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Abstract
This dissertation examines the impact of housekeeping services on guest satisfaction, utilising direct observations from Ibis Portsmouth Centre as the primary source of analysis. The focus is on three main areas: room cleanliness, staff attitude, and consistency. Academic studies supported the practical experience, and together, they helped form a clearer picture of how guests respond to both the visible and human aspects of service.
The data showed that small hygiene details, such as clean linen or the scent of the room, often shaped first impressions. Some guests were quick to notice lapses, while others mentioned how small efforts made by staff added value to their stay. Staff friendliness, even in short interactions, mattered. These reactions reflect aspects of the SERVQUAL model, particularly the dimensions related to reliability and empathy.
One of the recurring challenges was maintaining consistency in the service. Staff turnover, limited training, and time pressure resulted in variations in how tasks were performed. Despite this, communication helped balance some of the shortcomings. The study suggests that good housekeeping is not just about routines. It also depends on how well staff are supported and how they relate to guests. Ultimately, this research bridges the gap between daily operations and broader issues, such as leadership and staff development.









Chapter 1: Introduction
Background and Rationale
In hotels, guest satisfaction has a direct impact on reputation, customer loyalty, and business performance. While many departments contribute to this, housekeeping holds a central yet often underappreciated role. The guest’s first physical contact with the service is usually the room. If it is clean, orderly, and fresh, that first impression sets the tone for the entire stay.
Although guests rarely interact with the housekeeping team, their presence is felt throughout the hotel. Cleanliness, hygiene, and the overall maintenance of a room are consistently mentioned in guest feedback. Online reviews regularly highlight these elements as either strengths or major complaints (Zemke et al., 2015). Since the pandemic, the importance of hygiene has increased significantly. Guests now expect not just cleanliness but visible signs that rooms have been sanitised (Rawal et al., 2020).
This research examines closely how housekeeping contributes to guest satisfaction, drawing on actual experiences from a hotel placement. The study combines observations from practice with existing knowledge from academic sources. It addresses daily operational issues, such as communication gaps, inconsistent service, staffing shortages, or inadequate training. These are real issues that affect service quality but are often overlooked in top-level management strategies.
In today’s hospitality environment, hotels try to offer more tailored and responsive services. That shift puts even more pressure on housekeeping teams. They are expected to keep up, despite limited recognition or support. This study argues that their role is more than just cleaning rooms. It is about making guests feel safe and cared for.
A strong housekeeping operation, when managed with attention and respect, can influence satisfaction more than many realise. It may not be visible, but its impact is lasting.
Research Aim and Objectives
This project investigates the influence of housekeeping on how guests assess their hotel stay. The topic originates from actual work experience in a hotel, combined with theoretical insights from service quality research. It focuses on how guests respond to visible and invisible elements of the room, and how the staff’s work supports or damages that response.
The study has five objectives:
1. To observe which parts of housekeeping influence satisfaction most. This includes hygiene, cleanliness, and how staff present themselves while working.
2. To find out how guests connect clean spaces with emotions like comfort or trust. These responses are often not measured, but they can shape reviews and return rates.
3. To understand how training, internal structure, and team communication influence daily tasks. These are often overlooked, yet they make a significant difference in consistency.
4. To compare what is seen during actual hotel operations with what theory says should happen. One example used in this comparison is the SERVQUAL model.
5. To write straightforward suggestions that hotels can use without major restructuring. These will be based on experience and findings from both literature and fieldwork.
By combining practice and research, this paper offers a closer examination of a department that is often overlooked but plays a direct role in the overall guest experience.
Research Questions
1. The central question explored in this paper is:
2. How does housekeeping affect guest satisfaction?
3. It also addresses:
4. What do guests value most in a clean hotel room?
5. Does the staff’s mood and consistency make a difference?
6. What do guests now expect when it comes to hygiene, after the pandemic?
7. Do current hotel practices match what theories like SERVQUAL suggest?
These questions help structure the review and support the analysis of academic sources and placement observations.
Significance of the Study 
This topic is not new, but it remains underdiscussed. Most research in hotel service quality focuses on front-office staff or food service. Housekeeping gets less attention, even though it shapes guest opinion early in the stay.
The findings from this study can help researchers and managers. On the one hand, the paper contributes to the literature by linking basic service work with emotional responses from guests. On the other hand, it gives hotel staff and supervisors practical ideas they can test. These include ways to organise team tasks, improve clarity in job roles, and show hygiene efforts more clearly.
Where cleanliness was once taken for granted, it is now something guests expect to see demonstrated. That shift puts pressure on a department that often lacks proper support. This research indicates that neglecting housekeeping can become a significant weakness. However, when done well, it can raise the guest’s trust and comfort without incurring substantial costs.
Treating housekeeping as part of the overall guest experience, rather than just background work, can help hotels stay competitive. That change in mindset starts with recognising its role, not only in operations but also in the emotional connection between guests and the place they stay.














Chapter 2: Literature Review
Introduction to Hotel Guest Satisfaction
Guest satisfaction has always been one of the most essential goals in the hotel business. For most people, satisfaction is not based solely on food quality or the softness of the mattress. It depends on the overall experience and whether it meets their expectations. This includes every aspect of the stay, such as check-in, room comfort, cleanliness, staff attitude, and any notable observations made during their time on the property.
