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Abstract
Guest satisfaction has become a crucial benefit of competitive edge, brand recognition and revenue results in the modern hospitality sector. Hotels are complex service systems, where various departments need work hand in hand to provide smooth experiences to the guests. Front office and housekeeping departments are among them, and they have the most significant effect, as these specific departments have a direct impact on such essential service contacts as check-in efficiency, readiness of rooms, their cleanliness, and responsiveness. The current study is a significant study that aims to understand how interdepartmental coordination in terms of front office / housekeeping would influence guest satisfaction using a case of DoubleTree by Hilton Stratford-upon-Avon as a research sample in the hospitality industry in UK. The first chapter showed the research background, which focuses on the increasing effects of operational coordination on the growth of guest satisfaction. Its arguments on industry data and organisational background confirm that lack of effective communication between front office and housekeeping could cause service delays, dissatisfaction. This damages the business reputation. The chapter also presents the research aim, objectives, and questions that consist of findings on the current coordination mechanisms. Thiese are determining their effectiveness, and analysing operational challenges. This is suggests a practical strategy for improvement. The second chapter is a critical literature review about the available literature regarding interdepartmental coordination, guest satisfaction and hospitality operations. The chapter expounds on importance of structured communication systems, teamwork and integration of technology in ensuring quality of the services provided, besides highlighting the challenges that remain unresolved, including labour problems, likeness of information and cultural diversity. Relevant theoretical constructs, such as Systems Theory and Social Exchange Theory, are used to state that coordination is dependent on organisational performance and perceptions of its guests. A notable literature gap is identified, especially in the current lack of empirical attention to front-office and housekeeping coordination in branded hotel settings. The third chapter describes methology of the research followed in the study. The investigation is performed with the help of an interpretivist research philosophy and an inductive approach that would provide the opportunity to gain a profound insight into coordination practices in the real-world context. The qualitative mono-method design is used, based on secondary data delivered by academic journals, industry reports, company reports, and hospitality data bases published in 2020 and 2025. The chapter defends the choice of a case study design and talks about the possibility of accessing data and its limitations. The fourth chapter contains discussion and findings. The analysis shows a high level of effective coordination achieved with help of Property Management Systems like OnQ and Opera PMS, daily briefings. The standardised procedures positively affect guest satisfaction. These are evidenced by following aspects: room readability, shortened waiting times, and enhanced service uniformity. There are problems such as high staff turnover, peak pressure, and dependence on human responsiveness that restrict the effectiveness of coordination. The chapter also shows how effective interdepartmental coordination is a competitive advantage and has been reinforced through SWOT and PESTLE research. In the fifth chapter, the summarisation is that the coordination between front office and housekeeping is key to guest satisfaction and operational excellence. The study shows that technology in itself is not enough without proper human cooperation. Recommendations are presented, cross-departmental training, real-time communication infrastructure, performance-based KPIs and initiatives aimed at employee well-being. The study presents quite interesting insights into hospitality management practice. This shows the strategic aspects of the significance of using internal coordination in presenting guests with high-quality experience.
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Chapter 1: Introduction
In the contemporary environment of hospitality, satisfaction has emerged as one of the critical ways of competitive advantage. According to Statista (2025a), around 82% of hotel guests report that both the readiness of the room and cleanliness are primary factors influencing satisfaction. Staff responsiveness and service efficiency account for approximately 45% of repeat intentions of guests (Singgalen, 2024). The dimensions are dependent on the coordination between the housekeeping departments and front office. The front office the primary communication hub of the hotel in charge of varied duties. Business research helps undergraduate and postgraduate students (Collis and Hussey, 2014). The culmination of both departments due to a lack of coordination such as miscommunication, leads to guest dissatisfaction.
DoubleTree by Hilton Stratford-upon-Avon is a 4-star hotel located in  Warwickshire, England. The hotel is a globally recognised herige destination which attracts over 2.5 million visitors annually (Thestratford-hotel.co.uk, 2026). It is operated under the Hilton Woldwide Holdings Inc. Additionally, DoubleTree by Hilton Stratford-upon-Avon forms part of the most prominent hotel groups in the wold, with more than 7500 properties across 126 territories and countries. The sub-brand DoubleTree individually operates over 660 hotels across the globe and represents a primary segment of the upscale market offering of Hilton (Stories from Hilton, n.d.). Efficient communication between both of these departments at DoubleTree by Hilton Stratford-upon-Avon is vital to uphold Guest Satisfaction Index (GSI) targets. The main aim is to have a minimum satisfation rating of 85% across the managed properties of Hilton (Hilton, 2021). The study investigates how interdepartmental coordination between the Housekeeping and Front Office has some impact on the guest satisfaction at the hotel. 
[image: ]
Figure 1: Management Satisfaction
(Source: Hilton, 2021)
[bookmark: _Toc222087814]Research rationale
The central issue pinpointed is the ineffective interdepartmental coordination between the two departments, which can impact the satisfaction of guests and the quality of services within hotels. The departments are operationally interdependent, and thus, when communication or coordination fails, it leads to service requests and guest dissatisfaction (Asgeirsson et al. 2024). At DoubleTree by Hilton Stratford-upon-Avon, the central aim is to provide exceptional services. Therefore, due to challenges in coordination, operations are disrupted and damage the of the brand.
The issue is critical because satisfaction of the guests directly determines brand image, financial performance and loyalty among customers. Research shows that hotels achieving high coordination between operations and departments can experience up to 18% higher satisfaction in the guest ratings (Wilson, 2025). Responsiveness and cleanliness are considered to be the strongest predictors of hotel satisfaction. Poor coordination only results in lower satisfaction among guests and parallel increases in efficiency (Tran et al. 2025). Within the properties at Hilton, the GSI is 85%, which makes interdepartmental efficiency a crucial performance metric.
The issue is relevant in the post-pandemic environment of hospitality. According to the reports of Statista (2025b), the UK hotel industry generated over £23 billion in 2024. This reflects a strong rebound in the demand for travel.
[image: ]
Figure 2: Popular hotel brands in the UK (2025)
(Source: Statista, 2025b)

