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Executive Summary
This research project delves into the critical interplay between housekeeping quality and guest satisfaction within the Best Western York House Hotel in Eastbourne. Recognising the pivotal role housekeeping plays in shaping guest experiences and influencing their overall satisfaction, this study aims to identify key housekeeping attributes that resonate most with guests, assess the current state of housekeeping quality at the York House Hotel, and ultimately provide actionable recommendations for improvement.
The study employed a mixed-methods approach, combining quantitative data and qualitative insights gathered through direct observations, and analysis of online reviews. This multifaceted approach allowed for a comprehensive understanding of housekeeping operations from both operational and guest perspectives.
The findings reveal that while the York House Hotel maintains satisfactory levels of cleanliness – a fundamental aspect of guest satisfaction – there is significant room for enhancing other facets of housekeeping. These include proactive communication with guests, personalised service delivery, and the integration of sustainable practices.
Specifically, the study identified a need for more effective communication channels between housekeeping staff and guests, enabling guests to easily express their needs and preferences and receive timely responses. Furthermore, tailoring housekeeping services to individual guest preferences, such as preferred cleaning times or specific amenity requests, can significantly enhance perceived value and satisfaction. Finally, incorporating eco-friendly cleaning products and procedures not only aligns with growing environmental awareness among guests but also contributes to the hotel's sustainability efforts. 
By proactively addressing these areas, the Best Western York House Hotel can elevate its housekeeping operations to new heights. This, in turn, will lead to increased guest satisfaction, fostering loyalty and encouraging positive word-of-mouth referrals, ultimately contributing to the hotel's continued success and reputation.
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1. Introduction
In today's competitive landscape, hotels must consistently deliver exceptional experiences that meet and exceed guest expectations (ESoft, 2023). No longer is it enough to simply provide a bed and a bathroom; guests seek a holistic experience where every touchpoint contributes to their overall sense of comfort, well-being, and value. Housekeeping, as a fundamental aspect of hotel operations, plays a pivotal role in shaping these experiences and influencing overall satisfaction (Prono, 2024).
From the moment guests step into the lobby to the time they rest their heads on the pillows, a clean, well-maintained, and aesthetically pleasing environment sets the stage for a positive stay. Housekeeping is not merely about cleanliness and hygiene, although these remain paramount. It encompasses a broader spectrum of services that contribute to the guest experience, including the efficient delivery of amenities, prompt response to guest requests, and the creation of a welcoming and comfortable atmosphere (Nielsen, 2024).
This research project aims to go beyond a superficial understanding of housekeeping by exploring its multifaceted nature and its impact on various facets of guest satisfaction. It will delve into the specific context of the Best Western York House Hotel, a mid-range establishment catering to a diverse clientele in the coastal town of Eastbourne. By examining the hotel's current housekeeping practices, guest feedback, and operational challenges, this study seeks to identify key areas for improvement and provide tailored recommendations to enhance guest satisfaction and overall hotel performance.
The Best Western York House Hotel is a 3-star Victorian hotel situated on the seafront in Eastbourne, East Sussex (Best Western, 2024). Its prime location, just steps away from the beach and within walking distance of the pier and town centre, makes it a popular choice for leisure and business travellers alike (Visit Eastbourne, 2024). The hotel offers a range of amenities including free Wi-Fi, a swimming pool, and an on-site restaurant (York House Hotel, 2024).
2. Literature Review
In the intensely competitive hospitality industry, guest satisfaction reigns supreme. Hotels constantly seek ways to enhance the customer experience and foster loyalty, recognising that positive guest experiences translate to positive reviews, repeat business, and ultimately, increased revenue (Singapore institute of hospitality, 2024). Among the many factors influencing guest satisfaction, housekeeping quality plays a pivotal role, often exceedingly even factors like location and price in importance (Ryak, 2024). 
Housekeeping encompasses a broad range of services crucial for maintaining cleanliness, hygiene, and overall aesthetic appeal within a hotel (Mews, 2024). It includes tasks such as cleaning and sanitising guest rooms and public areas, laundry services, and ensuring the proper functioning of amenities like lighting, heating, and plumbing (Selander, 2024). Essentially, housekeeping staff are responsible for creating a welcoming and comfortable environment that feels safe and inviting to guests (Hospitality, 2024).   
Quality in housekeeping, however, extends beyond simply cleaning surfaces and changing linens (Vouch, 2024). It involves meticulous attention to detail, anticipating and responding to guest needs promptly, and cultivating a welcoming and comfortable atmosphere (Hospitality ,2024). This can include small touches like leaving a personalised note, ensuring sufficient toiletries are stocked, or offering turndown service (Harman,2024). Key dimensions of housekeeping quality include:   
Cleanliness and hygiene: This foundational aspect encompasses the removal of dirt, dust, and germs from all surfaces, ensuring a sanitary and healthy environment for guests (Fong, 2023). This includes thorough cleaning of bathrooms, bedrooms, and common areas, with special attention paid to high-touch surfaces like door handles, remote controls, and light switches. 
Amenities and supplies: Providing adequate and functional amenities, such as toiletries, towels, linens, and in-room appliances, contributes significantly to guest comfort and convenience (Profit Room,2024). Ensuring these amenities are well-maintained, readily available, and of good quality enhances the guest experience. 
