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Abstract
The research project focuses on exploring the effect housekeeping quality has on guest satisfaction and re-booking intentions using Maldron Hotel Croke Park as a case study. Service quality is crucial in determining the experiences of guests and loyalty in the extremely competitive hospitality sector. Housekeeping, which is one of the main operations activities, directly influences the level of perception of guests towards cleanliness, comfort, safety, and value. Although it is a significant issue, little has been done in specific research of housekeeping quality in the UK in relation to mid-scale hotels. The proposed study will fill this gap by reviewing the issue of housekeeping standards and their effect on guest satisfaction and behaviour intention in Maldron Hotel Croke Park.
The main purpose of the study was to assess the standard of housekeeping services and examine its influence on the customer satisfaction and intentions to return to the hotel again. The paper also aimed at investigating the correlation between cleanliness, presentation of the rooms, professionalism of the staff and perceived value and implementing pertinent service quality theories to justify the research. It used an interpretivist research philosophy which was backed by qualitative case study. The secondary qualitative data were gathered using online guest reviews, hotel reports and related academic literature. The thematic analysis was employed in analysing the data to identify recurrent patterns and major themes regarding performance in housekeeping and perception on the part of the guests.
The results show that housekeeping levels are a major predictor of guest satisfaction and loyalty at Maldron Hotel Croke Park. The definite issue that became relevant to the perception of the guests was cleanliness and room presentation, and guests were always sure that comfortable, safe, and value-for-money rooms, hygienic bathrooms, and well-maintained facilities will accompany the perception of comfort. Professionalism and responsiveness of staff were also identified as important factors in improving the level of satisfaction amongst the guests as their overall perceptions of reliability and trust were reinforced by the speed of service delivery, the courtesy of their communication, and the ability to handle requests promptly. guest satisfaction was found to be a mediating variable between housekeeping quality and repeat booking intentions were satisfied guests were more apt to revisit and recommend the hotel.
The study not only validates the applicability of the SERVQUAL model and Expectation-Disconfirmation Theory in explaining the disposition of the housekeeping services by the guest. The dimension of SERVQUAL of tangibles, reliability, and responsiveness were particularly relevant in the perception of guests in the terms of quality of service. The Expectation-Disconfirmation Theory also shows how to achieve the satisfaction in the case when housekeeping services exceed or equal the expectations of the visitors.
The findings of the study are provided in the form of recommendations that may be applied to Maldron Hotel Croke Park like improving the level of control over the quality, regular revision of the comments of the clients and integration of the housekeeping services with the anticipations of the clients. The study shows the strategic worth of quality of housekeeping in improving customer satisfaction, convincing returning customers to revisit the housekeeping service, and it has a long-term performance in terms of competitiveness.
 









[image: ]

[image: ]

[bookmark: _Toc222687369]Chapter 1: Introduction
[bookmark: _Toc222687370]Background 
Hospitality industry is among the most competitive sector in which the level of service provision is a key factor of customer satisfaction and subsequently commerce success. In the hotel business, housekeeping plays a predominant role in the quality of cleaning, room care, decoration and general well-being of the facility (Abdulrab and Hezam, 2024). While, Jayanti (2023) mentioned that hotel appearance and furnishing quality are often the most conspicuous reflectors of the first impressions and the desired subsequent judgments of customers regarding staying in hotels. Specifically, Singgalen (2024) assume that cleanliness obtains high priority because of the immediate effect on the perceived health and safety, especially following the recent health-related global crises, making it a crucial aspect of customer experience. Magnini and Zehrer (2021) has proven that the high standards of housekeeping significantly contribute to guest satisfaction, which in its turn strengthens customer loyalty and repeat business. It will be possible to follow the current trends and technologies to allow the hotel to comply with the growing demands of its clientele, gain a competitive advantage, and improve environmental sustainability (Thoriq et al. 2024). In addition, Bin Ahmad (2024) claim that every independent variable has a strong positive association with customer satisfaction that would show that the connection is important.
On the other hand, poor housekeeping performance can attract bad reviews and reputational damage, particularly in the era of digital technologies, when consumers have the means to test the place-based institutions on open platforms themselves (Shasha and Weideman, 2025). Besides, Anagnostopoulou et al. (2020) shows how online reputation which is reflected in the ratings of the guests relates to financial performance of hotels. Financial profitability is obtained as a result of revenues, reduced by expenditures incurred in providing a specified degree of service (Shubina et al., 2022). To this extent, a delicate understanding of how well housekeeping correlates with guest satisfaction is essential to hotels that want to remain competitive and profitable in the long run.
[bookmark: _Toc222687371]Overview of the Case Study: Maldron Hotel
Maldron Hotel Croke Park in Dublin is a newly-developed four-star hotel, which is set to be opened in spring 2026. The hotel is located at the junction of Clonliffe Road and Jones Road beside Croke Park Stadium and is better connected in terms of road transport to Dublin with the Drumcondra Train Station and Aircoach station just a walk away (Maldron Hotels 2026). The hotel include 200 bedrooms, a business centre with six conferences, and a bar and restaurant facility. Its geographical and location near to Dublin city centre and key business and educational areas makes it an ideal subject to explore the question of housekeeping amenity and guest satisfaction in a competitive city hotel environment (Maldron Hotels 2026a).
