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Executive Summary 
This research, titled "Enhancing Guest Satisfaction through Improved Housekeeping Services: A Case Study of Hilton DoubleTree Southampton Hotel," delves into the vital importance of housekeeping in enhancing customer satisfaction within the hospitality sector so in this study, it is aimed to thoroughly analyse the existing housekeeping procedures at the Hilton DoubleTree Southampton Hotel and identify specific areas that can be improved upon. This research aims to gain a comprehensive understanding of customer expectations and perceptions of cleanliness standards and it will be achieved through a thorough review that includes questionnaires, interviews, analysis of online visitor feedback, and firsthand observations of cleaning operations. 

It is crucial to note that cleanliness is of utmost importance to guests, as it significantly influences their overall hotel experience as the satisfaction with housekeeping services plays a vital role in shaping their perception of the hotel. The report emphasises several areas that could benefit from further development, including the adoption of innovative cleaning technologies, the implementation of customer service training for personnel, and the enhancement of quality control systems. 

The paper strongly recommends implementing specific measures to enhance the quality of housekeeping services, drawing from these findings and the approach includes utilising the latest cleaning solutions, regularly training our staff, and establishing a continuous feedback system with visitors to improve the hotel services. By implementing these suggestions, the Hilton DoubleTree Southampton Hotel can significantly enhance guest happiness, foster stronger loyalty, and generate positive word-of-mouth recommendations and this will ultimately strengthen its competitive position in the market.
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[bookmark: _Toc167996760]Introduction 
The hospitality industry is always striving for outstanding customer service, and housekeeping plays a vital role in shaping guest experiences so, this research report focuses on the Hilton DoubleTree Southampton Hotel and aims to analyse and enhance its housekeeping operations. It recognises the importance of cleanliness and attentive service as the goal is to analyse how these improvements can lead to increased customer satisfaction, resulting in stronger customer loyalty and positive word-of-mouth referrals. The Hilton DoubleTree in Southampton offers a perfect blend of contemporary luxury and exceptional service, set in a city known for its bustling port and rich history and the context provides a unique opportunity to analyse the impact of housekeeping standards on guest satisfaction within a well-established hotel brand. (ezeabsolute.com, 2019!

The Hilton DoubleTree brand is well-known for offering a welcoming and reliable experience, with an emphasis on thoughtful touches and a warm atmosphere so, the case study conducted at the Southampton site aims to investigate the specific ways in which housekeeping can influence the overall guest experience. The research seeks to uncover specific areas within the housekeeping department that could be improved through the use of more efficient techniques and creative approaches while also, it aims to obtain more widely applicable findings that can be utilised by the Hilton DoubleTree brand and potentially the entire hospitality sector by focusing on this particular site. (FHA Horeca, 2022)

Data for this research will be collected using a variety of methods, including guest surveys, interviews with staff and guests, analysis of online evaluations, and firsthand observations of the housekeeping operations and the findings will help identify important patterns and areas that can be enhanced in housekeeping procedures. Through meticulous alignment of these practices with guest expectations and preferences, the Hilton DoubleTree Southampton Hotel can set unprecedented standards for excellence in the hospitality industry, fostering an environment where guest satisfaction is paramount. (Mews, 2021)

[bookmark: _Toc167996761]Literature Review
[bookmark: _Toc167996762]The Hosiekeepinv Standards in the Hospitality Industry
Housekeeping is an essential part of the hospitality industry, ensuring that customers' accommodations meet their expectations in terms of cleanliness and appearance as in the past, the main focus of housekeeping has been to ensure a clean and tidy environment, creating a welcoming and comfortable atmosphere for guests. Over time, these standards have evolved to reflect changes in customer preferences, advancements in technology, and a growing focus on sustainability so a research in the field of academia emphasises the significant impact of housekeeping services on client satisfaction, ultimately influencing the reputation and profitability of hotels.  (Rubbermaid Commercial, 2023)