Ambiance and aesthetics: The visual appeal of a hotel, including décor, lighting, and overall presentation, significantly impacts guest perception and satisfaction (Valiño et al, 2023). A well-maintained and aesthetically pleasing environment creates a positive first impression and contributes to a sense of luxury and comfort (Hospitality,2024). 
Staff behaviour and service: Courteous, efficient, and helpful housekeeping staff enhance the guest experience and contribute to positive perceptions of the hotel (Hospitality,2024). Positive interactions with staff, prompt responses to requests, and a proactive approach to guest service can leave a lasting impression. 
The link between housekeeping quality and guest satisfaction is undeniable. Numerous studies have established a strong correlation between the two.  Research consistently shows that guests tend to associate a clean and well-maintained environment with positive experiences and are more likely to express satisfaction when their expectations for hygiene and comfort are met (P&G Research, 2020). For instance, a study titled "Housekeeping Practices Towards Guest Satisfaction in Hotels: A Case Study of Ridar Hotel Seeta" (Nakiwolo & Lunyor, 2023), available on ResearchGate, explored this very connection. They examined how different housekeeping practices directly affected guest satisfaction at a specific hotel, focusing on factors like cleanliness, attention to detail, and responsiveness to guest requests. 
Cleanliness is a crucial factor in guest satisfaction, consistently ranking as a top priority for hotel guests (P&G Research, 2020). It significantly influences their overall satisfaction and the likelihood of repeat visits (Martínez, et al, 2010). A hotel's commitment to cleanliness reflects its commitment to guest well-being, contributing to a sense of safety and security (Fong, 2023). Housekeeping quality also directly impacts the hotel's brand image. A clean and well-maintained property enhances its reputation and attracts positive reviews, contributing to a strong online presence and positive word-of-mouth marketing (Eisisoft, 2023). Conversely, deficiencies in housekeeping can lead to negative publicity, damaging the brand's reputation and potentially deterring future guests (Booking Factory, 2022). 
Different types of accommodation have varying housekeeping standards. Luxury hotels, for instance, are expected to provide a higher level of service and attention to detail compared to budget hotels (Nahas et al, 2024). Guests staying at a luxury hotel may expect personalised touches, turndown service, and a higher level of anticipatory service (Hotel Contract Beds, 2024). Meeting these expectations, which can vary based on the type of accommodation and target demographic, is crucial for ensuring guest satisfaction. 
High satisfaction levels with housekeeping services have been linked to increased guest loyalty, positive word-of-mouth recommendations, and a willingness to pay premium prices (LCS, 2024). Guests who are impressed by the cleanliness and quality of service are more likely to become repeat customers and recommend the hotel to others (Green fox, 2021). This can lead to increased bookings and revenue for the hotel. 
However, despite the recognised importance of housekeeping and the existing body of research, some gaps remain. Gaps in housekeeping quality, such as inconsistent cleaning standards, lack of attention to detail, and poor maintenance, can significantly impact guest satisfaction. These issues can lead to negative perceptions of the hotel's overall value and cleanliness, potentially resulting in lower ratings, negative reviews, and reduced customer loyalty.
The impact of cultural differences on guest perceptions of housekeeping quality also requires further investigation. Different cultures may have varying expectations regarding cleanliness, hygiene, and service interactions (Guan, et al, 2022). 
With growing concerns about environmental sustainability, research on eco-friendly housekeeping practices and their impact on guest satisfaction is crucial. This includes exploring the use of eco-friendly cleaning products, reducing water and energy consumption, and implementing sustainable waste management practices (Perfect clean, 2024). 
The integration of technology in housekeeping, such as automated cleaning systems and smart room features, presents new avenues for research (Chatterjee, 2024). Understanding how technology can be used to enhance efficiency, improve service delivery, and personalise the guest experience is essential for hotels looking to stay competitive. 
3. Methodology: 
This research project adopts a case study approach to investigate the intricate relationship between housekeeping quality and guest satisfaction within the Best Western York House Hotel. This methodology offers a powerful lens through which to examine this dynamic, allowing for an in-depth exploration of the phenomenon within its real-world context. By focusing on a specific hotel, this study aims to uncover rich insights into the unique challenges and opportunities presented by this particular setting, leading to more tailored and impactful recommendations.
This methodology is particularly well-suited for this research due to its inherent strengths in understanding complex facts within specific contexts. Unlike broad surveys or generalised studies, a case study allows for a deep dive into the nuances of a particular situation, revealing the interplay of various factors that contribute to the overall picture. In this instance, the Best Western York House Hotel serves as the case, providing a bounded system within which to investigate the multifaceted nature of housekeeping quality and its influence on guest satisfaction.
The case study approach emphasises the importance of context in shaping experiences. By focusing on the Best Western York House Hotel, this research can consider the specific characteristics of the hotel, such as its size, location, target market, and historical background, to understand how these factors influence housekeeping practices and guest perceptions. This contextualised understanding is crucial for developing meaningful insights and recommendations that are relevant to the hotel's unique situation. 
It also allows for the collection of data from multiple sources, providing a more comprehensive and multifaceted view of the phenomenon under investigation. This research will utilise a mix of quantitative and qualitative data, including guest satisfaction surveys, observations, and online reviews, to capture a holistic perspective on housekeeping quality and guest satisfaction. This triangulation of data strengthens the validity and reliability of the findings. 