[bookmark: _Toc222687372]Aim and Objectives
The study aimed at exploring quality of housekeeping in Maldron Hotel that affects customer satisfaction and likelihood to repurchase.
Objectives
· To evaluate the current housekeeping standards in Maldron Hotel including the cleanliness of the hotel, the presentation and efficiency of the room services.
· To explore empirical connection between housekeeping quality and degree of guest satisfaction.
· To evaluate the influence of housekeeping quality on the intentions of the guests to rebook or recommend Maldron Hotel.
· To provide evidence-based ideas on how to better housekeeping services to maximise guest satisfaction and encourage revisions.
[bookmark: _Toc222687373]Research Question
· What is the connection between the quality of housekeeping and guest satisfaction and intentions to repeat booking to the Maldron Hotel?
[bookmark: _Toc222687374]Structure of the Research Project 
· Chapter 1 presents the study background, the case study of the Maldron Hotel Croke Park, and presents the research aim, objectives, and research question.
· Chapter 2 critically discusses the existing literature on the quality of housekeeping, repeat booking behaviour, and guest satisfaction in the hospitality industry.
· Chapter 3 outlines the case study research strategy, research design, data collection resources and methods of qualitative analysis used.
· Chapter 4 provides the findings and discussion which includes an analysis of data and comparison of results to the existing literature.
· Chapter 5 gives a conclusion and recommendations, summarises major findings, proposes practical implications and gives future research directions.


[bookmark: _Toc222687375]Chapter 2: Literature Review 
[bookmark: _Toc222687376]Service Quality in the Hospitality Industry 
The notion of service quality in the hospitality industry is widely conceived to refer to the degree to which hotel product meets or exceeds the expectations of the guests with the effect of impacting both satisfaction and perception of value (Ghosh and Jhamb, 2022). Empirical research articles and the theoretical arguments support the existence of a strong positive relationship between the quality of services and client loyalty (Anderson, 2025). On the other hand, Nobar and Rostamzadeh (2018) show that the four dimensions of service quality, assurance, empathy, tangibility, and responsiveness have a positive correlation with customer satisfaction, but the dimension of reliability has an inverse relationship. Crossman (2024) argues that the target of quality of service in a hotel is multidimensional and includes reliability, responsiveness, assurance, empathy, and tangibles; a combination of these aspects determines the perception of customers of service performance. Conversely, Yang et al. (2025) note that an improved level of service quality boosts guest satisfaction, chances of returning patronage as well as encouraging favorable word-of-the-mouth marketing.
Recent research by Olawuyi and Kleynhans (2025) also reconfirms the statement that service quality is a crucial element of competitive advantage, especially due to the changes in customer expectations in service environments post-pandemic. In addition, customer loyalty outcome is directly correlated with service quality, meaning that service delivery consistency and superiority will enhance customer loyalty and sustainability of the business in the long run (Dam and Dam 2021). A holistic perception and control of service quality should therefore be an indispensable part of the hotel that seeks to provide guests with high-performance and maintainability on competitive stage in the markets.
[bookmark: _Toc222687377]Housekeeping Quality in Hotels 
Housekeeping quality is the level of cleanliness, the appearance of rooms, and the efficiency with which guests perceive and enjoy the services of the hospitality industry throughout their experience and is one of the fundamental aspects of the entire service delivery in this industry (Thoriq et al. 2024). According to the proposal in the work of Ojha et al. (2025), housekeeping quality identifies such aspects as comprehensive tidiness, carefulness to detail, prompt service, and professionalism of the staff; it is possible to claim that all these characteristics directly affect the perceptions of the customer as comfortable and valuable. Lee and Choi (2020) reported that the dimensions play a significant role in customer satisfaction and revisiting the house propensities. like room cleanliness, the professionalism of staff, and the responsiveness of housekeeping, with their perception of service quality being a determinant in this context. 
It is also highlighted by Giovanni et al. (2022) that regular housekeeping operations can create a positive environment among the guests to encourage loyalty and more likely to make a subsequent reservation. High housekeeping standards are therefore paramount to ensuring that hotels maintain some level of competitiveness, particularly when factors like cleanliness find their place as foremost modes of guest determining factors in their markets (Thoriq et al., 2024). Based on this, the housekeeping quality is an operational and strategic predictor of both guest satisfaction and the long-run performance of a hotel (Hospitality Institute 2024).
[bookmark: _Toc222687378]Guest Satisfaction in the Hospitality Context 
According to Puspitarini (2025), guest satisfaction is an evaluation of how well a stay in hospitality industry satisfies a guest and is quite the outcome of service performance. According to the data provided by Perdomo et al. (2024), satisfaction is determined by the cumulative experiences received during a stay and includes the quality of services, the state of the facilities, cleanliness, and overall comfort of the stay. Guest satisfaction is linked to positive behavioural intentions e.g. Repeat bookings and recommended strongly and thus, satisfaction is a determinant in hotel profitability and success in the long run. Reynolds (2026) also points out that when hotel operators have consistently high satisfaction levels, they tend to perform better in the market even when demand and pressure of operation are high. 