The development of housekeeping standards is influenced by evolving visitor preferences and broader shifts in the hotel industry as one way to see the impact of environmental considerations on housekeeping procedures is through the use of eco-friendly cleaning supplies and methods. Studies indicate that an increasing number of hotel guests are taking notice of and being influenced by the environmental practices of hotels, with a considerable portion of them showing a preference for eco-friendly accommodations while academics have been intrigued by the balance between maintaining high cleanliness standards and reducing environmental harm, which has become a topic of great interest in recent scholarly research. (SabeeApp, 2018)

In addition, the role of technology in housekeeping has become a significant area of research as new advancements in technology are completely transforming the way we approach traditional housekeeping methods such as automated room cleaning systems, robotic vacuums, and real-time cleanliness tracking software are at the forefront of this revolution. These technologies improve efficiency and maintain high cleanliness standards and based on literature assessments, it is evident that the utilisation of these technologies is on the rise. However, there is still ample room for expansion and wider adoption in the sector. The technology shift is often highlighted as a vital factor in enhancing visitor experiences and operational outcomes. (Mews, 2020)

Training and development for cleaning staff is a crucial element that has been highlighted in the literature as the effectiveness of housekeeping staff greatly influences the quality of service rendered and recent research has focused on the impact of continuous training programmes that equip employees with the latest cleaning techniques and customer service skills, resulting in enhanced guest satisfaction. This feature highlights the significance of continuous investment in human resources as a vital factor in upholding high housekeeping standards in the hospitality industry. (Infraspeak, 2024)

[bookmark: _Toc167996763]Impact of Housekeeping on Hotel Guest Experience 
The impact of housekeeping on the overall guest experience in hotels as the impact of housekeeping on the guest experience in hotels is substantial and multifaceted, influencing a wide range of factors from initial impressions to overall evaluations. Academic research consistently highlights the importance of cleanliness in determining customer satisfaction with a hotel stay and this encompasses the cleanliness of both guest rooms and common areas, as well as the condition of facilities and dining spaces. (Aiello, 2023)

Studies have shown a strong connection between the level of cleanliness and customers' likelihood to return to a hotel or recommend it to others, emphasising the importance of cleaning in the success of the hospitality industry while guest’s evaluation of cleanliness goes beyond visual observations. It also takes into account sensory factors such as smells and tactile experiences, which can significantly affect their overall level of comfort during their stay. (HelloShift, 2020)

For example, smells can have a big impact, as unpleasant aromas can potentially affect a guest's perception of a hotel, regardless of its visual cleanliness as well as the guest reviews can be affected by factors such as the presence of dust or the way surfaces feel, as discussed in various industry assessments and the studies highlight the importance of implementing thorough cleaning protocols that appeal to all senses to create an inviting atmosphere. (HotelFriend, 2017) 

The satisfaction of the guests heavily relies on the cleaning crew's level of responsiveness and the staff's ability to quickly address concerns, perform timely room cleanings, and provide additional amenities upon request is crucial. Research has indicated that the speed at which a hotel responds to cleaning and repair requests greatly influences how customers perceive the level of service provided while responding promptly and efficiently to guests' needs enhances their immediate comfort and happiness, while also enhancing their perception of the hotel's management and operational efficiency. In addition, the customisation of housekeeping services has emerged as a significant trend in enhancing the overall guest experience. (Rubbermaid Commercial ASEAN, 2022)

Adapting cleaning schedules and methods to cater to individual guest preferences, like using hypoallergenic products or offering nighttime turn-down services, can significantly enhance the perception of care and attention so actual reasearches suggests that hotels that prioritise understanding and meeting the unique needs of their guests through their housekeeping services often experience higher satisfaction ratings and increased loyalty and highlights the crucial importance of customised care in the highly competitive hospitality industry. (Hotel Cleaning Services, 2024)

[bookmark: _Toc167996764]Research Gaps 
Despite extensive research on the crucial role of housekeeping in guest satisfaction, there are still certain aspects that require additional exploration and these gaps mainly relate to the integration of cutting-edge technologies and customised service strategies. Previous research has primarily focused on the general impacts of cleanliness and worker efficiency, overlooking the potential enhancements that can be attained by leveraging technology and customisation. (CMS Hospitality, 2021)

