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Preface 
In the final phases of Hotelschool the Hague, student undergo a transformation known as 

LYCar (Launching Your Career), preparing them to become a hospitality leader in the field 

of their choice. Students are required to create a Company Project Report following the 

process of Design-Based Research, as well as create a Career Portfolio to self-reflect on 

their growth during this transformation. 

The topic of this paper was commissioned by Felix Nees, someone whom I have worked 

closely with during my internship at Cushman & Wakefield in Prague. The topic is 

something I have experienced closely, as my satisfaction and motivation suffered at the 

multitude of repetitive and tedious tasks to be completed.  

I took initiative into creating a document to automate one of these repetitive tasks, and 

after receiving overwhelmingly positive feedback, I wanted to discover to which extent 

this repetition could be diminished. 

Seeing how my peers at the company experienced similar feelings of stress and 

demotivation, I became inspired to make a change and discover ways to unlock the 

creative potential these young employees have. 

 

Marco Griep  
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Executive Summary 
Over two-thirds (67%) of global office workers feel like they are constantly repeating the 

same tasks over and over again, according to a recent survey performed by a leading 

enterprise automation software company.  

The employees (specifically the starters and interns) of Cushman & Wakefield in Prague 

(C&W) are not finding joy in their work, which is evident from numerous feedback sessions. 

After a brief analysis of the root problems causing this low job satisfaction, it is found that 

the abundance of tedious, repetitive tasks leads to less joy in their work. In turn, this leads 

to less time that could be spent on enjoyable and self-developing tasks. 

Following this, a Main Research Question was developed: 

 

“How can the hospitality team of Cushman & Wakefield improve 

the aspects of monotonous tasks which have a negative impact on 

job satisfaction among starters and interns?” 

 

A literature review was conducted, with a goal to provide background details of the key 

concepts and theories of the study. It was found that simply reducing the time and/or 

number of repetitive tasks is not enough, and that the balance between variety and 

specialisation should also be taken into consideration. Also, a correlation of job tenure and 

job satisfaction could be found, yet due to the reliance of job satisfaction on other external 

factors such as compensation, it is too premature to conclude anything. Automation was 

found as a widely acclaimed and proven solution to monotonous tasks. Several noteworthy 

gaps were also found in the literature: a gap of automation in the lens of the commercial 

real estate sector, and a gap of the influence of repetitive tasks in the commercial real 

estate sector. Finally, a conceptual framework was designed to create a visual stimulus of 

what the study is aiming to achieve. 

 

Based on the findings of the literature review, three secondary research questions were 

developed. This led to the methodology of the study, which is qualitative in nature, using 

interviews, focus groups, and observations as a method of research. Due to the 

exploratory nature of the main- and secondary research questions, semi-structured 

interviews were chosen to be conducted, using an inductive relational content analysis 

strategy to analyse the findings. Furthermore, various measures were taken to ensure an 

ethical approach to the data collection, analysis, and dissemination. 

 

Four interviews and one focus group were conducted. Based on the analysis of the 

transcriptions, the research findings were written. It was found that the starters and 

interns of C&W seek more variety in their work, and that the satisfaction that they 

perceive from specialising in their work has faded away. The tasks that were perceived 

as most monotonous included recording transactions, performing market analyses, 

formatting, and organisational tasks. The respondents named numerous potential 

solutions for the problem; primarily the use of automation and standardisation. 

The findings from the qualitative research were then aggregated with the findings in the 

scientific literature, and the sub-research questions were answered.  
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The Main Research Question was answered with a means of a solution design. The 

defined solution is to allow and empower the starters to implement automation and 

standardisation in their work, following a predetermined schedule to ensure the 

effectiveness of the solution. Besides that, the sense of variety and specialisation is 

improved by enforcing cross-departmental initiatives to the job design, and widening the 

decision-making process to allow for more collaboration among the departments.  

The solution was made clear and actionable by means of a schedule and timeline, 

indicating who has what role in the solution, how it will take place, and when it will take 

place. The solution can be evaluated with a before-after assessment, by measuring a 

baseline of the job satisfaction of the starters, and comparing it to the results after the 

solution has been implemented. 

The findings, conclusions, and solution were disseminated to the various stakeholders of 

the project. A presentation was given to the client company. An online post was made to 

share the findings to young workers and executives of the world.  

Finally, a reflection was made on the academic development of the student, and what his 

perspectives were on the topics covered in this study. Several limitations and 

implications for further research were defined, such as the widening of the population 

and the use of quantitative research.  
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List of Abbreviations 
 

CEE Central Eastern Europe 

C&W Cushman & Wakefield 

JDI Job Descriptive Index 

KPI Key Performance Indicator 

LYCar Launching Your Career 

MRQ Main Research Question 

PLO Personal Learning Outcome 

RPA Robotic Process Automation 

SEE  South Eastern Europe 

SOP Standard Operating Procedure 

SRQ(‘s) Sub-Research Question(s) 
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1 Problem Definition 
1.1 Project and company context 

Cushman & Wakefield s.r.o (C&W) is a company located in Prague, Czech Republic. C&W 

is part of the multinational company Cushman & Wakefield, which has over 400 offices in 

70 different countries (Cushman & Wakefield, 2022). C&W is specialised in commercial 

real-estate (CRE), with several departments such as industrial, hospitality, retail, offices, 

and project management. This research focusses on the hospitality department, which is 

a team consisting of approximately 15 members. This team is responsible for all hospitality 

& hotel related service in Central Eastern Europe (CEE) and South-Eastern Europe (SEE). 

Due to the client-driven nature of the services provided, the team occasionally assists in 

other regions, such as the United Kingdom or France. 

 

The hospitality team offers four services to its clients, including: 

 

• Operator Selection (OS), 

• Valuation & Advisory (V&A) 

• Capital Markets, and 

• Strategic Advisory & Research. 

 

These are known as the “service lines”. Employees are typically focused on one of these 

individual service lines, however, as the topics, data, and reports used for the various 

service lines are highly similar, employees often help and support in the other lines as well 

(Cushman & Wakefield, 2022; Griep, 2022). 

 

The hospitality team has a hierarchical team structure (Clarity Consultants, 2022). The 

organisational structure of the Hospitality team can be found in Appendix 10.2: 

Organisational Chart. 
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1.2 The problem 
Over two-thirds (67%) of global office workers feel like they are 

constantly repeating the same tasks over and over again, according 

to a recent survey performed by a leading enterprise automation 

software company (Daly, 2021).  
 

Respondents stated that these repetitive tasks take up five business hours per week on 

average, which disallows them from being as creative in their work as preferred. 

 

A lack of employee purpose, poor compensation, job stress, and a lack of job prospects 

remain among the top causes of employee turnover. When a company is responsible for 

one or more of these factors, the low job satisfaction leads to a higher turnover rate. If 

these factors are not treated with urgency, there is a significant impact on the company’s 

morale, productivity, profitability, and the capabilities of achieving the company’s 

objectives (Holliday, 2021; Al-Suraihi et al., 2021; HR Profiling Solutions, 2022).  

 

The researched problem concerns the job satisfaction among starters (with less than three 

years on the job) and interns of the C&W hospitality team. This became evident from the 

personal experience of the internship, the preliminary interview with the research 

commissioner (see appendix 10.3), as well as an open feedback session that was 

conducted with the team. During this feedback session, employees were asked to rate 

their level of joy of work from a scale of one to ten. It was clearly visible that the employees 

that had been working in the company for three or more years, rated their joy significantly 

higher than the employees that just started (averaging at approximately an 8/10 for 

members who had worked for two or more years, and a 5/10 for the starters and interns) 

(Nees, 2022a; Griep, 2022). 
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1.3 Assumed major causes 
To visualise the problem and to help identify the core problem, an Ishikawa/Fishbone 

diagram has been created: 

(Barends, 2018; Nees, 2022a; Griep, 2022; Al-Suraihi et al., 2021, Grzelak, 2022)  

 

 

1.4 Scope of the study 
As seen from Figure 1, there are multiple causes to the identified problem. As these causes 

are all righteous of their own in-depth analysis and research, this study will aim to tackle 

one of these causes. The chosen area of research is the tediousness of completing 

repetitive data management tasks, as it is one of the main causes of the low levels of joy 

and increased amounts of boredom among the starters of the company (Nees, 2022a). 

This increased amount of boredom generally leads to a decline of work quality, a 

deterioration of employee evaluations and an increase in employee mistakes. This 

ultimately leads to the observed fact that “bored employees are twice as likely to 

leave a company” (Grzelak, 2022), which causes side effects like increased associated 

turnover costs and the loss of potential profits (Tagence, 2021). 

 

Following the analyses above, the following logic model was derived: 

 

“There are many monotonous data management tasks to be performed ( by starters) > 

thus employees lose energy and have to work (unpaid) overtime > employees feel like 

their job doesn’t stimulate personal growth and learning > staff turnover increases and 

employee retention decreases > the team is understaffed and spends time and money 

finding new employees > the company loses the opportunity to improve the quality of 

work and generate higher profits > the company does not fulfil its core objectives” 

(Bryman and Bell, 2011) (Nees, 2022a) 

Figure 1 
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1.4.1 Main research question 

Hence, the following Main Research Question (MRQ) has been constructed: 

“How can the hospitality team of Cushman & Wakefield improve 

the aspects of monotonous tasks which have a negative impact on 

job satisfaction among starters and interns?” 

1.5 Purpose of the study 
By answering the MRQ, this study aims to find solutions which will enable starters and 

interns (of C&W) to find more joy in their work. It is believed that this will reap many 

benefits, including decreased staff turnover, improved employee retention, and an 

improvement in the quality and consistency of the work delivered. Finally, it will allow 

employees to target their efforts on tasks that will help them and/or the company grow 

and develop (Grzelak, 2019; Tagence, 2021; Nees, 2022a). 
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2 Literature review 
2.1 Introduction 

As stipulated in 4.4: Scope of the study, this study aims to answer the MRQ: “How can the 

hospitality team of Cushman & Wakefield reduce the time and effort spent on monotonous 

tasks to improve the job satisfaction among starters/interns?” 

 

The following literature review aims to explore the key topics, texts and themes 

that will contribute to answering the MRQ. 

 

The review covers an in-depth reasoning of the identified problem and provide several 

plausible solutions. 

 

2.2 Review 
2.2.1 Defining job satisfaction 

There are many ways in which job satisfaction is defined over the years. The most-used 

definition, however, is that of Locke (1976), who describes job satisfaction as “a 

pleasurable or positive emotional state resulting from the appraisal of one’s job 

or job experiences”.  

 

Hulin and Judge (2003) builds upon this definition, stating that job satisfaction includes 

“multidimensional psychological responses to one’s job, and that such responses 

have cognitive (evaluative), affective (or emotional), and behavioural 

components (Sessa and Bowling, 2003).  

 

Robbins et al. (2013) explain in a more recent study, that job satisfaction depicts a positive 

perception towards a particular job. Simply put, a higher job satisfaction leads to a 

positive judgement towards one’s job, and vice-versa. 

 

Colquitt et al. (2020) expresses employee dissatisfaction as follows: 

 

dissatisfaction = (Vwant – Vhave) x (Vimportance) 

 

Here, Vwant refers to how much of particular value a staff member wants, Vhave refers to 

the value that the job supplies, and Vimportance reflects the importance of that value to the 

staff member.  

 

It is clear from the literature published on job satisfaction that job satisfaction cannot 

(yet) be definitively defined, due to its complex nature and the boundless variables, 

factors, and determinants that influence it. There is, however, a theory that is widely used 

by organisations and researchers to divide job satisfaction into five separate facets, known 

as the Job Descriptive Index (JDI) (figure 2): 
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All criteria must be met for overall job satisfaction (Colquitt et al., 2020).  

 

The JDI was originally developed by Smith et al. (1969), and has been revised in 1985, 

1997, and most recently in 2009 (Castanheira, 2014).  

 

Though the JDI is widely acclaimed among organisations as a valid measurement of job 

satisfaction, there is some criticism to be found. A meta-analysis was performed by 

Kinicki et al. (2002) to evaluate the construct validity of the JDI. The analysis concludes 

that the construct validity of the JDI was supported by reliability tests. The study however 

found, that the JDI should be appropriately used when facet measures are desired yet 

should not be used when an ‘overall’ measure is theoretically necessary. The study also 

states that a high level of variance found in the JDI measurement scale makes the measure 

good yet not outstanding, and that other measurement tools may be superior in 

accurately measuring job satisfaction (ibid).  

 

While there is a fair amount of scepticism on the various measurement tools of job 

satisfaction, it is clearly visible that the thoroughly developed and peer-reviewed 

measurement tools all include sub-measurements such as activity, creativity, variety 

and working conditions. These subjects are suspected to be influenced by the time and 

effort spent on monotonous tasks. 

 

2.2.2 The relation of repetitive tasks and job satisfaction 

It has become clear from the section above, as well as the Problem Definition, that the 

dissatisfaction of the starters/interns of C&W is largely affected by dissatisfaction with 

the work itself. This is expected to be influenced by the repetition of tedious tasks. 

The following section aims dive deeper into this relation. 

 

Over two-thirds (67%) of global office workers feel like they are constantly repeating the 

same tasks, according to a recent survey performed by a leading enterprise automation 

software company (Daly, 2021). Respondents stated that these repetitive tasks take up 

five business hours per week on average, which disallows them from being as creative 

in their work as preferred. When asked what tasks they would like to be automated, 

Figure 2 
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respondents said: 

 

• E-mails (60%) 

• Inputting data and creating datasets (59%) 

• Scheduling calls and meetings (57%) 

(Ibid) 

 

These findings could be perceived as biased, as the organisation’s services could benefit 

from the marketing of a survey proving the problem of repetitive tasks. Other studies, 

however, also confirm the effect of repetitive tasks on job satisfaction: Raso and Olsson 

(2019) found that employees’ intrinsic motivation is significantly increased when they 

perform a variety of tasks, rather than performing the same tasks repeatedly. 

