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Abstract
The study will seek to explore operational effectiveness in the housekeeping and reception sections of Belton woods Hotel in terms of their influence on guest satisfaction. Housekeeping and reception are two of the most important divisions in any hotel, which have very key roles in determining the guest experience. Smooth service delivery, guest expectations as well as hotel image can only be ensured when there are efficient operations in these areas. Nevertheless, delays, breakdowns in communication, and dissatisfaction among guests can be caused by the operational inefficiencies particularly in the peak hours. The paper is inspired by operational issues that have been witnessed within a placement within Belton Woods Hotel such as delays caused during peak cheque-in/cheque out times, excessive workloads assigned to housekeeping personnel, and lack of communication among different departments, especially in terms of readiness of the rooms.
The main objective of the study is to determine the impact that the working of the two departments on guest satisfaction with emphases on the interactions and collaboration of the housekeeping and reception departments. The paper is also aimed at analysing the key problems encountered by these departments in their most active periods, and what can be done to increase the efficiency, communication, and the overall guest experience. The research aims will be the evaluation of the current practises, conducting research on the key problems of the liaison of different departments, and offering possible effective solutions to improve performance of operations. Another question to be answered by the research is to establish the connexion between the effectiveness of the housekeeping department and the reception department and guest satisfaction specifically in terms of the cleanliness, comfort, and efficiency of the cheque-ins.
The literature review is based on other studies in the hospitality industry and theoretical framework of SERVQUAL and Room Division Model. It is measured using SERVQUAL which is committed to the dimensions of service quality such as reliability, assurance, tangibles, empathy, and responsiveness to determine the connexion among service quality in the field of housekeeping and reception and guest satisfaction. It points out the importance in maintaining these departments in meeting the expectations of the guests, on the areas of sanitation, comfort, and punctuality. Issues of interdepartmental communication, specifically poor housekeeping to reception communication, are also described in the review as a problem that may cause delays in room ready information and leads to dissatisfaction among the guests. Besides, the literature also highlights the role of technology in improving operational efficiency, including the adoption of digital technology in communication and cheque in/ cheque out services.
The method employed is quantitative research, which includes a positivist research philosophy in which the surveys of the guests, as well as the records in operations, will be used as the sources of data collection. On the one hand, the mono-method design used is interested in numerical data to make it objective and standardised. The collection of data will be categorised in three groups, namely the guest questionnaires, the records of operations and the secondary data of online reviews. These issues include guests rating their experiences in terms of how well the rooms are kept, comfort, effectiveness of the reception and communication between departments. Operational reports are also examined to measure the efficiency of housekeeping processes and reception processes including time taken by room cleaning process and cheque-in processes. The secondary data will be based on online review websites such as TripAdvisor and Booking.com to supplement the primary data.
The analysis of data in the study is done using descriptive and inferential statistics. The descriptive statistics will summarise the ratings given to the guests and present information on the levels of satisfaction of guests. The relationship between operational efficiency and guest satisfaction is determined by inferential statistics such as correlation and regression analysis. As observed in the analysis, room cleanliness, the responsiveness of the housekeeping, and efficiency of cheque-in have significant positive influence on overall guest satisfaction. Particularly, room readiness communication and a moderate relationship also relate to the guest satisfaction (r = 0.56), though the cheque-in efficiency correlates with the aspect with a stronger rate (r = 0.67). There is also a positive correlation between coordination (housekeeping-reception) and the guest satisfaction (r = 0.53). The multiple regression results further show that efficiency of cheque-in and communication of readiness to the room affect the level of guest satisfaction most of all, with housekeeping and co-ordination of the reception also making a part in the overall experience.
This study has revealed the significance of operational efficiency in housekeeping and reception departments on the overall experience of the guests. The issues related to the communication gaps and operational inefficiency, identified in this study will allow Belton Woods Hotel to improve its quality of service, increase customer satisfaction, and retain its image as a 4-star hotel of high quality. Other hotels in the hospitality sector seeking to enhance their operation efficiencies as well as customer satisfaction can also use the findings and recommendations given in this study as a guide.
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Chapter 1 Introduction
[bookmark: _Toc211518554]Background of the study
The housekeeping and reception are two basic departments within any hotel, more so a 4-star hotel like Belton Woods Hotel. These departments are also critical towards a smooth running, guest satisfaction, and reputation of the hotel. Sheoran (2025) says that the housekeeping division takes care of the guest rooms and the public areas and ensures their neatness, comfort, and appearance, whereas the reception section deals with the check-in of guests, inquiries, complaints, and their check-out. These departments in the Belton Woods Hotel have experienced serious operational problems that have affected customer satisfaction and service delivery directly.
One of the problems that was witnessed throughout the placement period in Belton Woods Hotel was the pressure on the housekeeping staff during peak check-in and check-out periods. The amount of work tends to cause delays, and the stated problems may affect the perceived comfort and cleanliness of the rooms. At the same time, the problem with reception staff is that they must handle various tasks at the same time as they have to check in guests, attend to guest enquiries, and address complaints, which can result in potential lack of efficiency (Mahalakshmi and Bharath, 2025). In addition, poor communication between the housekeeping and reception departments, especially when communicating about the readiness of rooms, sometimes leads to dissatisfaction of the guests and hence the need for interdepartmental harmony.
[bookmark: _Toc211518555]Research aim 
To determine how well the operation of operations within rooms division, more specifically, housekeeping and reception, in Belton Woods Hotel, affect the level of guest satisfaction.