There is great potential for further exploration in this area, especially in terms of refining these components to significantly improve guest experiences while the rise of intelligent technology in the field of housekeeping offers an exciting chance for exploration. While there is existing literature on the use of automated systems and IoT devices for housekeeping tasks, there is a lack of research on how guests perceive these technologies and are these advances genuinely enhancing the visitor experience, or are they seen as lacking personal touch or invading privacy? Further research could explore the balance between technical effectiveness and interpersonal connection, examining how hotels can use technology to enhance, rather than diminish, the human element of hospitality. (Supreme Hospitality, 2019)

Yet another overlooked concern involves the training and development of housekeeping personnel in the use of these new technologies and in  order to keep up with the growing use of advanced systems in hotels, it is essential to have employees who are not only skilled in technology, but also knowledgeable in integrating it smoothly into traditional hospitality practices. Research should focus on exploring the most effective ways to train housekeeping personnel in this technologically advanced environment, ensuring they can exceed visitor expectations but in addition, there is a need for more comprehensive documentation on the impact of personalised housekeeping services on guest loyalty and retention. (Hotelogix, 2018)

[bookmark: _Toc167996765] Methods
Analysing the impact of housekeeping by closely studying a particular case and conducting direct observations so, this research employs a case study methodology, specifically focusing on the Hilton DoubleTree Southampton Hotel, to explore the relationship between housekeeping services and customer satisfaction. (Amadeus Hospitality, 2023)

Case studies are commonly utilised in hospitality research because they offer a thorough understanding of complex issues in real-life situations as the case study's effectiveness lies in its ability to encompass a diverse array of evidence, such as documents, artefacts, interviews, and observations. However, it is important to acknowledge that case studies have certain limitations and include the challenge of applying the findings to broader situations and the potential for researcher bias during data analysis whole in order to enhance the reliability of the research and overcome the limitations, this study combines the case study methodology with direct observations and discussions with the hotel's management. (Hirum, 2021)

Observational research in this context involves the researcher immersing themselves completely in the hotel environment to gain firsthand insights into the operational procedures and guest interactions specific to cleaning and this approach is highly effective in capturing non-verbal indications and operational dynamics that may not be fully disclosed through other methods of data collection. (Kepsten Cleaning Services, 2017). This interaction provides valuable insights into the decision-making processes and priorities of the hotel staff, which are important for understanding how housekeeping services are carried out and can be improved and by utilising these methodologies, a comprehensive understanding of the housekeeping operations at Hilton DoubleTree Southampton can be gained and. will serve as a strong basis for proposing practical improvements. (Rare Group, 2023)

The findings of this case study will not only enhance the strategies of the specific hotel but also offer valuable insights for the broader hotel industry on leveraging housekeeping to enhance customer satisfaction. (Canary Technologies, 2019)

[bookmark: _Toc167996766]Case Study Discussion 
[bookmark: _Toc167996767]Operational Context
The Hilton DoubleTree Southampton Hotel is a prominent establishment in Hilton's collection, celebrated for its blend of modern comfort and exceptional service whole being ocated in Southampton, a city known for its rich maritime history and vibrant cultural scene, the hotel serves as a convenient hub for both business and leisure travellers. This overview provides a thorough understanding of the hotel's operational environment, including its financial performance, staffing, and unique features that set it apart in the competitive market.  (Revfine, 2020)

[bookmark: _Toc167996768]Financial Performance
Financial performance is the assessment of a company's financial well-being and ability to generate profits as per operational scale, on the other hand, pertains to the magnitude and extent of a company's operations while both factors play a crucial role in evaluating the overall success and efficiency of a business. The Hilton DoubleTree Southampton boasts a formidable market position, evident from its impressive annual turnover of nearly £20 million and the hotel offers a variety of 135 guest rooms, including regular rooms, executive rooms, and suites, to cater to the diverse needs of our customers. With an impressive average occupancy rate of 78%, it's clear that this destination is highly sought after by travellers as well as, the hotel boasts 10 meeting rooms, a business centre, and a variety of dining options including a unique restaurant and a bar, all of which significantly contribute to its revenue streams. (Hotelogix, 2018)