 

This balance of variety and specialisation is a commonly researched topic. A study by 

Staats and Gino (2012) investigates the costs and benefits of specialisation and variety in 

repetitive work tasks. Here, specialisation means the act of making workers skilled in a 

particular discipline or task. This study, as well as other sources (IJSSIR,  2017) find that 

there are advantages and disadvantages in both variety and specialisation. Variety 

allows workers to stay motivated and committed to tasks, which may improve their 

working quality. Specialisation, on the other hand, enforces a worker to become skilled in 

a particular task, and minimise changeovers. Concludingly, specialisation is more effective 

in increasing productivity over a shorter timeframe, and vice-versa (ibid).  

 

When comparing the literature found on balancing variety and specialisation, it becomes 

clear that there are no concrete guidelines (yet) on determining the correct balance. Due 

to its reliance on other external factors, it is important to work with the context of the 

situation when determining this balance.  

 

2.2.3 The relation of job satisfaction and starters/interns 

Since the population of the MRQ is narrowed to the starters/interns of the company, there 

is a need to discover correlations between job satisfaction and the age/tenure of an 

employee. 

 

A study performed by Robert Half (2017) investigates the relation between the tenure of 

an employee and several indicators such as satisfaction, stress, and interest: 
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The results show that happiness and interest levels are significantly lower around the one-

to-two-year mark, after the so-called “honeymoon phase” of the job has passed. 

Contrarily, stress levels are significantly low around the one-to-two-year mark yet 

increase again as the employee gets more responsibility. The study has a large sample 

size, however, these results must be taken with caution, as the sample only contained 

professionals from North America. Also, the sample was not filtered by industry/sector. 

 

Bedeian et al. (1992) attempt to find a correlation between the variables of age, tenure, 

and job satisfaction in a regression analysis (measured with the JDI tool). Their findings 

conclude that age and tenure had significantly independent effects on job satisfaction, and 

that tenure is a more stable predictor of job satisfaction than age. The study also concludes 

that a significant relation between tenure and job satisfaction elements could not be found. 

This is consistent with earlier research, stating that job satisfaction is difficult to compare 

in a global setting due to the individuals’ frame of reference.  

  

Dobrow and Ganzach (2014) conducted a similar study in more recent times, using an 

empirical approach with longitudinal data to find a stronger relation between age, tenure, 

and job satisfaction. The study uses 21,670 participants spanning across 40 years in two 

USA-representative samples. Their results indicate a significant decrease in job 

satisfaction as tenure increases. Also, the results show that age has a positive effect 

on job satisfaction. Compensation plays a mediating role with both relations, as seen in 

Figure 3: 
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Figure 3 

 
 

Upon comparing the various results that studies provide on the relation between tenure 

and job satisfaction, it becomes clear that other factors (such as compensation) make it 

difficult to find a significant correlation between tenure and job satisfaction. It is also clear, 

that the responsibilities of an employee increase as tenure increases, which in turn could 

lead to more stress. Despite this stress, the increased responsibility also leads to more 

interest in the work, and overall higher happiness. 

 

2.2.4 The needs, advantages, and disadvantages of automation 

According to Daly (2021), “it is critical that companies provide training for and access to 

automation and other digital technologies to create more fulfilled and energized 

employees”. Daly also mentions that the adoption of automation by organisations is 

gaining global popularity, that training in automation improves job performance, and that 

upskilling is crucial for keeping pace with digital transformation. 

 

The term of Robotic Process Automation (RPA) is often used in the field of automation. 

RPA is defined as the act of automating basic tasks through software and/or hardware 

systems across a variety of applications, in a similar manner as humans would manually 

do (Frankenfield, 2022). 

 

Dilmegani (2022) shows a list of the most common activities where RPA bots can be used 

to automate business processes and activities. The list includes numerous examples that 

are also applicable to the CRE industry, such as data validation, periodic report preparation 

and generating mass emails. 

 

Kun-Young (2018) confirms the above, stating that RPA can be used to automate 

processes that overload employee workloads with ease, and at a low cost. Kun-Young 

also stresses the need for assigning (a) specific employee(s) to facilitate the 

introduction of RPA to a company. 

 

There are disputes to be made with the glorification of automation and its benefits. Pratt 

(2021) displays the benefits and drawbacks of RPA in the enterprise. While it is 

suggested that the benefits outweigh the disadvantages in the long-term, the 

disadvantages of RPA include attrition, as the automation decreases the manpower 

needed. Automation also risks sprawling technology and added complexity and can 
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magnify problematic processes when applying RPA to a process that was not 

sufficiently optimised in the first place. Finally, executives who treat RPA as a small 

addition to their organisations rather than a part of a holistic strategy risk thwarted 

transformation, receiving more limited benefits. 

 

There is an abundance of literature to be found on RPA in the context of businesses and 

organisations. Yet, when attempting to discover more on RPA in the context of CRE, there 

is little to be found.  

 

Goswami (2020) writes in an online article that “the real estate industry has been slow 

to adopt new technology” and points out that the CRE industry might be latching on to 

being an “industry that is built on relationships”. Goswami goes on to mention numerous 

tasks that could save much time in the CRE industry, such as the comparison and parsing 

of data from one document to another, exporting data from one file type to another, and 

performing property analyses. 

 

The majority of research conducted on the application of RPA in organisations confirms 

that RPA is highly applicable to the real-estate sector as well, yet there are no tangible, 

specific solutions for CRE RPA solutions. This is even more evident in the hospitality 

CRE sector. 
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2.3 Conclusions 
The literature review intended to explore the key concepts, theories, and topics to provide 

a base of knowledge for answering the MRQ.  

 

Numerous definitions and measurements of job satisfaction were found and critiqued. 

Despite the large variety in these definitions, many underlying similarities were found, 

allowing this study to define job satisfaction accurately in the context of the MRQ. 

 

The relation of monotonous/repetitive tasks has been reviewed, with evidence supporting 

the claim that office workers feel as if they are losing time to spend on other tasks. When 

looking through the lens of the (hospitality) CRE industry/sector, however, there is a 

significant lack of empirical literature designed to find and test solutions for monotonous 

tasks. Similarly, there is a lack of literature to test the correlation between the frequency 

of repetitive tasks and job satisfaction, at various levels of job tenure. These are both 

areas which have a need for further future studies. 

 

As the research conducted into the influence of repetitive tasks on job satisfaction often 

mentioned automation as a solution, it was further explored. Automation has proven to be 

widely acclaimed as a valuable tool to improve job satisfaction in many applications. 

Whereas several specific industries have been used as case studies to prove its usefulness, 

there is a lack of the application of automation and RPA in the (hospitality) CRE sector.  

 

To conclude the review, and to create a visual stimulus to better understand the goal that 

this study is aiming to achieve, a conceptual framework has been designed (Figure 4): 

 

(Red- and pink-coloured boxes will be examined in this study, grey boxes are for context)  

Figure 4 



Chapter 2 - Literature review  

21 

 

2.4 Sub-research questions 
After review and analysis of the literature on the subject, and constructing a conceptual 

framework, the following sub-research questions (SRQ’s) have been defined (Figure 5): 

 

 
Figure 5 
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3 Methodology 
3.1.1 Qualitative research 

One of the main qualities and difficulties with qualitative research is its ability to rapidly 

generate a large, cumbersome database. This is due to its reliance on its research methods 

such as interview transcripts, field notes or documents (Bryman and Bell, 2011). 

Qualitative research is a useful method when trying to capture changing attitudes or 

behaviours in a workplace, by using a flexible and speculative approach which is not bound 

by the theoretical rules of quantitative data (Ibid).  

 

Simultaneously, this flexible and speculative approach brings its downfalls. The main 

issues involve biased sampling methods, incoherent sample sizes, and the difficulty of 

processing and analysing large sums of data (Bryman and Bell, 2011; Vaughan, 2021). 

 

Nevertheless, due to the exploratory nature of the MRQ and SRQ’s, qualitative research 

has been chosen to be conducted.  

 

3.1.2 Data collection 

Numerous data collection methods were used to ensure sufficient concepts and categories 

emerge, which are thoroughly compared (see table 1). 

 
Table 1 

Data Collection Tool Population Methods Purpose 

Interviews Starters & Interns 

of C&W 

Semi-structured, 

open-ended 

questions 

To gain as many 

valuable insights 

as possible, and to 

determine which 

solutions are 

necessary or 

irrelevant, and to 

feel out the 

perception of 

variety and 

specialisation 

(SRQ1, SRQ2, 

SRQ3). 

 

Focus Group Starters & Interns 

of various CRE 

companies 

Open discussion on 

the job satisfaction 

of starters in CRE 

companies, and its 

relationship with 

monotonous tasks, 

variety and 

automation. 

To find any 

common struggles 

and/or desires of 

the CRE industry, 

and to compare 

where the findings 

of the interviews 

stand in relation to 

CRE companies as 

a whole (SRQ3). 
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Observations/Field 

Notes 

Hospitality team of 

C&W 

Notes of 

observations made 

during the 

internship 

experience at the 

company.  

To create context 

of the complexity 

of the job 

satisfaction, and to 

identify shifting 

attitudes in the 

team (SRQ1, 

SRQ2). 

 

The interviews and focus groups have been conducted in a semi-structured manner, due 

to the exploratory nature of the MRQ’s and SRQ’s (George, 2022). For an overview of the 

questions that were asked during the interviews and focus groups, please see appendix 

10.4 and appendix 10.6. 

 

3.1.3 Data analysis 

Both the MRQ and its SRQ’s are questions that deal with the attitudes, values and opinions 

of the employees of C&W, and the way they perceive the work they are performing. To 

improve job satisfaction by changing the way that monotonous tasks influence it, it is first 

important to discover what the employees value in their work and where similarities can 

be found in their shared perspectives. Hence, a relational content analysis strategy is used 

(Drisko and Machi, 2016) (Jansen, 2021).  

Again, due to the exploratory nature of the MRQ’s and SRQ’s, an inductive coding approach 

was used. The data was first categorised into themes and narrowed down to match defined 

codes (Delve, 2022). To further assist the smooth process of analysing the qualitative data 

received, the following colour codes have been defined: 

 

Category Code 

Variety or specialisation 

Amount of variety in work 

Amount of specialisation in work  

Satisfaction levels of variety in work 

Most tiresome tasks 

Recording transactions 

Creating market analyses 

Design-type tasks 

Populating documents 

Other tasks 

Solutions 

Automation (software) 

Standardisation/Templates 

Payment as mediator 

 

The transcripts of the interviews and focus group were coded according to set colours (see 

appendix 10.7). 

 

3.1.3.1 Sampling methods 

Theoretical sampling was used to choose the participants of the interviews and focus 

groups. This sampling method uses a purposeful sampling for the first round of data 

collection. As the data was generated, and a clear necessity for further data collection 
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were to be shown, more participants were sampled as a result of the collected data 

(Bryman and Bell, 2011). However, the length and detail of the first round of interviews 

proved to be of sufficient content to perform the qualitative research. Hence, only one 

round of interviews was conducted. 

 

The first round of interviews was held with one randomly chosen starter/intern per service 

line, to a total of four participants (see company context for C&W’s service lines). Due to 

the limited size of the hospitality team of C&W, there are approximately only seven to 

eight starters and/or interns working at the company at one time. With four interviewees, 

this comes down to a sample of approximately 50% of the population. 

 

The focus group was conducted with one or two starters/interns per hospitality CRE 

company. Companies approached are include C&W, as well as various CRE companies 

located in the Netherlands, such as CBRE and JLL. An interview schedule has been added 

in appendix 10.5. 

 

3.1.4 Ethical considerations 

There is an ever-ongoing debate on what methods of research are deemed ethical. 

However, these discussions tend to include harm to participants, lack of informed consent, 

invasions of privacy and deception as unethical practices, which should be avoided 

(Bryman and Bell, 2011). 

 

The following study took every measure needed to prevent these unethical practices. 

Among the measures taken to ensure this are: 

 

• All participants of the data collection will be kept anonymous, and made-up labels were 

used to analyse the data. 

• A signed form of consent of each interview- and focus group participant, with clear 

guidelines on how their data will be treated and disseminated. 

• A signed form of the company commissioner of the research, on behalf of C&W, with 

clear guidelines on how their data will be treated and disseminated. 

• No methods of unreasonable invading of private information were used, e.g., private 

conversations, usage of socially available content, etc. 

(Trochim et al., 2015) 
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4 Findings 
 

The following chapter will present the findings of the main qualitative research performed. 

The chapter has been structured according to the defined codes and categories as shown 

in the methodology chapter. Also, the names of the interview subjects have been 

anonymised. See table 2 for the various positions and tenures of the interviewees: 

 

Table 2 

Interviewee Position Tenure 

Sophie 

 

Hospitality Analyst, Operator 

Selection 

2.5 years 

Tony 

 

Hospitality Analyst, Capital Markets 1.5 years 

Lucia 

 

Hospitality Analyst, Strategic 

Advisory (Research) 

1.5 years 

Lewis Hospitality Analyst Intern, Valuations 

& Advisory 

4 months 

Gerrard et al. Focus group participants, various 

hospitality analyst positions 

≤3 years 

 

Furthermore, the observation and field notes made of the company during the internship 

experience are referred to as ‘Griep, 2020’. 

 

The interview transcripts can be found in appendix 10.7. 

 

 

4.1 Balance of variety and specialisation 
4.1.1 Variety 

Of the interview respondents, a relatively one-sided view was given when asked about the 

perceived balance of variety and specialisation in their work. Starters at C&W would 

generally appreciate more variety in their work, by being able to help out the other service 

lines in their day-to-day tasks. Many respondents, including Lucia, Tony and Sophie, state 

that their schedule is simply “already too busy to help out in any of the other service lines”. 

It costs too much effort to take the initiative to widen the variety in their work. 

 

When interview respondents were asked how they could increase the variety in their work, 

despite their busy schedule and working hours, answers were varied, yet analogous. All 

answers either pointed to a decrease in the amount of work to be performed in their own 

departments (through automation, or letting other employees take over their tasks), or 

by spreading out the responsibilities over various staff members (and not being limited to 

one service line per employee).  

 

One focus group member mentioned splitting the tasks among various members of the 

team: “one person (..) will do the text in the document, and the other one will have the 

contact with the client. And the other one will do the valuation. And then the other one 

will make all the charts and do the market appendix” (Gerrard et al.). 
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4.1.2 Specialisation 

Interview subjects were relatively satisfied with the amount of specialisation at their 

workplaces. More variety was welcomed, yet due to the steep learning curve of the 

hospitality CRE industry, specialisation was welcomed and appreciated. Respondents did 

mention, however, that specialisation was only satisfying on the short-term, yet after 

having learnt something and gaining enough expertise to excel in them, satisfaction 

quickly dropped. 