[bookmark: _Toc211518556]Research objectives 
· To analyse the existing housekeeping and reception practises, their role in room division and their impacts on the perceptions of cleanliness and comfort by the guests.
· To examine the most critical issues regarding the room division process, especially about the coordination and communication between the housekeeping and reception and how it affects the satisfaction of the guests.
· To suggest measures to overcome communication issues and integration between housekeeping and reception to have a higher level of operational efficiency and customer experience.
[bookmark: _Toc211518557]Research question
· What is the relationship between operational activities in housekeeping and reception in Belton Woods Hotel about the satisfaction of the guests, and what action plans could be adopted to enhance the coordination of the housekeeping and reception departments?
· What are the main issues of housekeeping and reception teams regarding peak periods of work?
· What can be done to ensure that the communication between these departments is favourable so that the setbacks resulting in dissatisfaction of guests are prevented?
· How has the efficiency of these departments had any effect on the overall guest experience, and specifically the level of cleanliness, comfort, and the efficiency of the check-ins?
[bookmark: _Toc211518558]Research rationale 
This study can be explained by the fact that housekeeping and reception are crucial in the process of defining the guest experience within a hotel. When dealing with a 4-star hotel such as Belton Wood, operational efficiency of high standards is essential to guarantee the satisfaction of guests, their loyalty and repeat bookings. It has been demonstrated by Perdomo-Verdecia, Garrido-Vega, and Sacristan-Diaz (2024) that the quality of the services offered by these departments makes a considerable difference in determining the overall guest satisfaction.
Belton Woods. In Belton Woods, the operational problems, as witnessed in the placement period, including the high workload on the housekeeping staff members during peak periods and the pressure on the reception staff, mean that a thorough study would be required. The lack of communication between these departments, particularly in terms of room readiness updates, has been recognised as one of the key elements that require enhancement as well. The study will investigate the effects of these operational inefficiencies on guest satisfaction and offer remedies to reduce them so that the hotel can deliver its services and meet the service quality that is attributed to its 4-star rating. 
[bookmark: _Toc211518559]Chapter 2 Literature Review
[bookmark: _Toc211518560]Evaluating Housekeeping Practices and Their Impact on Guest Perceptions
The relationship between the front-office operations and the housekeeping operations is based on the notion of Room Division. According to Jokiperä (2025), room division includes all the departments under the administration of the management of guest accommodation which include the housekeeping and front office which is a guarantee of good service provision and harmony of operations. In this respect, the primary theoretical framework is the SERVQUAL Theory, which is the description of the influence of service quality dimensions, such as reliability, assurance, tangibility, empathy, and responsiveness, on the guest perception. By using SERVQUAL to Belton Woods Hotel it is possible to measure the direct relationship between the tangibles like the cleanliness of the rooms and the responsiveness of the staff and the levels of satisfaction of the guests as well as the quality of the hospitality services.
Housekeeping is a key sector within the hospitality sector, and it has a direct impact on the satisfaction and perceptions of the hotel’s quality to the guests (Ali et al. 2021). High standards related to housekeeping inevitably attract and retain guests in the UK, where the hospitality sector is an important part of the economy.
An investigation of the housekeeping in the five-star hotels revealed that room management is important, and how often rooms are cleaned and how well the personnel are attentive to guests are the key factors that help keep the clients happy (Ganie and Raina, 2024). The study also discovered that customers who were pleased with the housekeeping services had a better attitude towards the quality of services by the hotel. It reinforces the significance of effective housekeeping operations in the process of forming the experiences and views of the guest on hotel standards.
Besides, the cleanliness of hotel facilities also contributes to the perception of the guests. An analysis of the new housekeeping and hygiene landscape saw more than three-fifths of the interviewees indicate satisfaction with how housekeeping, cleanliness and hygiene had been managed in the hotel industry (Hospitality Net, 2021). This means that cleanliness and standards of hygiene are highly regarded by guests, and their satisfaction levels in these fields positively affect the perception of the guests about the hotel.
These findings imply that the Belton Woods Hotel can increase the level of satisfaction of guests by improving the housekeeping activities. Given that a high level of cleanliness and the ability to guarantee the timely preparation of rooms and to train employees to be polite and attentive may have a beneficial effect on the perception of the guests (Singgalen, 2024), the installation of the measures is recommended. When the housekeeping practices are adjusted to meet the expectations of the guests, the hotel will be able to increase its reputation and competitiveness in the hospitality industry.
Good housekeeping measures form part of the creation of perceptions and satisfaction among the guests. The UK-based research results prove that to attract and surpass the expectations of guests, hotels must focus their attention on the cleanliness, the professional behaviour of the staff, and the efficiency of operations in their housekeeping departments.
[bookmark: _Toc211518561]Challenges at the Reception Desk: Efficiency, Communication, and Guest Experience
In the Room Division model, the reception desk acts as the point of communication connecting the guests and the internal activities. The Service Encounter Theory justifies this section by emphasising that every employee and guest engagement is a moment of truth that will affect the overall satisfaction (Al-Malood, 2024). The perception of reliability of the service is based on efficient communication, particularly in the process of cheque-in and cheque-out. The lack of co-ordination in such encounters can destroy trust and well-perceived professionalism and care, and vice versa, when the reception process is efficient. Therefore, the adoption of the Room Division worldview makes it clear that the effectiveness of reception and interaction are key to maintaining pleasant experiences with the guests and a good image of the brand.