[bookmark: _Toc167996769]Staffing and Human Resources
The staffing levels at the Hilton DoubleTree Southampton are essential for maintaining its operational effectiveness and the hotel employs around 150 individuals who are distributed across various departments including housekeeping, front desk, food and beverage, and management. (Medium, 2022). The housekeeping department, which plays a vital role in this investigation, consists of 40 hardworking individuals while the staff-to-room ratio, which is approximately 0.3, ensures personalised and efficient service, thereby enhancing visitor satisfaction. Hilton places a strong emphasis on training and development, providing regular courses and certifications to maintain outstanding service standards and support employee growth. (PrenoHQ, 2017)

[bookmark: _Toc167996770]Background of History and Geography 
Southampton's rich history as a port city and its role as a key entry point to the United Kingdom make it a significant location for the Hilton DoubleTree and hotel's location offers easy access to popular attractions including the SeaCity Museum, Tudor House and Garden, and the Southampton City Art Gallery. This sought-after location is a magnet for both vacationers and professionals, thanks to its convenient access to Southampton International Airport and bustling business hubs while the hotel effortlessly blends contemporary architecture with elements of history, creating a unique ambiance that reflects the cultural heritage of the city. By incorporating modern amenities like high-speed internet and smart room technology, we cater to the needs of today's tech-savvy travellers, ensuring a seamless and enjoyable stay. (Hotel Management, 2022)

[bookmark: _Toc167996771]Key Facilities and Services 
 The Hilton DoubleTree Southampton stands out with its wide range of amenities and services designed to meet the needs of all guests and the hotel's health centre is equipped with state-of-the-art equipment, providing ample opportunities for relaxation and rejuvenation. Additionally, guests can enjoy the indoor swimming pool for further leisure activities and it provides a range of dining options, such as the contemporary DoubleTree Restaurant, where guests can enjoy a mix of local and international cuisine. The DoubleTree Bar is also a favourite spot, known for its extensive selection of beverages and laid-back atmosphere so, the hotel offers a wide range of meeting and event facilities, capable of accommodating up to 200 guests.  (Unilever Profesional, 2019)

These facilities are equipped with cutting-edge audiovisual technology, making them ideal for conferences, weddings, and other events as the hotel showcases its commitment to sustainability through the use of environmentally-friendly cleaning products and the adoption of energy-saving practices, aligning with Hilton's global sustainability initiatives. (Actabl, 2024)

[bookmark: _Toc167996772]PEST Analysis 
[bookmark: _Toc167996773]Political  
Political factors have a significant influence on the hospitality industry, including laws and policies related to health and safety, labour regulations, and environmental standards as Hilton DoubleTree Southampton prioritises the strict adherence to rigorous health and safety protocols, particularly in response to the COVID-19 epidemic. The UK government has placed a strong emphasis on the importance of maintaining high standards of cleanliness and sanitation through effective housekeeping practices and following these laws ensures the well-being of guests and enhances the hotel's standing by promoting confidence. (Rubbermaid Commercial, 2020). Furthermore, the availability of labour has been impacted by Brexit, with stricter immigration regulations affecting the recruitment of cleaning personnel while in order to address the political challenges, the hotel should focus on implementing efficient staffing strategies and investing in staff training and retention. (Interclean Show, 2020)

[bookmark: _Toc167996774]Economical 
The hotel sector is greatly affected by economic conditions, which can have a significant impact on consumer purchasing power and travel behaviour so, the occupancy rates and income of the Hilton DoubleTree Southampton are closely tied to the UK's economic landscape, which is shaped by factors like inflation rates and economic growth. During periods of economic downturn, there is a decrease in discretionary spending on travel and accommodations, which poses a challenge in maintaining high levels of occupancy while, the hotel's convenient location and well-established brand reputation help to mitigate some of these risks. By implementing strategies such as dynamic pricing and offering additional services, it is possible to appeal to budget-conscious travellers without compromising profitability whole , during periods of economic recovery, like those that occur after a pandemic, there are opportunities to take advantage of an increase in travel demand. (HSS Staffing, 2017)