The used methodology is particularly suited for this research as it enables:
Contextual understanding: Examining housekeeping practices within the specific environment of the Best Western York House Hotel allows for a nuanced understanding of how various factors, such as hotel size, location, and target market, influence guest satisfaction.
Holistic perspective: By utilising multiple data sources, the research can capture a comprehensive view of housekeeping quality, encompassing both operational aspects and guest perceptions.
Data Collection Methods: To gather comprehensive data, this research employs a mixed-methods approach, combining quantitative and qualitative data collection techniques:
Observations: Direct observations of housekeeping procedures and staff interactions with guests will be conducted to provide firsthand insights into the operational aspects of housekeeping.
Data Analysis: Quantitative data from guest satisfaction surveys will be analysed using descriptive statistics and correlation analysis to identify key factors influencing guest satisfaction. Qualitative data from observations, will be analysed using thematic analysis to identify recurring themes and patterns. The findings from both quantitative and qualitative analyses will be triangulated to provide a comprehensive understanding of the research topic.
4. Case Study: Best Western York House Hotel
4.1.1 History and Background:
[image: ]
The Best Western York House Hotel boasts a rich history that intertwines with the development of Eastbourne as a popular seaside resort. Originally constructed in the late 19th century during the Victorian era, exactly in 1896 (Colliers, 2024). The building first served as a grand private residence, reflecting the architectural elegance and opulence of the time. Its transformation into a hotel in the mid-20th century marked a shift in its purpose, catering to the growing tourism industry and the increasing demand for accommodation in coastal towns like Eastbourne. Over the years, the hotel has undergone several renovations and expansions, adapting to the changing needs and expectations of guests while retaining its Victorian charm and character (Best Western York House Hotel, n.d.). Today, the York House Hotel operates as an independent property under the Best Western brand franchise. This affiliation provides the hotel with the benefits of a global brand reputation and reservation system while allowing it to maintain its unique identity and operational autonomy. 
4.1.2 Location and Facilities:
 [image: A map of a country

Description automatically generated]
The hotel's prime location on the seafront in Eastbourne is a significant contributor to its appeal (Best Western, n.d.). Situated just steps away from the beach and promenade, it offers guests direct access to the town's main attractions and the invigorating coastal environment (Visit Eastbourne, n.d.). This proximity to the sea is a key selling point, attracting leisure travellers seeking a relaxing seaside getaway (Visit Eastbourne, n.d.). 
In addition to its enviable location, the Best Western York House Hotel offers a range of facilities designed to cater to the diverse needs of its guests. These include:
Accommodation: The hotel provides 78 guest rooms, varying in size and amenities to accommodate different budgets and preferences. These range from standard double rooms to spacious family suites and even self-contained apartments for longer stays (Visit Eastbourne, n.d.). 
Dining: The hotel features an on-site restaurant and two bars seating 40 and 20 people, an open-air veranda, offering guests a convenient option for meals and refreshments (Best Western, n.d.). The restaurant serves a menu of modern British cuisine with a focus on locally sourced ingredients, while the bar provides a relaxed setting for enjoying drinks and socialising (Best Western, n.d.). 
Leisure: The hotel boasts a heated indoor swimming pool, providing guests with an opportunity for relaxation and recreation, regardless of the weather (Visit Eastbourne, n.d.). 
Meetings and Events: The hotel also caters to the corporate market with its conference facilities, capable of hosting meetings, seminars, and other events (Visit Eastbourne, n.d.). three conference rooms with capacity for between 40 and 120 people. 
These facilities, combined with the hotel's prime location and Victorian charm, contribute to its appeal to a wide range of travellers (Booking.com, n.d.).
4.1.3 Target Market:
The Best Western York House Hotel caters to a diverse clientele, reflecting the varied attractions of Eastbourne as a tourist destination. Its target market includes:
Leisure Travelers: The hotel's seaside location and leisure facilities make it a popular choice for individuals, couples, and families seeking a relaxing coastal break. This segment is particularly prominent during peak season, when Eastbourne experiences an influx of tourists seeking sun, sea, and sand for instance 4.9 million tourists come to visit Eastbourne each year and spend £287 million (Quizlet, 2021). 
Business Travelers: The hotel's conference facilities and proximity to the town centre also attract business travellers attending meetings, conferences, or conducting business in the area (Visit Eastbourne, n.d.). This segment provides a steady stream of guests throughout the year, contributing to the hotel's occupancy and revenue. 
Special Interest Groups: The hotel's location near various attractions, such as the South Downs National Park and historical sites like Beachy Head, also makes it attractive to special interest groups, such as hikers, nature enthusiasts, and history buffs (Burrington, 2016). 
This diverse target market presents both opportunities and challenges for the hotel. While it ensures a steady flow of guests throughout the year, it also requires the hotel to cater to a wide range of needs and preferences.
[bookmark: _Hlk182432819]4.2 Operational Analysis
4.2.1 Staffing and Structure:
The Best Western York House Hotel employs 30 staff members across various departments, including reception, housekeeping, food and beverage, and maintenance. 