The reception desk is where the guests will interact first and last with the organisation, and therefore, it is central to influencing their overall experience. According to Mandić, Panić and Šain (2023), the hospitality industry in the UK has several challenges at the reception desk, which, in turn, may affect the efficiency of the process and the satisfaction of the guests. 
Usually, when the check-in and check-out times are at their peak, the reception employees experience higher workloads, thus resulting in long queues and frustration for clients. As Mwinuka (2023) pointed out, a long waiting time caused by staff shortages may have a severe impact on the satisfaction of guests and efficiency.
The reception should communicate with other departments to help the operations run smoothly. The human problems that could arise due to poor interdepartmental communication should include failure to respond to a request by a guest or taking too long to respond to a maintenance issue. As stated by Deshpande et al. (2024), ineffective interdepartmental communication is a frequent cause of dissatisfaction among guests.
The expectations of guests have changed as most guests are seeking to have intimate experiences. The reception employees must strike the right balance between the administrative tasks and individual service delivery. Castillo-Picon et al. (2023) have discovered that visitors are often faced with the process of impersonal check-in, which leaves a negative imprint on the whole framework of the experience.
The reception desk should adopt the use of technology, including mobile check-ins and an electronic concierge, as they will improve efficiency and customer satisfaction. Nonetheless, deployment of such technologies will need training and adaptation of staff. The article by Giannoukou (2024) described the role of technology in enhancing human experience in the hospitality industry and the way through which a hotel may draw on technological innovations to make guest experiences in a hotel more personalised, meaningful, and, ultimately, more human.
Technicians and Reception workers should be professionally trained on how to deal with different people, whether it is reservations or guests’ grievances (Nezhyva, 2025). Lack of proper training will also result in mistakes and a reduction of satisfaction by the guest. Hassanein and Ozgit (2022) state that the role of staff readiness and training preparation to provide high-quality services is essential.
[bookmark: _Toc211518562]Cross-Departmental Coordination Between Housekeeping and Reception: Barriers and Solutions
The concept of the Room Division highlights the aspect of interdependence of housekeeping and front office operations in the attainment of smooth service delivery. The Systems Theory of Management offers an excellent conceptual model in this case as the hotel can be viewed as a system with interdependent departments that should constantly exchange information with each other. Poor communication interferes with this system, and it causes bottlenecks to the operations and decrease in the quality of services (Widiastini, Santiara and Rahmawati, 2024). Integration of digital coordination tools, common SOPs and cross-training bring about departmental coherence and systemic balance. A comprehensive approach to Room Division helps Belton Woods Hotel decrease delays, increase the accuracy in reporting the status of rooms, and broaden the cooperation between employees and customer satisfaction.
Close interaction between housekeeping and reception is crucial to smooth operations of the hotel and an improvement in customer satisfaction (Srivastava and Kumar, 2021). Nevertheless, this collaboration may be hindered by a number of obstacles, resulting in the inefficiency of business operations and dissatisfaction of guests. The use of old communication systems, like sticky notes or walkie-talkies, can lead to loss or delay in communication. This is especially an issue at the change of shifts, where essential information might not be transferred effectively, resulting in confusion and delays in the service delivery. The lack of integrated systems may impede the sharing of information in real-time. The absence of a centralised platform may result in discrepancies between room statuses that are reported by housekeeping and those reported at the front desk, which cause overbooking or the displeasure of guests (Cobanoglu et al. 2021). Language differences in the workplace might cause misunderstanding and mistakes in various settings. The lack of communication between the personnel of different language families may influence the quality of service and the morale of the team members (Stan and Jongboom, 2023). Absence of well-defined SOPs will result in the staff having different expectations and procedures, and there will always be discrepancies in service delivery. This non-standardisation may lead to confusion and operational inefficiency.
Implementing digital platforms that enable real-time communication among the departments could make operations smooth. Such as LEAN Hotel System and hotel kit are complete solutions that can help provide quick updates and task control, eliminate certain delays, and enhance the efficiency of services (Ayvaz-Cavdaroglu, Iyanna and Foster, 2024). The mutual understanding and respect can be promoted by offering training that will inform about the roles and duties of both housekeeping and reception. The cross-training means that employees do not become unaware of the problems of the other employee, and are able to work more efficiently during peak times. As Srivastava and Kumar (2021) state, the mistakes can be reduced by creating and implementing a set of uniform protocols to conduct standard operations, including room readiness reports and guest orders. These SOPs should be reviewed and updated on a regular basis to fit the changing needs of operation. Building a culture that encourages open communication within the departments can assist in detecting and solving problems on a timely basis. The exchange of ideas and concerns can be done through regular meetings and feedback sessions, and continuous improvement in the coordination will take place.
[bookmark: _Toc211518563]Improving Guest Satisfaction through Operational Efficiency in Housekeeping and Reception
Target performance in the Room Division has a direct correlation with the general guest satisfaction. According to Vijay (2025), the Expectancy-Disconfirmation Theory is the inspirational structure, which postulates that satisfaction would occur when the perceived service performance is found to be higher than the guest anticipations. As it applies to Belton Woods Hotel, housekeeping properly will maintain cleanliness on the same level with the expectations, whereas the process of reception will be simplified to decrease waiting time and gaps in communications. With the application of technology and well-defined standards of service, the hotel will be able to reduce disconfirmation gaps, which will strengthen positive experiences. In such a way, operational efficiency on the Room Division level becomes a practical and theoretical ground on which the continued guest loyalty and competitive edge in the long term can be maintained.