 

Lewis mentions that the satisfaction of specialising in one’s service line is there, but “this 

satisfaction has passed away”. He would have preferred doing “a bit of every service line 

rather than (…) a focused internship (…) rather than having learned most of it after two 

months”. 

 

4.2 Most tiresome tasks 
Respondents were asked to rank the tasks they perceived as most tiresome and tedious, 

to compare to the tasks noted above and to provide insight into the second SRQ: “What 

specific tasks of the hospitality team of C&W are perceived as most tiresome and in need 

of change?”. 

 

Based on this question, an overview of the perceived most tedious tasks among 

respondents is made (figure 6): 

 

Figure 6 

 
(points were based on a system where 3 points = most tedious, 2 points = 2nd most tedious, 1 point = 3rd or 

higher most tedious) 

 

Four tasks come out as most tedious, with organisational tasks and transaction recordings 

on top. To avoid a high deviation in the points system used above, the frequency of 

respondents mentioning a certain task as tedious is also measured (figure 7): 

6 6
5

4

2
1 1

Emails,
meetings,

organisational
tasks

Recording
transactions

Formatting Market
analyses

VDR setup Design-related
tasks

Other

Most tedious tasks, ranked by points (C&W)
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Figure 7 

 

 

Evidently, these same four tasks are perceived as most in need of change by the starters 

of C&W.  

 

4.2.1 Market Analyses 

Performing market analyses refers to the task of gathering correct market data, presenting 

them in relevant graphs and drawing conclusions based on the results found (Griep, 2022). 

 

Interviewees mentioned that when performing market analyses, “you have to use the 

same graphs you have made before, but you can’t find them, which makes you lose a lot 

of time on either remaking the graph or trying to find old ones” (Sophie). Respondents 

say, however, that automated excel sheets/scripts have allowed them to get more efficient 

at this. These sheets and scripts are simply not standardised or thought-through enough, 

to make a significant difference: “sadly, we don’t have a very finalised version of 

something like this” (Tony). For the starters of C&W, it would be “more motivating to have 

less of these tasks”. 

 

4.2.2 Recording transactions 

“Recording transactions”, also known as “engage transactions” refers to the act of 

recording details of hotel transactions of a certain region, which include variables such as 

the price, buyer, seller, rooms, and deal type. Within the team of C&W, employees are 

assigned certain regions of which they must constantly update new transactions coming 

in. Transaction details can be obtained through numerous sources, including the news, 

through clients, and through special websites. The data is inputted and processed by the 

Salesforce program. These transactions are crucial for a CRE company to understand 

market dynamics (Griep, 2022). 

 

When investigating what sub-processes of recording transactions are perceived as 

tiresome by the starters, interviewees mention the act of gathering data from various 

100%

75% 75% 75%

50%

25%

Market analyses Recording
transactions

Emails, meetings,
organisational

tasks

Formatting Design-related
tasks

VDR setup

Percentage of respondents (C&W) indicating tasks as tedious
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sources. Also, a lack of clear guidelines on how to store the information seems to cause 

confusion and frustration. Finally, the Salesforce program is seen as “user-unfriendly” 

which leaves employees “confused and annoyed” (Sophie). 

 

 

4.2.3 Formatting 

Formatting, in this context, refers to the act of presenting text, data, and information in 

the correct format required (e.g. changing fonts, colours, sizes) (Griep, 2022). 

 

Formatting was clearly seen as most repetitive in the Valuation & Advisory and OS 

departments. It was also most commonly seen as annoying in the Microsoft Word and 

Excel programmes. Respondents note that “it’s quite annoying” that this hasn’t been 

automated yet, as “it is so easy to implement, yet no one has taken the initiative yet.” 

(Sophie). 

 

4.2.4 E-mails, meetings, organisational tasks 

The sending of emails was repeatedly mentioned among interviewees. The reason why it 

was seen as tedious was very one-sided; a significant portion of the employees’ workdays 

goes out to sending the emails. The same was said about planning in meetings: “you 

constantly have to go back and forth, suggesting new times until you find a timeslot that 

works for everyone” (Sophie). 

 

 

4.3 Solutions 
To answer the 3rd SRQ: “What common solutions are proven (un)successful in the field of 

hospitality CRE companies?”, respondents were asked to mention what solutions they or 

their company have tried to solve the repetition of tedious tasks. 

 

4.3.1 Automation 

A clear frontrunner is the use of automation to decrease the influence of repetitive tasks 

on job satisfaction.  

 

Automation was said to “save a lot of time” and “make simple things go a lot faster, and 

make life a lot easier”. Automation was mentioned to “give (…) more time to focus efforts 

on things that matter more in the workplace” (Tony). It allows workers to “invest your 

energy more appropriately” on “things that are more important” (Tony, Gerrard et al.). 

 

Several programs were mentioned to be useful for automating tasks in the CRM field, 

including: 

 

• Microsoft Visual Basic 

• Microsoft Power Automate 

• UIPath 

• Workato 

• Nanonets 
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Microsoft Visual Basic is mainly used for Microsoft Excel-related automation, whereas 

Microsoft Power Automate is used for Microsoft programs as a whole. UIPath is a leading 

RPA/automation enterprise, offering solutions with their own software. Workato is a 

general automation software, compatible with various types of programmes. Finally, 

Nanonets is used to automatically populate documents using artificial intelligence (Lucia; 

Lewis; Tony; Sophie; Gerrard et al.). 

 

(Potential) disadvantages 

Respondents mentioned that for specific tasks, it might be extremely difficult to implement 

automation as a solution, due to the complex nature of the process. The most outspoken 

issue was that of different formats being used by various data types, and therefore 

employees are “always going to need that manual step of figuring out how to put that 

together and to combine it” (Gerrard et al., 2022).  

 

Opinions are mixed, however. Other focus group respondents mention that in the past, 

people would have never imagined having the things we commonly use today, such as the 

use of Excel or other complicated software tools to improve workflow. Despite this 

controversy among the interviewees, it is generally agreed, that for some specific tasks it 

would be very complex to implement automation. The main tasks mentioned where this 

complexity would be present, are the transaction recordings, and the design-related tasks. 

 

4.3.2 Standardisation 

Standardisation is lacking at C&W. Interviewees mentioned that “there's too little 

standardisation, which makes some tasks tedious and repetitive because you don’t have 

standards to go along” (Lucia). Also, more standardisation would “make a lot of things 

easier”, especially when it comes to storing and managing data” (Tony). Standardisation 

must not be confused with repetition, as standardisation is seen by interviewees as a way 

to decrease the monotony of tedious tasks. 

 

Focus group respondents mention that “standardised ways to store data (…) work quite 

well (…) and that is great to save time and make processes run more smoothly”. Also, 

“standardised SOP’s (…) would help a lot with the efficiency of our work” (Gerrard et al.). 

The use of templates as a standardisation tool is also mentioned. Interviewees say that 

“templates (…) really speeds up the process (…) especially if you have to make a market 

analysis”. 

 

4.3.3 Payment as a mediator 

 

While all respondents would be open to an increase in payment, the increase in motivation 

it would produce was not very significant. The majority would still find their tasks “boring 

and tedious” (Lucia). Respondents said it would only make them increase their discipline, 

rather than their motivation for their work. 
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5 Discussion 
This chapter will aggregate the findings of the qualitative research against evidence found 

from the scientific literature and practitioners.  

 

5.1 Balance of variety and specialisation 
5.1.1 Variety 

 

Several respondents of the focus group interview mention that a variety in their work has 

helped them to tackle the tediousness and boredom resulting of repetitive tasks. Also, the 

starters of C&W believe that variety will help to improve job satisfaction on the long term. 

This aligns with Raso and Olsson’s (2019) findings that an increase in variety of work 

performed, corresponds with a significant increase in employee intrinsic motivation. 

 

Simultaneously, increasing the amount of variety has the side-effect of decreasing the 

productivity on the short-term, as confirmed by the study of IJSSIR (2017) as well as what 

respondents mentioned. However, in the long-term, numerous benefits such as a higher 

productivity and increased job satisfaction are recognised (Ibid). 

 

5.1.2 Specialisation 

Interview responses concerning specialisation were somewhat contradictory, and 

unexpected: while interviewees mentioned that they enjoyed specialising in their day-to-

day work, they also mentioned that working on the same tasks repetitively made them 

bored and tired. This led to the speculation that the tasks that starters specialise in, were 

not matching their interests and/or skillset. 

 

A study performed by Adeyoyin et al. (2015) examined the relation of job specialisation 

on employee development. Employee development, as pointed out in the conceptual 

framework of the literature review, has a significant effect on employee satisfaction. This 

study theorized the following framework, based on prior literature and a qualitative study 

(figure 8): 

 

 

Figure 8 

 

 

“Internal Social Systems” in this context refers to the arrangement and interrelationship 
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of the various parts that form an organization. The theory suggests that job design, skill-

job matching and job scope are factors that contribute to work specialisation, which in 

turn contributes to employee development. 

 

A look into the responses of the employees of C&W indicate that these three factors may 

not be matching their needs: 

 

Lacking factor Evidence from interviews 

Job design “it could be done by a machine for example. You are simply 

redoing and rewriting every part of the report, and nothing is 

different each time you do it.” (Lewis, 2022) 

 

“there are some other things that are quite time consuming, like 

transaction records or saving setting up VDRs. And they're not 

just time consuming, but they're also very tedious and lengthy 

to do.” (Tony, 2022) 

Skill-job matching “It’s always a good thing to give your employees autonomy (…) 

otherwise, they'll start feeling more and more like a machine, 

like a robot. And eventually, their job satisfaction will just 

significantly decrease from it.” (Gerrard et al., 2022) 

 

“Sometimes I feel like I don’t get given enough autonomy to 

change the way things are done, whereas I clearly can see that 

they could be done in a more efficient and time-saving way. It 

makes me feel sometimes like they’re restricting me from using 

my full abilities.” (Sophie, 2022) 

  

Job scope See variety section above 

 

 

This leads to the observation that the employees of C&W likely do enjoy specialising in 

their work, yet do not enjoy specialising in the tedious tasks that do not match their skillset 

or job preferences. This lack of tasks that match the skillset of the starters then leads to 

a lack of job prospects that encourage career development and progression (Bakotiç, 

2016). This then results in a lower job satisfaction as shown in the conceptual framework 

(figure 4).  

 

5.2 Solutions 
A survey done by an automation enterprise of global office workers, found that workers 

would like to see the following tasks automated: 

 

• E-mails (60%) 

• Inputting data and creating datasets (59%) 

• Scheduling calls and meetings (57%) 

(Daly, 2021) 
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These three tasks are similar to the ones found in the interviews. This suggests that despite 

the gap in the literature to be found on monotonous tasks and automation in the CRE 

industry, employees in this industry still struggle with the same things as to other office-

type industries. 

 

Many interviewees are in favour of implementing automation and RPA to their work, yet 

show scepticism about the implementation: it may be too complex, timely or costly to 

apply in the company. This view on complexity of implementing automation is a recurring 

issue, according to Pratt (2021). If processes are not well designed prior to implementing 

RPA, companies risk sprawling technology and added complexity which can magnify 

problematic processes. However, short-term inefficiencies in implementing automation 

should not be seen as problematic when long-term results would be significantly improved 

(ibid). Besides this, automation can be used improve the efficiency of sub-tasks rather 

than entire complex tasks, for an easier and more cost-efficient implementation of RPA 

(Yarlagadda, 2018).  

 

There is a lack of scientific literature indicating what kind of automation software is 

successful in what contexts. A distinction is made between artificial intelligence and RPA, 

yet not in the specific programs, tools or software used. However, numerous programs 

were mentioned in the qualitative research performed, which should not be overlooked. 

 

The programs that were mentioned by focus group participants could be used for solving 

the varying tasks as defined by the interview subjects. Microsoft Visual Basic, combined 

with the query functions of Excel could be used to automatically generate market analyses 

based off a few user-inputted fields, by gathering data automatically. It would also be 

useful for automatically creating graphs, depending on what type of task it would be used 

for (Tony, 2022; Gerrard et al., 2022; Griep, 2022). Microsoft Power Automate, as well as 

Workato or UIPath, could be used for numerous automation goals, including generating 

mass emails, planning meetings, and other organisational tasks (Lucia, 2022; Gerrard et 

al., 2022). Nanonets seems to be a frontrunner of formatting valuation reports. For 

recording transactions, the only software that could efficiently tackle the entire process is 

UIPath (Sophie, 2022; Tony, 2022; Gerrard et al., 2022). It should be kept in mind, 

though, that the majority of interviewees were sceptical of applying automation to 

transaction recordings, due to the immense complexity it would bring (Lucia, 2022; 

Gerrard et al., 2022; Sophie, 2022). 

 

 

5.2.1 Standardisation 

Graupp (2021) mentions that standardisation allows employees to identify more areas for 

improvement, flattens the learning curve, simplifies the onboarding process, and saves 

time in the workplace. As the “learning curve for starters is so steep at the beginning in 

the commercial real estate industry” (Sophie, 2022), a properly designed and consistently 

used standardisation of the most influential tasks at C&W could reap numerous benefits. 

This includes a boost in creativity, and higher productivity, which ultimately would improve 

the job satisfaction of new employees (Ibid). 

 

Standardisation does have its pitfalls, however. Standardisation can also lead to a 



Chapter 5 - Discussion  

33 

 

reduction in creativity and innovation, when applied to processes that benefit from a varied 

approach (Niels, 2020). For example, if this were applied to the design of teasers, as 

mentioned by Tony (2022), it could take away from the creative element needed to market 

the service to the client’s needs. 

 

5.2.2 Payment as a mediator 

Interviewees were asked whether an increase in their salary would result in a higher 

motivation for performing repetitive tasks. As Dobrow and Ganzach (2014) mention, 

compensation can play a mediating role in the relation of tenure and job satisfaction. Also, 

as shown in the literature review, compensation is an essential component of job 

satisfaction. 

 

While it could be used to improve job satisfaction, it does not tackle the problem that was 

defined, as seen in the responses from the interviewees.  
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6 Conclusions 
 

Based on the findings and discussion, the defined SRQ’s will be answered in this chapter. 

