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[bookmark: _Toc213189042]Abstract
The study explores how efficiency of housekeeping affects the level of guest satisfaction through The White Hart Hotel, in Boston, as a case study to understand the complex relationship between operational processes, employee motivation, communication, technology and sustainability. This study seeks to establish the effect of housekeeping practices on perceived quality of the service, the core operational and human factors that affect the experience of guests, and come up with applicable strategies that would allow increasing efficiency and satisfaction in an independent hospitality environment. The study provides a balanced analytical approach to service reliability and tangibility as it links them with human motivation and organizational culture by incorporating theoretical approaches, including the SERVQUAL model and the Two-Factor Theory by Herzberg.
In the results, housekeeping efficiency directly impacts the dimensions of reliability, tangibility, and responsiveness of the SERVQUAL model. Findings, however, also show that the technical performance is not enough to guarantee the guest satisfaction. In the case of The White Hart Hotel, the key to success is the balance between precision in the working procedure and service delivery on a personalised basis. The analysis establishes that communication between people, flexibility, and personal focus contribute greatly to the perceived quality of service, especially in smaller, standalone hotels, where the personal connection between guests and the brand is the key. Furthermore, the Herzberg model emphasizes that the lack of the hygiene variables is the absence of sufficient staffing, equitable workload allocation, and adequate supplies, which result in instant service discontinuity and dissatisfaction of employees. On the other hand, motivation like appreciation, self development and respectful management will help in increasing morale and enhancing interaction with guests.
Another important factor that define housekeeping performance and experience of guests was communication. Lack of proper coordination between the housekeeping and front desk departments has a tendency of releasing rooms late, creating check-in bottlenecks, and low guest satisfaction. It is highlighted in the findings that such inefficiencies can be minimized through structured communication systems and daily departmental briefings. Moreover, there are opportunities and limitations of technological integration. Although the digital housekeeping tools, real-time task management, and smart scheduling systems will enhance productivity and the responsiveness of the operations, the financial and skills constraints at The White Hart Hotel would require step-by-step, cost-efficient implementation. It is advised to incorporate blended training programs that will balance the digital acclimatization with employee inclusivity and confidence.
The hygiene, cleanliness, and sustainability have become a requirement as opposed to a distinguishing aspect by the post-pandemic guests. The research concludes that the apparent cleanliness criteria, environmentally-friendly housekeeping products, and sustainable waste management affect the brand trust and customer loyalty directly. Nevertheless, the independent hotels have their resources minimized making them be unable to embrace comprehensive sustainability programs. Incremental strategies, including supplier collaboration, maintenance of equipment as well as guest education, give effective resolutions within financial constraints.
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[bookmark: _Toc213189043]Chapter 1: Introduction 
[bookmark: _Toc213189044]Background to the Study 
Housekeeping acts as a central office, which determines the cleanliness, hygiene, and the readiness of the rooms, which directly determine the experience of guests and the image of the hotel (Jokiperä, 2025). The increased awareness of hygiene and the sustainability concerns in the post-pandemic era have redefined the standards of operation and made housekeeping efficiency a condition of keeping trust and maintaining customer loyalty and overall hospitality services in hotel management in the modern environment (Saepudin and Putra, 2023).
[bookmark: _Toc213189045]Case Study Overview: The White Hart Hotel, Boston 
A traditional 4-star coaching inn, the White Hart Hotel in Boston offers accommodation and dining to leisure and business tourists (Visit Lincolnshire, 2024). The restaurant prioritizes client happiness with its personal service and rigorous cleaning standards (Singgalen, 2024). Housekeeping is the most important department in ensuring room readiness, hygiene, and presentation, ensuring consistency in service quality and cementing the hotel's reputation as a reliable and guest-focused accommodation provider (Cottrell, 2014).
[bookmark: _Toc213189046] Research Problem  
The present paper explores the problem of housekeeping inconsistency in the White Hart Hotel in Boston, some room preparation inconsistencies and occasional customer complaints reveal that there are operational weaknesses there. The findings highlight the difficulties related to keeping the amount of cleanliness, the best use of time, and the proper coordination of the staff. The proposed research questions will help to identify how effective the housekeeping, employee motivation, and team building can be improved to boost the level of guest satisfaction, which, in turn, will reinforce the quality of services provided and operational performance of the hotel.  
[bookmark: _Toc213189047]Aim and Objectives  
[bookmark: _Toc213189048] Project Aim  
The aim of the project is to determine the relationship between the efficiency of housekeeping and the satisfaction amongst guests at The White Hart Hotel, Boston.  
[bookmark: _Toc213189049]Objectives  
1. To determine the most significant housekeeping procedures.  
2. To assess the effectiveness of the housekeeping in terms of the overall guest experience in the White Hart Hotel, Boston.  
3. To examine available literature and case studies to identify the best practices in hotel housekeeping.  
4. To suggest effective changes to housekeeping activities to increase customer satisfaction.  
[bookmark: _Toc213189050]Research Rationale 
The presented research is important as the effectiveness of housekeeping operations directly influences the performance of the hotels, satisfaction of their guests and the reputation of the brand. Optimised operations enhance the levels of cleanliness, comfort, and repeated clientele which is fundamental in maintaining competitiveness in the hospitality industry (Saunders et al., 2012). This study compliments the professional placement experience, since it combines both practical observations, as well as academic knowledge, thus, allowing one to better grasp the concept of operational management, quality of service, and the approaches that promote employee performance as well as overall guest experience within The White Hart Hotel, Boston.
