectively. Reviewing various reports, it has been observed that the majority of hotel organisations have identified housekeeping staff as a key department. They tend to prioritise the comfort of their customers and ensure that they enjoy their stay, leading to repeat visits to their hotels. Housekeepers play a significant role in creating a positive environment throughout the hotel.  This department is one of the key areas at Rossington Hall, through which the organisation aims to increase customer satisfaction levels and improve organisational performance. They focus closely on maintaining a healthy and safe environment for the guests, employees and other visitors. However, Rossington Hall has failed to meet the customers’ satisfaction level in their organisation. Many customers in their organisation have experienced dirty rooms, hair in the bathroom, and other issues. Due to the inadequate number of housekeepers in the hotel organisations, it becomes problematic for the hotel to maintain hygiene and safety in the organisation and offer positive customer experiences effectively. A dirty room tends to create a negative experience for the guest, leading the hotel organisation towards a poor brand reputation in the long run. 
The demotivated workforce at Rossington Hall has failed to deliver high-quality service to its customers. Due to this, many customers have given negative reviews about the company, resulting in poor brand reputation and image in the hotel industry. Additionally, it has developed a negative perception among customers who are likely to visit in the near future. As a result, this has increased the possibility of the organisation experiencing a loss in its revenue in the long run. It has been concluded from the above that a lack of preparation of the rooms at the right time or the inability to meet expectations in terms of cleanliness undermines the emotional trust between the guests and the brand. Therefore, Rossington Hall must implement effective strategies that can increase the satisfaction level of housekeeping staff while motivating them simultaneously. The organisation must treat them with respect, offer them the right working conditions and give them an equitable workload. Along with this, the organisation is also required to introduce a staff appreciation program, recognition programs, and other initiatives to motivate its housekeeping staff and improve their performance effectively. 
[bookmark: _heading=h.v4e6dq1m2pbv][bookmark: _Toc212737876]5.2 Recommendation and Practical Strategies
The discussion of the problem of staffing obligations in the housekeeping department of Rossington Hall identifies that it would allow for maximising the welfare of employees, their effectiveness, and the overall quality of service. They are the four recommendations that the hotel is supposed to implement to enhance its workforce stability, optimisation, and retention, to remain a leading luxury destination in Doncaster.
Recommendation 1: Strengthen Recruitment and Retention through Competitive Employment Practices
The challenge of attracting and retaining qualified housekeeping personnel has been identified as one of the primary issues. To counter this, Rossington Hall should consider revising its recruitment and remuneration policy to make it more competitive in the local hospitality sector. Employees should be made to feel that the housekeeping job is more attractive through fair and attractive payment rates, among other benefits that can be given to the employees. The induction and mentoring programme is used to facilitate the settlement of new employees within the organisation upon hiring (Jeske and Olson, 2022). This can include partnering with local job centres and hospitality colleges, as well as online recruitment sites, to reach a broader range of applicants. The level of morale and retention may also be enhanced by recognition programmes, such as awarding the employees of the month or the end-of-year appreciation events. The development of a clear career advancement path will also facilitate long-term affiliation. Employees become motivated and valued, and are more likely to remain in the firm when they realise they have a promotion opportunity. 
Recommendation 2: Provide a Flexible scheduling and workload management system
The findings showed that high workloads and tight working schedules are the primary causes of fatigue, stress, and irregular service delivery. To be efficient, the solution to these problems may be found by embracing flexible scheduling practices. The management must devise schedules that help balance the number of staff available and the operational demand, ensuring that the workload is appropriately distributed among the various shifts. Programs for digital housekeeping and task management are recommended to enhance efficiency (Vindegg and Julsrud, 2025). Through these tools, one can view room availability, the cleaning process, and staff performance in real-time. It is one of the ways burnout can be prevented and a more favourable working environment ensured. They will also help in allocating tasks and minimising redundancy of work. The technology will ensure that rooms are serviced at the right time, and the staff members will have an opportunity to organise their time.
Recommendation 3: Foster a culture of recognition, training and career growth
Motivation and professional development are essential to ensuring that the service meets high standards. Among the recommendations is that Rossington Hall needs to instil a culture where employees feel special and appreciated for their contribution. Formal and informal recognition are also integral to management practice (Johnson and Majewska, 2022). Motivation to work outstandingly well at the meeting, or simple rewards for good work, will make a significant difference. In addition to recognition, employees must receive continuous training to enhance their skills and confidence. Performance would be enhanced through improved cleaning efficiency, enhanced safety, effective time management, and guest interaction workshops, which would demonstrate that the organisation values the development of its professionals. Other ways to increase engagement include providing opportunities for career growth, such as promoting old housekeepers to supervisory positions, and allowing staff to participate in operational decisions.
Recommendation 4: Strengthen leadership communication and employee engagement
Effective leadership and communication will enable the housekeeping department to have a well-established trust and team building. They should have managers and supervisors with a participative approach to leadership, which fosters open communication and mutual respect among team members. The team meetings must be conducted not only to give instructions to the team but also to gather feedback, discuss problems, and praise any successes. Providing a workplace atmosphere in which employees feel heard and valued will aid in minimising tension in the workplace and increase their motivation (Jalilianhasanpour et al., 2021). The management needs to ensure that they have open feedback mechanisms, including suggestion boxes, online platforms, or open-door policies, so that staff members can share their ideas on how they can be improved. Supervisor leadership training would also be helpful. Emotional intelligence, empathy, conflict management, and motivation skills can be areas of focus in such training. Employees become loyal, and better service behaviour is achieved when leaders are seen to be caring and fair. Positive leadership in an industry that deals directly with people, such as hospitality, would directly translate to an organisation achieving high-quality satisfaction for its guests and stability in its operations.
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Thematic Table
Sources	Theme 1	Theme 2	Theme 3	Theme 4
Reid (2023)	Housekeeping, satisfaction, brand image, operational efficiency, 			
Xclusive Services (2025)		Housekeeping, quality standards, guests’ satisfaction, turnover		
Hello Shift (2025)		Housekeeping, poor recognition, poor career growth, 		
TripAdvisor (2025)		Dirty room, poor quality service, 		
McKinsey (2024)			Housekeeping, customer experience, and poor staffing	
ACAS (2023)			Overworked, employees	Stress, 	demotivated workforce		
International Journal of Tourism and Hotel Management (2025)			Online reviews,	digital services 		
Forbes (2024)				Job satisfaction, supportive, inclusive working environment, 	workforce stability	
Gallup (2025)				Team recognition, 	frequent feedback, 	enhancing morale	
Forbes (2025)				Task management software, 	digital housekeeping,  	real-time observation	
McKinsey (2022) 				Open communication channels, 	decision-making process.	