Among these, housekeeping tends to receive less attention from management discussions, even though it plays a visible and lasting role. A clean room is often what guests remember most. It can influence whether they return to the hotel or recommend it to others. Research from Gundersen et al. (1996) showed that cleanliness is one of the top things valued by business travellers. Another study, by Zemeke et al. (2015), confirmed that guests link clean rooms to trust and professionalism.
This is not only about hygiene standards. Clean rooms also influence how people feel. They bring a sense of control, calm, and personal comfort. Small details such as how towels are folded or the scent in the room can significantly impact how guests perceive the overall service experience (Siriat et al., 2024).
Guest expectations have changed. The pandemic made guests more aware of the importance of cleaning practices. It is no longer enough for a room to be cleaned; guests want to see that cleaning took place. They expect visible action, signs of disinfection, fresh smells, and sealed items. As Sharma and Kaushik (2021) noted, hygiene is no longer assumed but checked and judged.
Guest satisfaction has financial weight. It affects ratings, reviews, and word-of-mouth recommendations. As a result, it becomes a shared responsibility between departments, but the physical evidence of service often begins with housekeeping.
Defining Housekeeping in Hotel Operations
Housekeeping is usually described in basic terms: cleaning rooms, making beds, and restocking amenities. But its function is much broader. In practice, it supports the hotel’s image, helps maintain smooth operations, and has a direct impact on the guest experience.
According to Giovanni et al. (2022), housekeeping is responsible for maintaining the stability of the day-to-day hotel environment. It works in the background but creates the setting guests walk into. Its results (fresh linens, tidy spaces, clean bathrooms) are often seen before any interaction with other departments. When the service is reliable, guests are more likely to feel the hotel is reliable, too.
Today, the job has expanded. It includes understanding what guests notice and care about. Small details now carry weight. Harkinson (2017) pointed out that even how staff touch and arrange personal belongings during room cleaning can leave an impression. Housekeeping has become an integral part of the emotional ambience of a room.
The team is also responsible for safety. Since the COVID-19 pandemic, their duties have expanded to include disinfection routines, safer cleaning supplies, and additional checks before rooms are released (Rosemberg, 2020). These actions may not be part of guest interactions, but their impact is decisive.
In conclusion, housekeeping shapes how guests see the hotel, from the first look to the last memory.
Housekeeping as a Driver of Customer Satisfaction
In hotels, housekeeping does more than maintain cleanliness. It subtly influences how guests perceive their entire stay. It may not always be directly noticeable, but it is evident in how the room looks, feels, and even smells. A guest stepping into a clean space may not comment on it, but will almost always react if the room feels unclean, cluttered, or forgotten.
Guests typically judge a room the moment they walk in. If the bedding is crisp, the floor spotless, and everything appears in place, their first impression is positive. If something feels off, such as dust, a bad smell, or poor arrangement, it can immediately lower their satisfaction, even before they interact with other parts of the service. Housekeeping, in many ways, opens and closes the guest experience, even if staff remain invisible.
Mchigani et al. (2019) explored this in a Nairobi-based study. They found that even minor failures, such as stains or missing items, could significantly impact reviews. Guests described tidiness and prompt service as baseline expectations, not extras.
Septiany and Mansur (2024) further explored the impact of room attendants on satisfaction levels. They identified consistency as a more decisive influence than technology or premium features. If rooms are prepared with the same attention each day, guests tend to feel more confident and at ease.
There is also a psychological element. Zou and Huang (2012) studied guests in a mid-range hotel and noted that even small details (how pillows are arranged or how towels are folded) affect how cared-for people feel. The way a room is prepared can send a message: someone thought about the guest’s comfort.
Cleanliness is also tied to trust. Shin and Kang (2020) explained that what guests can see reflects what they believe is happening behind the scenes. A clean room implies proper sanitation, a concept that gained increased importance following the pandemic. Guests now want visible proof that health rules are being followed.
Thoriq et al. (2024) added another angle. They found that when staff are trained well and receive proper feedback, results improve. Rooms are cleaned more thoroughly, guests respond more positively, and they are more likely to return. It is not only about staff effort, but also about how they are supported and supervised.
In short, housekeeping can affect perception and performance. It is a daily task that builds long-term impressions.
Quality Standards and Measurement in HousekeepingFigure 1.  The five dimensions of the SERVQUAL model (YourCX, 2024)

[image: Measuring service quality: the SERVQUAL model - YourCX]Maintaining a consistent housekeeping service is not automatic. It takes structure, tools, and follow-through. Most hotels use internal standards to guide their work, but actual results vary depending on how effectively those standards are implemented and tracked.
SERVQUAL is a known model, developed by Parasuraman et al. (1988) for evaluating service through five points: tangibles, responsiveness, reliability, assurance, and empathy. However, in hotel housekeeping, its application can be uneven. Mangco and Andales (2023) observed that although many hotels in Southeast Asia claim to follow strict cleaning protocols, these protocols are often loosely applied in practice, especially in mid-level properties.
Standard Operating Procedures (SOPs) are one method to increase structure. A case study from Hotel La Corona de Lipa examined how closely staff adhered to their cleaning procedures. It showed that using clear, detailed checklists helped teams stay organised and deliver consistently good results. The hotel reached a 96.73% compliance rate, and guest feedback reflected the benefits of this structured approach (Castro et al., 2011).