The Hotel is run by a dedicated team of professionals, starting with the Director who oversees all hotel operations. Supporting the Director is the Deputy Manager who assists in daily management and ensures smooth running of all departments.  The culinary team consists of a talented Chef and Sous Chef, responsible for creating delicious meals for guests in the restaurant and bar. A Front Office Manager leads the reception team, comprised of five friendly and efficient receptionists who handle guest inquiries and ensure a warm welcome.  Nine staff members work on a rotating rota to provide excellent service in the restaurant and bar. a skilled maintenance team of two ensures the hotel's facilities are always in top condition. This dedicated team works together to provide a memorable experience for every guest at the York House Hotel. The housekeeping department, which plays a central role in this research, comprises a dedicated team of nine individuals who maintain the cleanliness and comfort of the hotel's rooms and responsible for maintaining the cleanliness and hygiene of the hotel. This team is led by a head housekeeper who oversees the daily operations and ensures adherence to established standards and procedures.
The housekeeping department operates on a shift basis from 9am to 6pm to ensure that guest rooms and hotel areas are cleaned and maintained throughout the day. This shift operation is essential for upholding the hotel's cleanliness standards and ensuring guest satisfaction.
4.2.2 Housekeeping Procedures:
The hotel follows standardised housekeeping procedures designed to ensure consistency and efficiency in its operations. These procedures cover a range of tasks, including:
Daily Cleaning of Guest Rooms: This involves cleaning and sanitising bathrooms, changing bed linens, replenishing guest amenities, vacuuming carpets, dusting surfaces, and emptying trash bins.
Regular Cleaning of hotel Areas: This includes cleaning and maintaining lobbies, corridors, restrooms, restaurants, and other public spaces within the hotel.
Periodic Deep Cleaning: This involves more thorough cleaning tasks, such as shampooing carpets, cleaning upholstery, and washing windows, conducted on a less frequent basis to maintain the overall hygiene and appearance of the hotel.
Housekeeping staff are trained on these procedures, ensuring they are equipped with the necessary skills and knowledge to perform their duties effectively (Hospitality tech 2018). This training also covers proper cleaning techniques, hygiene protocols, and guest interaction guidelines, emphasising the importance of professionalism and courtesy in all interactions with guests.
4.2.3 Technology Utilisation:
The Best Western York House Hotel currently utilises technology to a limited extent in its housekeeping operations. This primarily includes basic booking and scheduling software to manage room assignments and staff schedules, along with communication systems to facilitate communication between housekeeping staff and other departments.
While these basic technologies provide some level of operational efficiency, there is significant potential for increased technology adoption to further enhance housekeeping operations and guest experience. This could include Mobile Apps for Service Requests which allow guests to conveniently request housekeeping services, such as extra towels or room cleaning, directly from their smartphones, which could improve efficiency and reduce the workload for housekeeping staff and Smart Room Technologies such as automated lighting and temperature control, which could enhance guest comfort and convenience while also contributing to energy efficiency (Mews, 2024).   
By embracing all these technological advancements, the hotel can streamline its housekeeping operations, improve service delivery, and enhance the overall guest experience. 
4.3 Performance Analysis
4.3.1 Occupancy Rates and Revenue:
The Best Western York House Hotel experiences seasonal fluctuations in occupancy rates, reflecting the cyclical nature of the tourism industry. Peak seasons occur during the summer months and holidays, when Eastbourne attracts a large number of leisure travellers seeking a seaside getaway. During these periods, the hotel often operates at or near full capacity, generating significant revenue from room bookings.
Conversely, occupancy rates tend to decline during the off-season when demand for tourist accommodation decreases. The hotel relies on business travellers and special interest groups to maintain a steady flow of guests during these periods. Revenue is primarily generated from room bookings, with additional income derived from food and beverage services, conference bookings, and other ancillary services.
The Hotel averaged a pre-pandemic net annual turnover of approximately £1.75 million (The Argus, 2021). This figure, revealed during the hotel's recent listing for sale, highlights its strong financial performance and potential for future growth (collier, 2021).
4.3.2 Guest Reviews and Online Reputation:
The Best Western York House Hotel maintains a generally positive online reputation, evidenced by favourable reviews on popular travel platforms like TripAdvisor and booking.com Reviews (Booking.com. 2024). Guest feedback consistently highlights the hotel's prime location, friendly and helpful staff, and satisfactory levels of cleanliness as key strengths. These positive reviews contribute to the hotel's online visibility and attract potential guests. 
However, some reviews also mention areas for improvement in housekeeping services. These include occasional inconsistencies in service quality, such as missed room cleanings or lack of attention to detail in replenishing guest amenities (Pia, 2024). Addressing these concerns is crucial for maintaining a positive online reputation and ensuring guest satisfaction.

4.3.3 SWOT Analysis:
A SWOT analysis provides a structured framework for assessing the hotel's internal strengths and weaknesses, as well as external opportunities and threats (Cvent, 2021). 
1. Strengths:
Prime Location: The hotel's seafront location is a major advantage, providing easy access to the beach and promenade, and offering attractive views for guests. 
Victorian Charm: The hotel's historic architecture and traditional character create a unique ambiance that appeals to many guests seeking a distinctive experience (visit Eastbourne, nd).
Friendly Staff: Positive guest reviews frequently mention the friendly and helpful nature of the hotel staff, contributing to a welcoming atmosphere (Sussex Sandie, 2024).   