Housekeeping and reception efficiency in the UK hospitality industry varies and is central to the greater satisfaction of people staying at the hotel. According to Perdomo-Verdecia, Garrido-Vega, and Sacristan-Diaz (2024), guests’ perception of housekeeping services is a measure of the total quality of services provided at a hotel. According to Ganie and Raina (2024), punctuality and hygiene play vital role in effective housekeeping. On the other hand, it has also been seen that lack of effective punctuality can eventually affect the customer satisfaction (Modern Hospitality, 2022), Therefore, Brown (2025), the use of modern technologies can enhance time management within a hospitality organisation, which can have positive effects on the customer satisfaction. Also, embracing mobile cheque-in methods could help reduce the cheque-in procedure, consistent with the desire by the guests to receive quick service. Enhancing guest satisfaction in the UK hospitality sector requires improving operational efficiency in housekeeping and reception through medium-term services, communication, and integration of technology.
[bookmark: _Toc211518564]Chapter 3 Methods 
[bookmark: _Toc211518565]Research Philosophy
This research has adopted a positivist research philosophy, which presupposes that social phenomena such as guest satisfaction and operational efficiency can be objectively measured using observable, quantifiable indicators. According to Ali (2024), positivism is the view that empirical evidence should be used to obtain knowledge rather than subjective interpretation.
[bookmark: _Toc211518566]Research Approach
The research uses a deductive research methodology, in which the researcher commences with established theories of hotel service quality, particularly the SERVQUAL model, which has five dimensions such as reliability, responsiveness, assurance, empathy, and tangibles. Such theoretical constructs give a conceptual framework, which, on the other hand, gives a specific hypothesis that is based on the fact that, with increased efficiency in housekeeping and reception, guest satisfaction levels will rise.
[bookmark: _Toc211518567]Research Strategy
A survey method is used to collect structured, measurable information about hotel guests. Questionnaires would also be used to get first-hand responses to their ideas of cleanliness, comfort, efficiency in check-ins, and interdepartmental communication at check-out. Aysel and Cai (2023) also argue that such a method would guarantee data standardisation, making it easy to compare with other respondents.
[bookmark: _Toc211518568]Research Choices
The research design applied in the study is a mono-method quantitative research design since it is based on numerical data, not qualitative data, gathered using interviews or observation. It is a possibility that meets the positivist paradigm and improves the reliability and comparability of the findings (Saunders and Darabi, 2024). It is possible to justify quantitative data on a statistical basis and provide objectivity in the rating of guest satisfaction and the performance of an organisation.
[bookmark: _Toc211518569]Time Horizon
The study will be a cross-sectional research design and data will be gathered in the process of the placement at Belton Woods Hotel. Such a design will give a footprint of the operational environment at a particular time and the impact on the guest satisfaction. The research design used in the paper is suitable and appropriate in the context of the placement-based research, though the method of the research (the cross-sectional one) does not elucidate the long-term changes.
[bookmark: _Toc211518570]Data Collection Techniques
Data to obtain a full picture of operations and satisfaction of the guests will be collected using three sources:
1. Guest Questionnaires:
Guests will receive short surveys now of leaving the hotel which will be based on a Likert scale (1-5) to assess the cleanliness, comfort, efficiency of the cheque-in process, and interdepartmental communication. It is a tool used to measure subjective perceptions of the guests.
2. Operational Records:
The management will be required to access the interior data of the hotel such as the average time taken to clean a room, the average time to cheque in, and records of complaints. These operational indices present objective departmental performance.
3. Secondary Data:
The primary data will be complemented with online reviews in websites like TripAdvisor and Booking.com. Such outside reviews support the add-on aspect also, thus, allowing the combination of the internal and external satisfaction pointers.
[bookmark: _Toc211518571]Sampling
The study uses convenience sampling technique whereby the participants will be chosen among the guests who are available at the time of the placement. It will be sufficient and statistically important to have a sample of approximately 100 respondents. The method is employed to make the necessary number of data collected to identify trends and relationship, and not to exceed the constrained time that investigations can be conducted.
[bookmark: _Toc211518572]Data Analysis
The collected data will be analysed statistically using both descriptive and inferential statistics; statistical procedures to be used include an analysis process of SPSS. The Descriptive Statistics will be used in summarising responses of the guests to provide an outline on trends in the levels of satisfaction. The test aimed at evaluating the relationship between the operational measures and the satisfaction rating of the guests will be designed with the help of Inferential Statistics, and correlation. The nature of the analysis will ensure that the conclusions will be substantiated empirically.
[bookmark: _Toc211518573]Ethical considerations 
The research will also comply with ethical research requirements by ensuring informed consent, confidentiality, and voluntary participation by all respondents. No personal information will be revealed, and the given participants will be informed regarding the purpose of the research. Before growing operational records, hotel management will be consulted. The data will be stored safely, utilised exclusively by academic representatives, and processed in accordance with data protection rules and safety measures that will guarantee the integrity and trust of their participants.
[bookmark: _Toc211518574]Chapter 4 Findings and Discussion 
[bookmark: _Toc211518575]Findings 
Descriptive Statistics
Room Cleanliness and Housekeeping Practices
The survey required the participants to determine the cleanliness of their rooms and the responsiveness of the housekeeping. The obtained average rating of room cleanliness was 4.2 which means that guests were highly satisfied with the cleaning of their rooms. About 45 percent of the respondents have a rating of 5 (strongly agree) under cleanliness, whilst 15 percentage rated it at a lower number (3 or below). This is of concern to the fact that although most guests were pleased with cleanliness, still, there are some who were not satisfied.
