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[bookmark: _Toc179884041]Executive summary
The present research aims to find the role of housekeeping services on the satisfaction and loyalty of the guests of Rossington Hall Hotel in the United Kingdom. Services related to cleaning and maintaining appear as one of the largest, if not the largest category of the guest interaction domain, as they define the immediate accommodation and cosmetic experience of the place as well as the perceived hygiene conditions of the environment. The research focuses on determining the way available room cleanliness, adherence to detail, guest requests, and tailored services enhance guests’ retention and loyalty. A limited survey method was applied, whereby the findings were obtained through guests’ feedback on the current housekeeping services and services that required improvement. The premise of this paper is to determine to what extent housekeeping significantly contributes to the level of guest satisfaction and recommendation of the hotel as a place to be during future events.
Areas for improvement include staff development; improvement in utilisation of technology in housekeeping; enhanced communication and integration environment environment-friendly strategies to capture the ‘green’ customers. Non-technical support service solutions are also underlined as essential for the hotel business, especially, the individual housekeeping solutions can enhance the overall customer satisfaction level. Therefore, it is seen that housekeeping services have a significant role in providing good guest perceptions for timely guest loyalty at Rossington Hall Hotel. The necessary focus is given to constantly revamping the housekeeping services.
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[bookmark: _Toc179884043]Background of the research
Housekeeping services are one of the most significant environmental factors that have a direct impact on consumers in the hotel and resort business. Specifically, at the Rossington Hall facility located in the UK, the cleanliness of the facility and services within it and quality of services must meet specific results expected by guests. Housekeeping services also do more than make the appearance of hotel bedrooms look beautiful: it also means improving the feelings of comfort, and safety, of the guests. Focusing on the importance of housekeeping services, this research seeks to investigate the effects of these services on guests' satisfaction and loyalty, and how particular housekeeping activities affect guests' perceptions and their intentions of revisiting the hotel, so as to inform future hotel service improvements (Shin and Jeong, 2022).
[bookmark: _Toc179884044]Aims and Objectives
Aim: To analyse the impact of housekeeping services on guest satisfaction and retention in Rossington Hall UK.
Objectives:
· To explore the housekeeping services provided by the hotel for guest satisfaction and retention
· To analyse the impact of housekeeping services on guest satisfaction and retention in Rossington Hall 
· To recommend the ways in which housekeeping services can be used effectively to improve guest satisfaction and retention
[bookmark: _Toc179884045]Overview of Rossington Hall UK
Rossington Hall is a Country House Hotel situated in Doncaster, in the county of South Yorkshire, England. Located in an 18th-century building, which was restored to become the hotel of comfort and style, this hotel perfectly unites traditional and contemporary concepts. Elling delightful gardens and large grounds, Rossington Hall affords guests scenic qualities. It has comfortable guestrooms, adaptable meeting and dining venues and diverse themed restaurants and bars to cater for those choosing to get married, host conferences or for business and leisure. This hotel has a long history of operation, and such factors coupled with an entrepreneurial orientation that guarantees superior service delivery make it attractive for all clients (Mark, 2023).




[bookmark: _Toc179884046]Literature Review 
Exploring the housekeeping services provided by the hotel for guest satisfaction and retention
According to ‌Ntavitavian (2020), the study of housekeeping services at Rossington Hall Hotel is crucial to determine their ability to foster satisfaction and resultant loyalty of the guests. Since it has a direct impact on the guest experiences related to housekeeping is crucial to the operations of the hospitality business. Cleaning and tidiness are of great importance in the creation of a favourable climate, something that relies heavily on the housekeeping team at Rossington Hall.
This study seeks to establish particulars of housekeeping services offered which include: room freshening, maid service, changing over bed linen, turn down service or any other special services. Through such services, the study will assess the responsiveness of these services to guests' needs. It will also look at the role that the quality and uniformity of these services play in the achievement of guest satisfaction.
As per Paulose and Shakeel (2022), Cleanliness and comfort are probably two factors that directly relate to guest satisfaction. Thus, offering knowledge about specific characteristics of the housekeeping services, including the timeliness of the provision of the services by the staff and the focus on details of guests’ preferences, the findings will give an account of how guests’ experiences are influenced by those services.
Alcalde-González et al. (2021) identified that, the relationship between guest satisfaction and guest loyalty will be examined in the study. Customers who have positive experiences are always willing to come back and bring along other clients and that is why housekeeping is very central to the growth of such loyalty. Because the research aim involves receiving feedback from guests, particularly on issues to do with housekeeping, the study will showcase strengths and the areas that need to be worked on in relation to service provision. This study will therefore feed into the strategic rise of the Hotel to enhance the experiences of its clientele and ultimately foster their loyalty.