Loyal Customer Base: The hotel has cultivated a loyal customer base over the years, with many guests returning for repeat visits (pebbledash2017, 2019).
2. Weaknesses:
Limited Technology Utilisation: The hotel's limited use of technology in housekeeping operations hinders efficiency and the potential for personalised service.
Inconsistent Housekeeping Service: Some guest reviews indicate inconsistencies in the quality of housekeeping services, highlighting a need for improvement in this area (Go18201789989, 2022).
Aging Infrastructure: As a historic building, the hotel faces challenges in maintaining its infrastructure and may require ongoing renovations and upgrades (Rethinking the future, 2024).   
3. Opportunities:
Enhance Sustainability Practices: Adopting eco-friendly cleaning products and procedures can appeal to environmentally conscious guests and reduce the hotel's environmental impact (Moise et al, 2021). 
Improve Online Presence: Enhancing the hotel's online presence through social media marketing and online booking platforms can attract a wider audience (online hotelier, 2023).
4. Threats: 
 The York House Hotel faces a diverse range of competitors in Eastbourne's bustling hospitality scene. Direct competitors like The Burlington Hotel and The Lansdowne Hotel attract a similar clientele with their mid-range pricing and traditional seaside charm. Budget-conscious travellers are drawn to guesthouses and self-catering apartments, putting pressure on the York House to maintain competitive rates.  At the higher end of the market, luxury hotels like The Grand Hotel Eastbourne, with its extensive amenities and strong online reputation, present a challenge in attracting discerning guests.  Furthermore, the rise of online travel agencies and alternative accommodation options like Airbnb adds another layer of competition (Skift, 2020), requiring the York House to actively manage its online presence and offer compelling packages to stand out in the crowded marketplace. 
Rising operating costs, particularly energy and labour costs, pose a challenge to profitability (Christie & co, 2022). Economic downturns and uncertainties can impact travel patterns and consumer spending, potentially affecting occupancy rates and revenue (tourism teacher, 2024).   
[bookmark: _Hlk182433337]4.3.4 PEST Analysis: 
Political:  
Government regulations on tourism and hospitality, including licensing, health and safety standards, and employment laws, can impact the hotel's operations (Ferrie, 2024). The implications of Brexit, such as changes in visa requirements and trade agreements between Uk and European union, also affect the hotel's ability to attract international guests and source supplies (European Central Bank, 2023). 
Economic:
  Local economic conditions in Eastbourne have a direct impact on the York House Hotel's business. When employment levels are high and people have more disposable income, they are more likely to spend on leisure activities like holidays and weekend breaks, boosting demand for hotel rooms (Accounting Insights, 2024). On the other hand, economic downturns or periods of high unemployment can lead to reduced consumer spending and a decline in hotel bookings.
For instance, if the York house hotel were to downsize, it could lead to job losses and decreased consumer confidence, making guests less likely to book with the hotel.
Inflationary pressures and rising costs also pose a significant challenge. Increasing prices for essential goods and public services can squeeze household budgets, leaving less money for discretionary spending like hotel stays (Office for national statistic, 2022). Furthermore, the hotel itself faces rising operating costs, including energy bills, food supplies, and staff wages. These increased costs can impact profitability if the hotel cannot pass them on to consumers through higher room rates (Haenraets, 2024).
For instance, a significant increase in the national minimum wage on 2024 to £11.44 force the hotel to raise its prices to cover increased staffing costs. Similarly, a surge in energy prices lead to higher overheads, making it more difficult to offer competitive room rates. The York House Hotel needs to carefully monitor local economic trends and adjust its pricing and marketing strategies to remain attractive to guests while maintaining profitability in a fluctuating economic climate.
Social:
  Changing demographics, such as an aging population, Eastbourne has a higher-than-average proportion of older residents (office for national statistics, 2023). Eastbourne's population is aging. The median age, which represents the middle age of all residents, rose from 43 to 45 between the last two censuses. This places Eastbourne above the average age for both the Southeast region and England overall. This trend is further emphasised by a 22.1% increase in the number of people aged 65 to 74, coupled with a 6% decrease in residents aged 35 to 49 (office for national statistics,2023). This means the York House might see more guests with accessibility needs.
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To cater to the needs of an aging population, the York House Hotel could implement several adjustments. For instance, larger print menus and brochures would make information easily accessible for guests with visual impairments and enhancing their overall experience (Euroblind,2013). Also, installing grab bars and ramps in bathrooms and throughout the hotel which have not been seen through my placement hotel, these would improve accessibility and ensure a safe and comfortable stay for guests with mobility challenges (dolphins’ solutions, 2022). Additionally, offering specialised packages for older travellers that include activities like guided tours, or access to nearby healthcare facilities would cater to their specific interests and needs, making the York House Hotel a more appealing and welcoming destination for old travellers. All those social factors can influence travel preferences and demand for specific hotel amenities.
Technological:
York House Hotel, as a Best Western franchise, benefits from brand recognition and access to resources like the Best Western app, which provides guests with convenient tools for online booking and communication However, the lack of a dedicated mobile app specifically for the York House Hotel could be a missed opportunity. A dedicated app could offer a more personalised experience, with features like mobile check-in, room service ordering, and loyalty program integration. It could also provide targeted promotions and local information to enhance the guest experience. While the Best Western app offers a baseline of functionality, a dedicated app could further elevate the hotel's technological capabilities and provide a competitive edge in the digital realm. 