Within this environmental shift, the slightest lack in communication can significantly disrupt guest perception. In order to overcome the challenges, the hotels should supplement the integrated communication system and provide extensive training staff. KPI is defined as Key Performance Indicator and for DoubleTree by Hilton on Stratford-upon-Avon, it is projected to maintain ADR, RevP and occupancy rate as per industrial parameter. The use of the modern Property Management System (PMS), such as Opera Cloud and OnQ, enables real communication between departments and reduces errors (Michel-Häggström, 2022). In addition to this, the management at the hotel can introduce shared service KPIs comprising guest satisfaction targets.
[image: ]
Figure 3: Property Management System (PMS)
(Source: Michel-Häggström, 2022)
DoubleTree by Hilton on Stratford-upon-Avon should promote a culture of collaboration and accountability. Through these measures, the hotel can sustain its global reputation in the hospitality market.
[bookmark: _Toc222087815]Research aim and objectives
Aim
The research aims to explore the impact of effective interdepartmental coordination between the Front Office and Housekeeping department establishing satisfaction within the hospitality industry.
Research Objectives
· To identify the present interdepartmental coordination initiatives between the Front Office and Housekeeping departments adopted by the hotel.
· To assess the impact of effectiveness and coordination between the departments at the hotel, ensuring satisfaction is provided to the guests within the UK hospitality sector.
· To examine the challenges faced by the departments at DoubleTree by Hilton  Stratford-upon-Avon in ensuring guest satisfaction within the UK hospitality sector.
· To propose practical solutions and strategic recommendations aimed at improving the guest satisfaction level for DoubleTree by Hilton Stratford-upon-Avon.
Research questions
· What interdepartmental coordination motive currently exists between the Front Office and Housekeeping departments at DoubleTree by Hilton on Stratford-upon-Avon?
· How does the effectiveness of coordination between the departments influence guest satisfaction at the hotel?
· What challenges Front Office and Housekeeping encounter in maintaining effective coordination?
· What operational improvements can be implemented to enhance guest satisfaction between the two departments at the hotel?