Likewise, the responsibilities of housekeeping to the needs of guests to provide more substances (e.g., towels, toiletries) got a mean score of 4.1 which implies that housekeeping department responded to the needs of the guests on time. This was rated by approximately 52 percent of the respondents who got this a 5 but 18 percent rated it a 3 or less. This means that the service is satisfactory with some delay at times or failure to serve the guests as requested.
Reception and Check-In Efficiency
The respondents were requested to score cheque-in efficiency and reception employees’ courtesy. Cheque-in efficiency was rated with a mean score of 4.3, and 60% of the respondents rated the efficiency at 5 (strongly agree) and 10% of the respondents rated it lower. This signifies well that the level of reception in Belton Woods Hotel was efficient and hassle free.
To be polite and helpful, the average score was 4.5 indicating that the behaviour of the reception staff was highly rated at 5, indicating that the staff provided high customer services hence are a significant contributor to the positive experience to the guest.
Coordination Between Housekeeping and Reception
The interaction between housekeeping and reception was also one of the major questions studied during the research. Guests were questioned on the timeliness with which they received updates about the preparedness of their rooms and the amount of clarity and effectiveness of information exchanged between the following departments. The average score of room preparedness communication was 4.0, therefore, communication between departments was rated as generally sufficient; there are some cases with missing timely updates. 54% of the respondents also rated this aspect as a positive (4 or 5), and 12% rated it as a negative (3 or less).
Likewise, the effectiveness and clarity of communication between housekeeping and reception 4.1, meaning that most of the guests believed that their communication between the housekeeping and reception departments was overall good. Nevertheless, this coordination has been found to be dissatisfactory in 8% of the participants as lower scores (2 or 3) revealed.
Guest Satisfaction
The guest satisfaction based on the running of the hotel showed an average score of 4.4 of cleanliness and comfort. It indicates that most of the customers were happy with their experience in the hotel especially about cleanliness. Furthermore, the overall guest experience is also shaped by the role of the efficiency of a cheque-in process with the mean score of 4.3 confirming the significance of an efficient cheque-in process.
Probability of referring others to the hotel, considering the overall experience and experience with the housekeeping and reception services gave a mean of 4.5 where 80 percent of the respondents indicated they would refer people to others highly in the hotel they were hosted. This reinforces the idea that the operational efficiency of the hotel especially in the housekeeping and reception service significantly influences the guest loyalty.
Inferential Statistics
Correlation Analysis
· Room Readiness and Guest Satisfaction: The relationship between housekeeping and reception information on time readiness about the rooms and guest satisfaction showed a moderate positive relationship (r = 0.56, p < 0.05). This indicates that a prompt communication on room availability services is a key indicator towards improving guest satisfaction. The more the communication of the room readiness is enhanced, the higher the satisfaction of the guests.
· Cheque-In Efficiency and Guest Satisfaction: Cheque-in efficiency was found to correlate with the overall guest satisfaction (r = 0.67, p < 0.01). It means that the cheque-in procedure is the key aspect of guest satisfaction determination. The more efficient the cheque-in process was, the higher the percentage of overall satisfaction with the stay showed by the guests.
· Housekeeping and Reception and Guest Satisfaction Co-ordination: The coordination of housekeeping and reception and guest satisfaction was also found to be positive (r=0.53, p<0.05), so that where there is effective co-ordination between housekeeping department and reception it has a positive impact to guest satisfaction.
Regression Analysis
To determine the comparative effect of the room preparedness, cheque-in efficiency, and the interaction between the housekeeping and reception in influencing the guest satisfaction, a multiple regression analysis may be performed. Theoretical regression model performed in the SPSS has shown that the influence of cheque-in efficiency (Beta = 0.34) and room readiness communication (Beta = 0.31) on guest satisfaction is the most significant and although coordination between departments (Beta = 0.22) was significant too.
[bookmark: _Toc211518576]Discussion 
Evaluation of Housekeeping and Reception Practices in Enhancing Guest Satisfaction
Two of the most critical areas of hotel work are housekeeping and reception, which are the key factors affecting the entire experience of a guest. Both the housekeeping services and the efficiency with which the reception operates are among the factors that contribute a lot to the guest satisfaction, as the results of this study have exposed. Descriptive statistics also show that most guests were contented with these services since most of the mean scores of room cleanliness, housekeeping responsiveness and cheque-in efficiency were high. The findings are consistent with the available literature, which stresses on operational efficiency in such vital departments to improve guest satisfaction.
About practises regarding housekeeping, the overall score of the room cleanliness was 4.2, which means that most guests were satisfied with the level of cleanliness of their rooms. One of the aspects that make this satisfaction is cleanliness in time and completeness. According to Sheoran (2025), the perceived comfort of the guest room is the direct responsibility of housekeeping, which is one of the most key factors in developing the overall perception of the guests towards a hotel. The same is supported in the findings, with 45 percent of guests awarding excellent ratings of room cleanliness (5/5), which indicates that largest percentages of the guests were impressed with the quality of room cleanliness in Belton Woods Hotel. Nevertheless, it also showed certain inconsistency as 15 percent of the respondents who had a lower rating on the cleanliness showed that housekeeping standards were sometimes not consistently followed. This might be the difference of types of rooms, particular staff and housekeeping staff, or time of service which might be further discussed to maintain uniformity.
