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Abstract
Focusing on the connection between staff scheduling, ongoing training, and supervisory communication, this dissertation investigates key operational problems in the housekeeping department of a mid-range hotel. The study draws on a ten-week placement at DoubleTree by Hilton Southampton. During this time, routine observations, casual discussions with team members, and reviews of internal documents revealed recurring issues affecting team motivation and overall service consistency. These findings serve as a practical case that reflects challenges seen across the hospitality industry, particularly in similar hotel categories.
The research builds on established theoretical models, including Herzberg’s Two-Factor Theory, the SERVQUAL framework, and ideas from transformational and democratic leadership. It also draws on Braun and Clarke’s Thematic Analysis, Fishbone Root Cause Analysis, and the PESTLE framework, all of which supported the structure of data interpretation and environmental context. The literature review highlights the current state of hospitality research and identifies gaps, particularly in understanding how these elements interact in real-world hotel environments. While each area (training, scheduling, and leadership) has been examined before, their combined effect on performance in UK mid-scale hotels remains underexplored. This project addresses that gap by using evidence collected directly from daily work in an operational setting, which is often overlooked in academic writing.
Four repeated themes emerged from the placement. One was the disruption caused by late schedule changes. These changes unsettled employees and led to a decline in motivation. They also reduced the department’s ability to maintain a stable rhythm. A second issue was the absence of follow-up training beyond the initial induction. As a result, some staff members lost confidence in their technical skills. The quality of cleaning became inconsistent, as reflected in lower audit scores. Third, team leaders communicated in irregular ways. Some gave daily updates, others rarely spoke at all. This lack of clear messaging created confusion and made collaboration harder. Lastly, internal audits regularly failed to reach the expected 85 per cent target. Employees expressed concern but also a lack of interest, partly because there was no proper follow-up after these audits. Without direct feedback or support, the audits did not lead to better outcomes.
Some of these results confirm what is already known in academic literature, but others challenge it. For instance, while good leadership is associated with higher morale, the reality in this case was mixed due to inconsistent management habits. Similarly, although audits are intended to highlight areas for improvement, they have become ineffective tools without practical action being taken. The study reveals that textbook strategies often prove counterproductive when resource gaps exist or management systems are inadequate.
Based on this, the dissertation suggests several steps: allowing staff more input when rosters are planned, offering short training sessions throughout the year, improving daily communication through structured shift briefings, and shifting audits from scoring exercises to learning opportunities. These actions are realistic for properties with similar limitations and are supported by evidence-based research.
In conclusion, the project demonstrates how daily operations in housekeeping are shaped not only by written rules but also by how fairly they are applied. It also opens new research paths, especially in how hotels can connect scheduling with communication to raise audit performance and improve staff retention.
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Chapter 1 - Introduction
Operational departments play a significant role in shaping the quality of hotel services. Among them, housekeeping holds particular significance due to its direct impact on the guest's first impression. Room cleanliness, readiness, and order are key aspects that guests use to measure quality. Breakdowns in these areas tend to affect reviews, customer satisfaction, and repeat business (Septiany et al., 2024).
Despite its importance, housekeeping often remains under pressure due to unstable staffing, irregular communication, and limited access to regular training. In many mid-range hotels, these problems are not isolated but instead form a pattern. Tight budgets, high staff turnover, and limited managerial support all contribute to reduced consistency and service reliability (Mchigani et al., 2019; Zámečník and Kožíšek, 2021). Academic work on this topic often centres on luxury properties or theoretical assumptions, leaving out the practical concerns of mid-tier establishments that manage large volumes with fewer resources.
This research is based on a ten-week placement at DoubleTree by Hilton Southampton. The hotel mainly serves business travellers, conference guests, and families. As a brand, it operates with defined standards, though its staffing challenges are not uncommon for its market segment.
Throughout the placement, close interaction with the housekeeping team revealed several issues. Scheduling changes were frequent and often happened with little notice. There was no follow-up training beyond the first induction. Supervisor messages lacked clarity and frequency. These challenges were visible in audit scores and daily performance. More importantly, they had a noticeable impact on staff mood and the overall coordination of work across shifts.
1.1 Research Aim and SMART Objectives
This study aims to investigate the impact of internal scheduling, training routines, and supervisor communication on service standards and employee morale within the housekeeping team of a mid-range hotel.
To meet this goal, the following SMART objectives have been defined:
· Specific - to examine how stable scheduling practices influence the satisfaction and efficiency of housekeeping staff during routine operations.
· Measurable - to identify training shortcomings by comparing employee responses and audit performance against standards found in academic and professional sources.
· Achievable - to analyse the communication approach used by supervisory staff, based on daily observations, records, and informal conversations with room attendants.
· Relevant - to explore how scheduling, communication, and training interact with one another and affect the overall reliability of the department.
· Time-bound - to gather and review all evidence within the ten-week placement timeframe at DoubleTree by Hilton Southampton.
1.2. Research Questions
Four core questions guide this project, each focused on understanding how internal systems shape operations in housekeeping:
1. How do patterns in scheduling affect both staff morale and the daily running of the department?
2. What influence does continuous training have on maintaining service consistency and audit scores?
3. How do supervisory communication habits support or disrupt team cooperation and motivation?
4. In what ways do these three operational factors overlap and shape the quality of service delivered in a mid-scale hotel environment?
Together, these questions form the structure for a grounded investigation into how daily management impacts performance inside one of the hotel’s most labour-intensive departments.