[bookmark: _Toc222087816]Chapter 2: Literature Review
The front office is designed to serve as the initial guest interface, where it focuses on managing the reservations, incorporating different types of check-ins, and also ensuring guest communications. Further, the back-office staff or the housekeeping staff focus on maintaining the physical environment, which is responsible for shaping the guest experiences.
[bookmark: _Toc222087817]Critical analysis of the initiative regarding the interdepartmental coordination of Front Office and Housekeeping staff.
The interdepartmental coordination between front office and housekeeping staff represents a fundamental pillar in terms of accessing organisational excellence. According to Laia and Widagdo (2025), human resource management plays a vital role in Front Office in terms of emphasising employee engagement and also increasing service quality. However, the research work of Abbas et al. (2025) slightly contradicts the above insights and suggests that team performance can drive digital capabilities within the hospitality industry, which ensures the growth rate of the business. The seamless communication between the two departments may be able to directly influence service delivery in terms of assessing quality and also ensure organisational efficiency. The teamwork activity is similar in the hospitality department to assess interdepartmental coordination (Londhe, 2024). The research work is projected to demonstrate hotels which are fostering some interdepartmental collaboration by evaluating different types of joint performance metrics. It can be achieved through different types of cross-training programs where it focuses on achieving a high level of coordination in terms of formulating effectiveness rather than focusing on communication protocols. The coordination of front office and back office staff helps Hilton group to earn adequate amount of revenue.
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Figure 4: Global revenue of Hilton in the last three years
(Source: Jain and Oladipo, 2024)
The above figure indicates that the global revenue of the hotel group is increasing rapidly. It is reccommended that proper coordination between front office and back office helps in generating adequate amount of revenue.
[bookmark: _Toc222087821]Theoretical interpretation
Theoretical framework explains interdepartmental coordination and its impact on accessing the impact on the satisfaction level of the guest. Systems theory conceptualises the hotels as an interconnected system in which the front office and the interactions may be able to determine the system performance (Jia et al. 2024). The theory helps in managing the complex communication in the business orientation (Arnold, Kleve and Pieper, 2024). Systems theory helps in articulating the decision-making criteria (Hallioui et al. 2022). This category of perspectives emphasises towards the optimisation of individual departments despite considering interdependencies, where it produces better outcomes.
On other hand, it is determined that Social Exchange theory can be interpreted about the interdepartmental coordination through the orientation of different norms and incorporates towards the trust-building processes. Social exchange theory is useful to identify the future direction regarding business growth (Ahmad et al. 2023). The process leads to successful coordination of business approach, which requires having some positive exchanges between different departments, which may further involve creating a social capital which is able to facilitate future cooperation.
[bookmark: _Toc222087818]Impact of the coordination to ensure the guest satifaction level.
The guest satisfaction represents the fulfilment of the expectations level through the orientation of different service encounters, along with the proper coordination of service quality, which may influence the overall fulfilment process. According to Lvov and Komppula (2024), hotel management plays a crucial role of shaping the guest experience within the hospitality industry. It is assessed through service quality, HRM practices, and technological innovation, which may influence the customer satisfaction rate and organisational performance by a certain margin. However, the research work of Makivić et al. (2024) fully contradicts the above parameter and indicates that AI has an impact on the assessment of guest satisfaction within the hotel. The study of Kazakov et al. (2025) further includes that guest satisfaction level can be improved by identifying the micro-element failures within the hotel services. It can be further assessed through deep learning of online reviews.
 [image: ]
Figure 5: NPS trend in Hilton hotel
(Source: Hilton, 2024)
The above figure indicates the Net Promoter Score for Hilton Hotels in the last one year.
[bookmark: _Toc222087819]Critical analysis of the challenges faced by different departments
The majority of the problems arise owing to orientation of information asymmetry that occurs among various departments. It can be incorporated through the assessment of shift-based operations and indulging physical separation and may also create some coordination gaps. As indicated by Segura-Cedres et al. (2025) front office staff is expected to be operating on the guest-facing schedules, where they often struggle in terms of synchronising with housekeeping teams through different types of operational factors. The working conditions of hotel are projected to create certain challenges during the time of crisis (Martín-Duque and Romero-Padilla, 2023). The working conditions after the pandemic are considered to remain an unsolved issue, especially for hotels run by women managers. The use of AI in hospitality industry is elevating the experience of guests through the help of innovation (Sahota, 2024). The issue related to cultural diversity occurs in DoubleTree by Hilton on Stratford-upon-Avon due to international business as staff impose different backgrounds and the cross cultural factors are projected to come into play. According to Khatter (2025), the majority of challenges faced by the two departments are because they failed to adapt to rising trends as per market consequences. However, the study of Ghani et al. (2022) indicates that common challenge is the retention of proper employees in terms of accessing the growth rate. Language and cultural diversity are also considered  primary factors that may hamper the trust level of customers.
[bookmark: _Toc222087820]Analysis of the solution to improve the guest satisfaction level
The guest satisfaction level can be improved by the use of technology. It can be accessed through the help of real-time communication platforms, which may enable providing instant updates on room status and maintenance issues. The upgradation in mobile applications and orientation of cloud-based systems may be able to facilitate some options regarding information sharing, the process of reducing coordination, along with the lag times, which may negatively impact guest experiences (Duyen and Tuan, 2025). According to Permatasari, Maghrifani and Wibowo (2025), guest satisfaction level can be improved through the orientation of improving the budget of the hotels. The approach of management in terms of building proper infrastructure can satisfy the customers by a certain margin. However, the study of Olorunsola et al. (2022) contradicts and adds some points to the parameter that guest experience can be improved with the help of eco-friendly experiences. The process to maintain standardised communication protocols and implement formalised procedures access towards managing the room status, interpreting the priority communications, and further creating certain pathways (Azzahra and Asshofi, 2025). The process also reduces the consistent coordination regardless of individual personalities or shifts made towards accessing certain changes.
[bookmark: _Toc222087822]Literature gap
 The overall study experience shows some gaps whiin the literature. The study of Ghani et al. (2022) explains that the common challenges are about retaining staff, but the aproach or training process is not properly explained. The research work of (Londhe, 2024) explained the team working activities, but it failed to explain its implications. The research work of Makivić et al. (2024) indicates that AI has an impact on the assessment of guest satisfaction within the hotel, but the coordination of front-office and back-office staff is not explained.
[bookmark: _Toc222087823]Conceptual framework
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Figure 5: Conceptual framework
(Source: Self-developed from the whole literature review)
The above figure conceptual framework explains different parameters of literature review for hotel group.
[bookmark: _Toc222087824]Summary
Summarising literature, it can be said that interdependency occurs between the tow departments by maintaining some structured coordination protocols. The research work identifies the guest satisfaction level, challenges faced by departments and the improvement strategies.
[bookmark: _Toc222087825]Chapter 3: Methods
The study is conducted through secondary data, which is collected from different valid sources and fits with aims and objectives of the research project.
[image: ]
Figure 7: Interpretation of data collection and data analysis
(Source: Saunders, Lewis and Thornhill, 2019)
The data collection and data analysis for the selected group of hotel is explained through help of research onion.
[bookmark: _Toc222087826]Research philosophy
Interpretivism philosophy is selected for research, which interprets the approach regarding coordination of front office and housekeeping staff. The interpretivism philosophy helps in the development of the subjective approach and also manages the experience of an individual. The philosophy is identical to analysing use of technology within the business. In the present context of research, interpretivism philosophy is appropriate as determining correlation between the impact of the factors on business operations can be effectively established through different variables.