Analysing the impact of housekeeping services on guest satisfaction and retention n Rossington Hall
Hahn et al. (2020) identified that, the findings reveal that housekeeping services have a very positive effect on guest loyalty and perceived satisfaction in Rossington Hall Hotel since housekeeping services are part of the guest experience. Housekeeping refers to the act of maintaining the cleanliness of rooms, tidiness and order of the hotel which guests get to see hence making it hold great aspect qualities. Hygiene is usually considered one of the most important attributes of a comfortable stay; when guests arrive at the clean room, they feel happy about the chosen place and have a good impression of their trip.
As per Bhatnagar and Nim (2019), the housekeeping services made a contribution to the guest's satisfaction because the identified needs were met immediately. For example, how many calls are answered and how efficiently the staff supplies the additional towels or cleans the room is not only a way to satisfy the customer's needs but also a way to guarantee individualisation. It also ensures satisfaction by promoting guardian-like interactions between the guests and the staff of the hotel.
Furthermore, the Internal communication of the housekeeping services is of great importance for guest loyalty. It is easier to get back the guests who encountered a sure and high standard of cleanliness during their stay. Not only does it make him or her more willing to book another room at the hotel, but they also spread the word to others, creating word-of-mouth marketing.
Andrade et al. (2021) explained that suggestions for housekeeping services an organisation receives can also be useful for making improvements. Thus, to increase the level of the housekeeping services and make these services correspond to the demands of guests, Rosington Hall can solve any problem which will be mentioned by the guests. Finally, the quality of housekeeping services at Rossington has to do with the happiness and the willingness of the guests to come back to the hotel which has to do with the immediate experiences of the guests as well as the overall experience.
Recommending the ways in which housekeeping services can be used effectively to improve guest satisfaction and retention
To effectively improve guest satisfaction and retention through housekeeping services at Rossington Hall Hotel, several strategies can be implemented:
According to Padma and Ahn (2020), Training and Development: This made it pointed out that the implementation of must-do activities such as training programs for the housekeeping department improves their performance capacity and professional knowledge on cleaning processes, customer relations, and service delivery. This is because freeing the staff to comprehend the significance of their contribution towards the guest would make them appreciate a better service delivery.
Personalisation of Services: Customisation of the housekeeping services in order to accommodate the guests' preferences makes a big impact on the guests themselves. For instance, staff can record such special requests as a desire to have a specific room temperature or certain types of toiletries needed while in the hotel and offer the same. Thus, to ensure the client’s experiences remain consistent throughout the visits, a method of recording particulars will be useful.
As per Thébaud et al. (2021), Regular Quality Assessments: This means that performance audits of housekeeping services should be conducted frequently in order to enhance increased cleanliness and general high maintenance. Guest feedback can be obtained formally through surveys or received directly, and the hotel can easily target particular areas that need change.
Clear Communication: Communication between housekeeping and the other department of the hotel has to be properly organised. This means that any additional preferences or complaints provided by the guests are received on time and hence, improve the experience of the guests.
Lim (2018) identified that, Promoting Eco-Friendly Practices: Adopting environmentally sensitive housekeeping measures/strategies like improved environmentally cleaner products and linen reuse are likely to attract clientele who are socially-ecologically sensitive. Therefore, stressing these actions can improve the image of the hotel and attract more clients. By so doing, Rossington Hall will be able to give back to the guests a memorable experience hence increasing their satisfaction levels and hence increased retention rates.

[bookmark: _Toc179884047]Methods 
Research Philosophy 
In this study, an interpretive paradigm is used to focus on the perceived impressions of the visitors concerning housekeeping services in Rossington Hall Hotel. Interpretivism focuses on context and meaning making which makes it possible for the researcher to examine the way people make sense of their events (Tamminen and Poucher, 2020). Thus, the research employs quantitative data collection approaches like interviews and questionnaires to explore specific features of guests' satisfaction and loyalty and stress the role of contact and feelings. This approach takes into consideration the asserted notion that reality is socially constructed, especially by striving to get an understanding of guests' experiences influenced by the housekeeping services they receive (Melnikovas, 2018).
Research approach
In this research, there is a use of the deductive research approach to assess the contribution of housekeeping services to guest satisfaction and loyalty in Rossington Hall Hotel. This method begins with the assumptions given in theories and preliminary ideas on hospitality and quality of service (Opie, 2019). The research aims to gather information by delivering structured questionnaires and the quantitative data approach to uncover certain correlational links between housekeeping quality and guests' satisfaction levels. In this context, the study endeavours to arrive at conclusions, regarding the significance of housekeeping services in improving the guests’ experiences and encouraging them to become loyal clientele who keep coming back to the same hotel, based on an evaluation of this systematically collected data (Mardiana, 2020). 
Research strategy
In this research, the case study research approach is applied in an attempt to get an exploratory understanding of housekeeping services at Rossington Hall Hotel. It also allows the researcher to gather enough data about the hotel environment to see how the hotel climate influences satisfaction and loyalty. Using participatory, observational, and survey feedback from guests, the study gives detailed information concerning guests' impressions and experiences concerning housekeeping. By virtue of using case studies, it becomes easy to develop an understanding of the dynamic relationship between service quality and guest satisfaction with the goal of identifying factors that have to be adopted in the hospitality industry (Rashid et al., 2019).