[bookmark: _Toc213189051]Structure of the Report  
The study has been structured into five chapters. The initial chapter entails the presentation of the study with the background, purpose and specific objectives. The second chapter is a critical literature review on the housekeeping efficiency and guest satisfaction (Oliveira-Cardoso et al., 2025). In chapter three, the methodology of the research and the case study method are explained. The fourth chapter expresses and explains the main findings against the existing academic literature. The fifth chapter is a conclusion of the dissertation, it provides practical suggestions on how the housekeeping operation and the general experience of the guests could be improved.



[bookmark: _Toc213189052]Chapter 2: Literature Review 
[bookmark: _Toc213189053][bookmark: _Hlk211265985]Theoretical Framework 
[bookmark: _Toc213189054]SERVQUAL Model 
Service quality is measured by tangibles, reliability, responsiveness, certainty, and empathy (Setiono and Hidayat, 2022). It shows how visitor expectations differ from service. Because tangible factors like room cleanliness and hygiene and staff responsiveness and professionalism affect satisfaction, the presented framework can be used to evaluate The White Hart Hotel, Boston's housekeeping. SERVQUAL is used to objectively assess how operational, communication, and visual consistency affects guest quality and loyalty (Singh et al., 2023). It also helps determine service aspects that require improvement to boost the hotel's visitor experience and reputation.
[bookmark: _Toc213189055]Herzberg’s Two-Factor Theory 
The Two Factor Theory was created by Herzberg, who identified hygiene factors that avoid dissatisfactions and motivators that increase satisfactions (Bundtzen, 2021). The hygiene factors, including the fair distribution of workload, provision of necessary tools, and competent supervision (Rajan, 2022), help to ensure the stability of the operation in the environment of the housekeeping team of The White Hart Hotel, whereas motivators, like recognition, skills development opportunities, and teamwork, help to increase the productivity (Saysin and Dhammapissamai, 2023). Using this theoretical framework, the present research aims to determine the degree of employee motivation and cooperation in terms of housekeeping operation efficiency, the final aim of which is to improve the quality of the delivery of services, maintain the same level, and ensure the satisfaction of guests in the hotel.
[bookmark: _Toc213189056] Housekeeping Practices that determine the guest satisfaction.  
Housekeeping is an important part of hotel practice, which directly influences the perception of the guest in relation to the stay (Putri et al., 2025). The quality of the service and the perceived value are important measures of cleanliness, sanitation, and competence of the staff (Farmaki et al., 2020). Neatness (as well as an aesthetic feature) is also used as a symbol of security, work efficiency, and reliability. Specifically, hygiene regulations and practices that have been introduced after the global health crisis have set new levels of trust and compliance with regulations (Adikwu et al., 2023), thus defining the online reputation engines and booking behaviours (Akhtar et al., 2022). Preparation of rooms in time and following the standard operating procedures will contribute to a smoothness in operation and better the visitor experiences. Staff competency or insufficient training may lead to variable quality of rooms, extended check-in time, and reduced satisfaction amongst the guests (Hidajat and Mansur, 2024). The combination of continuous monitoring, specific training and efficient systems of performance evaluation will help the employees to work better and provide better services, which is why both incentive schemes and accountability are important.  
[bookmark: _Toc213189057]The Impact of Housekeeping Efficiency to the Overall Guest Experience
The guest experience is a concrete and critical deliverable and cleanliness is paramount towards comfort and reliability (Singgalen, 2024). According to Collis and Hussey (2014), the higher the rate of room turnover and cleanliness, the higher the occupancy and the duration of stay in a hotel. Housekeeping is central in all the guest touchpoints, including the check-in, room service, and check-out (Arapou and Kapiki, 2023). Orderly housekeeping system will ensure that the delivery of services is smooth and inter-departmental tension is minimized, which will improve the service flow. The time spent on cleaning or unfinished inspection has adverse impacts on the tourist experience and misrepresentation of the property image (Rahman et al., 2023). Modern travelers are increasingly requesting green supply chain; effective housekeeping is in line with the sustainability goal aimed at minimising the use of resources (Pasaribu, 2024). The result of a hotel focusing on customer satisfaction, business performance and environmental stewardship will therefore be attaining greater degrees of cleanliness.  
[bookmark: _Toc213189058]Analysis of Best Practices in Hotel Housekeeping
According to empirical studies, standardisation, training and integration of technology are the basic best practices in housekeeping (Hussien et al., 2025). Standardised operating procedure enhances hygiene, service consistency, brand identity preservation, and adherence to the industry norms (Nyangoma et al., 2024). A well-developed training programmes minimise human error and enhance morale as a building block towards excellent service (Kardiat et al., 2025). Human capital investments have an impact of operational performance, since training helps staff to perform tasks faster and more accurately (Nawaz et al., 2024). Mobile task trackers, electronic check-lists, artificial scheduling systems, and other technological tools improve the level of transparency and accountability, making technology even more essential (Nikopoulou et al., 2023).  