[bookmark: _Toc222087827]Research approach
Research approach is defined as set of processes and plans identical towards collecting data and logically analysing them. The inductive approach is selected as it suits exploration of new phenomena (Saunders, Lewis and Thornhill, 2019). The inductive approach is selected because it coordinates properly with the initiatives regarding interdepartmental coordination of front office and housekeeping staff.
[bookmark: _Toc222087828]Research design
An exploratory design is selected because it helps in the development of a proper theoretical approach and further enchances the criteria in terms of making a proper investigation of the study. The selected research design will further help in the development of an implementation roadmap in terms of enhancing strategy regarding the incorporation of resource requirements (Saka, Chinagozi and Joe, 2023). The exploratory design is also identical in the development of flexibility within certain methods regarding the source of data. An in-depth analysis of factors is possible with the exploratory design as this method supports variability of the factors.
[bookmark: _Toc222087829]Research strategy
In terms of determining the research strategy, case study analysis is identical as it helps towards exploring real-world examples regarding the accessibility of guest experience within the hospitality industry. The case study analysis helps focus the research towards proper direction and it helps determine the impact of the factors on operations efficiently. This also makes the arguments evidence-based which helps identify themes which, in turn, helps determine effective conclusions.
[bookmark: _Toc222087830]Research choise
The mono method is selected in terms of accessing the qualitative approach, which helps to develop consistency regarding the collection of adequate data. The method also helps towards streamlining the analysis and assessing the process of collecting data. It helps to understand different challenges faced by the respective company (Veal, 2006). The method also helps towards streamlining the analysis and assessing the process of collecting data. It also emphasises the depth of analysis due to themes generated are not focused on singular facts but propose different horizons of information which are appropriate for the present research.
[bookmark: _Toc222087831]Data collection and analysis
In the research work, secondary data is generated from various sources, including, journals, articles, books, and industry data access. The information is obtained from contemporary newspaper articles, Google Scholar, and government sites (Mazhar et al.  2021; Cheong et al. 2023). The keywords used in terms of collecting data are interdepartmental coordination among front office and housekeeping, the impact of departmental  coordination in the hospitality industry, and how proper coordination helps in improving the guest satisfaction level. The study of Lim (2025) explains that qualitative data is identical in the representation of findings, and also gains some descriptive results about the topic. The secondary approach is considered to be productive in terms of collecting detailed information different varieties of credible sources (Kelly, Peters and Farber, 2024). The primary sources of information include goverment reports, company websites, and journals expected to be published by some renowned scholars. The selected databases for the research work are Google Scholar, ResearchGate and hotel websites. The timeline used in terms of collecting data is 2020 to 2025. The approach is identical in gaining the trust of the stakeholders for the selected hotel group. The existing case studies are also part of the reports which are essential for the development of research evidence.
The research project was formulated through qualitative data in terms of accessing the secondary method data collection. The collected data are enforced in a systematic way, where it focus on the implementation of the effective techniques used for data collection and analysis (Ganesha and Aithal, 2022). The inspection models, along with the transformation of the gathered data are identical in their aim of extracting better insights in terms of supporting the decision-making process.
[bookmark: _Toc222087832]Accessibility for secondary data
The secondary data is considered to be available easily and can be cost-effective which is also a reason for choosing this research method. However, the challenges may occur due to restrictions along with quality and control issues before the integration and ethical aspects. The problem may also occur owing to the lack of relevance in the utilisation of the sources of secondary data.
[bookmark: _Toc222087833]Chapter 4:  Fiding and Discussion
Departmental coordination, as found in the earlier literature, showcases its role in harnessing stakeholder satisfaction. Even for the case of the hotel industry and prominent players with their branches namely DoubleTree by Hilton on Stratford-upon-Avon such effectiveness is unprecedented. However, the focus of earlier studies was too broad but emphasised the strong interplay between the coordination of front office and housekeeping. This chapter intends to critically cover the mechanisms that can be comprehended for establishing strong coordination between front office and housekeeping.
[bookmark: _Toc222087834]Fidings
Theme 1 : Interdepartmental Coordination Mechanisms Between Front Office and Housekeeping
The interdepartmental communication between Front Office (FO) and Housekeeping (HK) departments of DoubleTree by Hilton Stratford-upon-Avon is mainly supported through the organised operations systems and a uniformity in communication practices. The utilisation of an integrated Property Management System (PMS) like Opera PMS can be compreheded as a central coordination mechanism (Oracle n.d.). It helps to share the real-time room status information across departments even within the organisation. Statuses such as vacant clean, vacant dirty, and out of order of rooms are constantly updated by the housekeeping and viewed by front office to assist in the correct allocation of rooms and efficient check-in processes of guest (FSM, 2025a). This is a coordination system based on a system that eliminates confusion and service delays especially in peak seasons.
Basides technological integration, coordination of daily operations is also strengthened by morning briefings and handover reports. Such briefings enable the supervisors of the two departments to coordinate on the anticipated arrivals, departures, special guest requests and priority rooms (Hospitality Institute, 2024). The internal operations guidelines of Hilton are based on the idea of cross-departmental communication as one of fundamental pillars of consistency in the service provided (Hilton, 2023). It has allowed the organisation with its branches such as DoubleTree by Hilton to build reputation among customers, enabling it to service more than 224 million customers (Hilton, 2024). Such numbers indicate that departmental coordination is strongly linked with the growth in the number of customers with high satisfaction.
[image: ]
Figure 8: Hilton Customer Number and Expansion
(Source:Hilton, 2024)
The mechanism of coordination has widespread use in the brand as examples of other Hilton-branded properties in UK indicate. As per industry metrics, established hotels in operation are using PMS systems to coordinate the activities of the housekeeping team and front office groups (Hollander, 2025). Eventually the market growth for PMS systems has been increasing, with the present stance at £1.28 billion ($1.73 billion) which is expected  to reach £1.81 billion ($2.44 billion) by 2031 with a CAGR 7.05% (Mordor Intelligence, n.d.). Notifications about real-time room availability are displayed to reduce the average room turnover significantly. This reflects the majority of the best-practice coordination models applied in global hotel chains where communication mediated by technology is given a prioritising stance in enhancing technological efficiency.
[image: ] 
Figure 9: Market Growth of PMS System for Hospitality
(Source: Mordor Intelligence, n.d.)
Althrough standardisation enhances stability and regulation, it can reduce flexibility in operations in cases of unforeseen interferences (McCarthy, 2024). The results hence indicate that technology based coordination is effective but its success is subject to the responsiveness of staff and flexibility in standard operating procedures.
Theme 2: Impact of FO-HK Coordination on Guest Satisfaction
An assessment of the information from guest reviews emphasises that most frequent positive areas include-room prepared upon arrival, well-sized and well-maintained rooms and responsive and knowledgeable front desk workers (Oracle, 2025). It is indicated by these remarks that the quality of services is normally seen by guests as collective accomplishment and not the departmental performance. The effectiveness of FO-HK coordination is closely related to the level of cleanliness, as such scores are always among the top parameters that determine the level of satisfaction with hotels (Hospitality Institute, 2024). With the Front Office having proper visibility of housekeeping progress, there is a possibility to control all the expectations of the guests and avoid dissatisfaction associated with waiting or unclear information. Hilton has its own standardised policies of maintaining quality and other associated factors related to guest experience. This can also be seen in the case of DoubleTree by Hilton on Stratford-upon-Avon in regards to check-in systems, room readiness, cleanliness and other related areas.
	Feedback Theme
	Positive Evidence OR/AND Negative Evidence
	Link of FO-HK Coordination