1.3. Significance of the Study
Although service delivery and staff experience are regularly examined in hospitality research, much of the attention remains focused on luxury hotels or global chains, which often have broader datasets. Less attention has been given to how mid-range properties address daily operational issues under real-world constraints. This study addresses that space by concentrating on how internal systems operate in one specific hotel setting.
The research is based on practical observation. During the placement, common patterns were recorded through informal conversations, shift involvement, and routine task review. These interactions helped reveal how scheduling gaps, limited training access, and unclear supervisory messaging influence staff performance and overall coordination. The aim is to present findings that are useful in practice, not only in theory.
For managers, the study offers examples that reflect typical pressure points in housekeeping. The observations may support decision-making in properties working with limited staffing or training budgets.

Academically, the work builds a case for examining how routine systems overlap in practice. Instead of viewing scheduling, training, and leadership as separate topics, this research integrates them within a single operational department. This approach adds clarity to how hotel work is shaped from the inside out.
1.4. Dissertation Outline
This dissertation contains six chapters:
· Chapter 1 sets out the context, objectives, and structure.
· Chapter 2 examines academic sources and links them to the placement.
· Chapter 3 explains the research approach and data collection methods.
· Chapter 4 presents the findings.
· Chapter 5 explores patterns and implications.
· Chapter 6 closes with conclusions and suggestions for future practice.


Chapter 2 - Literature Review

2.1. Housekeeping Service Quality 
Their immediate physical surroundings often shape guest satisfaction in hotels. Among all departments, housekeeping has the most direct role in this. Room cleanliness, general hygiene, and readiness at check-in are key factors that influence both guest feedback and return intentions (Tom and Thomas, 2013; Kawachart, 2013).
Cleanliness remains a top priority. Many guests rank it above price or location. Reviews frequently highlight this aspect as central to their experience (Septiany et al., 2024). A study on resort hotels revealed a strong correlation between staff performance and satisfaction scores, with a recorded correlation coefficient of R = 0.78 (Septiany et al., 2024). This connection was also visible during the placement. When internal audits fell below 85 per cent, the cause was usually missed details. These lapses often occurred when staff attention was diverted to one-off daily tasks instead of adhering to standard procedures.
To manage quality, many hotels use structured tools such as the SERVQUAL model or in-house audits. These help track gaps in service. Nonetheless, they are only effective if supported by clear guidelines, stable workloads, and basic technical knowledge (Mchigani et al., 2019; Latif and Permana, 2023). Without these, even well-planned systems fail to deliver consistent outcomes.
2.2. Staff Satisfaction and Motivation in Hospitality
Workplace motivation in hotels depends on how tasks are managed and how staff feel about their role. Herzberg’s Two-Factor Theory splits this into two parts: one that relates to positive engagement, and another that prevents dissatisfaction (Herzberg et al., 1959).
At the placement hotel, staff responded well to being recognised after difficult shifts. Comments from supervisors often raised morale more than monetary rewards. At the same time, unplanned shift changes caused stress. According to Dewi et al. (2014),  these changes led to fatigue and a decline in attention to detail.
Previous research has shown that staff motivation significantly influences service outcomes and team stability. In one study, hotel employees valued autonomy and responsibility more than salary increases (Ann et al., 2023). On the other hand, unclear instructions and poor supervision reduced job satisfaction. Overloaded shifts and limited training exacerbated the situation, contributing to increased staff turnover (Sobaih and Hasanein, 2020). Housekeeping, where the pace is fast and tasks are physically demanding, is especially vulnerable to these risks.
2.3. Training and Professional Development
Training plays a key role in housekeeping. It shapes how staff handle tasks, follow safety steps, and meet service standards (Hidajat and Mansur, 2024. During the placement at DoubleTree Southampton, lower audit scores often followed long gaps without any refresher input after initial induction.
Studies show that structured training helps reduce mistakes and improve job confidence. When supervisors explained tasks on the spot or demonstrated a process, staff reacted more positively. These small actions made them more focused and less anxious (Abdelhamid, 2019).
In other hotel settings, simulation exercises and basic mentoring have helped maintain consistent performance (Wijoyo et al., 2024). Staff are less likely to forget key steps when there is some follow-up beyond the first week (Gazija, 2011). At DoubleTree, missing this step often led to avoidable errors. Cleaning tasks were skipped or done poorly, especially under time pressure.
Without some form of regular training, quality starts to drop. Reviews mention overlooked details. Internal checks point to missed targets. These patterns suggest that professional development is not just a one-time process. It supports staff retention and guest satisfaction in a practical and repeatable manner (Ameeq and Hanif, 2013).
2.4. Leadership and Communication in Hotel Settings
Supervisors affect how hotel teams perform. In housekeeping, this effect is apparent (Pratiwi et al., 2024). At DoubleTree, fewer problems came up when team leads involved staff in task planning and shift briefings. This gave staff a clearer picture of what was expected.
Good communication reduces confusion. Short talks before shifts helped clarify duties and solve minor issues early. These moments were often more effective than written notices (Manaf, 2016). When this step was skipped, the number of mistakes increased. Some rooms were checked twice, while others were missed.
Past research indicates that leadership style is more significant than pressure or workload in determining results (Pratomo and Zulkarnain, 2021). Staff are more focused when they understand what needs to be done and why.
In departments where tasks are routine and physical, clear messages and some level of team input can improve the workflow. These methods reduce friction, support better service delivery, and help avoid repeated breakdowns in task execution (Made et al., 2024).