Moreover, the literature also highlights on sustainable cleaning techniques. The hotels that go green by using eco-friendly products and waste minimisation initiatives save money and also improve the satisfaction of the guests (Abdou et al., 2022). In the context of interdependence of cleanliness and environmental responsibility, recent sectoral study found that 76➳ percent of guests would be willing to occupy a hotel who has shown interest in eco-friendliness (Le, 2023). The case studies of mid-size and boutique hotels show that executive control over the daily cleaning operations increases the departmental efficiency and motivation (Dasgupta and Jamader, 2024). The communication and multi-departmental teamwork can allow cultivating a sense of responsibility and cooperation towards achieving a shared service goal (Ahmad et al., 2023). White Hart Hotel is a middle-sized independent hotel with the capacity to pursue these best practices in order to enhance the quality of service delivery and competitive edge (Simiyu et al., 2022).
[bookmark: _Toc185373102][bookmark: _Toc213189059]Research Gap 
Existing research shows that housekeeping efficiency drives guest happiness and hotel success. However, the recommended literature is unevenly dispersed, emphasising on large worldwide hotel chains and premium brands with superior technology, well-developed systems, and significant budgets. This approach hinders understanding how small and medium-sized independent hotels like The White Hart Hotel in Boston may function efficiently with little resources. Smaller establishments' modest personnel, multitasking, and personalised guest care are understudied. Cleaning and hygiene are among the strongest predictors of guest satisfaction (Singgalen, 2024), and research has shown strong positive relationships between these two housekeeping variables and guest ratings, but empirical literature has relatively limited data that directly relates housekeeping efficiency (e.g., speed, consistency, resource utilisation) to objective guest-experience outcomes, especially in independent hotel contexts (Ahmad et al., 2024). 
In addition to this, further research is needed to examine the relationship between operational efficiency, worker morale, and visitor pleasure, especially in constrained resource situations (Wilson, 2025). The post-pandemic knowledge of hygiene and digital cleanliness ratings and sustainability-focused practises has changed housekeeping service expectations (Zhang et al., 2023). However, scholarly literature has not thoroughly examined how such reforms improve housekeeping management in smaller hotels with local operations. This research fills the gap by critically assessing how housekeeping efficiency, team motivation, and department collaboration effect White Hart Hotel client’s pleasure. It seeks practical insights to integrate independent hotel operations with changing service-quality and sustainability needs in the contemporary hospitality sector.


[bookmark: _Toc213189060]Chapter 3: Methodology
[bookmark: _Toc213189061]Research Philosophy
The current study follows an interpretivist epistemology, which allows focusing more on the understanding of human experiences and situational meanings rather than the use of measurable data as the only one. Such an interpretivist perspective is appropriate to researching the impact of housekeeping efficacy on guest satisfaction because it allows one to study the subjective perceptions and operational realities (Veal, 2006). In the interpretation of the qualitative evidence available, the study tries to explain the way the performance of the staff, cleanliness, and hygiene practise influence the quality of the service provided and the overall experience of the guest. It is appropriate to perform a qualitative secondary analysis because this method makes it easier to synthesise the knowledge gained with the help of various academic and industrial sources (Cheong et al., 2023). The research does not gather new empirical data but rather reinterpret existing literature and reports to identify patterns and relationships that are relevant to the The White Hart Hotel in Boston. 
[bookmark: _Toc213189062]Research Approach
The given research has a deductive nature, as it starts with the generalised theories related to service quality and housekeeping effectiveness and then transfers them into the specific case of The White Hart Hotel. This set methodological design will ensure that the subsequent analysis will be well-grounded in the authorsitative conceptual frameworks, thus, the investigation will be able to assess the validity of theoretical postulates regarding operational efficiency and guest satisfaction in the background of a small, independent hospitality establishment. Deductive research makes it easier to maintain consistency between academic concepts and empirical explanation (Fife and Gossner, 2024).
[bookmark: _Toc213189063]Research Design
The research design will be case-study with the concentration centre on The White Hart Hotel, Boston. The case-study approach will allow a comprehensive analysis of the working processes and the dynamics between the efficiency, staff performance, and guest satisfaction within a unique real-life context (Dzreke, 2025). It provides contextual knowledge on management practises, organisational culture as well as expectations of the guest. The information is only obtained with the use of secondary qualitative sources, including scholarly articles, industry reports, and the observations of placements (Hains-Wesson and Ji, 2024). This design also allows theoretical views to be incorporated into practical hotel operations resulting in depth and not breadth.
[bookmark: _Toc213189064]Data Collection
The secondary academic and industry data was taken in the form of existing repositories such as Emerald Insight, ScienceDirect, and Taylor and Francis. Contrary data obtained by publications of the hospitality firms and official reports offered background contextualisation of realities of operations. The inclusion criteria were limited to peer-reviewed articles published between 2015 and 2024 to study dimensions of housekeeping efficiency, employee performance, and cleanliness, hygiene, or guest satisfaction (Vilaça et al., 2025). Systematic elimination of outdated or irrelevant studies was done. This means that the resulting data is current, valid, and in line with the changing post-pandemic paradigm of the hospitality industry.