	Check-in systems
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Figure 10: Evidence on Cleanliness
(Source: Tripadvisor, 2025)
Friendly behaviour of staff and polite actions impressed guests and compelled them to stay longer (Tripadvisor, 2025).
	Efficient guest services and professional staff behaviour showcased.

	Room readiness
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Figure 11: Room Readyness
(Source: Booking.com, 2026)
Spacious, clean, good location of rooms is a positive sign while soulless decoration was found objectionable (Booking.com, 2026).
	Indicates professional yet less personalised efforts.

	Cleanliness
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Figure 12: Clean and Confortable Rooms
(Source: Myhotelbreak, 2022)
Rooms are cleaned and service delivery is also good as per the review of the guest regarding room service on demand (Myhotelbreak, 2022).
	Efficiency in cleanliness and service delivery is seen.


Table 1: Summary of Key Feedback
(Source: Self-developed)
This is also strengthened through the use of qualitative indicators. According to the benchmarkers in the industry, the average of the cleanliness ratings and higher scores of Guest Satisfaction Index (GSI) are observed in hotels where the FO-HK communication systems are combined than in the ones where similar practices remain disintegrated (FSM, 2025a). The Hilton portfolio performance at the brand-level suggests that the hotels that have smooth workflow between departments are likely to boast a guest satisfaction rating of 694 out of 1000 points (Hilton, 2025). The efficiency of operation is also correlated with improvements in the perception related to the guests and decreased levels of service delays can be interpreted as an improvement of overall scores under review.
[image: ]
Figure 13: Relationship of Front Office and Housekeeping with Guest Satisfaction
(Source: Self-developed)
One of critical observations evaluated from the preceding analysis is the indirectness of guest judgment. Although Front Office staff normally interacts with guests at the point service, latent problems of failure to have rooms ready on time are usually encountered as a lack result  of coordination between Housekeeping and individual staff performance (FSM, 2025b). The delays in room preparation are often linked by guests to poor coordination rather than performance by housekeepers only (Vipspms, 2025). This explains why it is important to perceive guest satisfaction as a by-product of operational alignment, which is the strategic value of FO and HK coordination in the delivery of same service quality. 
Theme 3: Challenges in Front Office-Housekeeping Coordination
Among the biggest issues, one of most impactful is the high occupancy seasons resulting increasing check-outs and arrivals at the hotel, causing the departments encounter significant pressure. Even minor delays caused during the cleaning rooms or communicating the status of guests during peak times for check-in process are is derogatory for an organisation’s delivery of services (Catala Consulting, n.d.). The other glaring limitation is staff shortages. The UK hospitality industry reports indicate that exceptionally high levels of staff turnover rate 2024 stand at 52% (Moore Kingston Smith, 2024). This employee turnover limits the degree of business stability and imposes an additional burden on the remaining employees which increases the probability of communication failure and errors in the process (Shkuri, 2025). In this instance, FO staff may not receive the information regarding room preparedness in a timely or fully equipped, which will weaken the ability to meet the needs of customers at the check-in counter.
The structural benefits of coordination and challenges that emerge from the absence of coordination among departments can be more effectively illustrated with SWOT analysis of DoubleTree by Hilton Stratford-upon-Avon.
	           Strenghts
· Firm brand systems.
· Integrated PMS (Property Management Systems).
·  Standardised service protocols.
	Weaknesses
· High reliance on labour supply.
· Low flexibility in times of high demand.
· Training gap in the usage of a system.

	Opportunities
· Increased employee training.
· Automation of processes.
	Threats
· Growing labour deficits (Moore Kingston Smith, 2024).
· Higher expectations of guests.