 

6.1.1 SRQ1 

SRQ1: Are the starters & interns of C&W satisfied with the level of variety and 

specialisation? 

 

It was repeatedly shown through the interviews conducted that the starters & interns of 

C&W are not satisfied with the current level of variety and specialisation. 

 

The starters and interns have shown that they are open to more variation in their work, 

and that they believe it will help them to enjoy their day-to-day tasks more. All 

respondents have mentioned that they would be open to helping out the different service 

lines, yet that a lack of initiative or time is hindering this from happening. 

 

Conversely, specialisation is also welcomed by the group. The current form of 

specialisation, however, is not enjoyed. This is likely due to the job design not catering 

towards the skillset of the employees, and the lack of systems in place to speed up the 

monotonous tasks. 

 

6.1.2 SRQ2 

SRQ2: What specific tasks of the hospitality team of C&W are perceived as most tiresome 

and in need of change? 

 

Many different answers were provided, yet four were evidently perceived as most tiresome 

and in need of change: 

 

• Recording transactions 

• Market analyses 

• Emails, meetings, organisational tasks 

• Formatting 

 

When attempting to uncover what specifically made these tasks so tedious, answers 

leaned towards unnecessary obstacles and processes increasing time and effort spent on 

tasks that could have been made easier/automated. 

 

6.1.3 SRQ3 

SRQ3: What common solutions are proven (un)successful in the field of other (hospitality) 

CRE companies than C&W? 

 

A focus group was held to uncover these common solutions. Automation was a clear 

winner, not only from the results of this focus group, but from the literature as well. It is 

not the fastest solution, rather one that takes caution and attention to detail in the 

implementation stages. However, over the long-term, results are shown to be 

overwhelmingly positive, reaping numerous benefits that contribute to an improvement in 
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employee satisfaction. Various programs and methods were identified that can automate 

different tasks. 

 

Besides this, the use of standardisation was repeatedly shown to improve the sub-

processes of various tasks, which can help to speed up monotonous tasks. Not all tasks, 

however, can benefit from standardisation. In certain scenarios, standardisation can 

decrease the opportunities for creativity in the employees. 
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7 Solution 
7.1 Design 

This study was performed to find an answer to the MRQ: “How can the hospitality team of 

Cushman & Wakefield improve the aspects of monotonous tasks which have a negative 

impact on job satisfaction among starters and interns?”. 

 

Based on the conceptual framework, it became clear that a solution that will solve the 

defined problem should decrease the amount of time spent on monotonous tasks, and 

improve the way starters experience the variety and specialisation in their work. This, in 

turn, improves the creativity, learning and development opportunities, and activity that 

starters experience in their day-to-day work. 

 

After conducting qualitative research with several starters and interns of C&W and other 

hospitality CRE companies, several plausible solutions were uncovered. 

 

Hence, using the findings of the research conducted, the following solution is designed, in 

two parts. 

 

7.1.1 Part one: Empower starters from various service lines to automate 

and standardise day-to-day tasks 

The term “empowering” in this sentence needs clarification. Empowering, here, means to 

assign one starter per service line (a total of four) to oversee the standardisation of data 

storage tasks and the automation of key processes. 

 

One employee (non-starter) will be in charge of managing the four representatives, as it 

is important that someone who understands the various processes can point out the details 

of how to automate and standardise (Kun-Young, 2018). As double-checked with the 

commissioner, assigning five employees (one manager and one representative per service 

line) is feasible, due to the availability and number of employees, and the proven 

enthusiasm among starters for introducing automation to their work (Nees, 2022b). 

 

As discovered from the qualitative research performed, many starters enjoy the act of 

implementing automation to develop the efficiency of work with monotonous tasks; it 

enables them to be more creative in their work (Tony, 2022; Lewis, 2022; Gerrard et al., 

2022). However, due to the dangers of applying automation to processes that didn’t work 

in the first place, businesses risk thwarted transformation and added complexity (Pratt, 

2021). Therefore, it is crucial for a more seasoned and experienced employee to oversee 

the implementation of automation in the essential business processes. 

 

To provide clarity and oversight in the solution, a table with the various details of the roles, 

responsibilities and methods used to implement this solution is made (table 3) 
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Table 3 

Employee 

no. 

Service 

line 

Role Tasks tackled Programs used 

1 N.A. Manager of 

automation 

implementa

tion 

N.A. N.A. 

2 Valuation 

& Advisory 

Automation 

implementa

tion for 

Valuation & 

Advisory 

• Auto-populating word 

documents 

• Auto-generating 

relevant graphs for 

reports 

• General service line 

tasks (see below) 

• Nanonets   

• Microsoft 

Visual 

Basic/Excel 

3 Operator 

Selection 

Automation 

implementa

tion for 

Operator 

Selection 

• Automating 

city/region/country 

market analyses 

• Automating and 

standardizing VDR 

inputs 

• General service line 

tasks (see below) 

• Microsoft 

Visual 

Basic/Excel 

• Microsoft 

Power 

Automate 

4 Strategic 

Advisory 

(Research) 

Automation 

implementa

tion for 

Research 

• Automating/standardizi

ng the processes of 

recording transactions 

• Automating 

city/region/country 

market analyses 

• General service line 

tasks (see below) 

• Microsoft 

Visual 

Basic/Excel 

• UIPath 

5 Capital 

Markets 

Automation 

implementa

tion for 

Capital 

Markets 

• Automating and 

standardizing VDR 

inputs 

• Automating 

city/region/country 

market analyses 

• General service line 

tasks (see below) 

• Microsoft 

Visual 

Basic/Excel 

• Microsoft 

Power 

Automate 

 

Besides the tasks and programmes mentioned above, there are several tasks that are 

relevant to each service line (table 4): 
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Table 4 

Task Programme 

Creating a centralised, fool-proof SOP for 

storing data correctly 

Microsoft Word 

Sending out regular or mass emails, 

planning in meetings, etc.  

Microsoft Power Automate 

 

Naturally, this is only an outline of what tasks and programmes could be used. Due to the 

complexity of automating and standardising tasks, as well as the risks mentioned above, 

it is crucial for all members of this initiative to be aligned, use simple yet effective methods, 

avoid overcomplexity, and use the power of teamwork to discover the best methods for 

reducing the time spent on monotonous tasks. The way to enable teamwork in this solution 

is through regular, productive meetings, as shown in the intervention phase below. 

 

7.1.2 Part two: Improve the sense of variety, and opportunities for 

learning and development by rotating service lines among starters. 

Increasing the amount of variety of the starters is a long-term investment. On the short-

term, it will most likely decrease the amount of productivity, which will increase the labour 

hours needed to achieve the same result (IJSSIR, 2017; Nees, 2022). However, improving 

the amount of variety will evidently (as shown in findings) significantly improve the job 

satisfaction among the starters of C&W, leading to a decrease in employee turnover and 

its related costs, ultimately improving the efficiency and productivity of the company 

(Tagence, 2021).  

 

Cross-departmental work has been shown to have a positive effect on knowledge creation 

and organisational performance. The increase in knowledge creation is a tool for improving 

the learning and development among employees with a low tenure (Wipulanusat et al. 

2016). 

 

As mentioned, after the majority of the initial learning curve has been completed by the 

starter/intern, the perceived joy in specialisation quickly deteriorates. Then, the employee 

longs for other tasks to further develop themselves.  

 

Therefore, a solution is provided in the form of rotation and varied responsibilities.  

 

For interns 

As an intern, instead of being assigned to a single service line to specialise in, your 

responsibilities switch after four months to a different service line. Four months was 

chosen, due to the intern having learned enough to become experienced in the initial 

service line, and able to learn more from a different service line (Nees, 2022b; Griep, 

2022). 

 

As the four departments largely overlap in the necessary skills and knowledge to provide 

them, the intern would experience the rotation as challenging, yet not too difficult. They 

do not have to learn everything from scratch again; they can use their already-learned 

knowledge in their new service line (Ibid). Besides this, as there are typically three interns 

hired and active in the company simultaneously, the rotation would be smoothly performed 

among the three of them. This way, the interns can also share experiences and teach the 
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other interns what they have already learned. 

 

Lastly, before the rotation is made, a meeting is held with the intern, the manager of the 

first service line, and the manager of the second service line. As the work of C&W is very 

project-based, the intern must be given the opportunity to proceed with some of the work 

of their initial service line. In this meeting, a spread of responsibilities will be created 

according to the needs and wants of the three parties involved. 

 

For starters (tenure higher than six months) 

Rotating departments is trickier for starters that have already passed the six-month 

period, as they are starting to become highly involved in their projects and developing 

relations with clients (Nees, 2022; Griep, 2022). Therefore, a complete switch to another 

department would be highly inefficient and hinder the professional development of the 

starter. On the contrary, starters often feel as if they are “missing out” of being included 

in the activities of other service lines. The possibility is there for starters to join the projects 

of other departments. However, starters feel as if they don’t have enough time in their 

schedule to start the initiative of doing this.  

 

Therefore, the solution for starters (with a tenure surpassing six months), is to widen the 

number of employees per project, and widen the decision-making process. Introducing 

project-focused work units is a way to break down the typical functional lines of a 

company, and allow for more variety in the job design (MindTools, 2020). Furthermore, 

widening the decision-making process allows for member from various teams from various 

skillsets to contribute to the project (Ibid; Wipulanusat et al., 2016). 

 

It is necessary for management to start this initiative. A list of projects where other 

employees from other departments could be involved must be created. Then, management 

can accessibly assign roles to the various members of the team and implement the 

increase in skill and job variety. The way this will be done, is further defined in the schedule 

created in the Intervention/Implementation chapter below. 
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7.2 Intervention/Implementation 
C&W hosts monthly breakfast meeting calls, to update everyone on how the team is 

performing regarding their KPI’s. This is done on every 15th date of the month, in a hybrid 

online/offline manner. Also, a voluntary presentation is given at the end, on any topic 

which is somewhat related to the hospitality CRE industry. 

 

During this presentation, the first part of the implementation will occur. The presentation 

will shortly recap the findings of the study (as this has already been done in the 

dissemination event), show the chosen solution, and pinpoint why it is necessary for this 

solution to occur. The chosen meeting is on the 15th of December 2022. 

 

The five interested employees will be chosen for the first part of the solution. A preliminary 

meeting is planned in on the spot. Every other meeting afterwards will be planned in at 

the end of each meeting, according to the following schedules. A schedule has been made 

for the two defined parts of the solution (table 5 and 6): 

 

Table 5: Schedule for solution part 1 

Mee

ting 

no. 

Recurring

? 

Purpose of meeting Meeting 

participant

s 

Date/timin

g 

1 No Preliminary meeting, to: 

• Brainstorm for what tasks 

should be automated, and 

what programmes should be 

used 

• Discuss the requirements for 

next meeting (2): 

participants must make a 

plan for their service line, 

including the tasks that they 

will automate, and which 

programmes they will use 

for it. This will be presented 

in the next meeting. 

Sufficient time is given, to 

allow employees to 

thoroughly research their 

plan. 

All five 

members 

After 

monthly 

breakfast 

meeting 

(e.g. 16th of 

December)  

2 No Presentations by the various 

members to show what their 

approach is for the initiative. 

Feedback is given to each member, 

by every member of the team. If 

the manager believes that the plans 

will be thorough enough if the 

feedback is implemented, a go-

ahead is given. If not, one more 

All five 

members 

Beginning of 

the year, to 

provide 

enough time 

due to the 

increase of 

work around 

the winter 

months (e.g. 
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meeting is planned in for further 

feedback.  

 

Once the go-ahead is given, two 

goals/deadlines are created: 

1. A rough draft of the 

automation/standardisation 

(meeting 4) 

2. The final draft (meeting 5) 

A meeting is then also already 

planned in for the first goal.  

10th of 

January) 

3 Yes, 

biweekly  

A meeting to discuss progress and 

align where necessary. Opportunity 

to align and raise any topics if 

necessary. Flexibility is 

encouraged; if there isn’t a lot to 

discuss, the meeting can be ended 

quickly and vice-versa.   

The four 

starters 

Every other 

week, 

starting one 

week after 

meeting 2 

(e.g. 17th of 

January) 

4 No Meeting for discussing the rough 

draft of their initiatives.  

 

Each starter will present their draft, 

and feedback will be given. A 

deadline is set at the end for the 

final draft meeting. 

All five 

members 

Six weeks 

after 

meeting 2 

(e.g. 21st of 

February) 

5 No Meeting for the final draft of the 

initiatives. 

 

The final drafts are presented, and 

feedback is given to everyone, from 

everyone. The presentation of the 

initiatives during the next monthly 

meeting is discussed. 

All five 

members 

Two weeks 

after 

meeting 4 

(e.g. 7th of 

March) 

6 No Monthly breakfast meeting, to 

share to everyone what the new 

procedures are that the team came 

up with. All members show how 

their initiatives work, and how they 

reduce time and effort in their 

specific service line. 

Entire C&W 

hospitality 

team 

During the 

next 

monthly 

breakfast 

meeting 

(15th of 

March) 
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Table 6: Schedule for solution part two 

Meeting 

no. 

Purpose of meeting Meeting 

participants 

Date/timing 

1 Preliminary meeting per service line 

(total of four meetings), to discuss 

what tasks of their department can be 

given to other service lines, and what 

tasks from other service lines the 

starters from this department would 

like to take over. 

 

The department manager must take 

notes of what was mentioned and take 

them to meeting 2. 

All members 

per service 

line, including 

department 

heads, 

managers, 

supervisors, 

and starters 

After the initial 

presentation, 

(e.g., 16th of 

December) 

2 Meeting among management to: 

1. Discuss the way future projects 

will be spread out among 

starters from various service 

lines 

2. Discuss in what fashion the 

service lines will be rotated 

among starters (i.e. what 

service line will be paired with 

which other service line). 

One 

department 

head per 

service line 

After meeting 1 

(e.g., 22nd of 

December) 

3 Management presents the new manner 

of spreading out tasks during the 

monthly breakfast meeting according 

to what was discussed in the previous 

meetings (1 & 2). Final feedback is 

provided. The new way of intern 

rotation will be applied to the next set 

of interns, arriving in February. 

Hospitality 

team of C&W 

Next breakfast 

meeting after 

meeting 2 

(e.g., 15th of 

January).  