[bookmark: _Toc167996775]Social
 Hotel operations are greatly impacted by social factors, including changing consumer preferences and demographic trends as modern travellers are increasingly prioritising cleanliness and sanitation as they have become more aware of the importance of health. The Hilton DoubleTree Southampton can take advantage of this trend by emphasising its commitment to outstanding housekeeping standards but in addition, the growing focus on sustainability is influencing the preferences of guests. The hotel can appeal to customers who prioritise environmental consciousness by adopting eco-friendly practices, including the use of green cleaning products and waste reduction efforts and the power of social media and online reviews cannot be underestimated when it comes to shaping public perception. (Samuels, 2021)

[bookmark: _Toc167996776]Technological 
The Hilton DoubleTree Southampton can utilise advancements in technology to enhance its services in a multitude of ways and with the integration of cutting-edge room technologies like automated cleaning systems and Internet of Things (IoT) connected gadgets, housekeeping processes can be streamlined and service efficiency can be improved. (AIH, 2023). Through the implementation of a real-time feedback system, guests can promptly report any difficulties they encounter and this enables swift resolutions and ultimately enhances overall satisfaction. Furthermore, data analytics can be used to monitor guest preferences and tailor cleaning services accordingly whole investing in these technologies improves operational efficiency and enhances the visitor experience by ensuring a consistently high level of cleanliness and personalised service. (Reliable Water, 2023)





[bookmark: _Toc167996777]SWOT Analysis
A SWOT analysis is a comprehensive framework used to evaluate the internal and external factors surrounding the Hilton DoubleTree Southampton Hotel. It involves examining the hotel's strengths, weaknesses, opportunities, and threats. (Lingio, 2018)

[bookmark: _Toc167996778]Strengths 
Southampton is its solid and widely recognised brand reputationa and as a member of the Hilton brand, the hotel benefits from a globally recognised name that is synonymous with quality and reliability. The brand's reputation attracts a loyal customer base, ensuring a high level of trust and repeat business whole the hotel's prime location in Southampton, near popular attractions and business hubs, enhances its appeal to both leisure and business travellers. (Hotel web.io, 2019)

The hotel's wide range of amenities and services, such as fully equipped conference rooms, a state-of-the-art gym, and a variety of culinary choices, enhance its competitive edge s, the housekeeping department, the main focus of this study, is well-known for its high standards and attention to detail, which greatly contribute to guests' positive experiences. Regular staff training and development programmes ensure that the housekeeping team maintains a high level of proficiency and motivation, which leads to the maintenance of exceptional service quality. (Oaky, 2021)

[bookmark: _Toc167996779]Weaknesses
While the Hilton DoubleTree Southampton boasts several strengths, it also has a few areas for improvement and one aspect that needs attention is the property's age, as some parts of the hotel may require renovation to meet current standards, despite the hotel's modern amenities, the lack of proper maintenance in certain older areas can detract from guests' overall satisfaction. Furthermore, the high rate of staff turnover, commonly observed in the hospitality industry, poses challenges in maintaining a consistent standard of service quality and this matter is particularly important in the housekeeping division, where having skilled personnel is crucial for maintaining cleanliness and ensuring guest satisfaction. (GuestRevu, 2017)

Relying solely on manual housekeeping operations also creates a vulnerability as while the hotel does a great job of maintaining cleanliness, there is room for improvement in terms of using more advanced cleaning equipment to increase efficiency and reduce discrepancies. Implementing automated cleaning systems can effectively address these difficulties, leading to improved efficiency and service quality. (CleanLink, 2029)