Table 2: SWOT Analysis
(Self-developed)
These difficulties are further amplified by the failure of communication. Through systems like PMS platforms which allow technology-enabled coordination are made to help streamline cooperation, their success is determined by the proper and timely use of technology (Priority n.d.). It may be caused by technology lag, systems downtimes, or staff training inconsistency which can cause outdated information about room status thus making check-ins or room switchover very challenging at the last minute. These problems demonstrate that the failures of coordination could hardly be pointed out to one specific department, but instead they are manifestations of bigger systemic and structural constraints. The cause-effect correlation that has arisen out of the results is evident from lack of coordination between FO and HK. These may cause delays in the readiness of rooms, which further may cause frustration in guests and aggravate the negative reviews on the internet (Bajpai, 2025). To the guests, such failures are usually construed as lack of efficiency in service, notwithstanding the operational factors. This illustrates the reputational risk that is involved in trying to coordinate branded hotels. 
Theme 4: Coordination as a Source of Competitive Advantage
Good interaction between Front Office (FO) and Housekeeping (HK) activities is a strategic performance driver and a competitive advantage generator for DoubleTree by Hilton Stratford-upon-Avon. Coherent interdepartmental synchronisation guarantees that brand norms are met in a way that ensures consistency in delivery of brand promises across guest touchpoints (Dehan, 2024). It reinforces the value proposition of Hilton which is quality delivery of service and professionalism in operations. With the coherent functioning of FO and HK, service experiences, like check-in and rooms preparation, and resolution of issues become more successful (Traininghotels, n.d.). It can lead to greater brand consistency and increased trust in guests. Such consistency is more vital when it comes to branded hotels where by consumers anticipate a consistent service delivery pattern despite the geographic location.
On performance aspects, repeat visitations and brand loyalty are directly related to coordination. Reports revealed that travelers have an increased chance of returning to the same property where they receive an excellent service and disruption of operations is minimal (Mogelonsky and Mogelonsky, 2025) Efficient coordination of FO-HK in DoubleTree by Hilton Stratford-upon-Avon can prevent failures of services which usually cause dissatisfaction from delayed availability of rooms or concerns over cleanliness, resulting in enhancement of guest retention rates. Compared to non-branded or self-managed hotels, branded properties enjoy the combined economies of systems and common operating practices that enable coordination to be scaled efficiently between periods of high demand (Hotel Online, 2025). It helps them to build their competitive positioning. The relevance of coordination as a competitive advantage to operations can also be examined with utilisation of PESTLE framework.
	Factors
	Details
	Relevanance to Coordination and Competitive Advantage

	Political
	Health and safety compliance for workers through Health and Safety at Work Act 1974 reduces chance of pressuring workers to improve their business needs in hotels (MSL, n.d.).
	The adherance ensures coordination actions among FO and HK.

	Economic
	No less than 16% rise in national Living Wage puts pressure on profitability for hotels (PwC, n.d).
	It necessitates departmental coordination to reduce overtime related changes.

	Social
	The rising demands of guests towards speed, preference and convenience (BDO, 2024).
	It puts FO and HK on the same page to provide timely and precise service responses.

	Technological
	Advanced PMS allows real time changes in room status, facilities more rapid check-ins and minimises service mistakes (Oracle, n.d).
	It leads to a perceived improvement in service quality.

	Legal
	Employment laws and working time regulations have an impact on the flexibility of staffing (MSL, n.d.).
	Flexibility can be assured if the laws are properly adhered to.

	Environmental
	Proper disposal of waste is a subject of focus for staff under sustainability (Zestrecycle, 2024)
	FO-HK coordination improves that function.