According to Tran et al. (2025), the world trends of satisfaction among guests are increasing, which indicates the effectiveness of the operational practise and excellence in the management of gratified guests. As Wilson (2025) demonstrates, satisfaction arises when the expectations of guests and their actual experience coincide, which is why it is essential to comprehend and control the perceptions of the guests when providing the relevant service. The overall findings verify that customer satisfaction is at the centre of the competitive advantage in modern hospitality.
[bookmark: _Toc222687379]Connection between Guest Satisfaction and Housekeeping Quality 
The connection between the guest satisfaction and quality of housekeeping amongst hotel has also shown a positive correlation at all times in the recent literature with housekeeping serving as a supporting component of guest experience. Giovanni et al. (2022) assert that high values of housekeeping, including cleanliness, paying close attention to details, and serving customers in time, have a positive connection with the guests and perceptions of excellent services and satisfaction. Normi and Panjaitan (2022) gave structural equation modelling that established that effective housekeeping practises significantly increase the perceived service quality, which consequently increases the guest satisfaction. Padma and Ahn (2020) emphasise that guests with a positive attitude to housekeeping services, who may view these services as professional and competent, may have increased chances of positive stay and overall satisfaction. 
Moreover, Li et al. (2020) indicates the paper shows that the tendencies of guests with regard to expectations of hotel performance depend on their source (domestic and international) and hotel star rating of the hotels under consideration thus mediating the difference effects of hotel characteristics on customer satisfaction. Besides, Ali et al. (2023) also indicate that comfort and satisfaction can be at the heart of cleanliness and room way-maintenance, which affects how customers will perceive the entire hotel experience. The strategic role of the quality of the housekeeping in forming perceptions of guests and providing a competitive service experience is highlighted by this association (Wilson, 2025). Housekeeping operations therefore need to be enhanced operationally and strategically to lead to improved guest satisfaction and performance of the hotels (Bhatnagar and Nim, 2019).
[bookmark: _Toc222687380]Housekeeping Quality and Repeat Booking Intentions 
Quality in housekeeping determines the guest intentions to re-book the housekeeping facility, because this aspect is directly connected to the value and experience of the guest at the housekeeping facility (Bhatnagar and Dheeraj, 2019). High levels of housekeeping cleanliness, timeliness, and professionalism are going to boost the satisfaction of guests and, ultimately, the chances of returning to the same place again and also through a recommendation (Sheoran et al. 2025). Additionally, Ojha et al. (2025) established that dimensions of perceived service quality and presence of timeliness in housekeeping had the highest impact on customer satisfaction, which also had a significant effect on the revisit intention. An evaluation made by Asgeirsson et al. (2024) assessed that the overall improvement in perception of service quality increased with the perfect cleanliness as perceived by the guests related to the housekeeping services that are perceived to be thorough and consistent and enhances the intention to return. The guest satisfaction is another important mediator between the service quality, i.e., housekeeping, and a repeat business, implying that superior housekeeping has an encouraging effect on loyalty outcomes (Nayyar et al., 2025). 
Therfore, customers who have regularly observed the cleanliness of rooms and effective housekeeping services will be better placed to buy again or choose the same hotel to come in future (Bardukova 2023). Quality housekeeping, in this case, is not only operationally relevant but also a strategically crucial measure to creating customer loyalty and increasing repeat bookings in competitive hotel markets (Santa et al. 2023).
[bookmark: _Toc222687381]Theoretical Perspective: SERVQUAL Model 
SERVICE model represents the base model when studying the quality of housekeeping and guest satisfaction because it evaluates the quality of services based on five dimensions, including tangibles, responsiveness, reliability, empathy, and assurance. Hotel circumstances include tangibles like cleanliness and presentation of rooms which is a direct indication of the quality of housekeeping and as such, guests are shaped on the quality of service in general. Additionally, Expectation -Disconfirmation Theory implies where performance of services fully or surpasses the expectations of the guests, it leads to a feeling of satisfaction (Choi et al. 2019). With an integration of these theoretical frameworks, the hotels will be in a position to know the effect that housekeeping operations have on customer satisfaction, loyalty and rebooking intentions.
[bookmark: _Toc222687382]Research Gaps
Although the current study highlights the significance of quality of housekeeping in terms of affecting the level of guest satisfaction and loyalty, most research is conducted on large luxury or international hotels, and not much is known about mid-scale hotels chains functioning in the UK context (Ojha et al., 2025). Also, a lot of work focuses on overall service quality without separating the aspect of housekeeping as a specific influence on a frequent reservation desire (Little Hotelier, 2023). Recent empirical research investigating the effect of operational housekeeping practises such as room cleanliness, staff efficiency and responsiveness directly on guests rebooking decisions is also lacking (Putri et al., 2025). This study fills these gaps by evaluating the quality of housekeeping at the Maldron Hotel Croke Park and its influence on loyalty and satisfaction of customer.