Training remains essential. Sharma and Kaushik (2021) noted that the expectations of guests have changed. Rooms must now appear clean and more visibly reassuring. Some hotels adopted tools like UV lights or swab tests to show cleanliness was verified, not just assumed.
Guest feedback also acts as a measurement tool. Ratnoday and Rana (2021) found that online comments often mention specific housekeeping details: unpleasant smells, wrinkled sheets, or leftover items. These remarks are public and can have a greater impact on bookings than internal audits.
There is also a timing issue. Cano et al. (2019) found that while guest surveys are common, results do not always reach housekeeping teams in time to be useful. Delayed feedback weakens the chance for real improvement.
To maintain quality, rules alone are not enough. Hotels need to keep the system active by utilising checklists, providing quick feedback, and conducting regular training. When these tools work together, housekeeping becomes a strength rather than a liability.
In-House vs. Outsourced Housekeeping
Outsourcing housekeeping is a strategy many hotels turn to, especially when they want to manage costs. On paper, it seems efficient: labour becomes flexible, fixed expenses go down, and recruitment processes are simpler. However, beyond those surface benefits, the real impact lies in how the guest perceives the service.
Zagade and Tyagi (2017) noted that while outsourced teams can bring trained personnel, they sometimes lack a deeper connection to the hotel. This distance can impact the reliability and consistency of the service. In their study, hotels that outsourced their housekeeping reported efficiency gains, but also noted small but frequent gaps in execution.
On the other hand, in-house teams often perform with more care. Zoghbi-Manrique-de-Lara and Ting-Ding (2017) explained that employees who are part of the hotel’s internal culture tend to work more closely with management, pick up on guest preferences faster, and take more pride in the quality of their work. Over time, these small actions build stronger guest impressions.
Tiwari et al. (2023) examined the consequences of hotels adopting a mixed approach. Their study suggested that keeping key housekeeping roles in-house while outsourcing routine tasks can provide balance. Managers maintain control of quality in the guest-facing areas while also managing costs behind the scenes.
Zoghbi-Manrique-de-Lara and Ting-Ding (2017) focused on how staff feel. In-house employees reported greater job satisfaction, which, according to Djuli et al. (2023) often translated into better performance and fewer mistakes. When people feel valued, they tend to do more than just the minimum (Tj, 2019).
The choice between outsourcing and keeping operations internal is not just about cost. It influences daily routines, communication, and the guest’s trust in the service. What guests remember is not who cleaned the room, but how well it was done, how consistent it felt, and how safe they felt during their stay.
Cleanliness and Hygiene After COVID-19
Since the pandemic, the idea of a “clean room” has taken on a new meaning. Guests no longer assume a room is clean; they look for signs. A disinfectant smell, a sealed bathroom, or a notice showing when the room was last cleaned are now part of what makes someone feel at ease.
Sharma and Kaushik (2021) clearly describe this shift. They noted that hotels are now judged not only on their appearance but also on how they demonstrate that cleaning has taken place. If that reassurance is missing, trust becomes harder to earn.
Bhowmik et al. (2024) conducted a study in Bangladesh that supported this finding. Guests reported feeling safer when they could see cleaning in progress or were informed about sanitation steps. Even small gestures, such as staff wearing gloves or displaying signage that shows cleaning routines, made a difference.
Suriyani et al. (2023) found that when hotels shared updated hygiene practices on websites or placed notices in guest rooms, feedback improved. Guests want to know what is being done, and visible actions matter more now than they did in the past.
Kim et al. (2024) examined online reviews and observed a noticeable change after 2020. Mentions of hygiene shot up, and rooms that did not meet these new expectations often received lower ratings. Cleanliness became a deal-breaker, not just a nice-to-have.
In this context, cleaning is no longer background work. It is part of what defines the hotel’s identity.
Theoretical Framework
To explore the relationship between housekeeping and guest satisfaction, this study employs three well-established models. Each one offers a distinct perspective: one focused on service, another on motivation, and a third on expectations.
The SERVQUAL model breaks down service into five parts. In hotels, “tangibles” carry a lot of weight, cleanliness, order, and how the space looks when guests walk in. Najafi et al. (2013) found that in hotel settings, these physical aspects often shape the guest’s first impression and can carry more weight than interpersonal service.
[image: Herzberg two-factor theory and #1 Lead generation marketing]Herzberg’s Motivation-Hygiene Theory helps explain what drives complaints (Herzberg, Mausner and Snyderman, 1959). Clean rooms do not always earn praise, but dirty ones are immediately noticed. Thoriq et al. (2024) described cleanliness as a basic requirement; its absence damages satisfaction, but its presence may go unmentioned.Figure 2 Herzberg’s Two-Factor Theory, showing hygiene and motivating factors (Blue Donkey, 2022)

[image: Expectation confirmation theory - Wikipedia]Expectation-Confirmation Theory (ECT) brings the guest’s view into focus (Oliver, 1980). Guests arrive with certain assumptions. If a hotel does not meet those, even if it gets everything else right, the overall experience suffers. Kim et al. (2024) found that when hygiene promises are not met, especially in the post-COVID context, reviews are harsher, and loyalty drops.Figure 3 Overview of Expectation-Confirmation Theory (Wikipedia, 2025)

These models, together, explain how housekeeping is more than a service task. It is a key part of the guest’s decision-making, shaped by what they see, what they expect, and how the hotel delivers.














