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BDP Topic Approval Summary
	Information required
	What students should explain

	1. Proposed topic or working title
	The Impact of Housekeeping Response Time on Guest Satisfaction and Hotel Service Quality: A Case Study of Hilton London Kensington, UK.

	2. Business problem or unmet need
	Guests often face delays in housekeeping requests such as room cleaning, fresh towels, amenities and maintenance reporting. This affects guests and hotel operations teams. It matters because cleanliness and responsiveness strongly influence online reviews, guest loyalty and reputation in London's competitive hotel market.

	3. Proposed business response
	The startup will offer a housekeeping management and request-tracking solution for hotels, including digital task allocation, clear response-time standards and better staff scheduling. It addresses the problem by reducing delays and improving communication between guests and housekeeping teams.

	4. Target customers and scope
	Upscale hotels in Kensington, London, UK, with Hilton London Kensington as the main case study. The intended users are hotel managers and housekeeping departments serving leisure and business guests who expect prompt, high-quality service.

	5. Early evidence of demand
	Reviews on TripAdvisor, Booking.com and Google frequently mention cleanliness and staff responsiveness as key factors in guest ratings. Service quality literature, such as SERVQUAL (Parasuraman et al., 1988), identifies responsiveness as a core dimension of customer satisfaction. Industry reports can further support this.

	6. Aim and feasibility
	The BDP will assess how housekeeping response time affects guest satisfaction and service quality, and will develop practical recommendations for the business opportunity. Information is available through public guest reviews, academic journals and hospitality industry reports. The main difficulty is limited access to internal hotel data, so the study will rely mainly on secondary data.