[bookmark: _Toc222687383]Chapter 3: Methods 
[bookmark: _Toc222687384]Research Philosophy
Research philosophy is the framework that enables the overall approach to scholarly inquiry to be built on (Saunders et al. 2012). Interpretivism philosophy emphasises the explanation of social phenomena by referring to the various perspectives, experiences, and meanings of its participants and not just through the concentration of numerical data (Shah 2021). This study considered the interpretivism paradigm because it is suitable since the study is focused (Pervin and Mokhtar, 2022). It is specifically suitable in research that addresses human behaviour, perceptions and decision making (Junjie and Yingxin , 2022). In on how guests rate the quality of housekeeping and how such experiences affect satisfaction and repeat bookings intentions, and it becomes possible to investigate the subjective experiences of guests at the Maldron Hotel Croke Park.
[bookmark: _Toc222687385]Case Study Method
A case study allows studying a particular topic or an organisation in its context (Rashid et al. 2020). As pointed out by the study conducted by Veal (2006), case studies are especially useful in tourism and hospitality related research, because, they provide a comprehensive information on real service delivery and the customer experience elements. The proposed study incorporates a case study approach to examine the Maldron Hotel Croke Park, and in the process perform a detailed examination of the level of housekeeping and its effects on guest satisfaction and re-booking. It allows the deep qualitative information, the reflection of the real-life mode of operation, and the comprehension of the multifaceted interactions between service delivery and perception of the guests (Quintao et al. 2020). Which makes it specifically appropriate to hospitality research (LAACHACH et al., 2024).
[bookmark: _Toc222687386]Data Collection Methods
Data collection methods mainly used to collect information for the study and divided into secondary and primary sources (Collis and Hussey, 2014). The research mainly relies on the secondary qualitative data to analyse the quality of housekeeping services, and its influence on the levels of guest satisfaction in the Maldron Hotel Croke Park. Sources of data are online guest reviews, technical hotel reports, and other scholarly literature on the topic (Taherdoost, 2021). Secondary data allows investigating the real experience and perceptions of the guests effectively without dealing with them in person (Mazhar et al. 2021).
[bookmark: _Toc222687387]Data Analysis
The study will employ thematic analysis. It has been commonly used in the qualitative type of studies to establish, identify and describe thematic observations in the gathered information (Braun and Clarke 2019). Reviews, reports and literature about the guests will be coded in a systematic manner to reflect the attributes of the quality of housekeeping quality belonging to cleanliness, presentation of the rooms, and the efficiency of the staff members (Prayogi and Wijoyo, 2025). Thematic analysis method allows attention to be focused on interpreting the results in a systematic manner without sacrificing the depth of the qualitative data (Vaismoradi and Snelgrove 2019).
[bookmark: _Toc222687388]Ethical Considerations
In research, ethics issues are the main concern to promote integrity and safeguard stakeholders (Pan, 2020). The research will utilise secondary data, i.e., reviews of the guest and publicly available reports, avoiding the gathering of personal or sensitive data. Individual confidentiality and privacy will be honoured, and all sources will receive relevant citation to avoid plagiarism (Gupta et al. 2024). Also, the ethical aspects of the academic conduct will be followed in the study and the data analysis and reporting will be ethical, truthful, and transparent.



[bookmark: _Toc222687389]Chapter 4: Data Analysis
[bookmark: _Toc222687390]Theme 1: Cleanliness and Room Presentation
In their review, Singgalen (2024), observed the same tendencies and emphasized that the perception of a clean environment and a special attention to detail by the guests are playing key role in their comprehensive rating of the value of the services usual. The multidimensional aspect of hotel service was another topic explored by De et al. (2025), as visual presentation, room tidiness, and hygiene are selected as the key factors that define perceived comfort and value. According to these results, the reviews gathered about Maldron Hotel revealed that the properly arranged rooms and facilities provided a feeling of comfort and safety, especially in the post-pandemic hospitality environment, where hygiene has turned out to be the main concern of the guest.
The research was conducted to investigate the extent to which these functional areas of housekeeping do not only fulfill the demands of the short-term guests, but also enhance the quality of the overall hotel experience as perceived. Moreover, the guests frequently commented on aesthetic presentation of rooms, the elements of decor, furniture placement, and room conditions, which contributed to their positive impressions and directly affected the ratings of satisfaction (Xu et al., 2022). These remarks support the SERVQUAL model dimension of tangibles, where physical buildings and equipment, as well as appearance, are essential in assessing the quality of service. All in all, this theme explored the relationship between operational housekeeping and guests’ perceptions, which has shown that cleanliness and room display is not only a functional necessity but also a tactical element in building a competitive advantage as well as creating customer satisfaction. According to Li et al. (2020), the factual observation of the guest feedbacks indicates that the consideration of cleanliness and presentation is a very important factor in guest satisfaction and loyalty. 