[bookmark: _Toc213189065]Data Analysis
Thematic analysis is used to compare and classify the results provided by reference to the chosen literature (Christou, 2022). Themes, such as cleanliness, hygiene, staff performance, and efficiency, are recognised and analysed by coding processes, which may be done manually or are aided by NVivo software (Vance et al., 2022). The given systematic process allows detecting the common patterns and correlations. The methodology process includes the familiarisation with the data, theme identification and synthesis corresponding to the research goals. Thematic analysis makes it easier to interpret deeper other than surface finding therefore explaining the role housekeeping efficiency plays in the satisfaction of guests and overall hotel performance (Singgalen, 2025).
[bookmark: _Toc213189066]Ethical Considerations
The study has low ethical risk because it will only use secondary data. All facts are obtained based on the reputable, publicly published or properly authorised sources. The privacy of data related to the placement is observed strictly. Proper referencing ensures good recognition of the original authors, hence, academic integrity and adherence to the ethical standards of the University of Wales Trinity Saint David (Malone and Buckley, 2024).
[bookmark: _Toc213189067]Limitations
[bookmark: _Toc110252969]The primary weakness is the exclusive reliance on secondary data, which precludes direct interaction with staff or visitors. So, the results rely on how accurate and useful the research that are already out there are. Additionally, concentrating on a single hotel may restrict wider generalisations within the hospitality sector (Lockwood et al., 2023). Still, the detailed case study gives us useful information about how smaller, independent hotels might improve their housekeeping to make their guests happier and more productive.
[bookmark: _Toc213189068]

Chapter 4: Findings and Discussion
[bookmark: _Toc213189069]Theme 1: Service Quality and Housekeeping Efficiency 
In all the four studies, one common focus is found in the direct correlation between operational efficiency and perceived service quality. Ginthotavidana et al. (2022) suggested a performance measurement model in housekeeping services in healthcare with 46 performance key indicators (KPI) that are identified in the framework of the balanced scorecard. Their research has a healthcare-based setting but offers generalizable guidelines applicable to the hotels as they found that systematic performance monitoring can improve both real and perceived cleanliness. Nevertheless, though their model advocates quantifiable results, it falls short of qualitative aspects of the guest experience, which restricts its use to service-based hospitality settings.
Widiastini et al. (2024) in their turn follow a human-centred methodology as they emphasize that the decrease in the efficiency of housekeeping is caused by communication failures and lack of leadership to a significant extent. The study uses Pareto and Fishbone analysis to find lack of appropriate training and generational differences as an obstacle to coordination between departments. However, contrary to Ginthotavidana and Waidyasekara (2024) who focus their attention on structural KPIs, Fashogbon and Owolabi (2025) are more concerned with the soft-skill and cultural aspects of efficiency, as the author argues that the quality of the provided services will be enhanced once communication channels and relations between staffs are improved.
Tran et al. (2024) contribute to the discussion by proposing an innovative technology and work process, an assembly-line housekeeping, and preventing the cross-contamination and disease transmission. Their findings are that efficiency and hygiene can be improved at the same time but without increasing the operational costs. This solution would bring between-efficiency to the process and health safety in particular, which applies especially in the context of post-COVID. However, when the model is applied strictly in the hospitality industry, where individualisation is the primary behaviour, the model could be risky, because it could provide the culture towards being dehumanised, especially in the service encounter. 
Lastly, Hussien and Ayad (2024) associate technical skills and constant training with employee performance, proving that organisational and cleaning skills directly increase the quality of the service. Their quantitative research based on the Egyptian hotels favors a performance culture of learning and assessment. Compared to the other studies, this study brings in the human capital view point where the efficiency is not only a result of designing the process, but also continuous development of the employees.
[bookmark: _Toc213189070]Theme 2: Employee Motivation and Team Collaboration
Motivation of employees during housekeeping operations and teamwork are crucial factors that facilitate efficiency and guarantee the satisfaction of the guests. A motivated housekeeping team is more likely to work more efficiently, keep the standards of cleanliness, and add value to the general experience of the guests. The Two-Factor Theory of Herzberg emphasizes on the role of hygiene factors (adequate pay, workload balance, and equipment needed to do the job) in enhancing productivity and motivators (recognition, career advancement, and teamwork). A proper balance between these factors provides the housekeeping departments with a stable stream of quality service provision to meet the demands of the guests (Rai et al., 2021).
Motivation is also required to enhance employee recognition and establishment of good working environment. The same has also been demonstrated in another study conducted by Hsieh et al. (2025), according to which continuous training and high degree of technical skills are important in job performance and efficiency of housekeeping. The housekeeping employees who have a clear purpose, frequent feedback, and advancement opportunities become more engaged and are able to cope with the requirements of their job (M. Esther García-Buades et al., 2024). The motivation of the employees at the white Hart Hotel should be enhanced through the use of strategic recognition schemes, teamwork, and the culture of lifelong learning. This is bound to elevate morale among the staff, reduce turnover, and expand the overall housekeeping activities which would translate to greater guest satisfaction (Tavitiyaman et al., 2021).