Moreover, the housekeeping level of responsiveness to the request of the guest to provide them with extras such as towels or toiletries had a mean score of 4.1, hence a high level of satisfaction. An enormous percentage 52 of the respondents gave this aspect a score of 5 meaning that housekeeping personnel were timely and effective in attending to their requests. Nonetheless, lacking responsiveness, other guests (18%), are not as satisfied and it can be assumed that there are delays or failure to complete customer requests occasionally. This is consistent with other researchers that identified that the perceived quality of housekeeping services in hotels has a direct impact on customer satisfaction and repurchase behaviour (Ganie and Raina, 2024).

Conversely, the reception department similarly has a very overwhelming role in influencing guest satisfaction, especially during the initial phases of the stay of the guest. The research also indicated that the average point of the cheque-in efficiency was 4.3 and 60% of the respondent said that this process was excellent. This implies Belton Woods Hotel is efficient in controlling the cheque-in procedure, which helps in creating a positive impact on how guests perceive the hotel first. With an efficient cheque-in process, it is therefore important to remove the waiting time, by making sure that the guest understands his or her value and knows the feeling of welcome since the moment he or she steps in (Brown, 2025). The friendliness and assistance of reception employees also led to satisfaction among guests with a mean of 4.5, meaning that the employees of Belton Woods Hotel have consistently satisfied its clients regarding quality service delivery.
Nevertheless, the reception process could still be improved in more aspects. Cheque-in efficiency was rated highly, but 10 percent of the respondents gave a lower score, and this may have been attributed to times when there are high occupancy rates whereby the staff may be busy with multiple cheque-ins at the same time. This highlights the significance of the adequacy of the staff during peak time as Mwinuka (2023) points out that a longer waiting time during the cheque-in has a negative influence on guest satisfaction. Specifically, having reception personnel that is highly qualified in both administration and personalised service is important in safeguarding positive experience of the guest.
The Role of Communication and Coordination Between Housekeeping and Reception
Housekeeping and reception communication and coordination are essential in ensuring a smoother experience for the guests and subsequently increasing the overall satisfaction of the housekeeping (Jayanti, 2023). In this research, the coordination of these two departments was measured by the guest feedback of how well and fast the department could communicate with the other department in terms of room readiness and overall satisfaction on how the various departments communicated with each other.
The results show that housekeeping-reception coordination is influential to the experience of the guests. The average of room readiness communication was 4.0, and it indicates that even though most of the guests were satisfied with communication between these departments, sometimes there were cases when they did not receive timely updates. 54 percent of the guests had a positive rating on room readiness communication (a score of 4 or 5), whereas 12 percent of interviewees expressed some dissatisfaction and received low scores (3 or less). This implies that there is some delay occasionally or communication failure especially at the peak cheque in times or when there is a difference in the room status as reported.
Deshpande et al. (2024) point out that interdepartmental communication is crucial business in maintaining the normal running of the operations in hotels, the coordination of services between reception and housekeeping is directly proportional to how satisfied the guests are. In this regard, prompt information on room availability is critical because customers use reliable data about their cheque-in process. The lack of coordination in terms of readiness of rooms may lead to delays or misunderstandings, which will indirectly affect the satisfaction of the guests, since this point of the survey was not the least popular among the respondents, as 12 percent of the participants indicated their dissatisfaction with it.
In addition to this, the mean rated score of clarity and effectiveness of communication between the two departments was slightly higher (4.1), meaning that guests thought the effectiveness of communication between the housekeeping and the reception was quite reasonable. Nonetheless, the lowest rating states of 8% of the respondents indicated that there was some miscommunication or misunderstanding in the interaction with the guest. This point has been supported by Castillo-Picón et al. (2023), who concluded that ambiguous or slow communication among departments in the hotel might interfere with the service delivery process and have a negative influence on the guest experience.
Impact of Check-In Efficiency on Overall Guest Satisfaction
The efficiency of the check-in process is a critical issue that predetermines the first impression of the hotel and affects the overall satisfaction of the guests (Busser et al. 2022). Being the first contact that the guests have, the reception will be a preview of their whole stay. The results of the research clearly indicate that there is a strong positive correlation between cheque-in efficiency and the overall guest satisfaction of good operational measures that are more likely to improve the guest experience.
In this research, the average cheque-in efficiency score was 4.3 which means that most of the guests in Belton Woods Hotel were much contented with the efficiency of the cheque-in process. About 60% of the surveyed people gave this section an excellent rating (5/5) and a lot of the guests were pleased with the speed and efficiency of the cheque-in process. These findings also correspond with a study conducted by Brown (2025), who emphasises that effective cheque-in procedures are essential in enhancing the satisfaction of the guests. A hassle-free and fast cheque-in will make a guest feel special and welcomed and will have a positive impact on the overall image of the hotel.
In addition, the effectiveness and serviceability of the reception staff, when it comes to the cheque-in procedure were rated even higher with the average score of 4.5, which expressed the fact that in addition to being efficient, the guests also appreciated the customer service provided by the personnel at Belton Woods Hotel. 70% of the respondents rated it with 5, which implies that the employees of the hotel have always met or surpassed the expectations of the guests as far as being efficient or welcoming was concerned. This supports the argument by Mahalakshmi and Bharath (2025) who state the importance not only of operational efficiency, but also interpersonal skills in providing excellent guest service.
The Influence of Room Readiness and Communication on Guest Perceptions
The housekeeping and preparation of the room are two key elements that determine the perception and satisfaction levels of the guests during their stay in a hotel. According to Das (2023), quick response and precise information on room reservation can go a long way towards the overall experience of a guest. The results of this study demonstrate that room readiness communication is vital to guest satisfaction and the effect of any delays or miscommunications on the satisfaction of the guests.