Research design
This research uses descriptive research design in order to collect quantitative data regarding housekeeping services using a sampled hotel, Rossington Hall Hotel. All these elements related to the characteristics of guests are combined in the design to offer an understanding of how these services affect satisfaction and continuation of a guest's patronage without influencing other factors that may skew the results (Siedlecki, 2020).
Tools and procedure
The methods that are employed in the work are a literature review that serves to analyse the numerous background data connected with the chosen topic. The research also employs a reflective writing style for the purpose of describing the process of undertaking the research in an auto ethnographic manner (Ramlal and Augustin, 2020).
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[bookmark: _Toc179884049]Housekeeping services and guest experience
The analysis of the case of Rossington Hall Hotel shows that a considerable emphasis should be placed on housekeeping services in the framework of the overall approach to customers. Being one of the historic places with great and richer hotel accommodations in the world, every hotel relies significantly on the kind of experience the guests are going to have. Hotel housekeeping services remain part of this experience determinant since they directly shape perception towards hygiene status, comfort as well as dining satisfaction (Das, 2023).
The hygiene condition of rooms and passages in hotels is critical for all the people working in this sector. When at Rossington Hall, the housekeeping department is supposed to keep the hotel clean and presentable to the image and reputation of the hotel company. Fortunately, these hotels are committed to maintaining cleanliness beyond health standards so as to give their guests an added feeling of security. Speaking with guests, some of them pointed to a neat facility perception from clean rooms, clean bed linen and clean bathrooms as a virtue to consider. Furthermore, such feelings are important because they serve as the foundation of the initial meeting and the glue that ties the guest to the overall experience (Paulose and Shakeel, 2022).
Non-technical factors such as the friendliness of the cleaners and their professional demeanour influence the guests' perception of cleanliness. Many guests particularly admire when their needs or desires like some extra soap, amenities restocking, or particular time for room cleaning are met. There is some evidence that creating rapport or a positive relationship with HKS results in guests' feeling valued and cared about. Other training is carried out at Rossington Hall aimed at communication skills as well as service delivery enabling the housekeeping employees to relate well with the guests and at the same time improve their experience (Bharwani and Mathews, 2021).
Besides, the features of housekeeping services can be improved and personalised which leads to the highest level of guest satisfaction. If a guest chooses a preferred pillow type, or temperature settings or has any other requirements then it should be recorded by the housekeeping department. This not only makes guests feel more comfortable but also can help to gain repeat business: people like to stay in hotels where they are recognised (Gure and Biswas, 2019).
Some of the ways that guests can provide feedback in relation to housekeeping services are also highlighted below. Taking these approaches ensures that the housekeeping department of the hotel can be evaluated and shown where it has gone wrong. For instance, if customers complain extremely about room cleanliness or late service delivery, the management can organise specific capacity training sessions or process modifications to deal with the complaints. This concept of the cycle guarantees there is a steady change in housekeeping services delivery so as to meet the expectations of the guests and the market standards (Kim et al., 2024).
The business case of Rossington Hall clearly shows how crucial the function of housekeeping services really is for the positive execution of functions and guest expectations. The areas of concern of cleanliness, responsiveness, and personalised as well as feedback mechanisms can help the hotel to improve guests' satisfaction and loyalty. This not only helps build an office culture that will foster a beneficial environment for guests to enjoy but also further establishes Rossington Hall as a leading hotel in the hospitality industry (Sadhale, 2021). 
[bookmark: _Toc179884050]Staffing and Number of Locations
The staffing management aspect is well developed in Rossington Hall Hotel as it exposes a strong and skilful staffing conception that aims at ensuring guest and operational satisfaction. The organisation has several employees performing different tasks for the hotel and is staffed with housekeepers, front desk staff, food and beverage and management. Especially the housekeeping department interacts with the guests and is responsible for providing clean and well-managed rooms. The programmes give the staff the knowledge and understanding required in the job area in order to perform effectively all the duties assigned (Marinakou and Giousmpasoglou, 2019).
In terms of the physical facilities, the Rossington Hall Hotel is an individual unit, the building in which it is placed is an 18th-century manor house in Doncaster, South Yorkshire, United Kingdom, which has been rebuilt and restored. The building itself has an architectural design and an overall spacious garden that ensures the guests feel relaxed (mark, 2024). Some venues may not have multiple facilities to let and, instead, primarily aim to create unforgettable impressions that would ensure revisit rate and initiation of more bookings by word of mouth. Focusing on one area means the hotel can easily establish high-quality services to guests; the guests feel well taken care of because according to the Bristol standard, they are each assigned to one area and one hotel personnel throughout their stay (Baek et al., 2020).