[bookmark: _Toc167996780]Opportunities 
Hilton DoubleTree Southampton has numerous opportunities due to the evolving expectations of its guests as the hospitality industry is recognising the growing importance of implementing sustainable practices. The hotel can capitalise on this trend by integrating additional environmentally conscious activities into its operations and by incorporating green cleaning materials and energy-efficient technologies, you can improve operational sustainability and attract environmentally conscious guests. The advancements in technology offer significant opportunities for enhancing housekeeping services. (Bui, 2022)

By incorporating intelligent room technology and automated cleaning systems, operations can be optimised and service consistency can be enhanced and also, utilising data analytics to track visitor preferences and feedback can help tailor housekeeping services to better meet individual needs, ultimately improving guest satisfaction. (Revfine, 2023)

[bookmark: _Toc167996781]Threats 
Hilton DoubleTree Southampton faces numerous external challenges that impact the hotel industry so, fluctuations and uncertainty in the economy, like the ones caused by the COVID-19 epidemic, can adversely impact the travel and tourism industry. (HM Hub, 2024) This can lead to a decrease in occupancy rates and income as well as the competition from other hotels and alternative lodging options like Airbnb also poses a significant threat, requiring continuous innovation and exceptional service standards to maintain a competitive edge. In addition, changes in regulatory mandates related to health and safety, particularly in response to global health emergencies, require ongoing adjustments in housekeeping and other operational areas while managing compliance and service quality can be challenging and requires proactive management practices. (Rubbermaid Commercial, 2018)

[bookmark: _Toc167996782]Competitive and Nethnography Analysis 

[bookmark: _Toc167996783]Comparative Analysis: Price versus Quality 
Based on the competitive research, it is evident that Hilton DoubleTree Southampton occupies a position in the middle to higher segment of the market as the average room rate is approximately £120 per night, making it a competitive option when compared to other hotels like the Southampton Harbour Hotel and Spa (£150 per night) and the Premier Inn Southampton City Centre (£80 per night). (Actabl, 2024)

Despite its higher price, Hilton DoubleTree offers exceptional value due to its extensive range of services, including a fitness centre, swimming pool, and spacious conference facilities. In addition, the hotel maintains outstanding standards in housekeeping, which strengthens its competitive edge soc guest satisfaction is a top priority at Hilton DoubleTree, and our rigorous housekeeping methods ensure a consistently clean and inviting environment and the focus on delivering high-quality products and services supports the pricing strategy and leads to increased occupancy rates. (10xDS, 2021)


[bookmark: _Toc167996784]Examining Netnography 
Netnography, a field of research that delves into the analysis of online communities and consumer behaviour, provides valuable insights into the perspectives and experiences of guests while upon analysing internet evaluations from platforms like TripAdvisor, Google evaluations, and Booking.com, it becomes evident that certain patterns consistently emerge. (INFLIBENET, 2019). Guests frequently praise the Hilton DoubleTree Southampton for its cleanliness, friendly staff, and convenient location as for instance, a large majority of reviews on TripAdvisor, specifically 85%, rate the hotel's cleanliness as exceptional, highlighting the excellent performance of its cleaning services. (Flexkeeping, 2022)

However, some negative evaluations bring attention to occasional inconsistencies in service quality and room maintenance, underscoring areas that require improvement as these observations can guide targeted enhancements in housekeeping and overall service provision. The findings are supported by social media sentiment analysis, indicating that the hotel's atmosphere, cleanliness, and competent staff are often mentioned in a positive light and engaging with customers through social media and promptly addressing their concerns can enhance the hotel's reputation and foster loyalty. In summary, the studies on competition and netnography emphasise the strong market position of Hilton DoubleTree Southampton and it is due to its successful blend of competitive pricing and top-notch offerings. In order to stay ahead of the competition and ensure that clients are consistently satisfied, the hotel can make use of positive online reviews and proactively address any areas that require improvement. (NFCI Hospitality, 2020)