 

  



Chapter 7 - Solution  

43 

 

7.3 Evaluation 
 

To evaluate the effectiveness of the solution, it is first necessary to recap what the solution 

aimed to achieve. This can be seen in the conceptual framework (figure 9): 

 

 

Hence, the solution aims to decrease the hours spent on working monotonous tasks and 

improve the balance of variety and specialisation of the starters, which will trickle down to 

ultimately improving the job satisfaction of starters and interns. As seen in the logic model 

defined in the problem definition, this has a further impact on the staff turnover and its 

related costs, which then obstructs the company to reach its determined KPI’s.  

 

The evaluation of the implementation will be performed in several steps. 

 

7.3.1 Before-after assessment 

Due to the limited number of employees in the hospitality department, and due to difficulty 

of implementing with the use of a control group, a before-after assessment is used. Two 

groups are therefore chosen (Barends, 2022).  

 

A method is needed to measure the three parameters of the conceptual framework before 

and after implementation. Due to the qualitative nature of these three parameters, a 

survey will be conducted prior to, and after the implementation. 

 

The survey will be sent to all starters and interns of the hospitality team. It will include 

questions that will indirectly and directly question how they perceive the three defined 

parameters. Questions will be asked by means of a Likert scale, measuring to what extent 

participants feel satisfied about various aspects of their work. This will be a survey using 

all five aspects of the JDI measurement tool, including pay satisfaction, promotion 

satisfaction, supervision satisfaction, co-worker satisfaction, and satisfaction with the work 

Figure 9 
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itself (Colquitt et al., 2020). 

 

The pre-test survey will be conducted before the initial presentation of the intervention 

takes place. The post-test survey will take place two months after the final presentation 

of the intervention takes place (e.g. 15th of May 2023), to allow for enough time to adapt 

to the new methods and procedures. 

 

Before the analysis of the results are examined, it must be controlled whether the 

intervention was executed as planned. The manager of the automation implementation 

will have to look back at the solution design and intervention implementation chapters 

above, and make a clear judgement if the intervention was properly applied. If not, the 

team must go back to the application phase, and start again. If it has been applied 

properly, the experiment results can be analysed (Barends, 2018). 

 

7.3.2 Experiment results 

The results of the survey will be compiled, and an employee satisfaction score will be 

derived. The JDI system uses a scoring system from 1.00 to 3.00. Each of the five facets 

is given a score, with a score close to 3.00 seen as high satisfaction, and closer to 1.00 as 

low satisfaction (Pratiwi and Welly, 2014). Similarly to the studies performed by Scroggins 

(2019), and Tavakoli et al. (2018), the results after the second assessment will logically 

compared with reason and logic to those of the baseline measure. If a clear improvement 

is seen within the “satisfaction with the work itself” facet, and the overall job satisfaction 

is above a score of 2.00, the solution is deemed successful.  

 

In the scenario that a significant increase is not seen, it must be defined whether this is 

due to an ineffective solution design, or other external factors. For this reason, the survey 

will also include questions that measure the other four defined factors of job satisfaction 

of the JDI measurement tool.  

 

Using the results of the survey, a choice can be made to improve and/or change the 

implementation/solution, or to start the cycle anew, but with a different identified problem. 

 

To help visualise the evaluation process, a flowchart was created (figure 10): 
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Figure 10 

 

(Barends, 2018) 
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7.4 Timeline 
 

To conclude the solution chapter, a timeline was created for a visual stimulus on the 

implementation and evaluation of the solution (figure 11). This timeline is suggestive. The 

actual timeline will be dependent on the individual schedules of the employees at C&W. 

 

Figure 11 
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7.5 Stakeholders & Dissemination 
7.5.1 Stakeholders involved 

The stakeholders have been defined as individuals, organisations or communities which 

have a direct interest in the outcomes and processes of this study (Vitae, 2022). 

 

Undoubtedly, the main party which will benefit from the research conducted is the 

hospitality team of C&W. The team can reap numerous benefits from the study, 

including a higher job satisfaction, higher employee retention rate, lower staff turnover, 

and higher productivity. Ultimately, this will assist in achieving the company’s objectives. 

 

Other (hospitality) CRE companies can benefit from the study. As the type of work 

conducted among various companies are similar, solutions and results found from this 

paper are also applicable to other companies. 

 

Also, young professionals looking to make an entrance into the hospitality industry 

(specifically those searching for analytical positions) can find valuable information on the 

need and application of RPA in the hospitality industry. 

 

And lastly, company executives working in any industry that involves repetitious tasks 

or office work can benefit from the findings of this study. The findings of the influence of 

monotonous tasks on employee satisfaction and the performance of a company, can 

persuade company executives to implement the solutions brought forth in this study.  

 

 

7.5.2 Dissemination 

 

Presentation 

To benefit the main stakeholders, the hospitality team of C&W, a presentation was held 

during the monthly breakfast meeting. As the researcher is living in Amsterdam, rather 

than Prague, the presentation was given in an online Microsoft Teams meeting. 

 

The presentation started with a small introduction of the problem, by putting the results 

of the study in relation to what the global trends and developments were on the topic. This 

was to give insight to the severity of the problem, not only to the starters of the company, 

but on the company’s future performance as well. 

 

It then proceeded to explain what the results were of the study, and the solution that was 

designed. It was explained in detail, how the intervention could take place and who would 

have to be in charge. 

 

The presentation ended with some questions and positive feedback received. See appendix 

10.9 for the proof of the presentation. 

 

Post on Medium 

To help spread awareness to the young professionals and company executives of the 

world, a post was created on Medium, a website where people can share their view on 

work and life-related topics. The post was written in an informal way to spread awareness 

on the positive effects that automation can have on the well-being of employees and 
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performance of companies. 

 

To read the post, see appendix 10.10. 
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8 Academic reflection 
8.1 Research topic and industry relevance 

After an initial interview with the client, and identifying the problem (mess), an MRQ was 

defined: “How can the hospitality team of Cushman & Wakefield improve the aspects of 

monotonous tasks which have a negative impact on job satisfaction among starters and 

interns?” 

 

After pulling together evidence from practitioners, stakeholders and the scientific 

literature, answers were found for the three SRQ’s.  

 

When aggregating the various sources of evidence, it was remarkable to find that 

automation was almost always instantly thought of as a solution, yet the initiative for 

implication was largely missing in the CRE industry. Due to the sheer global size, 

reputation and presence of companies such as C&W, JLL and CBRE, this came as an 

unexpected surprise. Evidence from various sources implied that automation could and 

should be introduced to this industry, and that the industry is starting to fall behind 

because of it. 

 

Although the context of work and the expectations of work vary per person, time, industry, 

and countless other factors, it was surprising to see that certain job conditions are still of 

great importance to employees. The feeling of learning and development, and the ability 

to unlock one’s true potential is a drive that every company should prioritize for their 

young workers, if they want to retain talent and prevent employee turnover. Recent 

studies confirm this fact: a survey conducted for global workers shows that a lack of career 

development and advancement is with 41% the top reason for quitting previous jobs 

(World Economic Forum, 2022). Many of the responses from the stakeholders interviewed 

confirm that this sense of career development is crucial for their job satisfaction. 

 

Implementing automation is not only a way to cut down on labour costs and improve the 

quality and efficiency of day-to-day operations, but also a way to unlock the true talents 

and qualities of the new generation workforce. Instead of putting young workers in 

outdated roles that will inevitably be replaced by technological advancements, allow your 

starters to become part of the movement, and make a change in the industry, company, 

and their own development. 

 

8.2 Limitations and implications for further research 
This study uses a qualitative, inductive strategy to uncover ways to decrease the time and 

effort spent on monotonous tasks. This is done as it is seen as the optimal way to find an 

evidence-based solution, given the short timeframe of the study, and lack of funding to 

go into extensive experimental research methods. Therefore, a quantitative approach 

using variables such as task time and implementation time would result in a more 

evidence-based solution for the problem. Furthermore, the participants of the interviews 

and focus group will have been sampled from hospitality CRE teams in the Czech Republic 

and the Netherlands. Due to the complex nature of CRE and its dependency on national 

laws, regulations, and traditions, it would be beneficial to include samples from a larger 

pool.  
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Also, this study attempts to uncover necessary solutions for the current landscape of 

hospitality CRE companies. However, it is highly likely that the current development of 

Artificial Intelligence can and will make a large impact on the nature of working in this 

industry. Therefore, it would be beneficial to discover in what ways Artificial Intelligence 

and related mechanisms can reduce the monotony of these tasks, and how it can drive an 

increase in job satisfaction among workers. 
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10.2 Organisational Chart 
 

 
Link back to project and company context  
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10.3 Summary of preliminary interview with research 

commissioner  
 

Interviewee Felix Nees 

Position Hospitality Consultant CEE & SEE 

Summary of 

interview 

transcript 

The topic of the round-table feedback session is brought to the 

discussion. Felix gives his insights on why he thinks the starters 

and interns of the company rated their work much lower than the 

rest. He says that he thinks this has to do with a few things. 

 

He says that the team culture is driven around working long hours 

is contributing towards this, and als0.o the fact that employees 

aren’t paid for their overtime. I ask him why he thinks this culture 

is here in the first place. Felix adds that the abundance of small, 

but repetitive and tedious tasks are responsible for this. As I try 

to dig deeper, I ask why he thinks all these tasks are seen as 

tedious. Felix talks about the way data is handled, and that many 

employees do not follow the guidelines which had been created 

for data handling, and that many employees also don’t know 

where to find them.  

 

I raise the topic of learning and development and ask him if he 

thinks that there is enough room for it provided by C&W. Felix 

mentions that the first few months of the job are extremely 

valuable for learning more about the industry, but afterwards, 

many employees have the feeling of having reached a plateau.  

 

Finally, me and Felix touch upon the culture of the team. Felix 

acknowledges that the working culture can put a large emphasis 

on working extra hard and making large overtimes. This can put 

pressure on the employees (and especially starters), which leads 

to stress and demotivation. 

 

We round up the interview by discussing any other small factors 

that have an influence on the joy that workers perceive. Felix 

states that it is a combination of factors influencing it, and that it 

would be difficult to narrow it down to one cause.  

 

Link back to the problem  
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10.4 Interview questions 
 

The interview questions have been sorted by the SRQ they will help to answer. 

 

Question # Question 

1.1 Do you feel like you have enough variety in your day-to-day work? 

1.2 Do you enjoy specialising in tasks and taking ownership of them? 

1.3 Do you feel more productive if you are working on one thing at a time, 

or if you are working on multiple things at the same time? 

1.4 What tasks of your work do you find too standardised? 

1.5 What tasks of other departments would you like to include in your 

schedule? 

2.1a What recurring tasks are unmotivating for you? 

2.1b What aspects of these tasks make it unmotivating for you? 

2.2a Are there aspects of these tasks that you enjoy doing?  

2.2b How could these tasks become more motivating for you? 

2.2c Would these tasks be more motivating if you were paid more? 

2.2d Could these tasks be automated? 

2.3 Do you believe you would have more room for creativity if your tasks 

were automated? 

2.4a What tasks of yours have been automated? 

2.4b Do you like that they are automated? 

2.5 What tasks of yours have not been automated (yet)? 

2.6 Could you rank your recurring tasks from most tedious to least tedious? 

2.7 Have you ever considered raising the topic of automation with someone 

in the team? 

3.1 Which programs are you currently using to automate your tasks? 

3.2 Are you aware of any other programs that could be used to automate 

your tasks? 

 

Link back to data collection  
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10.5 Interview schedule 
 

Interviewee 

‘name’ 

Position and tenure 

within company 

Interview 

Round 

Service Line 

Sophie  Hospitality Consultant, 3 

Years 

1 Valuations & Advisory 

Lewis Hospitality Analyst, 7 

months 

1 Operator Selection 

Tony Hospitality Analyst, 1 year 

and 3 months 

1 Capital Markets 

Lucia Hospitality Analyst, 1 year 

and 3 months 

1 Strategic Advisory 

To be confirmed … 2 … 

To be confirmed … 3 … 

Etc. … Etc. … 

 

Link back to sampling methods  
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10.6 Focus group questions 
 

Question 

# 

Question 

1 What are the most common struggles in your work from your own 

experience or colleagues? 

2 To what extent do you struggle with repetitive tasks in your work? 

3a What tasks are most tedious in your work? 

3b Why are these tasks so tedious? 

4 What initiatives have you or your company taken to address these tasks? 

5 What solutions have you implemented or tried implementing to solve this 

problem? 

6 What solutions do you think would help in solving this problem? 

 

Link back to data collection 
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10.7 Interview transcripts 
 

10.7.1 Lucia (Research) 

 

Marco: Alright so thank you Lucia for joining today. Before we start, I'd like to ask you if 

and just remind you that I will be recording this interview and also I will be transcribing it 

later into my thesis. However, I will be keeping your name anonymous throughout the 

entire transcription and if there are any other things, you'd like me to keep out I will gladly 

do so is that alright with you. 

 

Lucia: Yes, that is alright with me thanks a lot for asking. 

 

Marco: Alright, so to start off I'd like to simply ask you whether in your job at the research 

department if you have enough variety in your tasks or do you feel like you're doing the 

same things too often? 

 

Lucia: Yes, I have enough variety as I often work with or for Borik and at other times I 

work for the French or the UK department which gives me different aspects of things to 

research.  

 

Marco: Understood thank you. Do you have any tasks in your job where you feel like they 

are too repetitive and too tedious for you and could you give some examples of those 

tasks? 

 

Lucia: Yes, of course, there are a lot of annoying tasks such as the designs of the market 

charts, which take a lot of time. And there are other annoying tasks like the engage 

transactions, which, yeah, again, are time consuming. I don't like the 

repetitive and annoying. But I do like my job overall. 

 

Marco: Okay, thank you. And you yourself? Do you enjoy working on many different things 

at the same time? Or are you someone who likes to finish one thing and then move on to 

the next? 

 

Lucia: No, I actually like working on different things at the same time, because it keeps 

my work interesting. And I'm someone who gets bored quite quickly. So, I like the job 

that I have that has a lot of variety in it. 

 

Marco: And what parts of your work do you think are too standardized? 