Table 3: PESTLE Analysis
(Source: Self-developed)
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The research objectives firstly aimed at discovering the interdepartmental coordination programmes that were currently employed by FO and HK departments within the hotel of DoubleTree by Hilton Stratford-upon-Avon. The results prove that the main forces of coordination at the case-study hotel are the systems facilitated by technology and standardised practices of communication. Real-time updates to room status by the introduction of Property Management Systems (PMS), especially Opera PMS help FO staff to allocate rooms correctly and minimise service delay (Oracle, n.d.). Moreover, morning briefings and handover reports were found to be the primary coordination mechanisms that supported the continuation of operational alignment cycle in daily service. These results indicate that DoubleTree by Hilton Stratford-upon-Avon needs to solidify cross-departmental harmonisation significant challenge can be prominent in terms of service delivery.
During the review of literature, these results are highly consistent with previous studies on the significance of coordination protocols that are structured in the operations of the hospitality business. According Laia and Widagdo (2025), interdepartmental interaction that is facilitated by standardised systems boosts the reliability of services. Again, Abbas et al. (2025) suggest that digital capabilities may also intensify the work of terms when integrated in the organisational routine. The results also support the facts of Systems Theory that conceptualises hotels as interconnected subsystems which rely on the quality of internal interactions to perform (Arnold, Kleve and Pieper, 2024). Nevertheless, findings are an addition to the literature since they show that technical coordination cannot be effective without the efforts of responsiveness of staff and flexibility of procedures. This supports the fact that the standardisation should be moderate with human flexibility to guarantee competency in the dynamic service setting.
Following that the objective was to scrutinise the effect of FO-HK coordination on the satisfaction of guests. Results obtained show that successful coordination will have a positive impact on guest experiences, including a shorter waiting time in the check-in area, appropriate information regarding the ready room and an increased perceived standard of cleanliness (Hospitality Institute, 2024). The brand-level Guest Satisfaction Index (GSI) score of 694 is part of the Hilton-based chain that additionally confirms the connection between the organised internal processes or operations and the positive attitude of guests (Hilton, 2025). The outcomes indicate that customers usually have a holistic view of the service quality whereby they tend attach satisfaction or dissatisfaction to the entire hotel rather than giving any departmental priority.
The third research problem was on the difficulty of effective coordination in FO and HK departments. The results in this suggest that the most critical hindrances to coordination at DoubleTree by Hilton Stratford-upon-Avon are high occupancy periods, labour shortages, communication breakdowns, and technology misuse. Industry statistics indicate that employee turnover in UK hospitality industry has been up to 52% in 2024 which contributes to the instability in operations and a higher risk of coordination failures (Moore Kingston Smith, 2024). Even a slight delay in cleaning rooms or updating the status may cause a huge waiting line, frustration on the part of the guests, and a poor online review in the case of peak times.
The current research is profoundly convincing these findings since labour instability and information asymmetry have been cited a acute challenges in the operations of the hospitality sector. Martín-Duque and Romero-Padilla (2023) support the use of shift-based work organisation and the physical division between departments due to increasing the coordination gaps especially when experiencing pressure. On the same note, Ghani et al. (2022) note that employee retention and training shortages are some of the main causes of service irregularities. Nonetheless, the results can refute the simplified explanations in which failures are seen as caused by individual departments, and they favour a systems explanation of the breakdown of coordination. It fits with the systems theory, which reminds us that in many cases, performance failures are manifested through a mismatch of processes rather than inefficiency of individual (Hallioui et al. 2022). The results, therefore, support the literature’s call for structural solutions that focus on workforce stability, training continuity, and adaptive coordination frameworks.
The final study goal empirically investegated coordination as a competitive advantage to some extent. The results indicate that successful coordination of FO-HK helps boost brand consistency, value proposition of Hilton and increases repeat visitation. Coordination helps branded hotels such as DoubleTree to provide consistent service results, which boost their confidence in a job and consequently their loyalty (Dehan, 2024). Further performance indicators indicate that the chances of guests returning to the property, in which service disruptions are insignificant, and operational efficiency is apparent, are higher (Morelonsky and Mogelonsky, 2025). The coordination of the integrated systems and standard operating procedures of Hilton can be scaled more efficiently in times of high demand than in non-branded hotels.
The Theory of Resource-Based View implies that interdepartmental alignment is a type of resource that can generate long-term competitive edge in case the capabilities are valuable, inimitable and embedded in the organisational routines. The PESTLE analysis also reveals that external environmental factors like rise in labour costs, rising expectations of the guests, and technological changes thus affect the coordination (PwC, n.d.). The discussion supports the fact that interdepartmental coordination of FO and HK is at the heart of guest satisfaction, operational stability and competitive advantage. Technology provides the framework of coordination and its final product is human cooperation, training and dynamic management practices. This gives more power to the central thesis that sustainable service excellence in hospitality is achievable through harmonisation of the systems, people and organisational culture rather than the application of operational solutions that are isolated. Although operational systems and procedures exist, success of coordination process between housekeeping (HK) and front office (FO) departments in the DoubleTree by Hilton Stratford-upon-Avon is influenced by various operational issues. A high number of check-outs and arrivals at the hotel in seasons is also one of the largest problems and is most evident as it concurrently strains the departments. It stresses that improvement in hospitality services can be achieved (Widiastini et al. 2024).
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The results indicate that the key to guest satisfaction at DoubleTree by Hilton Stratford-upon-Avon is coordinated interdepartmental efforts of Front Office and Housekeeping departments. Real-time communication systems like those provided by integrated Property Management Systems are facilitated by technology to reduce delays in the receipt of services and organised briefings improve alignment of daily operations. The perception of cleanliness, readiness of the room and responsiveness of the service are seen as the results of group efforts by several departments. Again, issues such as a shortage of labour, high staff turnover and peak occupancy pressures keep on disrupting coordination. In general, the results indicate that coordination is more than a functional mechanism as a strategy leading to service quality and competitive advantage.
[bookmark: _Toc222087837]Conclusion
The research sets out to critically navigate the impact of interdepartmental coordination between the Front Office and Housekeeping departments on guest satisfaction. Along with this, the study aimed to understand how coordination, communication and operational efficiency between two departments shape guest perception and service quality within the UK hospitality sector. Parallelly, it also contributes to a growing body of literature which emphasises the interdependence between internal coordination and customer satisfaction within the hotel industry. The research revealed that in service-based organisations, specifically in hotels, department coordination is considered to be one of the primary strategic determinants of guest satisfaction. The Housekeeping department and Front Office  department act as the heart of the hotel operations. The former represents the face of the interaction with guests and the other ensures the physical manifestation of service is provided through comfort and cleanliness. When the departments work in isolation, a lack of communication leads to failure in guest satisfaction. At the hotel, DoubleTree by Hilton on Stratford-upon-Avon, the findings indicate that while the hotel benefits from standardised systems including ONQ PMS, the coordination between humans remains a crucial challenge.