2.5. Impact of Scheduling Practices
In-housekeeping, how shifts are planned affects team morale and day-to-day results, according to Yuniartha et al. (2015). During the DoubleTree placement, staff often raised concerns about schedule changes made on short notice. These shifts disrupted routines at home and made it harder to stay motivated at work.
Some staff members mentioned that late updates to the roster created a feeling of being unsupported. Others said it caused tension among the team, especially when certain employees were seen as always covering extra shifts. Studies confirm that unstable scheduling increases stress, absence rates, and staff turnover in physical job roles (García-Buades et al., 2024).
When staff are not included in scheduling, it weakens their connection to the job. On the other hand, consistent planning creates a better flow during busy periods and gives employees a clearer sense of control (Carles et al., 2023). At DoubleTree, better performance often followed days with no sudden changes.
Research also links well-structured shift plans with lower costs and fewer service errors (Rocha et al., 2012). During the placement, audits were more positive on days when the roster was stable. Fewer mistakes were made, and shift transitions were smoother.
2.6. Gaps in Existing Literature
Studies on hospitality often explore themes such as motivation, guest satisfaction, and leadership. However, most focus on each topic separately. Few researchers have investigated the relationship between scheduling and communication, fairness, or trust within hotel teams.
Another gap appears in the type of hotels that are studied. Most research is based on large international brands. There is limited evidence from UK mid-scale hotels, despite these hotels operating under different pressures than premium ones (Murasiranwa et al., 2010; Murasiranwa, 2012).
There is also a lack of research comparing guest expectations to actual service delivery in this category of hotels. This gap is particularly significant in hotels with limited staff and high room turnover (Carey, 2012).
This dissertation draws from ten weeks of experience in a mid-range property. The findings are based on real work patterns and aim to build a clearer picture of how scheduling, communication, and performance relate inside a department that often receives less academic attention.
2.7. Connection to Research Questions and Placement Experience
During the ten-week placement at DoubleTree Southampton, several patterns repeated across shifts. The most frequent problems matched those already noted in earlier studies. In particular, sudden schedule changes and a lack of refresher training led to mistakes during room preparation, resulting in lower audit results. These issues are common in mid-scale hotels, where staff and time are limited (Hanif, 2013; Mchigani et al., 2019).
Team members voiced frustration when their shifts were changed without notice. Some said it disrupted home life, while others said it made the team harder to manage. These points align with broader findings in hospitality research on how irregular shifts impact mood and task focus (Carles et al., 2023). Training gaps were also evident. New staff often lacked knowledge about deep-cleaning procedures or how to respond to guest requests promptly.
These experiences guided the research aim. While earlier work has studied these elements separately, fewer have examined how they connect in practice. This study brings the themes together, based on direct observation, to offer ideas that align with real-world housekeeping operations.


Chapter 3 - Research Methodology
3.1. Research Philosophy
This study adopts an interpretivist perspective, which focuses on how individuals understand and respond to their work environment. Unlike approaches based on measurement or general rules, this view supports research built on experience and observation. It works well for studies where meaning is shaped by social interaction (Thanh and Thanh, 2015). Since this research looks at staff reactions to leadership, scheduling, and training, it relies on how people describe and make sense of their roles in daily hotel work.
3.2. Research Design
The study is structured as a single case study. It focuses on a single housekeeping team within a hotel. This format allows the researcher to stay close to daily events and see how different elements connect in practice (Ngulube, 2021). The hotel placement offered regular access to staff routines, allowing for steady observation over time.
3.3. Data Collection Methods
a) Observations during Placement
Observation took place across ten weeks. Notes were taken during shift meetings, cleaning rounds, and informal interactions. Key focus areas included how staff reacted to last-minute changes, supervisor instructions, and routine tasks.
b) Informal Conversations with Staff
Brief conversations were held with five room attendants and two supervisors. These were not recorded but documented in a reflective journal. Topics included shift planning, training, and the way supervisors communicated expectations.
c) Review of Internal Documents
Training schedules, audit checklists, and SOP guides were reviewed, with access granted. These documents were compared with actual tasks. Discrepancies, such as audit scores below the 85 per cent benchmark, were noted and linked to gaps in daily practice.

3.4. Data Analysis Method
Thematic analysis was used to study the data. Braun and Clarke’s (2006) six-step model guided the process. First, notes and journal entries were reviewed to become familiar with the material. Then, codes were created to group similar ideas. These were sorted into broader themes, such as “training gaps,” “leadership style,” and “schedule changes.” The themes were then checked against the research aim to confirm their relevance.
This method allowed the researcher to work from the data outward, rather than fitting results into a fixed model. It also supported the mix of observation notes, staff comments, and document reviews (Nowell et al., 2017).
3.5. Ethical Considerations
The study followed university ethics rules. All participants gave verbal consent. No personal details were recorded. Conversations took place informally, and access to internal material was granted only with approval from a supervisor. To reduce bias, the researcher kept a daily journal. Entries reflected on decisions and reactions to events, to separate observation from interpretation.
3.6. Limitations
There were some limits to the study. The data were collected from a single hotel over ten weeks, so the findings may not be applicable in a general context. Conversations were not formally structured, which affected consistency. The researcher’s dual role as both observer and team member may have influenced some of the results. However, journaling was used to reflect on this position and reduce its influence (Watts, 2011). Audio and video recordings were avoided, which limited the level of detail in some interactions. However, the approach enabled a close analysis of daily practice and yielded findings relevant to similar hotels.