[bookmark: _Toc179884051]Customer Demographic
Customers who visit Rossington Hall Hotel are spread across various age brackets, thus providing very good coverage for the aspect of health in the hotel industry in that area. The target clients include families, couples, single businesses and Leisure travellers, those who are interested in a relaxing vacation in an area of historical significance. It commonly includes young people, middle-aged people, or senior citizens with a keen preference for the architectural designs of the hotel, and the gorgeous landscape gardens within appeal to guests celebrating occasions such as; anniversaries, weddings, as well as family reunions (Tefera and Migiro, 2018).
Another group of guests is business travellers who also are also a part of the hotel's customer base. Access to the infrastructure networks and proximity to Doncaster make the hotel ideal for businesspeople attending meetings or conferences, and corporate events, among others. These guests usually require comfort in the services provided together with easy access to business facilities which includes internet among other facilities meant for holding business meetings among other business-related activities (Kim et al., 2021).
Geographically, the hotel guests cut across domestic and international travellers. Most of the guests are from the UK but guests from other countries also visit the area and there are guests arriving from other nearby cities like Sheffield and Leeds. The diverse customers within the general community make this composition of the local and international clientele immensely as a cultural advantage in making the hotel more diverse and warmer (Camilleri and Camilleri, 2018).
Besides, the ratio of low-income earners, middle-income earners and high-income earners visiting the hotel is also considered low-income earners middle-income earners and high-income earners. Such a diverse clientele gives Rossington Hall flexibility in terms of their expectations so guests would have more or less unforgettable experiences at the venue. Through recognition of those customer segments, Rossington Hall will be in a position to align its marketing approaches and service delivery hence, improving the general satisfaction of the guests and their tendency to visit the place again (Üngüren et al., 2021). 
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Strengths
Historic Charm and Unique Setting: Rossington Hall is located in a lovingly restored country house which is a step from the traditional hotel NMC. The beautiful design of historical buildings, beautiful landscapes of the gardens and spacious premises make the motels suitable for both businesses and tourists. 
Personalised Service: The hotel pays particular attention to the satisfaction of customers where experienced staff is his key emphasis. It also leads to greater customer satisfaction allowing the loyal customers to come back to the facilities. 
Diverse Offerings: This made it easy to accommodate families, couples and businesspeople who may be on a business trip among others. Its facilities available for hire include event halls as well as, restaurants and it has facilities that can support events that entail white gospel ceremonies to business meetings (Benzaghta et al., 2021). 
Weaknesses
Limited Brand Recognition: Compared with hotels having many hotels and a huge marketing team, it may be hard for Rossington Hall, a single-location hotel, to have its presence known. 
Dependence on Local Market: Thus, this hotel may have a regional scope of operation, which may pale against the fluctuations of the market, both domestic and international tourists. 
Staffing Challenges: High service standards are a plus and this can only be delivered by a well-trained workforce. These include the issue of flexibility with regard to staffing since business volumes fluctuate in accordance with the seasons through reduced occupancy in certain months or some part of the year (Phadermrod et al., 2019). 
Opportunities
Increased Tourism: The escalating pattern of tourists with interests in heritage and experiential travel offers the site a good chance to attract more tourists. 
Digital Marketing Strategies: Social media and specific internet marketing strategies as a way of expanding audiences and making a brand more recognisable can be effective.
Sustainable Practices: Applying green policies should reach customers who are sensitive to environmental issues and make the hotel stand out in a crowded marketplace (Vlados, 2019). 
Threats
Intense Competition: The industry is cut-throat operating within a saturated market where a lot of hotels and other facilities compete for the same customer, which at times results in price battles and low room occupancy. 
Economic Factors: There is a fluctuation of travel and tourism depending on the economic conditions such as; the revenue of the hotel can be affected by economic downturns or any variation in the disposable income (Leiber et al., 2020). 
Changing Consumer Preferences: The inability to meet changing customer demand for quality service and other facilities necessitates that the hotel is constantly responding to changes in demand or loses market share to others that do. The following SWOT of Rossington Hall Hotel displays an understanding of the position of the hotel and possible ways for its successful development (Verawati et al., 2023).
[bookmark: _Toc179884053]PESTLE analysis
Political Factors: In many ways, political factors can affect the hospitality business in a big way. Still regarding the number of international visitors, action taken by the government concerning visa and travel advisories can influence the results. Moreover, as more local governments act as a tourist attraction to the Doncaster scene, the foot traffic and buzz around the nearby Rossington Hall may be beneficial. Another factor to consider is the health and safety regulation in the facility basically after COVID-19 which most hotels have to follow strict measures to protect their guests (Christodoulou and Cullinane, 2019).
Economic Factors: The industry is more sensitive to economic factors such as inflation rate, employment and purchasing power among consumers. An ideal economic status increases disposable income per capita and therefore increases the frequency of travel for leisure and business. On the other hand, they are vulnerable to fluctuations in occupancy due to travellers’ reduced budgets during the economic downturn. The hotel also has to screen the general economic conditions in its environment to ensure that it adapts to the appropriate price mechanisms and other forms of sale incentives (Shtal et al., 2018).