It is also the team work which helps in ensuring efficiency through housekeeping. As Jeleel-Ojuade (2024) indicates, a lack of communication breakdown and leadership can contribute to failure to coordinate departments and delay and inconsistencies. The cooperation of housekeeping employees leads to the enhancement of the communication and distribution of duties. This is translated to eradication of operational inefficiencies, rise in the turnover of rooms and alleviation of service delivery leading to a better guest experience. To strengthen the teamwork, The White Hart Hotel might introduce a frequent communication channel, provide cross-departmental meetings and focus on teamwork in the housekeeping department.
[bookmark: _Toc213189071]Theme 3: Technological Integration and Innovation in Housekeeping
The housekeeping operations are also being redefined by technology, which provides tools that help to improve the productivity and quality of services. Examples of the utilisation of digital tools to simplify the process of housekeeping include mobile task trackers, electronic checklists, automated scheduling, and real-time performance monitoring (Madhu Chandok et al., 2025). These innovations enhance the efficiency and consistency of services offered to the guests.
In the case of The White Hart Hotel, the implementation of this type of technology may exclude the human factor and improve the reaction time, as well as the levels of transparency and responsibility in housekeeping practices. As an example, mobile task trackers and scheduling software can help housekeeping staff to monitor cleaning activities and room availability in real time to prevent duplication of work (Mejia et al., 2021). Moreover, such technological tools as room sensors have the ability to observe their cleanliness and maintenance, which are then provided as data-driven feedback and help hotel managers to allocate resources and focus their efforts on tasks more efficiently (Talukder et al., 2024). The adoption of these technologies would make the operations more efficient regarding cost reduction and improved guest experience through ensuring a high standard of preparation of rooms.
Further, the technology will help them to sustain housekeeping practices, which is becoming a more important factor to many guests. With an increasing environmental awareness, hotels have been compelled to become environmentally friendly (Pimtong Tavitiyaman et al., 2024). Technology may be used to enhance sustainability through minimising resource use, waste, and increasing efficiency. Digital cleaning schedules and task management systems will be able to use cleaning supplies in the most efficient way, minimise waste, and ensure that the products are not wasted (Padma et al., 2021). Adopting sustainable technologies will not only help The White Hart Hotel to increase the rate of housekeeping but also satisfy the increasing demand of guests to engage in environmentally friendly activities (Leung et al., 2025).
[bookmark: _Toc213189072]Theme 4: Sustainability and Hygiene Management Practices
Housekeeping operations have developed sustainability and hygiene management as important aspects, especially after the COVID-19 pandemic (Elkhwesky et al., 2022). The focus on hygiene, cleanliness and sustainability has become one of the major determinants of guest satisfaction. Studies indicate that three-quarters of the visitors will choose to spend their time in sustainability-focused hotels (Chen et al., 2021). This change in preference of guests poses challenges as well as opportunities to the hotel industry, such as The White Hart Hotel, to fit their operations with the increasing demands of environmentally friendly and safe practices.
The management of hygiene, including the disinfection of high-contact surfaces, frequent room cleaning, and application of hospital-grade cleaning chemicals and solutions, has become a crucial practice that hotels, which want to retain guests, are likely to adopt (Vijaydeep Siddharth et al., 2021). In the case of The White Hart Hotel, the improvement of housekeeping efficiency can be performed through the introduction of complex hygiene policies, which are dedicated to a high level of cleaning, the training of the staff, and the application of the relevant cleaning products (Hsieh et al.). This hygiene will not only enhance the satisfaction of the guests, but it will also boost the reputation of the hotel as it will show their concern about the safety and well-being of the guests.
Another issue that can provide operational efficiency and satisfaction to guests is housekeeping sustainability (Sharma et al., 2023). The environmentally conscious cleaning products, waste management, and water and energy conservation are the main aspects of sustainable housekeeping activity (Kalsi et al., 2025). Indicatively, the White Hart Hotel might replace cleaning agents which pollute the environment with eco-friendly agents, and use water-saving features like low-flow faucets and showerheads. Also, the environmental footprint of the hotel could be limited by introducing waste minimisation policies, including recycling and the use of single-use plastics in reduced quantities (Obersteiner et al., 2021). Tourists are more sensitive to such practices and will be ready to pay a higher price to stay in a hotel that demonstrates a green attitude (Galati et al., 2021). Thus, through sustainable housekeeping, The White Hart Hotel will be able to not only be consistent with the environmental objectives, but also appeal to the environmentally conscious customers, giving it a competitive advantage in the hospitality market.
[bookmark: _Toc213189073]Discussion
The findings prove that the direct and measurable effect of housekeeping efficiency on perceived service quality is consistent and congruous with the dimensions of reliability, tangibility, and responsiveness of SERVQUAL. Arapou and Kapiki (2023) focus more on communication and relations between people and show that technical indicators are not enough to demonstrate the entire range of hotel service performance. With the personalised service being part of the brand in an independent property like The White Hart Hotel, a strong focus on strict performance indices might unnecessarily forego natural guest relationships through the creation of processes more than an experience (Fashogbon and Owolabi, 2025). Thus, the conversation notes the necessity of the balanced model, whereby accuracy in operations exists alongside the intangible aspects of services namely warmth, flexibility, and individual consideration (Bundtzen, 2021). The Two-Factor Theory developed by Herzberg can be applied to explain these results. The housekeeping setting hygienic variables, including proper staffing, equitable shift arrangement, stable supply, and access to equipment, etc. are the basic preconditions of consistency in services (Adikwu et al., 2023). In case they are missing, the results are dissatisfaction instantaneously in the form of delays, inconsistent cleaning results, or staff frustration. 