Chapter 3: Methodology
Research Philosophy and Approach
This study employs an interpretive approach, chosen for its importance in understanding how individuals make sense of their experiences. Guest satisfaction is not based solely on measurable facts; it often involves personal feelings, cultural habits, and situational context. Because the goal here is to understand how different people perceive hotel cleanliness and service, this perspective allows for more flexible and human-centred analysis.
Unlike positivist models, which seek fixed truths, interpretivism views reality as subjective and dynamic. In hospitality, where impressions and emotional responses are key, this distinction matters. Housekeeping is not just about cleaning a room; it is also about how the guest feels entering that space, and how they interpret the minor details left behind by staff (Singgalen et al., 2023).
The research employs a qualitative framework to gain a deeper understanding of these experiences. As Narendratama and Wijoyo (2025) point out, qualitative studies are well-suited for examining the meanings behind actions. In this case, where the researcher was immersed in a real hotel setting, this type of study provides an opportunity to explore staff practices and guest reactions.
This study also depends on the specifics of the placement context. As Saunders et al. (2016) argue, service quality varies depending on the hotel’s size, type, and location. Generalising across all properties would miss the particular patterns found in one working environment. Therefore, the combination of interpretivist thinking with a qualitative design supports a more grounded and reflective investigation.
Research Design
A case study format was chosen for this project, based on work carried out during a professional hotel placement at Ibis Portsmouth Centre. The idea was not to examine trends across the industry, but to understand how things function within a single property. This allows for detail and depth, rather than broad generalisations.
Case studies are common in hospitality research because they enable the integration of multiple data types. This design is particularly well-suited for studying operational questions, such as how a service is performed or why a specific process works in a certain way. As Çakar and Aykol (2021) note, case studies are most effective when the researcher has limited control over the situation and when the subject of the study is embedded in a real-life context.
This project also has both exploratory and descriptive elements. It examines the relationship between housekeeping and guest satisfaction, a topic that is not often discussed in great depth. At the same time, it describes the day-to-day structure of housekeeping activities, showing how responsibilities are divided and how communication flows within the team. Sepatiany and Mansur  (2024) suggest that this mixed approach is often employed in service settings, where staff roles and guest experiences frequently overlap.
Another strength of the case study method is that it supports triangulation. This research draws on multiple sources, including interviews, personal observations, and reflections during the placement. Gray (2004) notes that using different methods together helps give a fuller picture. That is important in hospitality, where much of the guest experience happens informally and is shaped by mood, setting, and subtle cues.
Data Collection Methods
This research uses three primary methods: semi-structured interviews, participant observation, and reflection based on the placement experience. These approaches support a qualitative and interpretive design, providing insights that go beyond surface-level observation.
Discussions were carried out with members of the housekeeping team, including staff and supervisors. The questions were open-ended but guided by key themes.
Observation took place throughout the hotel's premises. Being part of the team meant seeing things in real time: how tasks were carried out, how staff adjusted to sudden changes, and how they handled interactions. Vinten (1994) notes that this type of direct observation helps reveal behaviours that are often automatic or difficult to explain in interviews.
Lastly, personal reflection played a role. This involves looking back on the placement experience to understand how things felt at the time. Christou and Chatzigeorgiou (2019) suggest that this method is suitable for studies where the researcher is actively involved in the setting. While it offers a personal perspective, it also enables a deeper understanding of daily routines and their impact on guest satisfaction.
Together, these methods enable a more comprehensive account: one that combines what people say, what they do, and how those actions are perceived within the workplace.
Sampling Strategy
This study employs purposive sampling, a non-random method suitable for qualitative research. The goal was to speak with individuals who directly interact with housekeeping operations and receive feedback from guests. This includes housekeeping staff, supervisors, and front-desk employees familiar with service outcomes.
Aujero-Blanza et al. (2023) note that purposive sampling is helpful when the aim is to gather detailed knowledge rather than produce generalisations. Since this research focuses on experience and perception, participants were selected based on their role during the placement. Each one had direct contact with cleaning procedures, team routines, or guest concerns.
The group consisted of six to eight individuals. Etikan et al. (2016) argue that smaller samples work best when the goal is to explore meaning in depth. This number allowed for detailed conversations without losing focus or consistency. It also matched the time and access constraints of the placement context.
Ritchie et al. (2014) stress that relevance is more important than representativeness in qualitative studies. All participants had worked in their roles for at least three months. This was important for ensuring they had enough experience to reflect on daily tasks and understand how their work might affect guests.
Data Analysis
This research used thematic analysis to explore how people make sense of their housekeeping tasks and their impact on guest satisfaction. Because the focus was on perception and lived experience, this method allowed space for ideas to emerge directly from what participants shared.
Braun and Clarke’s (2006) six-step process guided the work. First, interview transcripts, notes, and reflections were read multiple times to identify patterns. From there, coding began by marking ideas such as “cleaning pressure,” “guest reactions,” or “role clarity.” These smaller pieces were then grouped into larger themes, capturing repeated meanings across the data.