[bookmark: _Toc222687391]Theme 2: Staff Professionalism and Responsiveness
This paper was aimed at investigating how professionalism and responsiveness of staff affect the level of guest satisfaction in Maldron Hotel Croke Park. The studies on guest ratings and hotel reviews examined the impact of efficiency, courtesy, and timeliness of the housekeeping staff on the general perceptions of the service quality. Rane et al. (2023) reviewed the connection between the behavior of the staff members and guest satisfaction and observed that being professional and providing services in time are the key factors to increasing perceived service reliability and trust. On the same note, Cui (2025), explored the SERVQUAL dimensions, and reliability and responsiveness are the essential dimensions of service delivery effectiveness. The review of the reviews that guests left about Maldron Hotel has shown that positive interactions with employees, such as warm welcomes, promptness in responding to orders, and keenness to address the needs of the guests, have always led to an increase in the scores on satisfaction. It is important to note that the guests stressed that staff efficiency not only enhanced their direct experience, but also strengthened their belief in the overall service standards of the hotel (Schiebler et al., 2025). 
The study objective was to explore the operational factor that directly influenced the perception of service quality which was the nature of professional behaviour of the housekeeping staffs and their level of responsiveness to requests. Moreover, regular and polite communication was discovered to develop trust and comfort that are major motivators of loyalty as reported in the literature (Singh et al., 2023). Based on the analysis of these qualitative values, the research indicated that professionalism among staff members is also a strategic aspect of running a hotel because it goes hand in hand with the physical neatness of rooms and other tangibles. The results show that mid-scale hotels such as Maldron can substantially increase the level of guest satisfaction by training their employees to behave quickly and attentively, and make sure that the needs of the guests are always fulfilled (Singgalen, 2024). 
[bookmark: _Toc222687392]Theme 3: Guest Satisfaction and Perceived Value
This paper aimed at exploring the connection between quality of housekeeping and satisfaction of guests with special reference to the effect that operational practices have on the perceived value within Maldron Hotel Croke Park. The study analyzed guest reviews in order to determine the relationship between the concepts of cleanliness, room presentation, and staff efficiency as a combination in relation to the levels of comfort, safety, and satisfaction. Similar themes were explored by Saut and Bie (2024), who stated that guest satisfaction is a result of service performance in which the expectations are met or surpassed. Another study by Reynolds (2026) explored satisfaction measurements in the hotel setting by noting that the value of service delivered consistently influences perceived value and loyalty of the guests. The data analysis of the Maldron Hotel was intended to explore the impact of the housekeeping work, such as the careful focus on keeping the room tidy, having all the necessary instruments, and delivering room service in a timely manner, on the general rating of the hotel experience by the guests. The guests review continuously underlined the fact that in cases where housekeeping was good and dependable, they considered their stay to be worthwhile and valuable. 
This value is essential, as it triggers more than just repeat bookings and positive recommendations and is in line with the Expectation-Disconfirmation Theory. In addition, the research was on the role that satisfaction is not only a reaction to individual operational variables but also the ultimate result of long-term excellence in several aspects of housekeeping. According to Doyle and Kelliher (2023), visitors who felt that they were well taken care of with rooms well-kept were quoted to have felt more comfortable and valued which enhanced their overall view of the hotel. Altogether, the work verified that the theme of guest satisfaction is central and affected by various housekeeping variables, and the quality of operations on a regular basis is the main factor (Ahmad, 2024). 
[bookmark: _Toc222687393]Theme 4: Repeat Booking Intentions and Loyalty
Bin Ahmad (2024), explored same relations whereby good housekeeping can result in high chances of repeating bookings whereas, also emphasized the role of guest fulfillment as a mediator among service quality and loyalty benefits. The purpose of the analysis was to investigate how housekeeping operational excellence is a strategic instrument in creating guest loyalty. Results of the guest reviews show that those who had experienced clean rooms regularly, well-kept facilities and efficient services had a high desire to come back to the hotel and refer others (Hossain, 2023). In addition, the paper examined the effect of satisfaction based on the quality of housekeeping on outcomes of loyalty and established the presence of operational factors, including timeliness, attention to details and responsiveness as the crucial factors of repeat business. Doyle and Kelliher (2023), have also considered such a dynamic and pointed out that guests who believe that housekeeping services are professional and reliable have a higher likelihood of developing positive behavioral intentions. The theme showed that there is a strategic implication of operational quality in housekeeping besides direct and immediate guest satisfaction of mid-scale hotels, supporting long-term competitive advantage. Another detached of the study was to determine the wider effect of repeat booking where it was established that quality housekeeping enhances customer trust and reputation as a way of generating a cycle of perpetual loyalty. 
[bookmark: _Toc222687394]Discussion 
The results that are discussed in Chapter 4 are interpreted in the scope of the current literature discussed based on the SERVQUAL model and the Expectation Disconfirmation Theory as the key analytical approaches. Altogether, the results prove that the quality of housekeeping is a expressed condition that affects the level of guest satisfaction and future bookings intentions at Maldron Hotel Croke Park, which supports the previous sources of information on the subject of hospitality and service management (Reynolds, 2026). The most prominent observation is connected with the cleanliness and presentation of the room which proved to be the most influential factor on the guest satisfaction. Clean rooms, hygienic bathrooms, fresh linens, and well-maintained furnishings were mentioned by the guests as inseparable elements of a good hotel experience. Such qualities were often linked with a sense of comfort, safety and money well spent, which implied that cleanliness is the corner stone of perceived service quality. This confirms previous research by Lee and Choi (2020) who found housekeeping standards to be a key source of general satisfaction and positive word-of-mouth in hotel contexts. In the context of SERVQUAL, this result is quite similar to the dimension of tangibles that underlines the significance of physical facilities, equipment, and visual appeal in the development of a customer perception. 