The White Hart Hotel, although rather small in size, has an opportunity of more familiar staff-manager ties and individualised supervision, which can be used to their benefit to promote motivation and loyalty. However, due to the absence of professional career systems typical of smaller independent hotels, long-term professional development can be limited, which can undermine the ability to maintain employees (Pasaribu, 2024). This implies that although the independent hotels might be superior in the area of relational motivation, they should be imaginative designed recognition and training tracks to maintain the skills and morale. Another critical indicator identified through the analysis is that communication is a significant factor that defines efficiency and experience of a guest (Hussien and Ayad, 2024). Poor communication between the reception and housekeeping departments can slow the process of releasing rooms, create a bottleneck in the check-in process as well as lead to frustration with the guests (Rahman et al., 2023). The literature and results indicate that effective internal communication systems lead to low operational friction, a fact that is echoed in the broader hospitality management position that the alignment of departments is a critical factor in management among the frontline competency (Hussien et al., 2025). Flexibility can be achieved through informal communication norms in The White Hart Hotel, however, this may also be associated with ambiguity and inconsistency especially when the hotel is at peak occupancy or when staff members are not available (Rai et al., 2021). 
The incorporation of technology comes out as an option and a problem. Online management systems and intelligent checklists and scheduling machineries improve productivity, transparency, and communication (Kardiat et al., 2025). They enable immediate status checks of room preparation, minimise wait length of guest, consumer redundancy, and service parity. Such systems also meet current demands of speed and reliability which supports the responsiveness aspects. However, the investment costs can be absorbed by large hotel chains, but in the case of the middle-rated independent properties, it is limited funding power. It implies that the adoption of technology should be given priority. A gradual introduction to simple and inexpensive but effective digital housekeeping are possible solutions that can provide the fastest and ideal entry point to The White Hart Hotel that will balance cost and quantifiable benefits to the business operations. Excessive use of technology, though, can lead to deskilling or separation of older employees and this is where consistent blended training will open up the potential to build both technical and soft-service skills (Nikopoulou et al., 2023).
The reorientation of the pandemic period towards observable hygiene and sanitation has contributed to the rise of the demands of guests to cleanliness, the cleanliness being not a distinguishing characteristic but an obligatory quality. The results of Abdou et al. (2022) and industry studies support the idea that sustainability and the hygiene aspect are currently unconsciously integrated into the guest decision, and the failure in either of the aspects is a direct dismissal of the brand trust. The tangibility dimension which includes physical look and cleanliness should be considered the most important when it comes to post-pandemic hospitality (Ahmad et al., 2023). In The White Hart Hotel, observable hygiene measures, clear cleanliness standards, and environmental friendliness can lead to increased trust of the guests and competitive advantage. However, eco-certified chemicals, recyclable materials, and water-conserving systems are all sustainable housekeeping requirements that once again increase resource limitations to independent hotels (Simiyu et al., 2022). A staged method with guest edification, procurement optimization and incremental maintenance of equipment can offer a feasible solution without excessive short-term expenditures.
Finding shows that the efficiency of the housekeeping is not only limited to the physical activities of cleaning, but also includes psychological assurance. Cleanliness is synonymous with guest with safety, professionalism and reliability of the brand that is, housekeeping determines the mood of the whole guest experience (Dasgupta and Jamader, 2024). The clean room cannot be a complete substitution of the staff demotivation or lack of communication; neither can hospitable employees hide the lack of hygiene standards. Thus, the concept of housekeeping excellence is multidimensional by nature that integrates concrete deliverables with emotional comfort, which is followed by the idea that the misappropriation of performance management, people management, and service culture should be performed in coordination. The research is quite consistent with literature that highlights hybrid accountability and empowerment systems, in which employees are given a distinct structure, but also free to make changes based on the needs of the guests (Ginthotavidana et al., 2022). Also observed in the findings is a changing hospitality labour market. A housekeeper is stereotypically defined by high turnover, physical labour and low reward but nowadays it is demanded to be professional, technically skilled and emotionally intelligent (Le, 2023). Small hotels are also less likely to find staff and keep them because of low remunerations and career ladder. Yet, they are able to use distinctive advantages: more personal details among the personnel, flexibility in decision making, and observable input to develop a greater loyalty and involvement (Fashogbon and Owolabi, 2025). The White Hart Hotel thus can integrate systematic recognition programmes, in-house career ladders, and cross-training programs to boost motivation and without having to spend fortunes on it. The elements of cultural sensitivity and intergenerational understanding as observed by Kardiat et al. (2025) also will become more vital in the management of diverse workforces in the hospitality sector.