Chapter 4 - Findings and Discussion
4.1. Findings 
4.1.1. Scheduling Inconsistencies
During the placement, shift changes became one of the most common sources of frustration. In many cases, staff received rota updates late, sometimes just hours before a shift. These last-minute changes caused problems with travel, childcare, and rest. For a few days, team members did not show up at all, and the remaining staff had to cover more rooms.
One of the staff members shared how unpredictable scheduling affected their routine. They described mornings when a message would arrive, notifying them that their shift had been changed at the last minute. This constant uncertainty made it difficult to plan anything outside of work, whether personal errands or time with family. It was not just inconvenient; it created a sense of instability that shaped how they approached each day on the job. Others said they felt left out of decisions and that the changes made their job more stressful.
This experience is reflected in the research. Kim, Hu and Harold (2025) found that sudden scheduling changes affect trust and motivation. At DoubleTree, staff with children or other care duties said they often struggled to adjust. Even those willing to help felt discouraged by the lack of communication. Ingram, Murphy and Weinland (2022) note that giving employees some input makes a clear difference.
There were also clear operational issues. When the early team was short, rooms were not finished by check-in time. This slowed down the afternoon shift and affected the guest experience. Some attendants were given heavy shifts or back-to-back weekends, while others had more balanced hours. This led to comments about unfairness and favouritism.
Staff said they did not expect perfect schedules. What they wanted was more notice and a chance to raise concerns. Many believed that more precise planning would reduce stress and make work more organised. Based on observation and informal talks, it was clear that a predictable and fair rota system would benefit both staff and service.
4.1.2. Lack of Training Initiatives
Another issue was the lack of regular training. New staff were given a basic induction, but it focused more on hotel rules than practical work. There was no training on how to deep-clean rooms, set up for VIPs, or handle guest complaints. These tasks were often learned by copying others.
There was also no follow-up. Long-term staff members reported that they had not received any refresher training since they started. One staff member noted that unless an audit failed, no one checked their cleaning. Without oversight, they simply followed habits that had been picked up over time.
Audit results showed the impact. Rooms lost points for things like untidy linen or uncleaned surfaces. These were not significant mistakes, but rather repeated details that highlighted skill gaps. Khanfar (2011) found that service quality in hotels declines when training is not kept up to date. The same pattern appeared here.
Training is not just about performance. It also affects how staff feel about their work. According to Wijoyo et al. (2024), teams that get regular feedback and practice tend to be more motivated and make fewer mistakes. At DoubleTree, some staff avoided more detailed tasks unless asked. They did not feel confident doing them independently.
This aligns with findings from Lan et al. (2021), who suggest that staff require hands-on learning and explicit instruction, rather than just one-off explanations. When that is missing, even experienced workers lose track of best practice.
Throughout the placement, it was evident that the lack of structure in training had a negative impact on quality and morale. Simple errors went uncorrected, and staff felt unsure about what was expected. These results support the need for consistent, practical training that aligns with daily work, rather than just one-time inductions.
4.1.3. Management Communication Patterns
During the placement, communication from supervisors was often unclear or inconsistent. Some instructions were passed on verbally at the start of the shift, while others came later through side comments or reminders. On several days, staff were given different priorities by different team leaders. One morning, a supervisor requested the rapid cleaning of stayovers, while later in the same shift, another supervisor prioritised unoccupied rooms for cleaning first. These changes caused confusion and delayed progress.
Not all team members were aware of the priority. Some followed what they had heard from others, while some waited for direct orders that never came. Shift briefings were not always held, and when they were, they were often conducted in a rushed manner. Without a clear message, staff sometimes overlooked small but significant steps, such as replacing toiletries or adjusting the room layout for VIP guests.
This pattern reflects what Widiastini et al. (2024) described in their study. When communication is fragmented and standard procedures are not reinforced, mistakes increase, and teamwork weakens.
Tone also mattered. Some supervisors were approachable and checked in with the team on a regular basis. Others gave instructions harshly or dismissively. One employee admitted that despite doing their best, it often felt like everything they did was wrong. On days when supervisors were more relaxed and clear, the team worked faster and with fewer problems.
This observation aligns with findings from Pratiwi et al. (2024), who discovered that leadership style and the way tasks are explained impact not only performance but also staff members' job satisfaction.
 When briefings were skipped or too quick, the team lost time and had to recheck tasks. This showed up in lower audit scores and occasional guest complaints. Based on what was observed, communication needs to be more structured and used as a tool to guide, rather than instruct.
4.1.4. Audit Results and Their Impact
Internal audits were conducted during the placement to assess the quality of service in the rooms. The target score was 85 per cent. In most cases, the scores were lower, usually between 78 and 83 per cent. The main issues were minor but repeated. Mirrors had marks, toiletries were missing, and beds were not folded the same way across rooms.
Some staff said they became nervous when an audit was announced. One team member described how tense things became on certain days, saying it felt more like being judged than supported.
Others seemed less concerned. They explained that nothing changed after audits, so they stopped paying attention to the scores.
This reaction reflects a broader issue. According to Manuaba and Rm (2019), audits only improve quality when staff are part of the feedback process and receive some support afterwards. At DoubleTree, that support was missing. Feedback was either handed out in writing or not given at all.
When rooms failed, there were no refresher sessions or follow-up coaching. Staff continued with their usual routines, even when results showed the same problems. This created the impression that the audit was focused on numbers, rather than improvement. Wood et al. (2005) noted that audits need to be part of a larger system with clear actions and coaching to have real value.
Staff were not against the idea of audits. Most said it was useful to check quality. What they questioned was how the results were handled. Ann et al. (2023) found that when audits are treated as learning tools, staff feel more involved and perform better. That was not the case here.