Since the guests are normally exposed to the room as soon as they arrive, the quality and condition of the accommodation do have a great effect in creating the first impressions and expectations of the rest of the stay. Ineffective performance in this aspect can thus have negative effect on the perception of other aspects of service, though these other aspects of service can be carried out effectively. Moreover, the results will be congruent with Expectation-Disconfirmation Theory. Satisfaction levels were higher when the housekeeping services met or surpassed expectations by the guests and this resulted in the greater positive ratings and the possibility of repeat bookings. On the other hand, any little problem of cleanliness led to dissatisfaction in cases of failed expectations. It helps justify the studies by Hirschheim (2022), who suggest that client fulfillment is not resolute by the actual performance of the service only, but also by the expectations and the perceived results. It is emphasized in the discussion that the housekeeping standards are key to fulfilling the expectations of the guests, as well as improving the satisfaction level and leading to repeated patronage. The results support the major position of cleanliness in both theories and in real-life management techniques in the hotel. The second theme of the research was dedicated to the staff professionalism and responsiveness as it was proved to be the important factor influencing the perception of the guests about the trust and reliability of the services (Dam and Dam 2021). The reviews of the guests often emphasized the significance of the timely consideration of the requests, polite communication, and the effective delivery of the problems concerning housekeeping. These qualities brought out a form of reassurance and confidence in the service delivery by the hotel. 
The given finding adds to the conclusions made by Ojha et al. (2025) and Jyoti et al. (2024), who proposed that the behaviour of the staff is put at the centre of determining the quality of the service and shaping the perceptions of customers in the hospitality sector. Analyzing these results in the context of the SERVQUAL framework, it is possible to note that they are highly related to the dimensions of reliability and responsiveness. Reliability is described as the capacity of the staff to deliver the services they promise right and without exception and responsiveness is the attitude of members of staff to assist the guests and offer services to them at the right time (Cui, 2025). The results indicate that the professionalism of housekeeping employees is not only an operational need but a strategic resource that leads to the improvement of the perceived quality of service (Crossman, 2024). By showing competence and professionalism regularly, guests are prone to perceive the hotel as being reliable and this will have a positive effect on their level of overall satisfaction and trust in the brand. Moreover, the results which touched on guest satisfaction and perceived value also enhance the correlation between the quality of housekeeping and positive guest experiences. In line with the works of Reynolds (2026), it is observed that guest satisfaction is a cumulative phenomenon that is conditioned by cleanliness, room appearance, and staff productivity and not an outcome of isolated service experiences. 
When guests had high expectations overall in these areas, they would feel as though their stay was a good value investment, especially where their expectations were met by the service provision. This fact is a strong indication of Expectation Disconfirmation Theory and does indicate that satisfaction is the outcome of the comparison between the expected performance of the service and actual experiences. When the service delivery is better than or as per pre-stay expectation, then satisfaction is probable, which is the argument by Wilson (2025). The results prove that positive evaluations about the hotel experience and negative disconfirmation are reduced by good housekeeping operations. Additionally, the findings also support the mediating effects of the satisfaction of the guests on the behavioural outcomes, including positive word-of-mouth and repeat booking intentions, as pointed out by Dam and Dam (2021). 
The high level of guest satisfaction is closely linked with improvement in intentions to be loyal, which means that hotel training and development of housekeeping employees can create long term competitive advantages explored by Au-Yong et al. (2024). Whenever the guests are provided with clean, well maintained, and comfortable rooms, their overall perception of the quality of service provided will be enhanced by a good margin. Housekeeping is one of the most apparent and concrete elements of hotel service delivery, and it directly determines the way in which guests rate their stay. Not only do professionalism, attention to detail, and responsiveness of the housekeeping staff contribute to the operational efficiency, but also to the emotional reassurance since guests feel highly appreciated and well taken care of (Wilson, 2025). Properly trained personnel that meets high standards of cleanliness and responds quickly to demands and displays polite behaviour can influence the perceived value of the hotel experience in a positive way. In addition, productivity in housekeeping activities minimizes service delays, complaints and increases comfort to the guests which are all important constituents of satisfaction. Meeting and surpassing expectations cause guests to build trust in the hotel brand which in turn results in favourable attitudes and intentions of behaviour (like repeating a booking and recommending it positively). The results thus indicate that quality housekeeping is no longer a supporting role but a strategic customer-retention mechanism. The level of satisfaction directly determines the intention to re-book and the long-term loyalty, and satisfaction, in its turn, highly depends on the quality and reliability of the housekeeping services (Bahmani and Yazdanparast, 2024). Finally, cleanliness and professionalism of services will enhance perceived value, boost guest loyalty and enable profitability and competitiveness in the long run in the hotel and hospitality industry.