Social Factors: Consumer behaviour and dynamics play an essential role in determining the existing and prospective product portfolio of the hotel, as reported in this article. A new trend is experiential travel, in which people do not need typical hotels; they learn to expect some other kind of experience. More, consumer preferences and their concerns toward tasks like sustainability and environmental protection will impact guests' preferences and might force Rossington Hall to integrate more sustainable solutions to appeal to such guests (Capobianco et al., 2021). 
Technological Factors: Technology innovations are about the place at an alarming rate thus affecting the ways in which hotels function and promote themselves. Promotion of accommodation services requires the use of digital processes such as digital marketing and social media often used in attracting Guest customers. In addition, employing property management systems can also increase productivity due to an increase in output while improving guests' satisfaction by providing them with smooth services (Jamil, 2023). 
Legal Factors: Policies, procedures, and implementing legal requirements are very crucial for the business mainly, health and safety regulation, employment, and consumer protection laws. Respecting these laws helps avoid running foul of the law by performing a frequent check, and training keeps the hotel’s reputation high (Do Thi et al., 2021). 
Environmental Factors: The pressure to go green has ensued in the hotel industry. Because of the following, Rossington Hall has the potential to attract more clients by being environmentally conscious in the following ways: Implementing these practices not only fulfils the needs for food delivery for the consumers but also considers the environmental restrictions that add more value to the hotel's reputation to consumers (Cox, 2021). 
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[bookmark: _Toc179884055]Importance of housekeeping services in customer satisfaction and retention
As highlighted, guest accommodation services primarily emphasize regular cleaning services, whereas housekeeping services have an imperative place in the hospitality industry's determining customers' satisfaction and their subsequent loyalty. Housekeeping therefore forms the initial prime interface of the guests in a hotel and hence plays a critical role in setting and meeting cleanliness standards which is a basic look guests expect in the hospitality industry (Almeida and Pelissari, 2019). 
There are many reasons why housekeeping is crucial in any hotel or accommodation, among the most important being the fact that it is actually the face of the hotel and the reception of guests. Cleaning is correlated with quality by the guests; therefore, cleanliness of the housekeeping may contribute to the image and brand reputation of a property. Implication: An organised room ensures that guests get a good first impression when they are checking in hence creating a good impression of the entire hotel. Spa and conference facilities as well as relaxing and dining zones and rest rooms are equally cleaned underlining that the focus is made on the cleanliness of the facility (Larsson and Broström, 2020).
Executive housekeeping plays its part in enhancing the guest comfort and guests' health. A clean and reorganised environment in the hotel creates a conducive environment in the hotel hence making the guests comfortable. Services are another important area in that aspects of housekeeping involve linen, toiletries, and operational equipment. When these elements are consistently delivered guests will feel valued and cared for, thus creating loyalty (Sianipar and Cicilia, 2023).
Housekeeping also contributes to guest retention in a way that it deals with the needs of the individual. To the guests, little things like acknowledging their previous visits and their preferred room arrangement or type of amenities for instance are big factors to consider when managing housekeeping services. Such services enhance patrons' feelings of importance — and reassure them that the place warrants a future visit (Rosemberg and Li, 2018).
A customer-focused perspective on the provision of housekeeping services is essential in the hospitality industry. As pointed out from the qualitative aspects in the two articles, housekeeping, therefore, can contribute greatly to guests' satisfaction, loyalty and hence success of the facility through cleanliness, personalisation and guest-interactive services (Thébaud et al., 2021).
[bookmark: _Toc179884056]Housekeeping Practices and Service Quality at Rossington Hall Hotel
Hygiene and cleaning activities being implemented in Rossington Hall Hotel meet organisational requirements aiming to deliver high-quality accommodation and services to the guests. Essentials of housekeeping form an important aspect of the hotel services due to the many guests that visit the hotel hence the hotel's insistence on staff training in order to effectively uphold the hotel's cleanliness standards.
Laundry activities at Rossington Hall comprise a cleaning program that features a number of professional cleaning procedures. All the guest rooms are then thoroughly washed and disinfected to guarantee that our room meets the quality required by any of the guests. As one will find out, the housekeeping team utilizes quality cleaning products and equipment that not only create clean environments but also healthy environments for the guests. From its operation, housekeeping supervisors make periodic checks to check the standard and commonality in the provision of services to clients as dictated by the hotel's cleaning practices (Mosikatsana, 2022).
The hotel addresses housekeeping in a way that is preventive by always considering guests' comfort and their orientation. Housekeeping personnel, for instance, are hired to take special notice of issues concerning the stock of supplies, cleanliness of linen and tidiness of guest arrangements. The level of attention at this level helps to improve the experience of guests and makes the visitors feel cared for during their time at this place or hotel.
For instance, whilst Rossington Hall provides cleaning services for guests every day, the hotel has special cleaning services to cater for clients with special needs. For example, based on a guest's request, the hotel offers additional services in the case of extended stays, including cleaning the room and doing and ironing clothes. Thus, the use of a flexible model also satisfies the growing number of guest demands and contributes to the hotel's exclusive focus on offline service quality (Sharma and Kaushik, 2021).