In short, audits at DoubleTree checked standards but had a limited effect on practice. Without clear feedback and follow-up, the process felt disconnected from daily work. Staff saw the results but did not see a reason to change.
4.1.5. Fishbone Analysis of Audit Underperformance
To understand why room audits often scored below the target, a Fishbone Diagram (Ishikawa, 1985) was created using notes and placement observations. This visual tool helps break down a problem into smaller causes. In this case, it shows what may have contributed to low or uneven audit results during the ten weeks.
The diagram includes six areas: People, Management, Training, Tools and Resources, Environment, and Process. Under “People,” the main problems were high staff turnover, low morale, and lack of experience. This concept is linked to Herzberg’s theory, which suggests that job security and feeling valued significantly impact motivation (Herzberg et al., 1959).
“Management” referred to unclear guidance and a lack of follow-up. Some supervisors gave instructions that changed from one shift to the next. “Training” was lacking in refresher sessions and unclear updates to cleaning standards. This was consistent with patterns described by Lan et al. (2021).
In “Tools and Resources,” staff mentioned issues with old equipment. The “Environment” category included time pressure and busy days. “Process” pointed to missed handovers and unclear shift routines.
Bringing these categories together helped illustrate how several minor issues accumulated over time. Audit performance was affected by more than one factor. The diagram indicated that better results would require adjustments in communication, staff support, and the planning and handover of shifts.
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Figure 1: Root Cause Analysis 
4.2. Discussion
4.2.1. Relating Findings to Existing Literature
The placement findings revealed a clear connection to several of the ideas discussed in Chapter 2, although some differences highlighted gaps between theory and practical application.
Shift changes at short notice, which caused stress and confusion for staff, reflected what Kim et al. (2025) described as a break in the psychological contract. At DoubleTree, this led to lower morale and higher absenteeism, which supports their findings. Jockvom et al. (2016) also argued that fair shift rotation helps staff retention. This was not in place during the placement, as some team members had more demanding schedules than others.
[bookmark: _Hlk200322395]Training also followed patterns seen in the literature. Al-Raggad (2017) found that service quality drops when staff do not receive follow-up training. At DoubleTree, there was no system for updating staff skills after induction. This confirmed what Lan et al. (2021) said about the need for regular, hands-on training. However, one aspect the literature overlooked was the extent to which team members associated good training with feeling valued. Several staff said they wanted more guidance, not just to improve but to feel noticed.
Communication showed mixed results. Zhu et al. (2024) explained that clear, supportive communication improves staff engagement. This matched what was seen when supervisors gave clear briefings and checked in with staff. But this did not happen every day. Often, instructions were rushed or missing, and some team members relied on one another to determine what needed to be done. The literature assumes a certain level of structure that was not always present during the placement.
Audits also worked differently in practice. Studies by Wood et al. (2005) and Manuaba and Rm (2019) have shown that audits can help improve standards when linked with coaching and feedback. At DoubleTree, audits occurred frequently, but follow-up was often weak or absent. Staff were either nervous or uninterested. Some felt blamed, while others said there was no point in paying attention because nothing changed. This indicates that the audits were not functioning as intended as a development tool, contrary to the theory.
Overall, the placement findings supported many points from the literature. However, the way these ideas were applied, or not used, in daily work revealed that more attention is needed to how things work under pressure or with limited time and support.
4.2.2. Implications for Staff Morale, Service Quality, and Performance
The placement experience made it clear that the way staff feel at work directly shapes how well they carry out their tasks. When morale dropped, service standards followed. This pattern repeated often, especially when rosters were changed at the last minute or when staff received little to no feedback during busy periods. In these moments, errors increased, and maintaining guest satisfaction became more challenging.
Faozen (2023) reached a similar conclusion, noting that low morale often translates into slower task completion and higher mistake rates. That observation matched daily shifts at DoubleTree, where stress became visible when workloads increased without warning or when instructions lacked clarity. Some attendants said that unclear expectations made them second-guess even basic routines.
Communication also had a strong influence. Hartline and Jones (1996) described how guest experience is shaped by small but visible staff behaviours: tone of voice, timeliness, and room presentation. When the team felt supported, these aspects improved. On days when supervisors were rushed or unavailable, there were more cases of missed items or rooms not being ready by check-in time.
Service quality was also affected by how well staff were trained and kept informed. Tom and Thomas (2013) utilised the SERVQUAL model to identify gaps in hotel operations, highlighting that inconsistent training frequently yields uneven results. This mirrored several audit cycles at DoubleTree. When briefings were skipped or standards not reviewed, audit points were lost for minor but recurring errors, such as fingerprint marks or missing toiletries.
Mchigani et al. (2019) accentuated that even minor changes in cleaning quality can significantly influence guest satisfaction and prompt managers to follow up. This was confirmed during placement. When audit results dropped, attention from supervisors increased, but this rarely came with training. Feedback was often written down without discussion.
In conclusion, morale, communication, and clear expectations had a more substantial influence on performance than any checklist. Training and leadership style made the difference between merely completing tasks and doing them well. This supports the view that hospitality quality depends more on how people are led and supported than on how tasks are planned on paper.
4.2.3. Placement Reflections vs. Theory
The experience at DoubleTree Southampton helped test how far theory matches what happens in practice. Some parts of the academic models were confirmed, while others seemed less visible on the ground.