The analysis has shown 4.0 as the average score of the room preparedness communication, meaning that most guests were contented with the way information about the state of their room timeliness and clearness of the information provided by the reception. Nevertheless, even though 54 percent of the respondents rated this aspect with 4 or 5, 12 percent dissatisfied with it rated this aspect 3 or less. These reduced ratings indicate that to some guest’s room preparation was not effectively communicated as anticipated thus this might have brought inconvenience or confusion during the cheque-in.
Close relations between reception and housekeeping would be the key to informed guests about the timely availability of rooms. Slowness in communication or inconsistency in the information about room availability may make a guest feel frustrated especially after such a long ride. According to Deshpande et al. (2024), a smooth way of coordination between departments plays a significant role in eliminating this kind of dissatisfaction, since guests will not spend time waiting and in anywhere unsure about what happened to their rooms.
Besides the room ready communication, the clarity and effectiveness of communication between the reception and housekeep were also rated with the mean rate of 4.1 that indicated that overall, the guests felt that the communication between these two departments was satisfactory. Nevertheless, just like the room readiness communication, a small percentage (8%) of the guests indicated dissatisfaction with this aspect, which implies that in some cases, these hotels lacked communication, and this fact influenced their experiences on the efficiency of the hotel operations. As Castillo-Picón et al. (2023) underscore, effective communication, especially between front-line employees and behind-the-scenes employees, such as housekeeping, is significant to the quality of service provided in the hospitality industry.
Recommendations for Improving Operational Efficiency and Guest Experience
· According to the results of the given research, Belton Woods Hotel has a few critical spheres that it can work on to logically achieve greater operational efficiency and improved guest experience. The analysis shows that the housekeeping and reception services are usually well-received, but some more refinements could be provided with communication and responsiveness spheres.
· As a way of improvement, there can be better communication between the housekeeping and the reception, referring to the room readiness. Although most of guests were pleased with the communication, the study indicated that some few guests were subjected to delays or room allocation complications. In response, the hotel may adopt the use of digital means of communication between the various departments that will enable the departments to be updated in real time regarding room status (Kolobkova, Romanov and Frolova, 2021). This would lessen the miscommunication eventualities and always make sure that reception will be aware of room availability. A schedule of cross-departmental meetings may also provide more effective cooperation and enable both departments to address the operational issues and make the stay of the guest as comfortable as possible.
· The other key factor that affects the level of guest satisfaction is the efficiency of the cheque-in. In the study, it was established that majority of the guests were satisfied with the speed and efficiency of cheque- in process, although a small number of guests were dissatisfied with the process especially during busy cheque-in hours. To it, the hotel can consider hiring more people when the demand is high to make sure that wait times are minimal. There are also self-cheque-in kiosks to implement or mobile cheque-in options that would make the process of cheque-in easier, shorter in waiting time and more convenient to the guests having shorter cheque-in time. As guest satisfaction and efficiency may be enhanced with the growing use of technology in hospitality, these innovations have the potential to impact it positively (Mahalakshmi and Bharath, 2025).
· Another area that can be improved is housekeeping responsiveness. Although the housekeeping services were satisfying to most of the guests, there were cases where guests complained about delays in delivery of their requests of additional items. The more effective request system that the hotel can adopt is the digital platform where the guests are able to request towels, toiletries, or any other items easily (Stringam and Gerdes, 2021). This would make housekeeping have instant notifications and be able to prioritise the needs of the guests. Also, employee training on quality service provision and customer satisfaction can contribute to the provision of timely service provision and effective response to the requests to meet the needs of the customers.
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The most important findings of the study indicate that housekeeping and reception are vital factors that determine the overall satisfaction among guests in Belton Woods Hotel. The ratings of room cleanliness (4.2) and reception efficiency (4.3) received high ratings with an average score of 4.2 and 4.3, respectively, which means that customers value the opportunities of working in these areas without complications and problems. The issue with interdepartmental communication was however realised especially on room briefing where 12 percent of the respondent’s indicated dissatisfaction. There was a positive relationship between operational efficiency and guest satisfaction and significant results in terms of cheque-in efficiency (r = 0.67), room readiness communication (r = 0.56), and interdepartmental coordination (r = 0.53). These results indicate that the communication between the housekeeping and reception needs improvement as it would greatly benefit the experience of the guest.
[bookmark: _Toc211518580]Addressing research objective 1
The research objective first was to examine the practises existing in housekeeping and reception and their effects on the perception of cleanliness and comfort by guests to the hotel. The research results revealed that the cleanliness of the rooms and responsiveness of the housekeeping towards the guests were rated as very clean and very responsive with a mean of 4.2 and 4.1 respectively. Most of the guests were pleased with the services of the housekeeper, whereas some demanded that the housekeeper is sometimes too long to address the specific requests. The findings disclose that uniformity of housekeeping criteria is critical in determining the perceptions of comfort through the eyes of the guests. The research recommends that Belton Woods Hotel can achieve greater levels of guest satisfaction by ensuring that housekeeping remains at a steady standard and that all employees remain trained and qualified to meet the expectations of the clients within the necessary period.