Customers who praised their housekeeping experience showed much greater intentions to rebook and to refer other people to the hotel, which supports the robust connection between the quality of operational services and customer loyalty. These results align with the previous studies that have noted the importance of cleanliness, room presentation, and attention to detail as key determinants of overall guest perceptions (Nayyar et al., 2025). 
Housekeeping can be considered one of the most concrete and immediate predictors of services quality in the hospitality environment, first impressions, and the emotional reaction of a guest during their stay (Anderson, 2025). By feeling that the rooms are clean, well-maintained, and hygienic, the guests have more confidence in the hotel, which leads to the reinforcement of their satisfaction levels and behavioral intentions. Moreover, the findings respond to the thesis of Santa et al. (2023), who determine the satisfaction of customers as a mediating factor between the service quality and intention to re-purchase. Here, the quality of housekeeping does not have a direct and direct effect on loyalty, which instead increases satisfaction, which, in turn, leads to rebooking and positive referrals. This is the mediation effect that depicts the psychological mechanism by which operational excellence is converted into strategic performances. 
The visitors compare their experiences with expectation and when housekeeping is so good that it matches or surpasses the expectation, they become satisfied and this results in better relationship ties with the hotel brand. These findings have important strategic implications to a mid-scale hotel like Maldron. However, in comparison with luxury hotels, where exclusivity or high-quality features are the main competition considerations, mid-scale hotels have to strike a delicate balance between quality and affordability. Uniform and elevated standards of housekeeping can be utilized as one of the competitive tools in this segment. Guests are not ready to compromise on cleanliness and hygiene especially in a post-pandemic world where the health and safety factors are still elevated. Investing in the training of the staff, control procedures, and frequent surveillance systems will help Maldron to reinforce its image, build its trust in the customers and stand out among the most competitive market rivals (Au-Yong et al., 2024). Comprehensively, the empirical findings obtained are much in line with the existing theoretical models and the academic literature, which supports the key role of the quality of housekeeping in the formation of the guest satisfaction and loyalty. The results support the claim that operational excellence at the departmental level leads to the long-term sustainability, competitive advantage as well as revenue increase. Therefore, high housekeeping levels are not only a matter of operation but also a strategic consideration in management of the hospitality sector in terms of having a long term customer relationship.
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This research was to analyze how the quality of housekeeping can affect the level of guest satisfaction and the intention to rebook in the hotel in the future (Maldron Hotel Croke Park was used as a case study). The central research question used as the guide of the study was as follows: What is the correlation between the quality of housekeeping and guest satisfaction and intentions to repeat booking at the Maldron Hotel? Using a qualitative case study methodology with the help of secondary data analysis, the study managed to meet its set aim and objectives and make a contribution to the literature on strategic role of housekeeping operation within a mid-scale hotel environment.
The results clearly indicate that the quality of housekeeping is a very essential factor in determining the guest satisfaction and loyalty. The most affecting themes in terms of guest perceptions were cleanliness and room presentation as compared to all others. Visitors have always related clean rooms, clean bathrooms, fresh linens and clean facilities to comfort, security and affordability. These are some of the areas that were often found in the reviews of the guests, as simple but necessary requirements of hotel stay. When these expectations were surpassed or met, the guests said that their levels of satisfaction were greater and that they would come back more firmly supporting the usefulness of Expectation-Disconfirmation Theory in the hospitality sphere.
The study also determined that the quality of housekeeping does not just finish at physical cleanliness. Professionalism and responsiveness of the staff were also found to have equally important contributions on the overall guest experience. Contacts with housekeeping personnel were usually perceived as a mirror of the hotel service culture as a whole and it is an important point to emphasize that service delivery is a process that involves operations as well as relationships. These results are in line with the SERVQUAL dimensions of reliability and responsiveness that focus on the stability of service delivery and the readiness of the personnel to help the customer properly.
The perceived value and guest satisfaction were revealed as cumulative attributes that depend on various interlinked factors that are housekeeping-related. The study found that consistency in the delivery of cleanliness, presentation of rooms and efficiency of the staff gave a perception to the guests that they were getting good value regardless of having a good hotel experience even in the competitive mid-scale hotel market. Isolated service experiences were not sufficient to bring about satisfaction but the general impression that was created during the stay. This follows up on previous literature that proposes that guest satisfaction is a factor of long-term service consistency and not a one-time service.
One of the main observations of the research is that the quality of housekeeping is an intermediate between the quality of housekeeping and intentions to re-book. Those guests who stated they were highly satisfied due to the good housekeeping habits had more chances of stating that they would rebook and refer others to the hotel. The intentions to repeat booking were closely correlated with trust, comfort, and confidence in the level of services. These results underscore the strategic value of housekeeping as a customer loyalty generator and a sustainable revenue source, especially to mid-scale hotels like Maldron Hotel Croke Park which would be operating in a highly competitive urban setting.
Theoretically, both SERVQUAL model and Expectation-Disconfirmation Theory are highly applicable in the analysis of housekeeping services using the findings. The dimension of tangibles SERVQUAL was particularly salient, with the physical cleanliness, room appearance, and facilities condition being at the center of the guest rating of service quality. Moreover, reliability and responsiveness were also critical because the guests appreciated the reliability of the premises in delivering services and responding to requests related to housekeeping (Abuan, 2024). Expectation-Disconfirmation Theory also described the differences in satisfaction levels and it showed that positive disconfirmation when services were higher than expected created greater satisfaction and loyalty whereas slight failures on the part of cleanliness led to dissatisfaction owing to failed expectations.