"York House Hotel, as a Best Western franchise, benefits from brand recognition and access to resources like the Best Western app, which provides guests with convenient tools for online booking and communication (hospitality tech, 2017). However, the lack of a dedicated mobile app specifically for the York House Hotel could be a missed opportunity. Research suggests that dedicated hotel apps can lead to increased guest engagement and satisfaction (Kim, H. et al. 2020) with features like mobile check-in, room service ordering, and loyalty program integration. It could also provide targeted promotions and local information to enhance the guest experience. While the Best Western app offers a baseline of functionality, a dedicated app could further elevate the hotel's technological capabilities and provide a competitive edge in the digital realm (Hospitality net, 2016)."

4.4. Competitor Analysis: 
The Best Western York House Hotel in Eastbourne exists within a competitive hospitality landscape, vying for guests with a variety of establishments. Average hotel occupancy rate in in southeast region which include Eastbourne is around 82% according to visit England statistics published on august 2024. (Visit Britain, 2024). This indicates a healthy tourism market, but also underscores the need for hotels to stand out. These Hotels range from similar mid-range like The Burlington Hotel and The Lansdowne, which attract the same customer segment, to budget-friendly options such as guesthouses and self-catering apartments that appeal to cost-conscious travellers. Eastbourne has over 200 hotels according to Booking.com (Booking.com, nd). This highlights the density of competition in the area. At the higher end of the market, luxury hotels like The Grand Hotel Eastbourne present another layer of competition. The Grand Hotel Eastbourne has over 4,000 reviews on TripAdvisor with an average rating of 4.5 out of 5 (TripAdvisor, nd). This demonstrates the strong online presence and positive reputation of a key competitor in the luxury segment.  Understanding the pricing strategies, services, and online reputation of these diverse competitors is crucial for the York House Hotel to effectively differentiate itself and thrive.
To maintain a competitive edge, the Best Western York House Hotel needs to conduct a thorough analysis of its competitors. This involves:
Pricing Strategies: Monitoring competitor pricing strategies for different room types and seasons can help the hotel optimise its own pricing to remain competitive while maximising revenue.
Service Offerings: Analysing the range of services and amenities offered by competitors can reveal opportunities for the hotel to differentiate itself. This could involve introducing new services, upgrading existing amenities, or focusing on niche offerings that cater to specific guest needs.
Online Reputation: Monitoring competitor online reviews and ratings can provide valuable insights into guest perceptions and identify areas where the hotel can outperform its rivals. Actively managing the hotel's online presence and responding to guest feedback can enhance its reputation and attract potential customers (Rez recover, 2023).
Marketing and Promotion: By closely examining the marketing and promotional activities of its competitors, the York House Hotel can gain valuable insights and refine its own strategies. For instance, if a competitor like The Burlington Hotel is successfully using social media campaigns with targeted ads showcasing their family-friendly amenities, the York House might consider adopting a similar approach, highlighting its own unique offerings for families. Similarly, if The Lansdowne Hotel is attracting guests with promotional packages that include discounts on local attractions, the York House could explore partnerships with nearby businesses to create attractive packages that differentiate its offerings. Observing how competitors like The Grand Hotel Eastbourne utilise online reviews and guest testimonials to build their reputation could encourage the York House to actively manage its online presence and engage with customer feedback. By analysing competitor strategies, the York House can identify effective marketing channels, refine its messaging to resonate with its target audience, and ultimately strengthen its position in the Eastbourne hospitality market.
5. Theme Exploration: 
5.1 Cleanliness and Hygiene: 
Cleanliness is absolutely crucial in the hospitality industry that cannot be overlooked (Cleanipedia Team, 2023). It is not just a nice-to-have, but it is a basic expectation that guests have when they walk through the door. They Think of it as the foundation upon which the entire guest experience is built. When a hotel is clean and hygienic, it signals to guests that their well-being is a priority. This creates a sense of trust and comfort, allowing them to relax and enjoy their stay (Mews,2024).
On the other hand, Guests perceive a clean and hygienic environment as a fundamental expectation, and any shortcomings in this area can lead to dissatisfaction and negative perceptions of the overall hotel experience (Ning and Shin, 2022).  New research commissioned by P&G Professional, shows 78% of hotel guests believe cleanliness is the most important factor affecting their choice of where to stay (Institute of hospitality, 2019) even minor lapses in cleanliness can be a major turn-off. A dirty bathroom, a stained carpet, or even a dusty surface can instantly sour a guest's perception of the hotel. These negative experiences can be amplified in the age of social media, where a single critical review can reach a wide audience (Ooley, 2019). Essentially, cleanliness is not just about aesthetics; it directly impacts guest satisfaction, loyalty, and ultimately, the hotel's reputation and bottom line.


5.2 Analysis of Best Western York House Hotel:
Guest reviews and observations generally paint a positive picture of the Best Western York House Hotel's cleanliness standards (Veebles23, 2023). Housekeeping staff diligently follow standardised cleaning procedures, ensuring that surfaces, linens, and bathrooms are regularly cleaned and sanitised. This commitment to cleanliness is essential in ensuring a comfortable and pleasant stay for all guests, contributing significantly to positive guest experiences and overall satisfaction.