Herzberg’s Two-Factor Theory was relevant throughout the placement. When base conditions such as fair shifts or basic recognition were missing, staff disengagement increased. However, these conditions alone did not raise motivation according to Pacatang et al. (2024). Conversations often returned to the same points: lack of training, inconsistent hours, and minimal feedback. Staff were more likely to stay focused when they felt involved and supported, rather than just being scheduled correctly (Putranto et al., 2023.
Some situations reflected key aspects of established leadership models, demonstrating how theory can align with real-world workplace dynamics. According to Gordon et al. (2019), when supervisors took time to explain tasks clearly or used a calm tone, performance improved. This was especially noticeable during busy shifts. At the same time, many instructions were rushed or unclear, which caused delays or duplication of tasks. Based on the study by Uen et al. (2018), these moments highlighted how leadership can impact outcomes, even when the workload remains the same.
In theory, systems such as audits and feedback are meant to build consistency (Willborn, 1986). On-site, that pattern was more complex to see. Audits happened, but the follow-up was uneven. Staff said they often did not hear the results, and when they did, it was brief or general. Training sessions to correct mistakes were rare.
The SERVQUAL model also assumes shared standards, but the placement showed that different roles bring different views. What mattered to managers during audits did not always align with what staff or guests cared about on a day-to-day basis.
Looking across the findings, the theories were valid, but their application depended on how organised or flexible the setting was. As Torres (2024) notes, practice often moved faster than theory allowed for.
4.2.4. Unexpected Insights and Contradictions
While much of the placement experience matched the theory, some aspects stood out as less predictable. One of these was how staff reacted to internal audits. Unlike what Ann et al. (2023) and Wood et al. (2005) described, many room attendants at DoubleTree did not treat audits as important. Several respondents stated that they had little impact on their daily work and were viewed more as management routines than as valuable tools.
This reaction seemed linked to what happened after audits. Results were shared inconsistently and rarely followed by training or clarification. Feedback was either vague or missing. That, according to Christina et al. (2016), lowered the perceived value of the audits. As shown in Manuaba and Rm (2019), audits tend to be more effective when they are part of a system that includes regular guidance and staff involvement. That link was not strong in this case.
Another point of contrast with theory came from the leadership style. Pratiwi et al. (2024) highlight the benefits of supportive supervision. However, Boğan and Dedeoğlu (2017) found that not all staff found this helpful. More experienced attendants often said they preferred to work without constant direction. Some found close supervision unnecessary and even disruptive. Li et al. (2023) suggest that employees' needs differ depending on tenure, which is rarely addressed in general models.
Training followed a similar pattern. Staff who had received some form of instruction still struggled when no follow-up occurred. Without reminders or on-the-job corrections, performance standards dropped over time. That adds to the idea discussed by Sharma (2020) about theoretical models, while useful, often overlooks how time pressure and routine shape behaviour on the ground.
4.2.5. Implications for Practice and Future Research
Based on these findings, there are several areas where hotels could adjust their approach. One is staff development. Induction alone is not enough. New and long-term employees would benefit from regular, hands-on training. Practical sessions, especially those based on current gaps, can help stabilise quality. Lan et al. (2021) support this view, showing that practice-based training raises both standards and confidence.
Another is how audits are used. At present, they often exist separately from daily operations. To make them more effective, results should be shared clearly and followed by action. Short meetings, focused on recent findings, can help audits support staff rather than alienate them. This is also reflected in the recommendations by Manuaba and Rm (2019).
Shift planning is another area for improvement. Frequent changes led to stress and confusion. Several attendants mentioned that it was hard to maintain motivation when rotas changed without notice. Scheduling policies that incorporate some degree of staff input or follow a predictable pattern could help address this issue. Kim et al. (2025) show that staff performance improves when there is fairness in shift allocation.
For researchers, more attention should be paid to how theory plays out in mid-scale hotels. Many studies look at high-end or international chains. Yet operations at DoubleTree showed that staff roles, training access, and audit procedures can differ widely. More UK-based case studies would provide better insight into how housekeeping departments function in this context.
4.2.6. SWOT Analysis
Strengths
The hotel benefits from having formal procedures in place. These offer a basic framework for tasks and help reduce guesswork. Staff are aware of the expectations regarding room cleaning and hygiene checks (Siguaw and Enz, 1999).
A short induction is provided for new staff. While not extensive, it introduces key routines and rules. This gives a starting point for understanding daily tasks, even if later support is lacking (Chiang et al., 2005).
Some employees have worked at the hotel for several years. Their familiarity with seasonal trends and repeat guests helps maintain a basic level of service. Informally, they support new staff and help fill gaps left by the absence of formal training (Wijoyo et al., 2024).
Internal audits are conducted regularly. While opinions on their usefulness vary, these checks provide the department with a means to monitor standards. When followed by feedback, they can support improvement (Wood et al., 2005).
Weaknesses
Scheduling practices caused problems throughout the placement. Shifts were changed on short notice, which disrupted routines and affected attendance. This issue was frequently mentioned in staff conversations and reflected broader research on rota instability (Kim, Hu, and Harold, 2025).
There was no clear structure for continued training. After the initial induction, staff were expected to learn through hands-on experience. This led to gaps in quality, making it harder to maintain consistent performance (Nestoroska and Petrovska, 2014).
Communication from supervisors lacked clarity. Instructions were sometimes skipped or differed between team leaders. Briefings were rushed or absent. As a result, tasks were misunderstood, and staff morale dropped (Iwara et al., 2020).
Audit feedback was rarely used to guide improvement. Staff reported that results were often shared too late or ignored. Without follow-up or training, audits were seen as formalities rather than tools for progress (Manuaba and Rm, 2019).