The study can add to the current body of literature in the field of hospitality research and specifically study the quality of housekeeping in one of the contexts in the UK hotel sector of a mid-scale hotel, which has not been the subject of an academic study so far. The results highlight the point that housekeeping cannot be regarded as an activity in the back-of-the-house that ought to be handled solely as a secondary function but as a strategic element of the guest experience management. With the ability to prove a strong correlation between the quality of housekeeping, guest satisfaction, and intentions to book again, the study provides the value of investing in high housekeeping standards, staff training, and operation consistency. The results of the study can be used to give solid grounds to the practical recommendations made in the following section, which should help Maldron Hotel Croke Park to improve the quality of services, customer satisfaction, and customer retention.
[bookmark: _Toc222687397]Recommendations and Practical Strategies
Maldron Hotel must prioritise consistently high cleanliness standards across all guest rooms and public areas to ensure an exceptional customer experience. Supervisors should carry out frequent inspections using detailed housekeeping checklists to verify that all areas meet brand and hygiene standards. Deep-cleaning schedules, especially in high-contact areas such as bathrooms, furniture, and common spaces, will reduce the risk of service inconsistencies and enhance guest confidence (Mangco and Andales, 2023). Beyond hygiene, room aesthetics including décor, furnishings, lighting, and spatial organisation that must be carefully managed as these elements contribute significantly to perceived comfort, value, and overall satisfaction. Housekeeping staff should be trained to maintain these standards daily, ensuring consistency across the hotel. Even minor enhancements, such as neatly arranged linens and clutter-free surfaces, can substantially influence guest impressions at minimal cost. Maintaining high standards in cleanliness and presentation not only supports operational efficiency but also strengthens the hotel’s brand image, encouraging repeat bookings and positive reviews (El-Said, 2020). By integrating these practices strategically, Maldron Hotel can achieve long-term competitive advantage and foster customer loyalty in a highly competitive hospitality market.
To deliver exceptional housekeeping performance, Maldron Hotel must focus on the continuous development and motivation of its staff. Housekeeping personnel should participate in comprehensive training programs encompassing technical skills such as detailing, room preparation, and time management, as well as interpersonal skills, including communication, etiquette, and guest engagement. Scenario-based exercises and role-play activities can simulate real guest interactions, allowing employees to respond effectively to complaints and requests, improving service quality and responsiveness. In addition, implementing performance monitoring systems that track cleanliness, efficiency, and guest feedback can help management identify high performers and areas requiring improvement. Recognition initiatives, rewards, and incentive programs linked to performance will further motivate staff, fostering accountability and a culture of excellence. Investing in employees’ skills not only enhances operational efficiency but also improves job satisfaction, reduces turnover, and builds a committed workforce capable of consistently delivering high-quality services. By prioritising continuous staff development and motivation, Maldron Hotel ensures that housekeeping contributes strategically to guest satisfaction, operational reliability, and long-term loyalty, ultimately supporting the hotel’s competitive positioning in the hospitality industry.
Maldron Hotel must strengthen communication and coordination between housekeeping, front office, and maintenance departments to ensure a responsive, seamless guest experience. Efficient information sharing and workflow management are crucial to promptly address guest requests, maintenance issues, or unexpected challenges (Mohamed et al., 2026). Implementing digital task management systems, housekeeping apps, or other communication technologies can centralise requests, track progress, and ensure accountability, reducing delays and operational errors. Regular coordination meetings, clear escalation procedures, and defined responsibilities will further enhance responsiveness and operational transparency. Improved communication ensures that all departments work cohesively, avoiding duplicated efforts or missed tasks, and strengthens internal collaboration. A responsive and well-coordinated operational environment contributes directly to guest satisfaction, confidence, and loyalty (Elshaer et al., 2024). Additionally, maintaining prompt and efficient interdepartmental communication enhances staff morale, as employees are empowered to address challenges proactively. By embedding strong communication practices strategically, Maldron Hotel can improve service quality, operational efficiency, and overall competitive advantage within the hospitality sector.
Sustainability and strategic alignment are essential for Maldron Hotel to differentiate its housekeeping operations while maintaining high-quality service standards. Housekeeping must integrate environmentally responsible practices, including the use of eco-friendly cleaning products, towel and linen reuse programs, and efficient resource management, without compromising cleanliness or guest comfort. These practices appeal to environmentally conscious guests, enhance brand perception, and support corporate social responsibility objectives ((Thomas, 2022). Embedding sustainability initiatives also fosters employee engagement, as staff understand the purpose and impact of their actions beyond routine tasks. Strategic alignment enables the hotel to make data-driven operational improvements and prioritize initiatives with the greatest positive effect. By combining sustainability with strategic operational focus, Maldron Hotel can achieve competitive differentiation, enhance guest loyalty, and ensure efficient, environmentally conscious, and goal-oriented housekeeping operations that support long-term growth.
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