An interesting development topic is how technology has contributed towards improving housekeeping practices. Rossington Hall has a property management system that can be used in the management of the housekeeping services since it has ways through which it can be assigned rooms and track the cleaning schedule and timetable for the workforce. These technological incorporations make it easier to note the guests' needs and as a housekeeping team to be able to attend to the guests and ensure that their standards of hygiene are met to the latter's expectations across the hotel (Kensbock et al., 2019).
Surprisingly, guest feedback was identified as especially important to the overall housekeeping services in Rossington Hall. Feedback from the guests is politely encouraged and this information, therefore, is used as a strategic tool in enhancing service delivery by the hotel. The commitment to the guest-satisfaction philosophy allows for assessing guest preferences and improving the work resulting in guests' repeated visits (Chatterjee, 2022).
[bookmark: _Toc179884057]Guest Feedback and Satisfaction: The Impact of Housekeeping Services
The analysis of the views of guests and their satisfaction level is essential for the development of the hospitality business as it is a major aspect of a hotel's prestige such as Rossington Hall Hotel. Cleanliness and hotel services usually have a strong influence towards total guest satisfaction, and housekeeping services always remain greatly influential.
Cleaning and tidiness are among the most important considerations of guests, which explains why the Rossington Hall housekeeping team is very keen on matters concerning cleanliness. Consumers’ satisfaction is also evident whereby guest’s satisfaction stems from the clean state of their rooms. There is no way guests can overemphasize the importance of cleanliness; when done satisfactorily, guests reward the organisation and experience improved customer loyalty (Davras and Caber, 2019).
There is also follow-up by the hotel on their guests' responses through the use of questionnaires, online reviews, and through personal contact with a guest while in the hotel. They include the following; from this feedback, the hotel is in a position to know some of the experiences guests have undergone because they know the areas that need enhancement. For example, if guests complain that their rooms were not clean to their expectation, or certain services, water Installation, etc., were not provided then the housekeeping department can immediately note these incongruities and rectify them in the future by providing higher services (Alrawadieh and Law, 2019).
Other factors that can be seen, which also play a role in delivering guest satisfaction include personalisation at Rossington Hall. Thus, the housekeeping team tries to recall a guest and accommodation his/her preferences, e.g., what type of pillows they prefer or when they want the room to be cleaned. This is because when the guests believe that their special needs are understood and met, they will be comfortable to come back again.
However, if the housekeeping services are taking their job seriously, it will offer benefits that include: Organised and available housekeeping staff can look into guests' complaints or specific requirements for instance, changing the towels or dealing with any problem faced in the course of service provision. The level of attentiveness and fast service that was portrayed here will go a long way in converting a negative event into a positive something for the chain, thus supporting their message of providing excellent guest' care (Lee et al., 2020).
The increasing significance of guest feedback in the last couple of years can be attributed to the booming use of other platforms like social media and review websites. Stakeholders' experiences are easily posted on the Internet, helping other people to make decisions regarding visiting. Recommendations that are comprised of great housekeeping are always of great benefit to the hotel as they help draw in new customers while also catering to those who have been clients before.
Therefore, it is clear that the status of the guests as well as their satisfaction levels are fully tied and connected with the quality of the housekeeping services offered by the Rossington Hall Hotel. In this way, through the organisation of cleanliness, personalisation of spaces and guest satisfaction, the housekeeping team helps in the provision of unique experiences to guests. This focus on guest satisfaction guarantees that the hotel will be a preferred choice and as a result, positively affects guests' repeat patronage and their referrals of the hotel to others (Andrade et al., 2021).
[bookmark: _Toc179884058]Areas for Improvement and Development in Housekeeping at Rossington Hall
Staff Training and Development: It has been established that regular training and development of the housekeeping team then there will result in improvement of the services rendered. As has already been mentioned, the team is very experienced Now, it can be stated that the presence of regular staff's workshops and refresher courses on cleaning methods, client relations as well as the application of newest technologies in cleaning activities can yield a better result. Moreover, training directed at sustainability ensures that housekeeping staff can apply environment-friendly methods of working to meet the current needs for sustainable operations (Rosemberg and Li, 2018).
Implementation of Technology: The idea of adopting modern technology can easily help Rossington Hall establishments in areas of internal cleaning activities of their buildings. Adopting a better system of property management could enhance interaction between the housekeeping service provider and the front desk and, therefore, respond to clients' needs faster. Services that provide guest applications on mobile devices can enable the guests to request special services or report cases that need attention from the hotel management within the hotel (Aagaard, 2023).
Enhanced Inventory Management: Sound cosmetic stock management is especially crucial to housekeeping since the supplies include cleaning items such as soaps, tissues, and hand towels. Investing in a proper tracking method with the inventory may be effective in avoiding the wastage of products. This system would also ensure that the housekeeping staff get the right supplies easily without much interruption getting the guest requirements met on time (Aldabbagh et al., 2022). 