However, while the overall level of cleanliness is satisfactory, some guest reviews point out minor inconsistencies. Occasionally, guests have noticed dust accumulation in less visible areas, such as behind furniture or on high shelves (Go18201789989, 2022). This suggests that while the main areas are well-maintained, attention to detail in these less obvious spots could be further improved. Similarly, some inconsistencies have been reported in the thoroughness of bathroom cleaning, indicating a need for greater consistency across all rooms and areas (Victoria, 2024). Addressing these minor inconsistencies would elevate the hotel's cleanliness standards and further enhance guest satisfaction.
5.3 Efficiency and Timeliness: 
Beyond basic cleanliness, the efficiency and timeliness of housekeeping services significantly contribute to guest satisfaction (Clean Middle East, 2023). Guests expect prompt service delivery, responsiveness to their requests, and minimal disruption to their stay.
The hotel's housekeeping department operates on a shift basis to ensure adequate coverage throughout the day.  Housekeeping staff are generally efficient in completing their tasks, and the hotel has a system in place for responding to guest requests for additional services or amenities. 
5.4 Staff Interaction and Communication: 
The interpersonal aspects of housekeeping play a crucial role in shaping guest perceptions and satisfaction (For Horeca, 2024). Friendly, courteous, and proactive communication from housekeeping staff can enhance the guest experience and create a welcoming atmosphere. 
Guest reviews consistently praise the friendly and helpful nature of the hotel staff, including the housekeeping team (Booking.com, nd). Housekeeping staff are generally approachable and willing to assist guests with their needs.   
While staff are generally friendly, there is potential for more proactive communication and personalised interaction. Currently, interactions are often limited to basic greetings and responding to guest requests. There is an opportunity to enhance guest engagement by anticipating their needs and providing personalised recommendations or assistance.
5.5 Amenities and Guest Supplies: 
The quality and availability of in-room amenities and guest supplies contribute to the overall comfort and convenience of the hotel stay. Guests expect a certain standard of amenities, and any shortcomings can impact their satisfaction (Hospitality net, 2024).
The hotel provides a standard range of in-room amenities, including toiletries, towels, tea and coffee making facilities, and a hairdryer.  Guest supplies are generally replenished daily during room cleaning. However, some guest reviews mention inconsistencies in the replenishment of amenities, such as running out of toiletries or coffee supplies (happytraveller65_12, 2024). Furthermore, the range of amenities offered is relatively basic, and there is an opportunity to enhance the in-room experience by providing additional items or upgrading the quality of existing supplies.
By Implementing a more rigorous system for monitoring and replenishing guest supplies hotel house York can ensure consistent availability. This could involve using checklists or technology-enabled inventory management systems.
5.6 Sustainability and Environmental Impact:
Growing environmental awareness among travellers necessitates the adoption of sustainable housekeeping practices in the hospitality industry (Sharma et al. 2023).
The hotel has implemented some basic sustainability initiatives, such as using energy-efficient lighting and encouraging guests to reuse towels. However, there is significant potential for the hotel to enhance its sustainability efforts within housekeeping operations. This could involve adopting more eco-friendly cleaning products, minimising water, and energy consumption, and implementing a comprehensive recycling program.
6. Reflection account during my placement at house York hotel
My placement at the Best Western York House Hotel in Eastbourne provided an invaluable opportunity to delve into the intricate workings of the hospitality industry, specifically focusing on the often overlooked yet crucial role of housekeeping in shaping guest satisfaction. Through daily observation of operations, interaction with staff members, and analysis of guest feedback, I gained a comprehensive understanding of how meticulous housekeeping practices contribute significantly to the overall guest experience.
From the moment guests step into the hotel, their perception is heavily influenced by the environment they encounter. A clean, well-maintained, and aesthetically pleasing space immediately creates a positive impression, setting the tone for their entire stay. During my placement, I witnessed firsthand how the dedication and meticulous efforts of the housekeeping team contributed to this initial sense of satisfaction.
Spotless rooms, polished surfaces, and fresh linens were not merely a checklist for the team; they were a testament to their commitment to exceeding guest expectations. The attention to detail went beyond the basics, with staff often going above and beyond to personalise the rooms. Creative towel displays, thoughtful notes, and small gifts were just some of the ways they demonstrated genuine care for guest wellbeing, transforming a standard hotel room into a welcoming and memorable haven.
Efficiency played a pivotal role in maintaining the high standards of cleanliness and guest satisfaction that define the York House Hotel. The housekeeping team operated with a well-coordinated system, ensuring that rooms were serviced promptly and efficiently. This minimised disruption to guests, allowing them to enjoy their stay without unnecessary interruptions.
Furthermore, the team demonstrated exceptional responsiveness to guest requests, whether it was providing extra amenities or addressing specific concerns. This proactive approach fostered a sense of trust and reliability, further enhancing guest satisfaction and solidifying the hotel's reputation for excellent service.
No operation is without its challenges, and the housekeeping department at the York House Hotel was no exception. During my placement, I observed the team navigate various hurdles, including managing heavy workloads during peak seasons, dealing with unexpected situations like spills or damages, and accommodating guests with specific needs or preferences.
However, the team consistently demonstrated professionalism and adaptability in overcoming these challenges. Effective communication, teamwork, and a commitment to problem-solving were key to ensuring that guest satisfaction remained a top priority, even in the face of adversity.