Opportunities
There is room to improve scheduling. Tools that allow staff to provide input or swap shifts could help reduce stress and foster trust. Studies show that consultative approaches increase rota reliability (Ni Made et al., 2024).
Small-scale training could be introduced. Monthly sessions focused on single tasks might lift performance and confidence. These updates would not require significant resources but could still have a measurable impact (Abdelhamied, 2019).
Improving team briefings may also help. Supervisors would benefit from clear guidelines on how to communicate tasks. Consistency here could remove confusion and improve output (Karatepe, 2014).
Audits could be reframed as learning exercises. Involving staff in reviews or using small rewards for improvement might change how they are received (Ann et al., 2023).
Threats
Staff shortages remain a concern. The sector has struggled with recruitment, especially for back-of-house roles. This pressure could continue (ONS, 2024).
Failing to raise audit scores might draw negative attention. Without support structures, audits could become risks instead of safety nets (Wood et al., 2005).
Manual tools also present problems. Paper rotas and checklists slow down operations and make errors harder to track. Hotels that utilise digital platforms may gain a competitive edge (Sheresheva et al., 2019).
Ongoing stress can affect staff wellbeing. When workers feel unsupported or overlooked, they disengage. Over time, this can damage both service and workplace culture (Sobaih and Hasanein, 2020).
4.2.7. PESTLE Analysis
Political
After Brexit, hiring staff for housekeeping became more difficult. Fewer EU nationals are entering the UK hospitality sector, which has led to increased recruitment costs and delayed onboarding (MooreKS, 2024). For hotels like DoubleTree, this means relying more on local hires, often with less experience. Additionally, local authorities are now conducting stricter checks on health and fire safety. These inspections require clear records and up-to-date procedures. Housekeeping teams are directly affected, as audits depend on their ability to follow rules and maintain standards (Morrison, 2020).
Economic
Hotel budgets are still tight. The financial damage from the pandemic has not yet been fully mitigated, especially in mid-range hotels like DoubleTree (Radivojević et al., 2023). Wages are rising. So are energy bills. These costs impact what managers can allocate to staff training and new equipment (Nuskiya et al., 2020). There are also fewer workers than before. Many left the hospitality industry during lockdowns and never returned. Others have taken jobs with better hours. Because of this, teams are stretched thin. This leads to increased pressure on those who stay, which affects their ability to perform and their overall work experience (ONS, 2024; WTTC, 2023).
Social
Guests now want to see that the rooms are adequately cleaned. They look for visual signs—sanitiser bottles, sealed toilet seats, fresh gloves. Staff have noticed this change. They feel watched more often and are under pressure to adhere to procedures (Carey, 2012). At the same time, staff expectations are also shifting. Many want more precise shifts and fewer last-minute changes. During the placement, rota complaints were common. These concerns are not just personal—they reflect a bigger change in workplace values (Morrison, 2020). If teams feel ignored, they lose motivation. Over time, this affects their performance in the job.
Technological
Hotels are gradually implementing digital systems to manage staff and tasks. Apps like Quore or Optii enable supervisors to track progress and adjust shifts without relying on paper logs (Radivojević et al., 2023). These tools are not always utilised, but when they are, they are beneficial. They save time and reduce confusion. Additionally, newer training methods are becoming increasingly common. Some brands use virtual reality to teach cleaning techniques. This helps staff practise without needing live rooms. It is also safer and more consistent (Rohlikova et al., 2022). These systems are helpful, but only if there is time to train people properly.
Legal
Housekeeping rules are strict. Staff have to follow safety rules when handling chemicals, lifting beds, or using trolleys. These are legal duties, not just good practice. Hotels that ignore these risks can face serious consequences (Gov.uk, 2023). The law also applies to how data is stored. With more tech tools in use, staff names and shift data are being tracked. GDPR covers this too. Employees must be told how their data is used. If mistakes happen, the hotel may face penalties (Morrison, 2020). For this reason, basic legal training should be part of routine staff sessions.
Environmental
Sustainability is now part of hotel operations. Cleaning teams are expected to use fewer chemicals, minimise water waste, and properly recycle materials. At DoubleTree, these steps are encouraged through updated Standard Operating Procedures (SOPs). Some hotels reward staff who meet green targets or join eco-certification schemes (WTTC, 2023). These efforts do more than protect the environment. They give staff a reason to take pride in their work. When employees feel involved in something meaningful, morale improves. But without clear communication and support, green practices are often rushed or skipped (Pizam, 2010).







Chapter 5 - Conclusion and Recommendations
5. Conclusion 
This research investigated the impact of shift planning, staff training, and supervisor communication on the performance and morale of housekeeping teams in a mid-range hotel. The placement at DoubleTree by Hilton Southampton provided direct insight into how these three elements played out daily. Unlike theoretical models that often assume a consistent operational structure, this study looked closely at what happens on the ground.
The aim was to examine how scheduling stability, practical training support, and communication habits shaped service delivery and team engagement. The goal was not to idealise these processes but to understand them through real-world observation. While some patterns followed what theory suggests, others revealed tensions between expectations and execution. Audit outcomes and guest satisfaction formed part of the analysis, not just as results but as reflections of how these internal practices functioned together.
The findings show that scheduling had a noticeable impact. Rota changes often came with very short notice. Staff found this disruptive, especially those with other responsibilities outside of work. Over time, this created tension and resulted in a decline in reliability. It was not the schedule itself that was the issue, but how it was communicated and managed. This unevenness fed into how people felt about their work and their trust in leadership.