Personalisation of Services: In order to foster even more guest satisfaction Rossington Hall can build up the personalised services that it offers to its guests through housekeeping. The collection of guests' preferences during check-in and registration of the details in a hotel's database is likely to help housekeeping services gear their services towards the guests appropriately. For example, being aware of a guest's routine expectation concerning cleaning or special preferences regarding certain services means that he or she will be happier and more likely to return in the future (Khan, 2024). 
Feedback Mechanisms: Despite the fact Rossington Hall actually does solicit guest feedback, efforts to formalise these processes for better capturing this data must be acknowledged as offering the opportunity for the proximate understanding of guests' concerns and desires. Questionnaires or special forms with fields to fill in depending on the housekeeping services provided can also be used to point to some of the problems requiring attention or to compare the efficiency of measures taken (Wang et al., 2022). 
Regular Maintenance Checks: Besides housekeeping, there are benefits of developing a comprehensive schedule of various maintenance in the facility and also recreational areas that can be a valuable thing, regarding guest satisfaction. It helps the hotel to avoid possible problems which can ruin a guest's impression of the hotel, starting from clean public areas and up to the clean rooms (Chase, 2019). 
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[bookmark: _Toc179884060]Key findings from the research
Importance of Housekeeping Services: Cleaning services remain critical because they enable the firm to deliver high-quality services to guests contributing to guest satisfaction and loyalty at Rossington Hall Hotel.
Guest Satisfaction Drivers: Hygiene, tidiness, care, and individual approach are the factors which can improve outcomes and bring many positive comments.
Effective Communication: There has to be proper interaction between the housekeeping personnel and guests. Many complaints may be neutralised and turned into positives if they are often addressed as soon as guests make their complaints (Ginthotavidana and Waidyasekara, 2022).
Guest Feedback Utilisation: The collection of guest feedback in this sense contributes positively towards the enhancement of housekeeping services as they are designed to fit the dynamic market trends.
Staff Training and Development: Basically, the execution of training programs does call for continual training of housekeeping staff to uphold standard service delivery. Every day workshops can include sections on improving cleaning methods, ways to provide better service to customers and the importance of being environment friendly.
Technology Integration: Housing technology coordination can be useful in quick communication of housekeeping requests and responses for the stay, in addition to inventory management (Mejia et al., 2021).
Personalisation of Services: Knowing individual guests' habits could greatly improve satisfaction levels. Organisation of efficient tracking systems and management of individual requirements shall be beneficial in helping people stick to the place.
Inventory and Resource Management: Both cleaning supplies and amenities are critical commodities whose tracking is crucial for great operational efficiency. It is well understood that well-developed management of inventory control systems may help cut on wastage and provide improved strategic inventory when required.
Maintenance and Upkeep: Periodic mechanical inspections become inevitable to ascertain that all the hotel amenities are in excellent working conditions for the benefit of guests.
Commitment to Sustainability: Adoption of environmentally friendly cleaning services can be instrumental in satisfying this demand hence improving the hotel's image and guest satisfaction.
Continuous Improvement: That is why Rossington Hall should continue to be concerned with the identification of such opportunities in the provision of housekeeping services for high levels of guest' satisfaction and repeated bookings (Frimpong, 2020).
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Implement Continuous Staff Training 
In relation to service quality, it is also necessary for Rossington Hall to provide constant training to all housekeeping staff. Specific and ongoing orientational workshops on advanced cleaning tactics, enhanced customer interaction and sustainable service approaches can effectively increase employees' abilities to offer the best services. Another benefit is that staff can ensure the company is in touch with modern-day tendencies and be able to offer a professional and friendly service (Chatterjee, 2022). 
Utilise Technology for Efficiency
It should also be stipulated that technology should be used to bring efficiency. Housekeeping could be made much easier with the adoption of these intelligent technologies. A property can be able to adopt a housekeeping management system that facilitates communication between the housekeeping and the front desk to enable them to respond to guests' requests immediately. Also, they can be used to directly reach the guests to report a problem, or to request a service improving guest satisfaction (Cobanoglu et al., 2021). 
Personalise Housekeeping Services
Make housekeeping services friendly and flexible Collection and storage of guest data vital for housekeeping services can improve their level of customisation significantly. The hotel can then get a system where every client has a record of the specific things they would like to be done such as cleaning time, kind of pillows, and any other request they could have passed through their registration. Adapting service delivery according to these preference levels creates a 'treating guest-as-individual' culture, which in turn enhances the perceived satisfaction levels and guest loyalty (Srivastava and Tyagi, 2024). 
Enhance Inventory Management 
In this aspect, proper utilisation of the inventory is important in order to allow housekeeping personnel to access necessary stock when needed. A tracking system when put in place will assist businesses in keeping track of their stocks and preventing wastage. This helps accommodation to be provided sustainably by the housekeepers without interruptions and increases the efficiency of the tasks (Aldabbagh et al., 2022). 