The process was flexible, which helped. Nowell et al. (2017) suggest that thematic analysis fits well with interpretive studies because it allows researchers to stay close to the original words while also shaping the findings into meaningful categories. Themes went through several rounds of revision before being finalised.
An inductive approach was used. That means themes came from the data itself, not from applying a fixed theory. This made sense given the exploratory nature of the research. Thomas (2006) notes that inductive strategies are well-suited for case studies, where new insights often emerge through context-specific experiences.
The outcome was a set of themes that reflected what was said and how participants made sense of their routines. This helped give structure to the findings without removing the depth of personal interpretation.
Ethical Considerations
Before data collection began, formal approval was granted through the university’s ethics process. Because this project took place during a placement, extra care was taken to be open and respectful in all work settings. Participants were informed clearly (verbally and in writing), and consent was obtained in advance.
Names, roles, and any identifying details were kept out of transcripts. Files were stored securely by the GDPR requirements. Saunders et al. (2016) mention that ethical research depends not only on initial approvals but also on how data are handled throughout the study. Here, every effort was made to protect privacy at every stage.
Voluntary participation was another key focus. No one was pressured to take part. This was especially important because of the work-based setting, where team roles and reporting lines could make people feel obligated. Briggs (2019) warns that in such cases, explicit consent and protection of participant choice are essential.
Throughout the study, reflexivity was also maintained. The researcher made regular notes to reflect on how personal views or placement involvement might influence interpretation. This supported fairness and helped keep the analysis honest, especially when concluding participant experiences.
Methodological Limitations
Although the qualitative case study approach used in this research provided detailed insights, it also has several limitations. One of the main issues is that the findings are limited to a single hotel and a specific period. Because of this, results may not apply to other properties, especially those with different organisational structures or operating in various regions. Çakar and Aykol (2021) explain that case studies offer depth but have limited general applicability.
The researcher’s dual role (as both participant and observer) also presents a potential source of bias. Even though reflection was used throughout to keep that influence in check, there is still a chance that familiarity with the setting affected how some information was understood or recorded. Miles and Huberman (1994) note that this kind of insider access brings valuable depth, but it also risks reducing distance from the data.
The sample size was small. Only a few employees could be interviewed due to scheduling and placement limitations. As a result, not all viewpoints may have been captured.
There were also moments during interviews when language or cultural differences made communication less clear. This may have influenced how fully some ideas were expressed.
Even with these challenges, the method employed aligns with the study’s aim of capturing experiences in a specific, real-life context.






Chapter 4: Findings and Discussion 
1. Findings
The placement took place in a four-star hotel in the UK, the Ibis Portsmouth Centre. It served business travellers and tourists. The property had approximately 420 rooms, a restaurant, and a small meeting space. Housekeeping was handled in-house, managed by a head housekeeper who had been in the role for several years.
I was part of the housekeeping team during my placement. My daily work involved cleaning rooms, restocking supplies, handling laundry, and doing quality checks with the supervisors. The hotel had standard operating procedures, but people often relied on habit or team routines to accomplish tasks. What was written did not always align with how tasks were carried out.
The team consisted of staff from diverse backgrounds. This made the workplace feel diverse, but it sometimes made communication harder. Not everyone spoke the same first language, and that occasionally caused delays or confusion. Still, this mix of cultures was typical of many hotels. Working in that space gave me a clearer idea of how service is shaped not just by rules, but by people working together in real time.
Cleanliness and First Impressions
One of the things I noticed early on was how fast guests form opinions about a room. Cleanliness was one of the first things they reacted to. The condition of the bathroom, any smell in the room, and the polish on the surfaces all made a difference.
This came up during routine checks and feedback at the front desk. Minor issues, such as a mark on a mirror or a faint smell, sometimes led to complaints or requests for a room change. These experiences align with what Kim et al. (2024) noted: since the pandemic, guests have become more focused on visible signs of cleanliness.
Staff shared similar views. One of the supervisors said that if a guest finds something out of place, they often assume the whole room was done poorly. That is also something San and Lai (2020) discussed: guests frequently focus on what is missing, not what is done right.
Guests also described clean rooms as relaxing. A few said they felt more at ease once they walked into a space that looked and smelled clean. This aligns with Sharma and Kaushik (2021), who found that visible hygiene helps guests feel safer and more comfortable.
Cleanliness here was not just about avoiding complaints. It also helped set the mood and made people feel like they were being taken care of from the start.
Staff Attitudes and Service Perception
Another thing that stood out was how much staff behaviour mattered. Clean rooms were expected, but the way housekeepers interacted with guests made a significant difference.
Some staff greeted guests in the halls or responded politely to requests. These may seem like minor details. However,  they frequently appeared in guest feedback. People mentioned how “kind” or “helpful” the staff were. This aligns with the work of Zagade and Tyagi (2017), who noted that staff behaviour shapes guest satisfaction just as much as technical performance.
Team leaders also discussed this matter. One manager noted that when staff felt good about their work, it was evident in how they interacted with guests. That matches what Djuli et al. (2017) found, that staff morale is linked to better guest service.
However, this was not always easy. On days when the hotel was busy or short-staffed, people had less time to talk or smile. This shift was noticeable. It supports what Hardine et al. (2003) reported, that stress often makes service feel less personal, even when the basic tasks are completed.