The White Hart Hotel will have to develop clear performance standards in line with SERVQUAL without being too stringent to hand over as service standardisation removes any sense of personalisation in the experience. Also, the training and motivation systems managed according to the principles of Herzberg should be the focus of investment to maintain the morale of the staff and the previously mentioned consistency of services. In addition, it is possible to introduce low-cost digital housekeeping tools, which may save time dramatically and enhance the communication process (Hussien et al., 2025). Furthermore, the observable hygienic practices, and the developmental sustainability measures will address the current guest demands and improve brand recognition. Also, the hotel needs to institutionalise communication and team coordination systems to reduce the turnaround time in the rooms and inefficiency in the workflow.
The secondary analysis is based on secondary sources and case-studies of the industry, as opposed to the primary data of The White Hart Hotel, which implies that the findings are based on theoretical applications as opposed to actual employee or customer response. The small sample of studies, which are thematically varied, might not provide full coverage on operational reality in various hospitality-scaled or culturally diversified operational settings (Tran et al., 2024). In addition, literature favours the large chain of hotels, which implies that interpretation should take place when applied to the independent ones. Measurement of the quality of services also has an internal difficulty, as there is the subjectivity of the guests, differing expectations, and the situational aspects that the housekeeper cannot control (Pasaribu, 2024). Different hotels have different technological capabilities, and what will be ideal theoretically may not match hotel budgets or expertise of the personnel. In spite of these limitations, this research makes a valuable practical and theoretical contribution to the knowledge about housekeeping as a strategic pillar and not a support mechanism. It throws light on the symbiotic association of quantifiable efficiency and people-oriented service society and shows that independent hotels may deliver high achievement by strategic prioritisation, gradual innovation and prudent individual’s management. Research directions can be in the future through qualitative interviewing of the housekeeping groups in the White Hart Hotel, comparison to other comparable properties in the region, and guest satisfaction data due to the change to identify the trend of perception before and after the change. Further contextualisation on post-pandemic traveller expectations in small UK hotels will be an addition to exploration. Longitudinal study can also assist in terms of determining whether sustainability programs and gradual technological implementation enhances the satisfaction and profitability in the long run.
Consequently, the discussion supports the idea that the housekeeping efficiency is a key determinant of guaranteeing the guest satisfaction in terms of the intricate formula of the interaction between the working mechanisms, motivation of the workers, communication, technology, and sustainability measures. To succeed in The White Hart Hotel case the balanced approach is needed, the combination of the measures standards and human-centred management, the utilisation of technology without damaging the personalised service and embedding sustainability into the feasible resource framework. Excellence in housekeeping is not a back of house role thus but a tactical competence that is quite critical to the hotel brand promise, competitive position as well as profitability in the long run.
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This study concluded how housekeeping efficiency affects guest satisfaction with reference to both operational and human based realities of the White Hart Hotel located in Boston. By studying scholarly literature and the evidence of the industry, this paper supported the fact that housekeeping performance in contemporary hospitality settings has evolved beyond physical cleanliness and promptness; it has now evolved to entail relational warmth, psychological reassurance, operational creativity and environmental awareness. Consequently, the study validates that the satisfaction of guests is a rather complicated outcome of the combination of quantifiable processes and interpersonal service provision. The study has highlighted that cleanliness, room preparation and consistency have been continuing to be fundamental expectations in the hotel industry. These features are perceived as an indicator of organisational competence, but not as features that add value by guests, especially in a post-pandemic setting, and hygiene is directly linked to safety and trust. The reliance is expressed through clean rooms, prompt service, and well maintained facilities nonetheless, responsiveness of the organisation is indicated through prompt response to the needs of the guests. The research has however also indicated that the tight operational standardisation that is applied without human consideration will likely to drown the meaning of hospitality which is the personal warmth and personalised service. White Hart Hotel, hence, needs to protect high operational discipline with flexibility and discretion in service interaction, since it is understood that hotel boutique business relies on character and personal attention.
Among the main implications of the given research is that guests are sensitive to such subtleties in the quality of the housekeeping that surpasses the eye of cleanliness. Psychological comfort has a major part in defining satisfaction because the guests associate clean environment with professionalism, care and personal security. Clean room shows respect to the guests and disorganization or time-saving procedures bring negative feedback resulting in lost trust. Nevertheless, as it turns out, hospitality is also characterised by the reassurance on emotionally level; making a housekeeper polite, preparing an individual room note, relying on responding to a request is going to make more perceptions magical than simple cleanliness in the room. This underscores that in independent hotels, such as the White Hart Hotel, fostering service personality and personal warmth develops much; an aspect of work that is more difficult to mass-produce in large hotels. 
The use of Herzberg Two-Factor Theory showed that housekeeping staffs are in need of high hygiene levels that include sufficient staffing, equal allocation of work, adequate supplies and healthy working environment. In the absence of these conditions, the quality of the services reduces fast and employees are unhappy with the results, which consequently affects satisfaction of guests. Nonetheless, motivator aspects like recognition, making significant contribution, opportunity to develop the skill, and a supervisory environment marked with respect were discovered to have the same significance. The White Hart Hotel, because of its less complex structure and closer ties with the managers, has an upper hand in the provision of emotional recognition and the personalised leadership. However, the study has also shown that the independent hotels might not offer long-term progression opportunities, formal training and reward programs as branded chains do. This can lead to retention and loss of knowledge particularly in housekeeping services where the industry has always been low mobility with high turnover.