 

Lucia: The only thing that really comes to mind here is the engaged transactions, that 

might be a bit too standardized. But apart from that there, I would rather say that there's 

too little standardization, which makes some tasks tedious and repetitive because you 

don’t have standards to go along. 

 

Marco: Okay, and are you happy with the amount of time you're working in the research 

department? Or do you feel like you would like to take over some tasks of the other service 

lines. 
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Lucia: I'm quite happy with my research department actually, and the tasks I have there. 

However, something that I would find interesting with the customer contacts and 

interactions, particularly in the capital markets, sector, that's just something I'm 

personally interested in. So I would love to help them out more or be more involved. But 

realistically seen, there's also no time to do my tasks that have to do for research plus 

take on tasks from other service lines. 

 

Marco: Great, thanks a lot. Are there any aspects of tasks that are generally unmotivating 

that you can actually find joy in? 

 

Lucia: Yeah, you know, despite that, let's, let's say get engage transactions as an 

example. Despite that, they're very annoying, and you have to do so much research to 

simply put in one transaction. There are actually some nice things, you know, you need to 

go to news article websites, to figure out what the what the price is, and what the what 

the parties are in the buyer and the seller. And it really teaches you a lot about the industry 

as well. And what others deem, like the design, I really enjoy getting better at programs, 

you know, you know, I'm a little bit of an Excel nerd. So whenever I have the chance to 

improve my design on PowerPoint, or word, or something like that. 

I always kind of like that. So yeah, they're always there are there are some nice parts 

about it. 

 

Marco: Definitely. Alright, that's great. And how could these tasks become even more 

motivating for you in your day to day work? 

 

Lucia: Oh, that's a good question. I guess that's what you're studying how to do that 

hahha. But I'd say for the tasks that can be in a way automated, I'd love for that to 

happen. And for if they're not automated, I mean, it depends per task really. 

But maybe if some of the some of the things where you lose a lot of time as well as if 

things aren't stored correctly, because then you have to fix them and, and find things. So, 

I think if there were more standard SOPs for the those kinds of things, that would help out 

a lot with the efficiency of our work. 

 

Marco: All right, great. And is money for you is an additional motivator? So, do you think 

you would be more motivated if you got paid more? 

 

Lucia: Yeah, and no. Yes. But not a lot, I think. Yes, because I'm still a starter and my 

salary is not exceptional. And then on top of that, if I have all these annoying tasks, then 

I can get a bit demotivating, as someone who's young, a little bit more money would make 

it a bit more motivating. 

 

Marco: Fair enough. Who doesn't want to get paid more? Right? Um, okay, moving on to 

something you mentioned just now, you were talking about automation earlier? Could you 

maybe go into more detail to that? So can tasks be automated? And if so, which tasks 

would that be? 

 

Lucia: Whoo, tough question. I'd say, yes, there are actually a lot of things that can be 

automated. And there are also some things which I think are very difficult or maybe 
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expensive to automate. For example, designing the charts, I think this is something that's 

quite repetitive. And usually you have all the data sorted out nicely already. So this is 

something that could be automated quite well, but with the transactions, because you're 

getting all of the information from so many different sources and from the websites, that 

will be really difficult and will take a lot of time. And when. 

 

Marco: All right, great. And then on that note, are there tasks in your work field that have 

already been automated? 

 

Lucia: Yeah. Not in a very advanced way, usually through Excel. But the overview of the 

transaction volumes has been automated, that's something that comes out engage, the 

report comes out of engaged and then we put it into the Excel document and everything 

gets put correctly. Same goes for the supply and pipeline. Also goes into the Excel sheet. 

And there are a lot of things with valuations that are automated, which makes sense, 

because it's quite simple reports. 

 

Marco: All right, that sounds great. And judging by that, do you like the tasks that have 

been automated already? 

 

Lucia: Oh, yes, it saves a lot of time. And it makes me very happy always want to have 

to do something that's automated, because I like that it simply, you press one button and 

everything is there instead of having to put in everything manually. So yes, in a utopian 

scenario, everything would be automated. 

 

Marco: Nice. That sounds great. And then perhaps On another note, could you rank your 

day to day reoccurring tasks? from most to least tedious? 

 

Lucia: So you mean which ones do I dislike the most? Exactly? Okay. Number one, engage 

number two. Sending emails to the other teams, to remind them to put their transactions 

in. And finally, all of the other things. So creating the charts, performing the market 

analysis, making presentations, things like that. 

 

Marco: Okay. All right, that sounds great. Um, you were mentioning Excel earlier on as 

one of the programs that's used for automation. Are there any other programs that are 

used to automate tasks? 

 

Lucia: Yeah. I think valuations is using one, but I'm not sure. I haven't done valuations 

in quite a long time. But I know they implemented something new recently. And for the 

rest. We use Microsoft Visual Basic as well in the Excel sheets, to run scripts that will pull 

data from different sources. And that's pretty much it for the rest, I guess, templates. But 

that's it.  

 

Marco: All right. And then the last question of this interview actually would be if you have 

considered raising the topic of automation with someone in the team or supervisor 

perhaps? 

 

Lucia: No, yes, no, I think it's always a great thing to raise. But with research, I think it's 

one of those service lines that uses automation. The least I could understand it more for 
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maybe capital markets or for valuations or operators selection, but I think research I 

mean, it says it in the name, you have to research things and you can't do that 

automatically. So I think. Yep. 

 

Marco: All right, then. Thanks a lot for all your insights, and I'll stop the recording here.  

 

Lucia: Thank you. 
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10.7.2 Sophie (Operator Selection)  

 

Marco: Alright, Sophie. Well, it's great seeing you again. Thank you for joining today. 

Before we get into the interview, I just like to ask you, and to remind you that I'll be 

recording this interview and putting a transcription of it into my thesis. However, I will 

make your name anonymous. And I would just like to ask you if you would be compliant 

with that?  

 

Sophie: Yes, of course. Thank you for asking.  

 

Marco: Alright, so let's jump right into the questions. The first question I have for you is: 

do you feel like you have enough variety in your day to day work?  

 

Sophie: Well, I would say it's enough. But I would love to have some more variety. I think 

OS is a very one sided department where a lot of things are the same each time around. 

And for me, that takes away sometimes I will be attracted to maybe helping out in some 

of the other service lines often say, yeah.  

 

Marco: Okay. And besides that would like more variety in your work, do you enjoy 

specializing in your own department? Do you enjoy specializing in OS?  

 

Sophie: Yes, definitely. The learning curve for starters is so steep at the beginning in the 

commercial real estate industry, and there's so much to learn that I think it's good to focus 

on one thing at a time, because if you do too many, then it's just going to get way too 

much too quick. And now, so that's why I also enjoyed getting very good at OS first, and 

I can take on some more responsibility later. Of course, it would be nice to try out some 

different things as well. But I'm quite happy with getting good at doing OS.  

 

Marco: Okay, all clear. And with that in mind, do you feel like you can work better if you're 

working on different things at the same time, or if you're working on one thing at a time?  

 

Sophie: Um, I'd say I'm definitely someone who likes to have a lot of variety in my work. 

And in my work, I can work at one thing at a time, but that will get very boring and 

strenuous quite quickly. Which is why I like to do different things during the day. And 

yeah, so I'd say definitely doing multiple things at the same time. That's, that's better for 

me.  

 

Marco: Okay, thank you. And tying into that, could you tell me a bit 

about whether you what tasks of your OS department do you find are too standardized?  

 

Sophie: Um yeah, I definitely say the creating the Word documents itself. It's extremely 

standardized to a point where you’re doing the same thing over and over again, and just 

following the same steps can get incredibly boring very quickly. But I'd say in general, this 

standardization is actually not that bad. If anything, we could use some more in some 

aspects. One thing though, however, is sometimes I feel like I don’t get given enough 

autonomy to change the way things are done, whereas I clearly can see that they could 

be done in a more efficient and time-saving way. It makes me feel sometimes like they’re 
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restricting me from using my full abilities. 

 

Marco: Okay, and where do you think you could use more standardization? What specific 

tasks?  

 

Sophie: Um, well, we’re using a program now to automate automatically populate the 

Word documents, or at least we're trying to implement it, we're really using it for some 

basic features such as copying the market value into different places into the document, 

and things such as the clients name, etc. So we only had to fill it in once instead of 

changing it everywhere. But I know that we can use this for another, this program is very 

advanced, and I'd love to get better at it and use it more in in our OS exercises.  

 

Marco: Okay, thank you. And now let's dive a little bit deeper into repetitive tasks and 

what your view is on it. So could you tell me which specific tasks repetitive or recurring 

tasks are unmotivating for you?  

 

Sophie: Oh, quite a bit, I'd have to say. I'd have to say, simple things, such as writing 

out a bunch of emails, or creating meetings within the team or with clients, or 

saving files in the correct spots with the correct name. These things can get very tedious 

and and time consuming. Besides that, I also really do not like the Engage transactions, 

just takes a long, long time to put everything in. And Salesforce is quite a user-unfriendly 

program, which just makes me confused and annoyed when I use it. And I'd say some 

things like, if you need to make graphs for the OS reports, that takes a long time, and is 

very annoying, because it's something that can be it's so similar every single time we do 

it, but we start we make them manually each time. And there is no lined up standardized 

way to do that. Also, one big one, is making the market analysis for different things. A lot 

of times, you have to use the same graphs to make your analysis that you have already 

made before, but you can’t find them, which makes you lose a lot of time on either 

remaking the graph, or trying to find old ones. And finally, of course, the formatting of the 

Word documents not the graphs, everything like that. That's just quite time consuming.  

 

Marco: Okay. And do you think there are ways that these tasks could become less 

unmotivating? Or even motivating for you?  

 

Sophie: Yes, I think, I’m not sure how it will work exactly. But since there's so many 

things that are being repeated the whole time, it will be great if there will be a way to 

make it all, either more organized or automated, something like that. And well, what 

specific tasks because I think it's different per task?  

 

Marco: Okay, well, let's say the the formatting of the Word documents.  

 

Sophie: Yeah, so definitely, if we use Nanonets for it, it will be amazing, because then we 

could just focus on performing the OS and, and doing our own analysis, and not having to 

worry about formatting the Word document or checking it, because everything will be 

automatically formatted. But it’s quite annoying that this hasn’t been done yet, as it is 

something that would save so much time, and it is so easy to implement, yet no one has 

taken the initiative yet. 
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Marco: Okay, and for the transactions? 

 

Sophie: I think that's quite difficult. Because you need to gather the information from 

different news sources or from emails, etc. So I think though, I don't know how that will 

be, will be easier to do. Maybe some way that the organization of it does change so that 

maybe some people do the email transactions and some people do all the but I'm not too 

sure.  

 

Marco: Okay, and finally, what about the meetings and emails and things like that?  

 

Sophie: I think there are quite some programs which specialize in automating this also 

because there's almost every company uses Microsoft in one way or another. So I'm sure 

this exists already. I’m not too sure about what exactly or how it would work. But I 

definitely know it exists.  

 

Marco: Okay. And you've already mentioned automation quite a bit. Could you tell me if 

you would like it, if more of your tasks will be automated?  

 

Sophie: Oh, yes, definitely, of course, like I've already mentioned it, of course, but there's 

so many things, which are very repetitive here and where you're basically just doing the 

same thing over and over again. And it would be great if there was something to automate 

all of that.  

 

Marco: You’ve already mentioned a few tasks which you find annoying. Could you rank 

them for me for which ones you find most tedious and tiresome?  

 

Sophie: I would say firstly, all the emails and the meetings that I have to make and right, 

those are probably the most annoying for me, because it simply takes up most of my time. 

And when you’re planning meetings, you constantly have to go back and forth, suggesting 

new times until you find a timeslot that works for everyone. Then, definitely everything 

that has to do with formatting. So whether that's the graphs, or if it's the Word documents, 

or yeah, just things or Excel sheets, or things like that. And finally, I'd say performing, 

making graphs, not the formatting for making the graphs and gathering the data from 

different sources. Yeah.  

 

Marco: Perfect. Thank you. Finally, could you think of any other ways for you? To see how 

could you think of any other ways? Where are these repetitive tasks will become less 

tiresome and tedious for you?  

 

Sophie: Um, no, not really, I think there are a few things, which could help with making 

most tasks less repetitive, which really has to do with the way that we store everything, 

and that everything is organized. It takes a lot of time, every single time to understand 

from an old project to look into the folders and see who did what exactly. And, in which 

document means what. And there's some people who just pay much more attention or 

much less attention to this than others. And this makes it really difficult to find things and 

costs a lot of time which could have been spared. And if someone would have just stored 

the file in the correct location under the correct name. And for the rest, no, not really. 
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Marco: Perfect. And one final question. If you were paid more, would you find these tasks 

more motivating? 

 

Sophie: In a way, yes, but not completely. I would still find them boring and tedious. But 

it would definitely motivate me more or give me more of a reason to do them. If I was 

paid more. Yes. But not not completely. I'd say a little bit it would help a little bit.  

 

Marco: Okay. Well, great. That's all I need to know. Anything you'd like to add?  

 

Sophie: No, I'm very curious what your what you're going to find. And I'm very excited 

to read it and I hope you send it to us as well.  

 

Marco: Oh, yes, absolutely. I definitely will. You'll you'll see it popping in your inbox for 

sure. Great, great. Okay, so thank you so much for joining me today and I will stop the 

recording now. 
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10.7.3 Tony (Capital Markets) 

 

Marco: Good morning, Tony, thank you for joining me today. It really helps me out with 

with finalizing my thesis. And I'm very grateful that you're able to join the interview. Before 

we start, I would just like to let you know that we will be keeping your name anonymous 

reports of my thesis. And I will be recording this interview and transcribing it later if that 

is if I have your permission for that. 

 

Tony: That is fine. 

 

Marco: Excellent. So to start off, I would like to ask you, do you feel like you have enough 

variety in your day to day work at Cushman and Wakefield? 

 

Tony: I would say in general, I do have enough variety, because I am able to help out 

other in other service lines apart from capital markets, which is where my service line 

where I work. However, there are two points to that. However, there are two aspects to 

that variety that I do have, which is for one that it takes my own initiative to help out with 

other service lines to have that variety in my daily work, I would say. And the second point 

is even if there are opportunities to help out, I'm often not really able to, because I'm 

already busy with my own work. So that's a time constraint that keeps me from the variety. 