In conclusion, what guests notice is not only the condition of the room. It is also how they are treated. In housekeeping, even brief exchanges can leave a lasting impression.
Theme: Struggles with Consistency
During the placement, one of the most noticeable challenges was maintaining the same cleaning standard across all rooms. Although written procedures were available for tasks such as linen changes, surface cleaning, and hygiene checks, they were not always followed evenly, especially on busy days or when the team was understaffed.
It was clear that when experienced workers were on shift, the results were more consistent. However, when the team included new or temporary staff, issues arose more frequently. These varied from untidy towel arrangements to parts of the bathroom being overlooked. Widiastini et al. (2024) refer to this as a skills gap, noting that staff knowledge directly affects the consistency of service.
Time was another issue. Staff had to clean rooms within strict time limits, particularly before afternoon check-ins. When things got tight, quality sometimes suffered. A study focusing on Latina hotel housekeepers in the United States highlighted time pressure as one of the primary factors affecting their performance. Many workers said they often had to rush through room cleaning, especially when the hotel was busy or understaffed. To keep up with the workload, some steps were skipped, which affected the overall quality and attention to detail (Hsieh et al., 2016).
There were also gaps in how feedback was collected and used. Although supervisors did occasional checks, most quality issues came to light only after a guest complaint. This kind of reactive process left little space for early correction. Cano et al. (2019) recommend ongoing training and scheduled inspections to avoid such situations, although these were limited in practice at the hotel.
This theme shows that high cleaning standards depend on more than having rules. Team experience, staffing levels, and how daily work is managed all have a direct impact on the organisation's performance.
Theme: Cleanliness in Guest Feedback
Cleanliness was frequently mentioned in guest comments throughout the placement. Guests spoke positively about clean bathrooms and fresh-smelling rooms, and occasionally raised concerns about details such as stained linens or dusty shelves. These observations demonstrate that hygiene remains one of the most significant factors by which guests judge a stay.
Park et al. (2019) explain that people tend to focus on areas they touch most frequently, such as bathroom taps, bedding, or door handles. These contact points shape their impression more than other parts of the room. At Ibis Portsmouth Centre, this pattern was also visible. Feedback often mentioned bedsheets and bathroom standards first, before other elements.
Deffie (2021) focused on how guests read linen quality. Clean does not mean washed; it means looking and feeling fresh. Some guests linked freshly washed sheets and a pleasant smell with comfort and safety. At the same time, there were complaints when the sheets appeared faded or had minor stains, even after cleaning. This supports the idea that how something appears can matter as much as its actual cleanliness.
COVID-19 also shaped guest expectations. Pereira et al. (2023) found that visible sanitising boosted guest trust, especially when hotels were part of certified “clean” programs. At Ibis Portsmouth Centre, guests responded well when they saw staff disinfecting surfaces or when hygiene procedures were visible.
Zemke et al. (2015) also noted a change: some guests are now willing to pay more for rooms that offer better cleaning services. The placement showed signs of this, too, with several guests commenting that visible hygiene efforts made them feel safer and more valued.
Cleanliness, once a behind-the-scenes task, is now a crucial factor in how guests rate their experience.
2. Discussion
This section revisits the initial research objectives by connecting them with the insights gained during the hotel placement. The primary purpose of the study was to understand how housekeeping operations shape guest satisfaction based on direct experience in a real hotel setting.
The primary objective was to evaluate the impact of cleanliness on initial impressions. This was confirmed repeatedly during the placement. Guests responded noticeably to what they could see and smell in terms of cleanliness, positively and negatively. This ties into the ‘tangibles’ area of the SERVQUAL model (Parasuraman et al., 1988), which focuses on the physical signs of service quality. When rooms looked and felt clean, guests were more likely to feel satisfied. But when these signs were missing or disappointing, complaints followed. This reflects Herzberg’s idea that hygiene factors, such as cleanliness, do not always create satisfaction on their own; however, their absence often leads to dissatisfaction (Herzberg et al., 1959). These observations support Awan et al.'s (2021) claim that visible cleanliness has taken on new meaning for guests, especially after COVID-19. A clean room provided guests with more than just comfort; it also helped them feel safe, as suggested by Sharma and Kaushik (2021).
The second objective explored how staff behaviour impacts service perception. Guest responses confirmed that attitude matters. Friendly greetings, brief conversations, or simple gestures often appeared in feedback. These interactions influenced how guests rated the overall service, even when other aspects stayed the same. This aligns with the view of Lam et al. (2021), who noted that service quality encompasses not only task completion but also the emotional impressions it creates.
The third objective addressed the challenges of delivering consistent results. This was reflected in daily routines. Short staffing, time pressure, and varying skill levels led to mixed outcomes. Experienced staff often produced better results than new or temporary workers. These findings align with earlier work by Widiastini et al. (2024), who identified staffing and time as key factors in service variability.
The fourth and final objective examined how hygiene perception is reflected in feedback. This was visible. Guests often used emotional language when describing the cleanliness of the room, linking it to comfort or trust. These reactions align with the findings of Suriyani et al. (2023), indicating that hygiene has become a crucial aspect in how guests evaluate their stay.