The direct link between housekeeping quality and guest satisfaction was clearly reflected in online reviews and feedback. Guests frequently praised the cleanliness and comfort of the rooms, highlighting the efforts of the housekeeping team. These positive reviews not only contribute to the hotel's reputation but also play a crucial role in attracting future guests, demonstrating the tangible impact of a dedicated housekeeping team on the hotel's success.
Despite all the hard work the housekeeping team in hotel York house doing to meet guests’ exceptions, there are a concern about some staff which they need more training to maintain hygiene standard, during my placement I observe a staff Using a pillowcase to wipe dust and clean a toilet seat. This is a significant breach of hygiene standards, even if the pillowcase is intended to be washed afterward. This malpractice is unacceptable and the potential consequences it can have:
Cross-contamination: The primary concern is the transfer of harmful bacteria and viruses. Toilet seats are known to harbour a multitude of pathogens, including E. coli and norovirus. These can easily be transferred to the pillowcase and then spread to other surfaces in the room, such as furniture, bedside tables, and even the bed itself. This poses a serious health risk to guests, particularly those with weakened immune systems.
Guest Perception and Trust: Even if the pillowcase is washed, the simple thought of this practice is likely to disgust and alarm guests. It creates a perception of uncleanliness and undermines their trust in the hotel's hygiene protocols. This can lead to negative reviews, damage to the hotel's reputation, and ultimately, a loss of business.
Legal and Regulatory Implications: Depending on the jurisdiction, this practice may violate health and safety regulations. Hotels have a legal obligation to provide a clean and safe environment for their guests. Failure to do so can result in fines, penalties, and even legal action.
Employee Training and Supervision: This incident highlights a potential lack of adequate training and supervision of some housekeeping staff. It is crucial for hotels to have clear and comprehensive hygiene protocols in place, and to ensure that all employees are properly trained and supervised to follow these protocols. Regular inspections and audits can help identify and address any breaches in hygiene standards.
The report of housekeeping staff using pillowcases to clean and wipe dust and toilet seat at the York House Hotel has prompted a serious investigation led by the hotel manager. This unusual practice raises several concerns and necessitates a thorough examination to understand the reasons behind it and take appropriate action.
This incident underscores the importance of ongoing training, adequate resources, and effective supervision in maintaining high standards of cleanliness and hygiene in the hospitality industry.
7. Recommendations and conclusion 
The York House Hotel's housekeeping team already provides a commendable level of service, but there's always room for improvement. To further elevate the team's performance and enhance guest satisfaction, the hotel should consider a multi-pronged approach that focuses on technology, training, empowerment, and feedback mechanisms. This holistic strategy will not only address the immediate concerns regarding hygiene practices but also foster a culture of continuous improvement within the housekeeping department.
 Technology can revolutionise housekeeping operations. Digital checklists, for example, offer a more efficient and accurate alternative to paper-based systems, minimising the risk of missed tasks or miscommunication.  Real-time room status updates can streamline workflow and ensure rooms are serviced promptly. Automated communication systems can facilitate seamless information flow between housekeeping, front desk, and other departments.
Continuous training is paramount to maintaining high standards of service and adapting to the ever-evolving hospitality landscape. Regular training sessions should be conducted to introduce housekeeping staff to new cleaning techniques, products, and technologies. This not only enhances their skills and knowledge but also ensures they are equipped to handle the demands of modern housekeeping practices. Investing in professional development demonstrates the hotel's commitment to its employees, fostering a culture of excellence and encouraging staff to take pride in their work.
Empowering housekeeping staff to take ownership of their work can significantly boost morale and job satisfaction. Encourage team members to share their insights and suggestions for improvement, creating a sense of value and contribution. Recognising and rewarding individual and team achievements, whether through formal programs or simple gestures of appreciation, can further motivate staff and cultivate a positive work environment. When employees feel valued and heard, they are more likely to be engaged and committed to providing exceptional service.
Guest feedback is an invaluable resource for identifying areas where housekeeping services can be refined. Actively solicit feedback through various channels, such as surveys, comment cards, or direct interaction with guests. This allows the hotel to tailor its services to meet individual needs and preferences, ensuring a personalised and memorable guest experience. Regularly analysing guest feedback can reveal patterns and trends, highlighting areas of strength and areas that require attention.
Addressing the specific incident of improper hygiene practices requires immediate and decisive action. Disciplinary measures should be taken to reinforce the gravity of the situation and deter any future occurrences. It is crucial to emphasise that such practices are unacceptable and compromise the health and safety of guests. All housekeeping staff should undergo refresher training, emphasising the importance of strict adherence to hygiene protocols, particularly the separation of cleaning materials for different areas. Increased supervision can help ensure compliance and prevent similar incidents from occurring. The hotel should also communicate transparently with any potentially affected guests, offering sincere apologies and appropriate compensation for any inconvenience caused.
By embracing these recommendations, the York House Hotel can further elevate its housekeeping operations, ensuring a clean, comfortable, and welcoming environment for all guests. This commitment to excellence will not only enhance guest satisfaction but also solidify the hotel's reputation as a provider of exceptional hospitality. In the competitive hospitality industry, a strong reputation for cleanliness and service can be a significant differentiator, attracting new guests and fostering loyalty among existing ones.
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