 

Marco: Perfect, thank you. Next up, I'd like to ask you, do you enjoy with the tasks that 

you perform in your capital markets department? Do you enjoy specializing in those tasks? 

 

Tony: In general, I would say so, otherwise, I would not have picked the capital markets. 

However, it depends a lot on the tasks at hand as well. 

I personally enjoy getting good at the market evaluations and improving the design of 

IM’s. But there are some other things that are quite time consuming, like transaction 

records or saving setting up VDRs. And they're not just time consuming, but they're also 

very tedious and lengthy to do. 

 

Marco: And what are the aspects of those tasks that make it so time consuming and 

lengthy, like you said? 

 

Tony: I would say the overall reason for the time consumption is the data storage, because 

a lot of the tasks take a long time. This includes transferring data from one place to the 

other, you need to find the correct data and where it was stored, you need to transform it 

into a new format or a different program or a new document that you use. And just as one 

example; for transactions, you often need to pull data from a lot of different sources and 

then put it into engage. Managing all of that takes a lot of mental capacity and time as 

you need to remember where which data and source was. And that makes it time 

consuming. 

 

Marco: So you would say that the way that the data is stored is affecting the time you 

spend on these tasks that you're performing? 

 

Tony: Yes, indeed, I would say the lack of streamlined data storage. Just takes away time 
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was my day that I could spend otherwise if it was done properly and correctly. 

 

Marco: Alright, that's all clear. Moving on to a different topic. You yourself, do you feel 

like you're more productive if you're working on one thing at a time? Or are you someone 

who's more productive that you have a variety of different tasks at one period of time? 

 

Tony: I personally have always been someone who likes to focus on one thing at a time, 

I'm really not great at multitasking. And I'd rather do one thing and get it done properly. 

Yeah, because allows me to dedicate all my energy towards that one thing I'm working 

on. And to do that one well. And it also lets me get into a certain flowstate with a lot of 

momentum, as compared to doing things half-heartedly. 

 

Marco: And you don't have it, if you're working on one thing at a time that it starts to get 

more boring or tedious for you. 

 

Tony: Um, it really depends on the task at hand, if there are tasks that I truly enjoy doing, 

and that are interesting to me as well, then time goes by very quickly. However, when the 

tasks are incredibly repetitive, and don't necessarily match my interests that much, then 

it becomes boring, repetitive. And yes, it's annoying to do these kinds of things at that 

time. 

 

Marco: All right, that makes sense. Of course. Thank you. Now, I'd like to ask you, of your 

tasks that you perform at capital markets, which ones specifically do you find are too 

standardized? 

 

Tony: I wouldn't really say that there are a lot of tasks that are actually too standardized. 

I think I've mentioned it a little bit before. I think that there's a lack of standardization, 

which causes tedious tasks and time consuming. Yeah, just occupations during the day. 

So yeah, to add to come back to you, there's no not too much that's to standardize, but 

there's a lack of standardization that would make a lot of things easier. 

 

Marco: And what tasks specifically that you have, do you think, could be more 

standardized, like you mentioned? 

 

 

Tony: Um, it's actually mainly the city market analysis and engage transactions that make 

more sense. 

 

Marco: All right, that's clear. To continue on the topic of variety in your work, are there 

any tasks of other departments, such as OS, or Research or Valuations that you would like 

to include in your schedule and combined with your capital markets tasks? 

 

Tony: I think the engagement with operators that the OS department has looked very 

interesting to me, and perhaps helping to analyse some of the data that research has to 

do for that, for example, preparing the market bytes could be an interesting task to me 

as well.  

 

Marco: Right, this question I think  we've kind of covered already a little bit. But I'd like 
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to ask what recurring tasks that you do are unmotivating for you. So I think you mentioned 

some of the transaction recordings and also setting up the VDRs. Is there anything else? 

Or would you like to elaborate on why they are on motivating for you? 

 

Tony: Um, yeah, I think you mentioned the two main ones already that are the tasks are 

unmotivating. And in addition, I would maybe also add, sending out mass emails to 

investors. And yeah, I've kind of mentioned this before, why it's unmotivating. It's just 

copying and finding the data is a bit of a brainless task, because time consuming and bit 

annoying. And having to repeat that process over and over again. Just doesn't give me a 

lot of energy and motivation to do more of that. And I'd say another aspect of it is having 

to read through large documents for one particular number for one particular sentence is 

quite unrewarding. 

 

Marco: And are there any aspects of these tasks that you actually do enjoy doing? Or is 

it just a complete waste of time for you? 

 

Tony: I think on the last point I just mentioned, whilst reading through large documents, 

sometimes you'll also come across things that are actually quite interesting, whilst having 

to look for certain things. And this doesn't only happen in the reports that we're doing. 

But if I have to research something else that is quite interesting. And along the lines of. 

But obviously, it's nice to learn more about the industry and to learn more details to know 

more about this particular cities that we that we are working with. I would say gaining 

knowledge whilst looking for other information. 

 

Marco: All right, are there any ways you can think of that these unpleasant aspects of the 

tasks -so the repetitive searching for data and repeating the processes over and over 

again, like you said- could you think of any ways that this could become less unmotivating 

for you? 

 

Tony: Absolutely, I think I kind of mentioned it before, though, but if you have more 

standardization, obviously you have to do less tedious tasks, and then you spend less time 

looking for things and just find it in one overview. And if there was some kind of way to 

have a streamlined or automated process, where you’re pretty much just taking the city 

analysis reports, you just have to enter the city, and then you already have all the 

information there is encouraged. But sadly, we don’t have a very finalised version of 

something like this. And I would find that, more motivating to have less of these tasks.  

 

Marco: Okay. All right. All right. Next question, would these tests be- besides what you 

just said- would they be more motivating for you, if you had a higher salary? If you were 

paid more? 

 

Tony: Not really, because you still have to do the same tasks. I might have more 

motivation to discipline myself to get it done, because I know I'm paid well for it. But it 

doesn't change the task at hand. So, it doesn't change my level of motivation to do them. 

 

Marco: And do you think these tasks, do you think they could be automated in a way? 

 

Tony: Absolutely. I think that not saying that I'm able to do it. But it would be quite 
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complicated. Because there are so many different types of formats that need to be 

accounted for that need to be streamlined into one place or into one format as before. 

That will be complicated, but I'm pretty sure there's a way to get it automated if you invest 

their energy and time into it. 

 

Marco: Right, and if these tasks were automated do you think you would have more room 

for creative creativity in your work? 

 

Tony: Yes, as mentioned before, the tasks that I usually enjoy are tasks that do not 

include those tedious and repetitive aspects. So, it gives me it would give me more time 

to focus my efforts on things that matter more in the workplace, and that I personally 

enjoy more. For example, attracting clients or performing more research that will make it 

more interesting if than those lengthy tasks. 

 

Marco: And have there been any of your tasks that have been automated or already have 

some form of automation, whether it is very simple or quite advanced? 

 

Tony: If I think about it now, I think some aspects of valuation exercises already 

automized. Let me think. I think that's the markets appendix and the wording in the 

documents itself. That’s the only things that come into my mind right now. So yes, there 

are some things that are already optimized. 

 

Marco: And do you enjoy that, that they are automated? How is that experience for you 

working with automation? 

 

Tony: Oh, it's great. It saves me so much time. And as mentioned before, I'm able, 

because certain things are already in place as the valuation exercises, then you can focus 

on things that are more important, and you can invest your energy more appropriately. 

 

Marco: And could you rank the tasks that you mentioned, that you find are tedious? Which 

are the sending out the mass emails, creating the VDRs and putting in the Engage 

transactions? Which one of those do you think is most time consuming and tedious for 

you?  

 

Tony: The Engage transactions, I find the most tedious actually. And after that, I would 

say setting up the VDR’s. And then as a last point, the mass emails. 

 

Marco: Have you ever considered taking any initiative to raise this topic of automation 

with some of your supervisors or with the rest of the team? 

 

Tony: Yes, I have addressed that before. Because as you've probably noticed, by now, it 

would have saved a lot of time and energy and other things could be done better. And I 

have addressed it, but nothing ever came a bit, neither from my side, because we're busy 

with what we're doing right now. I don't really have the time to invest into automating the 

processes, but nothing came from the supervisor’s side. 

 

Marco: Alright, and to finalize it, can you give me some names of the programs that you 

use to automate the tasks? Like you mentioned, the valuation market attendance, and the 



Chapter 10 - Appendices  

74 

 

valuation reports. 

 

Tony: It’s mostly using Excel’s built-in formulas, as well as the Microsoft Visual Basic to 

write scripts for the sheets.  For word, we use Microsoft Power Automate, which allows 

you to auto-populate most of the required fields. 

 

Marco: And do you know of any other programs that perhaps other companies use or that 

you've heard of, or that you've read about somewhere, which you think could be 

implemented at Cushman and Wakefield?  

 

Tony: Yes, I've heard of the company called UIPath, which I believe specializes in using 

their own program to automate tasks such as these. And then there's also another program 

which I believe CBRE, yes I think it’s CBRE, and that is called Nanonets I believe. 

Apparently it is very intuitive and easy to setup. And of course, there is the power query 

tools of Excel, but they can be quite hard to understand. 

 

Marco: All right, perfect. Yeah. Anything else you'd like to add? Anything you were 

thinking of that you think might be useful for me? Or shall I finalize our interview? 

 

Tony: No, I don't think so. I think the questions you asked are pointing in the right 

direction. And I think it's very helpful that you're looking into automation of processes that 

are evolving for everyone who works here. So yeah, thanks a lot to you, and I'm excited 

to see what's gonna happen with what you come up with. 

 

Marco: Great, thank you, Tony, and I'll stop the recording now. 
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10.7.4 Lewis (Valuations & Advisory) 

 

Marco: Thank you, Louis, for joining me today. And I’d just like to confirm with you once 

again that I'll be recording this interview and putting a transcription into my thesis 

document. But I will make your name anonymous, as requested. Is that alright with you?  

 

Lewis: Yep. All clear. 

 

Marco: Perfect. So, moving on to the first question, do you feel like you have enough 

variety in your day-to-day work? 

 

Lewis: No, no. 

 

Marco: Could you tell me why, why don't you think that? 

 

Lewis: I feel like once a task is done, you just do the next, the next day you start the 

same report. Again, once the report is done, you go to the next one. It lacks some variety 

I would say. 

 

Marco: Okay, so you would want more variety in your work? And what did you imagine, 

what kind of variety? That will be what you want to help out and other service lines, for 

example? 

 

Lewis: Yeah. Maybe do a bit of every service line rather than like a focused internship. So 

we could learn as much as possible, rather than having learned most of it after two months. 

 

Marco: Yeah, makes sense. Then moving on to a different question. Do you enjoy 

specializing in your work? And if that's unclear, with specializing, I mean, do you enjoy 

getting very good and efficient at your specific tasks in valuations? 

 

Lewis: I do. But this satisfaction has passed away. So it's like nice to be efficient, like, 

I'm satisfied for one day, and then that's pretty much it. But it doesn't make the job. 

enjoyable.  

 

Marco: Right. Right. And what specific tasks that you do for valuations do you find 

tedious? 

 

Lewis: Mainly the report, okay, because once you've analyzed the assets, and you 

have done your assumptions, regarding potential figures, the boring part comes in, where 

you have letters to fill up, like, report and write basic things down. It’s like I don't need a 

brain. 

 

Marco: And so it's specifically the populating of the document, filling in the document? Or 

is it also something else that has to do with the report? 

 

Louis: No it’s mainly populating the document, it could be done by a machine for example. 

You are simply redoing and rewriting every part of the report, and nothing is different each 
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time you do it. 

 

Marco: And are there any other tasks of the valuations that you find tedious? 

 

Lewis: Not from the valuations itself, but like, yeah, all the 

little tasks, like helping others, I would say. Not very interesting tasks, such as renaming 

the folders. This could have been done better the first time probably. I don't feel like I 

have learned anything, doing that.  

 

Marco: Right. How do you feel about the amount of standardization? And with 

standardization I mean, the clear set of guidelines and standards that Cushman and 

Wakefield gives to perform your job, do you feel like it's too much or too little or too 

unclear? Also tying into what you said about like the named folders and things like that.  

 

Lewis: It's nice to have a good set of standards, for example for naming thing. I would 

say to this would optimize some stuff afterwards. It's a bit sad that we learn your job to  

to this. 

 

Marco: Alright, moving on. How can these tasks and that you've mentioned, starting with 

the Word document population, become more motivating for you? 

 

Lewis: I don't know how it works, this works. I guess if we apply the same as in Excel, 

we use some macros, like, fill up all the boring parts and be able to do more tasks and like 

more spend more time on the interesting parts, like understanding the hotel and how it 

works. 

 

Marco: Yeah. Perfect. And would you be more motivated for these repetitive tasks if you 

were paid more? 

 

Lewis: Of course. I am here to learn, but I am also not going to deny that more pay would 

make me more motivated. So yes, somewhat. 

 

Marco: Okay. Perfect. And do you think that there can be more automation 

of tasks in at Cushman and Wakefield?  

 

Lewis: Yeah, definitely. Basically, we could use macros in Excel for the different graphs, 

and to import all the data for the market analysis. 

Mainly, and this helps a lot and feel a bit more like creative during this than just filling 

them up yourself. 

 

Marco: And would you say that more automation of these tasks will make you happier or 

less happy with the work that you're doing? 

 

Lewis: Well, I would spend less time being less happy. So I don't know how you want to 

take this. Yes. 

Marco: Okay. And final question. If you could rank your tasks that you the regular tasks 

you do at valuations from most annoying to maybe the top three most annoying tasks? 
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Lewis: Yeah. So yeah, number one was reports for sure. I've done too many. 

Also, making the graphs. It feels like it's only the same but 

we could be helped by macros. And also yeah, those folders for sure. That's not my day 

to day thing. 

 

Marco: Okay, perfect. Anything you'd like to add or ask? If not, I’ll stop the interview. 

 

Lewis: No. 