Training was another point of concern. The initial induction covered general policies, but there was no structured follow-up. Over time, even experienced staff began to drift from standard procedures. This was especially evident during audit checks, where minor but consistent errors were noted. These mistakes were rarely due to laziness or lack of effort but seemed to reflect gaps in support and reinforcement.
Supervisory communication varied widely. Some team leaders explained tasks clearly, solicited feedback, and provided regular updates. Others skipped briefings or gave conflicting messages. This inconsistency sometimes left staff guessing. A few relied on more experienced colleagues rather than going to supervisors. The lack of a stable communication pattern made it harder for the team to stay coordinated.
Internal audits were intended to identify weaknesses and promote improved results. In practice, they were met with mixed reactions. Some staff felt anxious, especially when audits came without warning. Others ignored them altogether, seeing no change after previous checks. When results were not followed by training or guidance, audits lost meaning. They became routine rather than instructional.
What stood out was how theory and reality often do not align. Many frameworks assume systems are in place and functioning. On-site, those systems were usually partial or improvised. Some staff preferred working independently, even if this meant ignoring parts of the standard procedure. Their experience enabled them to deliver acceptable outcomes, but the variation in approach contributed to inconsistency.
This study highlights the connections between planning, leadership, and performance in settings that often lack robust structure or substantial investment. It illustrates how minor breakdowns in routine, such as late shift notices, missed briefings, and unclear roles, can accumulate and impact service quality.
It also highlights the limits of existing hospitality literature when applied to mid-scale hotels. Many studies are based on luxury brands that vary in terms of staffing, training budgets, and technology. This research offers a different view. It demonstrates how adjustments to scheduling or communication, even without significant spending, can make teams more stable and better prepared.
The placement experience adds weight to the idea that practical, low-cost changes can have long-term value. These include clearer scheduling systems, brief and regular training refreshers, and structured daily check-ins from supervisors. These actions are not new, but their importance is often overlooked when resources are limited. By returning to the basics, hotels like DoubleTree can strengthen both staff morale and guest-facing outcomes.
5.1. Final Reflection
The placement at DoubleTree Southampton offered more than just a setting for data collection. It became a way to observe the daily realities of hotel work up close and personal. Over time, it became clear that minor, repeated lapses, such as missed briefings or late rota updates, were not isolated issues. Instead, they contributed to wider operational friction and staff frustration.
This research demonstrates that service quality is heavily dependent on how people are treated at work. Tasks such as scheduling, team communication, or supervisor feedback are often seen as routine, but they carry a deeper meaning. They reflect how much the organisation values its employees. When these systems break down, the message received by staff is one of neglect or disinterest. On the other hand, consistent leadership and transparent communication help build trust and foster a sense of purpose. If managers approach these areas with more awareness, they can create teams that are both more stable and more motivated.
Going forward, researchers and practitioners should pay greater attention to these minor but repeated interactions. It is often in the everyday moments (when the rota is set, audits are followed up, and feedback is given) that a hotel's culture becomes visible. These micro-level behaviours shape the environment more than abstract strategies. Recognising their impact is a step toward more grounded and practical leadership in the hospitality industry.
5.2. Recommendations 
5.2.1 Strengthen Rota Stability
The placement revealed that unpredictable scheduling was one of the primary reasons staff members felt frustrated or undervalued. Last-minute changes often caused stress and disrupted service flow. Posting rotas two weeks in advance would give employees more control over their routines. Kim, Hu and Harold (2025) suggest that advance notice helps reduce absenteeism and promotes a stronger sense of commitment. Staff involvement in rota planning is another option worth considering. Using simple digital tools that enable employees to indicate their availability can lead to a fairer distribution and reduce perceived bias. This idea aligns with the findings of Ni Made et al. (2024), who demonstrated a link between participatory planning and improved staff morale. In addition, building a small team of flexible “float” staff could prevent burnout among regular team members and provide support when emergencies occur, a strategy long supported by Siguaw and Enz (1999).
5.2.2. Add Follow-Up Training Monthly
Formal induction was present at DoubleTree, but further training was lacking. Over time, this created inconsistencies in how rooms were cleaned or audits were conducted. A simple change would be to offer monthly refresher sessions. These could focus on one task at a time and require no more than fifteen minutes per session. Abdelhamied (2019) support this approach, demonstrating that it improves accuracy and reduces errors without burdening the team.
5.2.3. Clarify Supervisor Communication
Staff reported confusion when supervisors gave inconsistent or rushed instructions. One practical step would be to introduce standardised shift briefings each day, led by a single team leader. This would help align everyone and reduce the frequency of repeated mistakes. Pratiwi et al. (2024) stress that clarity from leadership, especially in routine settings, supports better cohesion and fewer service errors.
5.2.4.Make Audits More Collaborative
Audit scores were a source of stress, but not a source of learning. Many staff said they rarely received follow-up explanations. Instead, audits should become collaborative. Brief review meetings could walk staff through what went well and what needs work. According to Manuaba and Rm (2019), audits that involve the team in problem-solving rather than just scoring are far more effective in improving standards.
5.2.5. Use Peer Learning and Recognition
Some of the best support came informally from experienced staff helping newer ones. This should be recognised as a strength. Creating a rotating system where peers share techniques could help disseminate best practices. Wijoyo et al. (2024) showed that peer-led guidance is beneficial in high-turnover roles. Recognition, even informal, plays a significant role in morale as well. Herzberg et al. (1959) argued that appreciation can be as effective as pay when resources are limited.
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