It is concluded that freedom of communication and coordination between the front desk and the housekeeping departments were noted as one of the key elements of efficiency. Efficient room release procedures, updates, and the proper task allocation also promote the guest experience, whereas the lack of communication leads to the frustrations of the guests related to the check-in delays, bottlenecks, and the lack of transparency within the running processes.  Adoption of technology turned out as the changing but problematic front. Efficiency, transparency, and response speed to guests is conducive to digital housekeeping tools like task-management tools, real-time room occupancy, electronic inventory records that make life quick, hassle-free, and efficient, which is highly relevant to modern expectations of fast, non-stressful service. But, judged by operational realities, independent hotels such as the White Hart Hotel can suffer budgetary limitations and skill shortage that inhibits instant implementation of state-of-the-art technologies. In addition, excessive reliance on digital may lead to loss of experienced employees who are not so familiar with the new platforms thus demoralizing them and creating skills gaps. Thus, the proposed study suggests a liminal usage of technology, that is, the adoption of inexpensive, easily accessible systems, and the combination of digital innovation with continuous staff education.
The study also concluded that the new demand of travellers is on displaying clean environments, often sanctified surfaces, and eco-conscious housekeeping. Guests have become more focused on sustainability efforts in the housekeeping department, however, such activities should be brought to reality in relation to the financial capabilities. The research observed that the independent hotels do not always have the means to undertake sophisticated sustainability programmes on such a large scale, yet gradual implementation of it is possible with the help of supplier relations, operational changes, and open communication with the guests. 
The practical actions are associated with the creation of regular communication systems, investment in personnel recognition and cross-training, use of simple digital housekeeping applications, and environmental programs implemented in phases. Through culture reinforcement, employee well-being and controlled innovation, the hotel will be able to maintain the level of service delivery and maintain the independent appeal that the hotel enjoys in its current independent state. Housekeeping excellence should then be perceived as both work requirement and organizational initiate that is, a show of respect to guests, empowerment to the employees and strength to the market change. 
[bookmark: _Toc213189076]Recommendations and Practical Strategies
[bookmark: _Toc213189077]Implement Standardized Housekeeping Procedures
The hotel must consider the use and implementation of the standardized operating procedures (SOPs) in all housekeeping activities to enhance consistency and quality of the housekeeping services. These practices ought to encompass specifications on room set-ups, cleaning, stock transfers, and health and safety measures (Husaini and Lubis, 2024). Standardization will be used to make sure that the rooms are always ready to satisfy the expectations of the guests, minimize mistakes in operations, and decrease delays in the room turnover. These procedures will be adhered to on a regular basis by training the staff on the procedures and conducting audits which will improve the quality and efficiency of service delivery (Nik Elyna Myeda et al.). Also, checklists in the form of cleanliness check and room preparedness can be included to decrease the supervision and enhance the responsibility among the housekeeping staff.
[bookmark: _Toc213189078]Enhance Employee Motivation and Recognition Programs
The motivation of employees is a serious issue to enhance the performance and efficiency of the housekeeping staff. Based on the Two-Factor Theory suggested by Herzberg, the White Hart Hotel should not only concentrate on the hygiene factors, including fair pay and working conditions, but also motivators, including the recognition and the professional development. The hotel ought to have a well-organized employee recognition program to acknowledge excellent performance (Al-Badarneh and Saleh Ahmad Malkawi, 2025). This may involve monthly, quarterly awards, employee of the month programs and acknowledgment of outstanding work by the public. Moreover, the career advancement, skill development and training can be offered to enhance job satisfaction and retention among the housekeeping workers. Inspirated employees will be more inclined to give quality service and add to the satisfaction of the guests.
[bookmark: _Toc213189079]Strengthen Communication between Departments
Departmental efficiency and customer satisfaction require the effective communication of the front desk with the housekeeping department, and vice versa (Azzahra and Asshofi). The lack of coordination may result in the delay of the room availability, misunderstanding when it comes to special requests, and the dissatisfaction of the guests. In response to this, the hotel must establish a communication channel or briefings between the front desk, the housekeeping, and other departments concerned in a day-to-day basis (Widiastini et al., 2024). This will make sure that all teams are focused on the status of the room, special requests, preferences of guests and any possibility of problems to be addressed at the moment. Online means, messaging applications or room organization programs, might be implemented to communicate in real-time and enhance the general workflow.
[bookmark: _Toc213189080]Adopt Technology to Streamline Housekeeping Operations
Technology application in housekeeping processes is becoming more significant in enhancing efficiency and quality of services (Naufal Thoriq et al.). The adoption of mobile task tracking system, auto-scheduling systems and real-time room status updates would facilitate the smoothing up of the operations and increase productivity. As an example, adoption of mobile task trackers will enable housekeeping employees to monitor the status of every room in real-time, reducing the needless repetition of work and time management (Srivastava and Tyagi, 2024). Also, implementing room sensors and performance monitoring solutions will enable the hotel management to keep track of cleaning operations, check the cleanliness of the rooms, and make sure that the hotel functions as efficiently as it could be. The White Hart Hotel can modernize its operations without incurring huge costs by implementing technology in a slow manner that is affordable and within the capacity of the hotel.
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