 

Marco: Thank you very much. Perfect. Alright, then I'll stop the recording.  
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10.8 Focus group transcript 
 

Attendees:  

 

• Tony (C&W) 

• Lewis (C&W) 

• Gerard (CBRE) 

• Hellen (CBRE) 

• Josh (JLL) 

• Yvonne (JLL) 

 

 

Marco: Welcome everyone, thank you again for joining today, it is very special to have so 

many industry professionals from various companies in one meeting! I think this is 

something that rarely happens. Now, just to start off with, I would just like to mention 

that this interview will be transcribed in my report and thesis, however, I will be using 

anonymising all your names. Could I just get a quick confirmation from everyone, just a 

quick “yes”, that you agree with this form of recording? 

  

Josh: Yes 

 

Lewis: Yes 

 

Gerard: Yep 

 

Yvonne: All good 

 

Tony: Yes 

 

Hellen: Yes, that’s fine! 

 

Marco: Perfect. Thank you everyone, then let's move on. As some of you may know, I am 

currently finishing my Bachelor's at Hotelschool The Hague in Amsterdam. And for my 

thesis, I am investigating what the effect is of repetitive and tedious tasks in the 

commercial real estate industry, and what its effect is on the job satisfaction of starters, 

such as yourself. And I'm trying to find solutions on how to make employees happier, and 

less bored at work to enable more creativity and effectiveness in the day-to-day work. So 

I'll be asking some questions today to figure out what kind of solutions you have already 

tried or any solutions that you might think of, which could make your work less tiresome 

and less boring. So, the first thing I'd like to ask - and feel free whenever I ask a question 

to answer and I'll be making sure to go along everyone to see what your view is on it, 

because I’d like all of your inputs in this. So the first question I'd like to ask is, what are 

the most common struggles when it comes to managing data at your day to day work?  
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Gerrard: Yeah, I think I can answer that first. So for us, one of the biggest struggles is 

the sheer amount of data that we use, we have str, of course, we have all the data that 

we get from our clients. We have the market data to cities, statistics, the tourism data, 

and keeps going on and on. And to use all of that to put it together and to synthesize it 

into one thing that really takes a long, long time. And not only with just using all the 

different types of data, but the way it's stored as well. And the way people use it, to put 

it in their reports. That's something that we struggle with a lot.  

Marco: Perfect. Thank you. That's great. Anyone else?  

Josh: Yeah, I think I'd have to agree with this. For us, we have quite some standardized 

ways to store data. And I think they work quite well. And we have some good, SOPs for 

new people to understand how to save the client info, and things like that. And that is 

great to save time and make processes run more smoothly I'd say their consistency of the 

employees is something that's really difficult. A lot of times people don't know how to store 

it. So they just put it in one of the folders, and they don't really pay attention to it at all. 

But nevertheless, I have to agree with Gerrard here and say that just a huge amount of 

data that there is and having to put that together into one thing that's really difficult. And 

that takes a lot of time. And it's very tedious. And it's the type of aspects that I don't like 

about my work. Yeah. 

Marco: Understood. Understood. Thank you.  

Hellen: Yeah, I'll just jump in, I think I agree with, with what they said as well. But I must 

say we already use quite a bit of automation here at CBRE to, to make these tasks go 

faster and more effective. So yes, there's always still the struggle of storing data. But I 

feel like we've got that covered quite well already.  

Marco: Interesting. And Could I could I ask you what type of automation software you 

use?  

Hellen: Yes, absolutely. We use Workato. It's an excellent program. And it really it takes 

some time to set up and you need to be to set it up you need to be a little bit of an an IT 

guy so to say. But once it's all set up, it saves a lot a lot of time and it has really helped 

me and my colleagues as well.  

Marco: All right, thank you. Understood. Yvonne, would you agree with everyone are you 

have anything else to add?  

Yvonne: Yeah, no, I agree with everything that has been said already. I don't think I have 

a lot at like Peter said already. We do use automation software already. And it works quite 

well. So yeah, not a lot to add. But thank you.  

Marco: Alright, all clear, thanks. Let's move on to what specific tasks -  or let me rephrase: 

what specific aspects of these repetitive tasks that you're performing, that may or may 

not have been automated, do you find the most tedious? And maybe, Gerrard, we can 

start with you again and make the circle? 

Gerrard: Yeah, sure. I have to say. So, as someone who does valuation exercises, the 

two most annoying things I would have to say, is has to do with putting everything 

correctly in the document. We all use word here, I think we all use Office. And I think we 

all understand that. Putting things you know, some pictures can be so annoying, or the 

way that the font jumps around, or we all know the struggles. That's super annoying. And 

it takes way too much time to do that the same things for every single project, because 

essentially, every single valuation document looks the same, but simply the content is 

slightly different each time. So that's, that's having to do that every single time. That's, 

really annoying. And secondly, when performing other things, which have to do with 
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making charts or using Excel, or visualizing data. I think it's been mentioned in the last 

question already, it's very repetitive, to have to constantly take the data from different 

sources, and to put it all together into one document. Because when STR comes in an 

Excel sheet, but the city’s statistics are on this specific website, however the client's data 

is stored in another folder somewhere in a format that they send, whether it’s a picture, a 

PDF, or an Excel sheet, you know, it's just that's very annoying to constantly have to 

transfer all of that.  

Marco. Thank you. Do the rest of you agree with that? How about you, Lewis?  

Lewis: Yes, yes, these are definitely things that we struggle with as well. Once again, like, 

like we said, we do have some programs already which automates all of this, especially 

with Word, we have a very great solution for this, we use a certain program called 

Nanonets. And this really helps to, you don't simply have to fill in the content into the 

program, and it will automatically paste it in the correct format in the Word document, 

which is amazing. And you don't have to do any of that formatting yourself. And this really, 

really saves a lot of time. I've worked before this was implemented, we only implemented 

it last year. And it's really made a huge difference in the way that we work. But yeah, what 

Gerrard is talking about, about having to use a different data from different sources. That 

is absolutely something that we that we struggle with as well.  

Josh: Yeah. Yeah, I think I can add on that. You know, I think we're working with so many 

different companies at the same time, we're working with the operators, with investors, 

with development funds, with statistic companies, research companies, all of these 

together. They're all using their own formats and their own ways of storing data. And I 

think in that regard, it's always going to be, you're always going to need that manual step 

of figuring out how to put that together and to really combine it so to say, and that I don't 

know if that will ever be changed, so I think there's only to a certain extent that you can 

automate. But of course you must be researching this so, let us know if you find some 

magical solution that we could apply as well. But I'm afraid some things will just stay like 

this forever.  

Marco: Interesting to hear, can I ask the rest of you if you agree with Josh’s points, what 

he said here do you think is, it's going to be that some things will be impossible to 

automate? Tony, what do you think about this?  

Tony: Now, I mean, if you look at the amount that is being the significant impact that 

artificial intelligence is making on, on all different types of industries, I think, of course, 

it's not going to happen in the next five years. Maybe ,you never know. But at some point, 

we will not have to manually input all the data, it will happen in a way that will be 

automated. And this, really, I think it is a little bit fixed way to think, that this will never 

happen. You know, back in the day, we thought, we could never have a phone fit inside of 

our pocket. But look at this, now we can have a watch, which can tell us anything we want 

to do, we can tell our heart rate, they can show us your messages. We can do anything, 

really. And it's only a matter of time before this, this gets implemented into this industry 

as well.  

Gerrard: Yeah, I'd have to agree with this. As well, I think, of course, it's difficult, but at 

some point, we'll just look at the implementation of Excel as well, to give another example 

to what Tony gave here. Before they used Excel, they had to do all of this by hand, on a 

piece of paper. And within years, the matter of five years, everything shifted to computers. 

And everything just got way more efficient. And I really believe that this will happen with 

this type of data storage as well. And with the current trends in big data, I think at some 

point, it will be automated as well.  

Marco: Alright, is there anyone who agrees with Gerrard in this?  
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Hellen: Yeah, I think I'm kind of in between, because on the one hand, I do understand 

that, because there are different formats everywhere. And some people send it in different 

languages even or with different currencies, or in a PDF format, or in the format of a 

picture, it will be really difficult to program something to take all of those parameters and 

automatically put it into something else into an excel sheet without mixing up any of the 

formatting or any of the statistical accuracy. You know, that's the reason why there are 

analysts in this job, because there are so many things to take into consideration. On the 

other hand, I do agree with with Tony’s point that things have changed so much already. 

And there's no reason that that shouldn't change in the future as well. And I'm sure that 

some things will become much easier and much more automated. But maybe some things 

will be left to manual synthesis as well.  

Marco: Thank you, thank you. Our conversation has naturally guided us in towards the 

realm of automation and seeing that as a solution to everything. Could I ask you, could 

you think of or has your company used anything else? Or have you thought of raising up 

any other solution to the amount of repetitive data synthesis that you have to do in your 

job? Could you think of any solutions? Anything that comes to mind?  

Gerrard: Yeah, actually, our company what we've done is we've made a - we call it master 

data storage file, which is just one big PDF and it will explain you in every single way that 

you have to store data in our in our drive. And so this is great for the new starters of the 

company, who don't know exactly, you know, they're new to everything. So it's great that 

they can, they can use this to put things in the correct location, and the little steps go a 

long way into making it more streamlined and to really improve everything. And besides 

that, we use a lot of templates for things, which really speeds up the process as well, 

especially if you have to make a market analysis. It really helps to do that. And what it 

does, is it pulls the data from different Excel sheets into one Excel sheet. And based on 

that, it will create the charts that you need for it as well. And then lastly, one other thing 

that I can think of right now is, a lot of times when you're dealing with clients, or you're 

dealing with a project, you have to make these quick and dirty little analyses. So not 

nothing in depth, just a quick analysis of a certain market or city. And what we use for 

that is an Excel sheet, which already you simply have to provide the city or region, etc. 

And it will give you any relevant charts, the most recently available charts, also pulled out 

of other data sources.  

Marco: Okay, thank you. Yvonne, how about you would what do they do at your work? 

Or do you have any other interesting solutions?  

Yvonne: Um, well, we also have a file for standardizing how we name things and put it in 

in the files. But it's not that extensive, and it's hasn't been updated in quite some time. 

However, what we do to make things less boring is, what we do is we really give people 

certain jobs, so to say. So if you're working on one project, one valuation, it's not just 

going to be you performing everything. One person will do the text in the document, and 

the other one will have the context with the client. And the other one will do the valuation. 

And then the other one will make all the charts and do the market appendix. So in that 

way, we keep it separated and people can really specialize in what they're doing and get 

that better and faster and more efficient at that.  

Marco: Okay, and so this is something that I have been researching in my paper as well. 

I'd like to follow up on what you just said, Yvonne, and ask you. So you're saying certain 

people are responsible of certain elements of the project that you're working on? Do you 

not get bored of repeating the same tasks and having little variety in what you're doing 

your work?  
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Yvonne: Well, yeah. On the one hand, yes, I do. Because it can get kind of repetitive, like 

you said. But on the other hand, you do get much faster at it, and you have to think less. 

And it takes less energy from you like that. So yeah, I think it's not that bad. Of course, 

it will be nice to have some variety as well. But this makes things go faster.  

Marco: All right. Interesting. Interesting. Could anyone else give me some examples of 

some solutions that you think could be implemented or that you have implemented 

yourself?  

Hellen: No, I agree with what has been said. It's either going to be automation or some 

other form of making it less tedious and a bit less boring enough, maybe a bit more 

exciting. You know, it's always good to come up with creative ways to make your work 

more fun. There's always going to be repetitive, annoying parts of your job. But in finding 

ways to deal with it, it's going to be a must in order to motivate yourself.  

Marco: Do you have any examples of these creative ways as you make your work more 

exciting?  

Hellen: Oh, no, I think it's really just depends on the situation, you know? Let me, let me 

think if I can think of an example. So when I need to make a design in some way, instead 

of instead of exactly copying the template, I like to try to see if I can make the template 

a little bit nicer. So that next time, when someone uses it, they're pleasantly surprised by 

how nice it is. Or try to, look outside of the repetitive way of doing things. And instead of 

just simply doing what is being told, try to be creative in your own way and add your own 

little twist to things. I think that's always a good idea. 

Marco: So based on that, would you say that encouraging your employees from a 

manager's perspective, to take autonomy and to add their own creative twist on things? 

Do you think that's a good way to motivate them to repeat these repetitive tasks?  

Hellen: Yeah, of course, besides that, I think that it's necessary. In any case, it's always 

a good thing to give your employees autonomy to improve motivation. But especially when 

it comes to these tasks, it's great to allow them to give their own spin on it, otherwise 

they'll start feeling more and more like a machine, like a robot. And eventually, their job 

satisfaction will just significantly decrease from it. Now I’d just like to add as well, that I 

think it's a combination of things. And I think for the employee, it's also good to know that 

there are active measures being taken from management, to see if these tasks can get 

less repetitive and to see if these tasks that have a negative impact on the job satisfaction 

can either be made more fun, less repetitive, or automated. I think it's a combination of 

things which will ultimately improve it and not simply just one thing, because one thing 

can't tackle everything at the same time.  

Marco: Perfect, thank you. I think we've covered everything I wanted to cover here. Would 

anyone like to add anything still at the end? Any recommendations? Now's your time, 

otherwise, I will end off the interview.  

Tony: Yeah, no, I think. I think it's really a great initiative. Because it's we see here at 

CBRE as well, that people just leave the company quite quickly. And the main reason for 

that is that they don't enjoy their work as much. They don't feel like they can join on the 

front side of the real estate industry as much and they feel like they're too much working 

in the back office, which takes time and energy. So I think it's truly a great, great initiative. 

And I'm very curious to hear to read what you've gotten out of it.  

Hellen: Yeah, same here. Very interesting. Thank you.  

Marco: Thank you guys. Well, that was all thanks a lot. Please feel free to send me an 

email if you have any questions or a message. I'm always happy to talk a little bit more 
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about what I'm doing, and I'll be sure to send all of you an email with the results and the 

solutions and everything. So thanks a lot, everyone for joining. I hope I didn't take too 

much out of your busy work schedule today! 
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10.9 Dissemination: Proof of presentation for C&W 

team 
 

 

 

Presentation was given after the normal monthly breakfast meeting. The C&W team was 

gathered in a meeting room, which is the member called: C&W_PRG_Mee…. 

 

The name of the other online participant has been removed for ethical reasons (see ethical 

considerations). 
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10.10 Dissemination: Post on Medium 
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10.11 Grading rubric and feedback of LYCar Proposal 
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10.12 Client evaluation forms 
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