Comparison with Existing Research
This section compares the findings from the placement with earlier studies in hospitality. Several themes align with previous research findings, while others offer practical insights derived from operational observations. Cleanliness, staff conduct, communication, and reliability continue to be the most frequently discussed factors influencing guest satisfaction across various settings.
First, the results confirm that room hygiene has a direct impact on how guests evaluate their stay. That is echoed in multiple studies. In Egypt’s resort hotels, for instance, researchers found that consistent cleanliness contributed to higher guest retention (Helal, 2019). In Kenya, Mchigani et al. (2019) reported a link between improved housekeeping services and satisfaction scores. However, they noted that other departments needed to support this for the results to be sustained. The same pattern was noticeable during the placement. Clean rooms helped, but when delays occurred elsewhere, such as at check-in, the overall impression suffered.
Training and internal morale were also frequently discussed. A study by Andrade, Miller and Westover (2020) found that housekeepers who reported good peer support and fair workloads delivered better service. In the placement context, this was visible. Staff who felt acknowledged often made a greater effort, and those efforts were reflected in guest comments, primarily when referring to “friendly staff” or “careful attention to detail.”
Cleanliness itself was a key theme. Rahimi et al. (2022) reviewed TripAdvisor feedback and found that UK guests regularly mention surface hygiene, linen condition, and bathroom maintenance. The same topics came up repeatedly in guest feedback at Ibis Portsmouth Centre. Rooms that looked and smelled clean were more likely to get positive ratings, while lapses, however minor, tended to stand out.
One difference from earlier studies is the observation of how cleanliness expectations evolve over longer stays. Many studies focus on first impressions, but our findings show that even small changes in standards over a few days can shift a guest’s view of their experience. For instance, one guest praised their first two days, but later left a lower score after a missed vacuuming. This suggests the need for consistency throughout, not just on arrival.
The use of outsourcing was also noted. Although Ibis Portsmouth Centre had its internal housekeeping team, occasional tasks were assigned to outside help. This reflects concerns raised by Zagade and Tyagi (2017), who found that third-party staff often lack continuity in task delivery. During the placement, when these handoffs were not coordinated, some rooms were missed or finished late. These service gaps affected the reviews and the guests' mood.
Innovation was not a significant feature in the placement setting; however, other studies suggest that it could be helpful. Ibrahim et al. (2019) proposed using small, unexpected touches, such as customised notes or scent diffusers, to improve perceived quality. Although this was not implemented at Ibis Portsmouth Centre, it presents a future option, especially for hotels operating within limited budgets.
Cultural background also played a role. Sann and Lai (2020) demonstrated that different guest groups prioritise different aspects. Guests from East Asia, for example, tend to pay more attention to the quality of fixtures and water pressure. Guests from Europe often comment on the comfort of the beds and the smell. These patterns were visible in the feedback logs during placement and suggest that adapting services based on guest profiles might improve satisfaction rates.
Staff interaction also proved to be an emotional anchor. Jani and Han (2014) noted that warm staff responses often influence how guests respond to minor service issues. This was confirmed during placement. On several occasions, guests were more accepting of minor mistakes, such as late towel delivery, if they had already had a friendly exchange with a staff member. The behaviour of the team influenced not just the moment but the overall rating.
Ultimately, the placement reinforced the importance of adhering to established cleaning protocols. Research by Rawat et al. (2024) demonstrated that rooms cleaned according to Standard Operating Procedures (SOPs) consistently received better scores. That matched what was seen at the hotel: experienced staff who followed checklists often got fewer complaints, while new or rushed employees were more likely to overlook key steps.
In conclusion, this study supports much of the existing literature while introducing added context from day-to-day hotel operations. It confirms the importance of reliability, staff interaction, and cultural awareness, and adds weight to the argument that consistent service delivery over time is just as critical as first impressions.
Relevance of Theoretical Models
The SERVQUAL model, often used in service quality studies, helped guide the interpretation of this research. It breaks service into five parts: tangibles, reliability, responsiveness, assurance, and empathy (Parasuraman et al., 1988).
In Ibis Portsmouth Centre, reliability and responsiveness were the most notable qualities. Guests reacted strongly to whether rooms were cleaned when expected. If delays happened, some guests complained. Others stayed quiet but showed signs of disappointment. Septiany and Mansur (2024) found similar results in a study on room attendants. The more consistent and responsive the team was, the better the feedback.
Assurance and empathy were tied to how staff spoke to guests. A greeting in the corridor or a helpful answer made an impression. Even when the rooms were average, these small interactions made people feel more comfortable. That aligns with what Umasuthan et al. (2017) noted: personal behaviour can shape the entire guest experience.
Tangibles were the most common topic in guest comments. People commented on the room's appearance, its scent, or the cleanliness of the bathroom. Reviews rarely focused on technical features. The way the room felt mattered more. Tom and Thomas (2013) also observed the same phenomenon in their work. Cleanliness shaped how rooms were judged.
The gap between what guests expected and what they experienced also played a role. When staff explained delays or showed effort, guests responded better. If there was no communication, even minor issues caused complaints. Ryglová et al. (2012) noted that managing expectations helps mitigate the impact of service gaps.
Other adaptations of the model suggest personal preferences could be added. İkiz and Masoudi (2008), for example, explored how offering options such as pillow choices or fragrance options can boost satisfaction. Those were not part of this placement but might be helpful in future research.