[bookmark: _Toc211518581]Addressing research objective 2
The second research question was concerned with the issues surrounding interdepartmental coordination, especially that between the housekeeping and the reception departments. The research found that communication between the two departments was satisfactory as the mean room readiness communication was 4.0. Nevertheless, 12 percent of the respondents were dissatisfied with waiting time or wrong communication when it came to room availability particularly during peak cheque-in periods. It implies that improved and real time communication tools are required to build coordination. As a measure that should be taken to curb these challenges, the research suggests that digital platforms of real-time updates and cross-training of the staff between the two departments should be implemented especially to make the staff understand the other department as far as challenges are concerned. Better coordination would lower operational bottlenecks and solve the process of the smooth experience of guests.
[bookmark: _Toc211518582]Addressing research objective 3
The third goal aimed to find the solutions on how to make the operations efficient and improve the communication between the housekeeping and reception. The analysis realised that the reception process was very efficient with a mean score of 4.3 but there were still problems experienced during the peak cheque-in hours resulting in longer waiting periods and at times dissatisfaction. Equally, housekeeping response time delays, especially in the cases of additional requests were determined. The research proposes technology solutions like mobile cheque-in, self-service kiosk, and a centralised communication platform when it comes to housekeeping and room service to overcome these problems. Also, by hiring more personnel during rush days and keeping them trained continually on effective service delivery, it may be ensured that both departments would work in unison hence enhancing the overall experience to the guest.
[bookmark: _Toc211518583]Future implications 
The results of this study have several implications on the future of hotel management at Belton woods as well as the overall hospitality sector. The guest requirements are also changing, especially relating to speed of services and communication and to remain competitive, hotels will have to adopt technological advances. Further studies may examine how the emerging technologies like artificial intelligence can help in enhancing the coordination and operational performance across departments. Moreover, the insights on the effects of better operational practises on the loyalty of guests and the brand image in the long term may prove to be useful. When the hotels focus on efficiency of operations and smooth links among the lines of operation, it is probable to find a greater level of guest satisfaction, returning customers and recommendation through word of mouth. Consequently, one of the most important priorities of the hotel in the quest to offer its guests a better experience in the future should be to invest in technology and in the constant training of its employees.
[bookmark: _Toc211518584]Recommendations 
According to the discovery of this research, some guidelines can be presented to promote operational efficiency and satisfaction of the guests at Belton Woods Hotel. These suggestions will focus on the mentioned problems associated with the housekeeping, reception, and the interdepartmental work between these two vital departments. Primarily centred on the enhancement of communication and employee education, as well as technological solutions integration, the hotel will be able to design a more efficient and smooth working environment which would positively affect the overall guest experience.
The effectiveness of communication between the housekeeping and reception departments is one of the major findings of this study. Even though communication was adequate, with 4.0 rating of room preparedness communication, 12% of the respondents expressed their displeasure with the delays in the delivery of timely information on the availability of rooms, especially during peak periods of the cheque-in rates. This breakdown of communication may cause frustration by the guests and delays in operation. 
The other important suggestion is that cross-training should be undertaken on the staff members in both the housekeeping and reception departments. Teaching the employees the tasks and problems of the other department will assist in understanding each other and in easing the cooperation process during peak periods (Stan and Jongboom, 2023). The results of this study indicate that there are possibilities of operational delays in both departments, particularly during the time of peak activity, and cross-training would help to make the staff members of the department proficient in performing diverse roles in the different department.
Another most significant operational challenge that emerges in the present study is the strain on the housekeeping and the reception departments during its busiest hours, that is, at cheque-in and cheque-out. The analysis indicated that cheque-in delays and housekeeping responsiveness to guest requests are some of the factors that lead to guest dissatisfaction. One of the problems that usually occurs during such periods is a shortage of personnel to manage the workload.
Modern technology can be implemented in hotel operation, and this can greatly enhance the operational efficiency as well as the satisfaction by the guests. The research indicated the association of favourable relation between the effectiveness in the cheque-in process and the overall satisfaction of the guests. The implementation of self-cheque-in kiosks or mobile cheque-in functions to facilitate the process of the cheque-in process is, therefore, one of the recommendations, especially in times of peak popularity. Mahalakshmi and Bharath (2025) mention that self-cheque-in kiosk have been gaining popularity in the hospitality sector and can save guests waiting time significantly because they do not have to interact with reception officials extensively to make a cheque-in.
Although most of the guests were content about the cleanliness of their rooms, the promptness of the housekeeping staff came under one of the issues as the guests were not satisfied with what they needed to be added to their rooms like more towels or toiletries. The study established that one-fifth of the participants gave low marks of the responsiveness of the housekeeping department and that delays or unmet requests at times influenced the experience of the visitors.
Another factor discovered that would enhance the efficiency of operations and guest satisfaction would be staff training. The research also determined that customers liked the politeness of reception employees, and the employees were rated at 4.5 mean. Nonetheless, there were certain problems found regarding the effectiveness of the cheque-in operation in the busy season, which indicates that the organisation can do more to assist the employees to handle peak hours.
The hotel must also set up continuous improvement processes through periodic feedback with the guests and the employees. The feedback can offer a rich idea of the areas that can be enhanced in terms of operational efficiency, or the satisfaction of the guest might be less than satisfactory. The hotel ought to introduce a feedback collection mechanism to be used by the guests at different touchpoints throughout their stay in the hotel, such as after their cheque-in, at their stay, and after their cheque-out. Also, periodic internal surveys or feedback with employees can be a great means of learning about the operational difficulties that these employees encounter and how they can be addressed (Giannoukou, 2024). The development of the culture of continuous improvement will allow Belton Woods Hotel to remain on top of the market and make sure that the practises of managing its operations always involve achieving or even surpassing the expectations of its guests.
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