Solicit Regular Guest Feedback 
The following are the measures that have been suggested: Building sound systems that analyse guests’ feedback supplied directly to the housekeeping department can reveal areas that require attention. First, using questionnaires, surveys, feedback forms and follow-up communications, strengths and weaknesses can be established and thus are essential in the rearrangement of the services offered by the hotel (Järvi, 2019).
Focus on Sustainability
Adapting to the ecological practice of housekeeping not only responds to a high demand but also advances the hotel’s image. With the number of people being concerned with their impact on the environment constantly rising, Rossington Hall could use environmentally friendly products when it comes to cleaning and/or recycling while performing waste management, and at the same time attract more guests (Martins et al., 2019).
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As a part of the housekeeping team in Rossington Hall Hotel during my placement therein I was privileged to learn the tricks of the trade about the said department. I also devoted my attention to how the housekeeping services create value for the guests and affect their decision to retain the service of the hotel and this exposure really opened my eyes to the importance of the service in the hospitality industry.
As soon as I arrived at the hotel I was struck with how professional and focused on quality every member of staff was. The cleanliness department had a major impact on increasing the level of comfort of the guests. I noticed that cleanliness was not just a mundane chore, but it was an important factor within the overall guest encounter. The cleanliness in the hotel was well observed because every staff was cleaning the hotel from every angle you could imagine. I could easily see the fruits of their efforts in the highly clean and serviced guest rooms, the immaculately clean lobbies and so on (Bolton and Delderfield, 2018).
Another point I noted is that communication in the housekeeping team and with other organisational subunits requires focus. The staff mainly relied on the coordination with the front desk and the other staff members as far as guests’ requirement was concerned. For example, I observed how a cleaning personnel would immediately attend to a call from the reception office for more towels, or any other direction given. This, consultant to consultant, not only improved the hotel's operational logistics but it could be directly shown that it also positively impacted the guest experience. Consumers mentioned that they liked how quickly their needs were met during their visits, thus they felt that they were cared for (Braun and Clarke, 2019).
The other important aspect of my placement at Rossington Hall dealt with the diversity of the guest population. It served customers across all classifications including businesspeople, and families who went for leisure. This diversity made their expectations towards the housekeeping services differ in order to fit each category. For instance, one group of guests, the businessmen, wanted fast turnover of the rooms and little or no interference, while the other group, families, wanted little extras – goodies for the children. About professionalism, I defined flexibility as the most crucial personality feature for the housekeeping staff to address all the customers’ requirements (Bruno and Dell’Aversana, 2018).
I also noted that the feedback received from guests also has a very important role in determining the nature of housekeeping services. The hotel invited the participation of its guest, and I had been privy to some of these comments. Customers shared a lot of positive feedback concerning the state of cleanliness and the level of services, but some of the suggestions and complaints gave quite helpful insights. For example, several guests talked about increasing cleaning, particular to specific zones, or individual services availability. The management of these organisations considered this feedback relevant, and they adopted measures that captured the concerns of the guests. Besides enhancing the quality of the services, this practice of making a pointer to seek guests’ comments created an indication of loyalty among the guests, who felt recognised that their opinions were valued (Graham et al., 2019).
A field that I thought was of much interest was the use of technology in the push and operations of the housekeeping department. What I noticed was how the hotel began to integrate various technologies to solve existing operational challenges. For instance, the property management system helped in tracking different rooms using their statuses, as well as guests’ requests. It made it easier to have efficient communication between the housekeeping department and the front desk and this saw response to guest questions minimised. I identified other app developments that could even provide additional value in enhancing guests’ experience and which would allow them to engage the guests directly with the housekeeping team. This technological development also leads not only to the improvement of productivity but also to the ability of organisations to employ a more customer-oriented approach (Bolton and Delderfield, 2018).
From my experience of the placement, I realised that sustainable working practices are vital in the course of performing housekeeping operations. As for cleaning products and services, Rossington Hall was keen on using environment-friendly products. I also came to know the importance of being concerned about the environment and their products like курс biodegradable utensils and avoiding wastage to support the international requirement for sustainability in the hotel industry. Such commitment not only boosted the reputation of the hotel but also caters to guests who value the environment. It was even encouraging to notice that the housekeeping crew adopted these measures and understood their part in the development of a responsible planet (Losekoot et al., 2018).
Furthermore, it is important to understand that staff training has to be continuous during my practice at the hotel. I note that although the housekeeping team is already skilled, extensive attention is paid not only to initial training but also to further education. Powder coating techniques were also a regular feature of regular workshops on cleaning techniques, customer service and sustainability practices that the hotel exhibited. This focus on training made sure that the staff was updated always on the current trends and quality services to be given to clients.
At the completion of my placement, I learned valuable lessons about the relationship between housekeeping services and guests’ satisfaction and loyalty. The things which I learned at Rossington Hall helped me understand how significant cleanliness, punctuality, and communication are to be able to satisfy the clients. I understood that housekeeping is not only about cleaning but also an essential component of the total service offering that folks are exposed to anywhere without compromising their preferences or allegiance (Zopiatis et al., 2021).  
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