In short, SERVQUAL fits this study well. The five categories appeared in honest guest feedback, and the placement helped demonstrate how they work in practice.
What Managers Can Do
The study highlights potential changes that could enhance the effectiveness of housekeeping teams. Some are already known in theory, but the placement helped illustrate what happens when they are not applied appropriately.
One clear gap was training. New or temporary staff did not always follow the same steps. Some had not been shown updated instructions. Others relied on what they learned from colleagues, which varied in quality. Rawat et al. (2024) noted that even brief, clear reminders help maintain consistent service.
Staff attitude mattered. Moreover, it often shaped how guests experienced the overall service. When a team member smiled, responded kindly, or assisted with something small, guests took notice. It did not take much. Kwofie et al. (2024) found similar patterns. Soft skills make a difference in how guests rate their stay.
The way feedback was handled also showed room for improvement. In Ibis Portsmouth Centre, many issues were found after a guest had complained. Problems like forgotten items or streaked mirrors were not caught in time. Regular walkthroughs or brief team check-ins could help mitigate that risk.
Ultimately, morale was closely tied to performance. When staff felt under pressure or were ignored, the quality of their work dropped. But on days when supervisors gave praise or shared tasks fairly, the job got done faster and better. Motivation did not seem tied to money, but mostly to respect and communication.
These points do not require a significant investment. They are about daily decisions and how managers engage with their teams. Minor improvements in training, recognition, and response time can raise the overall quality of service and how guests perceive it.


















Chapter 5: Conclusion and Recommendations
1. Conclusion
This study aimed to investigate the impact of housekeeping activities on guest satisfaction in a hotel setting. It combined practical experience from a professional placement with observations, staff input, and existing academic research. The goal was to understand not only the practices used, but also how they shape guests' perceptions of their stay.
One of the strongest findings was the role cleanliness plays, not just in meeting expectations, but in building emotional comfort. Clean rooms were more than a sign of good service. They made guests feel safe and welcome. Minor issues, such as leftover marks on surfaces or worn-out linens, often left a stronger impression than intended. These details had a direct impact on how people judged the property overall.
Staff behaviour also made a noticeable difference. Guests appreciated it when the staff were friendly and respectful. Simple things, such as a smile or offering help, left a strong impression. This links to the ‘empathy’ and ‘assurance’ parts of SERVQUAL (Parasuraman et al., 1988), where how people deliver a service matters just as much as what they do. When these actions aligned with what guests had in mind, it supported what the Expectation-Confirmation Theory explains: that meeting expectations builds trust and leaves people more satisfied (Oliver, 1980). Short, positive interactions often stood out in their feedback. These moments showed that how a task is done can matter just as much as what gets done.
A third point relates to consistency. Quality tended to vary depending on who was on shift, the day's workload, or the individual's level of training. This variation particularly affected longer-stay guests, who noticed changes in standards over several days.
Another pattern that emerged was growing attention to hygiene. Especially after COVID-19, visible signs of cleanliness, like fresh-smelling rooms or public areas being wiped down, made guests feel more at ease. For many, these cues became a key indicator of the hotel’s professionalism.
In conclusion, the research confirmed that housekeeping plays a far bigger role than is often recognised. It shapes first impressions, supports trust, and can influence whether a guest returns. It is not just a back-of-house function; it is a key part of the guest experience.
2. Recommendations
Drawing on placement experience and supporting research, this section outlines practical steps to improve housekeeping operations and improve guest satisfaction.
Develop a consistent training programme
Training should go beyond task instruction. It should include soft skills, effective communication, and cultural awareness. Wijoyo et al. (2024) point out that when staff are regularly trained, service quality tends to be more stable. Hidajat and Mansur (2024) also note that development programmes help employees adjust to different guest expectations over time.
Use daily checks and real-time feedback
Quick checks during the shift can help identify issues before they become apparent to guests. Brody (2016) found that brief inspections and digital tools, such as checklists, can reduce guest complaints. Sturman (2006) also suggested that when supervisors review rooms before they are released, consistency improves.
Improve delegation and communication
Miscommunication often leads to missed rooms or duplicated effort. Clear instruction systems (such as room-status apps or visual SOP guides) can help prevent this, especially in diverse or mixed-language teams. Thoriq et al. (2024) support these tools, noting they make shifts more efficient. They also reduce strain, as shown by Ratasuk (2020), who linked better communication to lower staff fatigue.
Recognise good work
Simple rewards (such as a thank-you note or recognising top performers) can significantly improve motivation. Mchigani, Mugambi and Kebaso (2019) found that recognition helps build a sense of ownership. Spinelli and Canavos (2000) also found that when staff feel appreciated, they add thoughtful touches that guests notice.
Make hygiene actions visible
Guests are more confident when they see cleaning happening. Mangco and Andales (2023) reported that guests trusted properties more when cleaning staff were visible or signs showed recent sanitisation. Placing logs or scheduling visible tasks during peak times can help.
Adjust the service to guest profiles
Not all guests require the same level of service. Kawachart (2013) found that different traveller types (families, business guests, or luxury travellers) expect different things. Using feedback to fine-tune room prep or cleaning schedules can make service feel more personalised.
Together, these steps can help teams deliver more consistent and responsive service, grounded in real-world practice and academic findings.
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