The primary finding of the study includes the fact that effective coordination directly correlates with the higher satisfaction level of the guests. Moreover, when the communication is effective, the readiness of the room and the guest expectations are minimised. On the contrary, when coordination weakens, guest experience stems from unclean rooms as well as delayed check-ins. The outcomes demonstrate that the experience among guests is only as strong as the collaboration behind it. The primary strength of DoubleTree Stratford-upon-Avon is its reputation as a brand, integration of technology as well as a global framework of operations.
The investigation within coordination mechanisms in theme one shows that the hotel has adopted an integrated PM, namely, the OnQ system which helps in streamlining real-time communication between housekeeping and front office. The integration eliminates confusion, which ensures that room readliness information, such as vacant clean as well as out of order, is simultaneously updated. According to Michel-Häggström (2022), the integration of PMS has become a cornerstone of operational communication within global hotel chains. Technology solutions leverage transparency and reduce miscommunication. Findings from the case study suggest that success is contingent on responsiveness of staff and proper training.
Theme 2 explored the direct and indirect effects of coordination on guest satisfaction. The reviews from the guests and service performance data continuously indicate that satisfaction is not perceived as an individual department outcome rather a whole achievement. The components like prompt room availability, cleanliness and responsive front disk interactions are connected outcomes of effective FO-HK coordination. As identified by the hospital institute, the guest’s mode of value is seamlessness and smooth internal communication. The brand-wide GSI of 694 out of 1000 supports the relationship which demonstrates that collaborative departments and operations lead to higher satisfaction.
Theme 3, however, uncovered several challenges that inhibit optimal coordination. The primary issues included labour shortages, elevator-staffed turn, and over- 52% in 2024 within the UK hospitality sector. Comprehensively, all these factors are related to training communication systems and creating service delays.
The fourth theme demonstrates that interdepartmental coordination is not only an operation but also serves as one of the strategic sources in competition. The framework of PESTLE reveals that coordination is influenced by both internal and external forces.
Furthermore, the study suggests that Hilton can strengthen coordination through the implementation of Key Performance Indicators (KPIs). The development of the modules of training focuses on empathy and communication, which helps in improving staff collaboration and models. Through regular feedback from staff between the two departments, housekeeping teams and front office help the hotel identify the recording issues as well as improve the services. The results showcased that technology alone could not ensure effective coordination. Therefore, the management is required to balance the digital reliance as well as interpersonal engagement. Therefore, investment in the relationship building across the department can reduce friction as well as align all the staff towards a common vision goal. From the perspective of the industry, it can be said that the findings have broader implications for the UK hospitality sector. Moreover, according to the report, the hotel industry will generate over £23 billion in 2024. This marks a steady recovery post the pandemic with the intensification of the competition. Hotels that ensure interdependent efficiency are in a better position in order to deliver excellent services as well as maintain profitability. Additionally, the research provides a framework unlike other hotels, specifically within the last chance of adopting to improve synergy within the operations.
However, the study is not without limitations. Therefore, DoubleTree by Hilton on Stratford-upon-Avon restricts generalisation across all types of hotels. Along with this, the research reinforces that within the hospitality industry, giving satisfaction initiatives behind the scenes, such as within the quality of communication among those who delivered the experience.
Conclusively, it can be said that the study confirms that effective coordination between the Housekeeping department and Front Office is much more fundamental to achieving satisfaction for guests and operational excellence. At the hotel, DoubleTree by Hilton Stratford-upon-Avon, the synergy determines not only the smoothness of internal operations but also the final impression of guests with regard to the brand. Due to an increase in competition in the market, as well as guests’ expectations, the hotel’s ability to serve a seamless experience through collaboration becomes a definitive strength.
[bookmark: _Toc222087838]Recommendations and Practical Strategies
Overcoming challenges in front office-housekeeping coordination: 
Cost: Low to Medium
Difficulty: Easy
Rationale: The recommendations are provided in terms of providing a monthly bonus and assessing the staff properly. The implementation of housekeeping standards helps in solving crucial problems (Aldi et al. 2025). The quarterly team excellence award and social bonding activities can be able to drive the growth.
Timeframe: Mid-term (12 months)
Establishment of real-time communication infrastructure:
Cost: High
Difficulty: High
Rationale: The practical implication for real-time communication infrastructure includes deploying mobile devices and integrating real time room status. The real-time communication feasibility in an IoT based system can be able to solve certain issues (Micheletto et al. 2023). Open innovation in hospitality management can be accessed through leveraging AI driven dynamic scheduling systems (Pitakaso et al. 2025). It helps in reducing the check-in and waiting times and also decreases communication errors.
Timeframe: Mild-term (11 months)
Creation of a dedicated coordination role:
Cost: Medium
Difficulty: Low
Rationale: The coordination can be maintained through designating a staff member with experience in both departments. The enhancement of teamwork in the hospitality industry is considered to be the crucial aspect to drive the growth (Jung, Lee and Lim, 2023). It helps towards enhancing communication during operational periods and is able to increase accountability.
Timeframe: Short-term (6 months)
Implementation of cross-departmental training programme:
Cost: Medium
Difficulty: Medium
Rationale: The job shadow programme or a monthly workshop for two hours can be able to solve issues. The cross-functional  training process among the employees in 5-star hotels is projected to drive the growth. The approach also helps in building loyalty. The approach also includes a rotational scheme for new employees and the ongoing programme launch in 2 months.
Timeframe: Short-term (2 months)
Enhancement of performance management and accountability:
Cost: Medium
Difficulty: Medium
Rationale: The approach  is suitable for assessing average check-in time and determining room readiness scores through the dashboard. The performance accountability provides an impact on performance management (Sun, 2024; De Araújo et al. 2024). The performance measurement system provides an impact towards the organisation performance depending on the transition economy (Tran and Nguyen, 2020). It helps achieve zero guest complaints, and 90% of rooms will be ready within 30 minutes of check-in.
Timeframe: Mid-term (1.5 years)
Investment in employee well-being and development process:
Cost: Medium
Difficulty: Medium
Rationale: The approach focuses on enforcing career development pathways along with fair workload distribution. The workplace must focus on investing in employee well-being to ensure resource allocation in a proper manner (Henstock et al. 2025).  Sustainable development in corporate organisations helps improve health and employee well-being (Thakur and Pathak, 2023). Employee morale and job satisfaction levels will improve.
Timeframe: Long-term (3 years)
Implementation of proactive guest communication: 
Cost: High
Difficulty: Medium
Rationale: It can be accessed through real-time arrival management. The proactive strategies help in enhancing the guest communication (Nazifi, Murdy and Olya, 2025). The training can be provided to front desk staff, who can access the growth rate.
Timeframe: Mid-term (2 years)
From the overall facts, it can be cocluded that interdepartmental coordination of the Front Office and Housekeeping departments is a strategic competence and not an operational requirement. At DoubleTree by Hilton on Stratford-upon-Avon, in spite of the fact that the transparency is improved by the application of technological systems (OnQ PMS), the key elements of sustainable guest satisfaction are human cooperation and the level of communication. Futher, it can be concluded that enhancing operational efficiency by strengthening the existing coordination mechanisms will also provide support to competitive positioning in  constantly competitive UK hospitality market. However, similar research can be extended to various hotel categories in future to increase the generalisability of the studies.
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