[bookmark: _Toc167996785]Theme Exploration 
[bookmark: _Toc167996786]Importance of Housekeeping in Hospitality 
Housekeeping plays a vital role in the hospitality industry, significantly impacting the guest's experience and ensuring their satisfaction as customers of hotels have a fundamental expectation for cleanliness and hygiene, which significantly influences their overall perception of the establishment. Maintaining high housekeeping standards is crucial for maintaining a positive reputation, as they directly impact the comfort and safety of guests and research has shown that maintaining a clean environment is often the most important factor in ensuring customer satisfaction, even more so than customer service and amenities. (RoomChecking, 2019)

 At the Hilton DoubleTree Southampton, we prioritise maintaining exceptional cleaning standards to ensure our customers are satisfied and keep coming back while the crew at Hilton DoubleTree Southampton showcases their commitment to maintaining cleanliness by diligently following cleaning protocols. Guests frequently commend the hotel on various review platforms for the exceptional condition of their rooms and public areas while several TripAdvisor reviews highlight the exceptional cleanliness of the rooms and the attention to detail displayed by the housekeeping staff. (PrenoHQ, 2017)

Receiving positive feedback not only enhances the hotel's reputation, but also fosters guest loyalty and promotes repeat business as a  pristine environment ensures that guests feel comfortable and valued, greatly enhancing their overall satisfaction while, there have been instances where the level of cleanliness did not meet expectations, leading to a negative impact on guest satisfaction. (Class Ace, 2023)

Some evaluations have pointed out occasional areas for improvement, such as rooms not always meeting the desired cleanliness standards or amenities not being fully restocked and these negative experiences highlight the importance of maintaining regular and thorough cleaning routines. For example, a guest noticed finding remnants of belongings left behind by previous residents, which significantly impacted their overall experience. It is crucial to promptly and efficiently address these concerns to maintain high standards as the  hotel's management can use this feedback to identify areas that need improvement and take appropriate measures to ensure that the overall guest experience remains positive and in line with the brand's high standards. (Booking Factory, 2018)

Housekeeping is a vital aspect of the hospitality industry, as it greatly influences guest satisfaction and the overall image of a hotel while at the Hilton DoubleTree Southampton, maintaining exceptional housekeeping standards is of utmost importance, contributing greatly to its success while there is still room for improvement to ensure consistently positive guest experiences. (Impruve LLC, 2020)

[bookmark: _Toc167996787]Industry Standards and Best Practices in Housekeeping 
Industry standards for housekeeping aim to guarantee that hotels maintain a superior level of cleanliness, hygiene, and overall guest satisfaction and the criteria encompass daily cleaning of guest rooms, comprehensive sanitization of bathrooms, frequent replacement of bedding, and rigorous focus on high-touch locations such as light switches and remote controls. Prominent hotel brands frequently surpass these fundamental requirements by conducting extensive training programmes for their housekeeping staff, employing innovative cleaning technologies, and strictly adhering to rules for hygiene and safety whole by  adhering to these criteria, hotels are able to meet the expectations of their guests and cultivate a favourable guest experience. (Study.com, 2018)

 The housekeeping team at Hilton DoubleTree Southampton strictly follows rigorous cleaning processes that are in line with the highest standards in the industry and the hotel stands out for its utilisation of environmentally-friendly cleaning solutions and state-of-the-art sanitization technology. This not only guarantees exceptional cleanliness but also showcases a strong dedication to environmental sustainability as in addition, the hotel implements a stringent inspection procedure in which supervisors thoroughly review rooms prior to their availability to visitors. (Solonis, 2022)


This additional layer of quality control serves to detect any overlooked particulars and guarantees uniformity in cleanliness standards but nevertheless, there have been occasions when the hotel's housekeeping procedures did not meet these elevated criteria, thereby indicating areas that require enhancement. For instance, certain guests have documented discovering minor cleanliness concerns, such as the presence of dust on furniture or inadequately swept carpets. (Bigfoot Hospitality, 2023)

These shortcomings can diminish the overall satisfaction of guests and indicate deficiencies in the housekeeping procedures, so Hilton DoubleTree Southampton has implemented measures to address these issues, including improving staff training and increasing the frequency of room inspections. The hotel strives to maintain industry standards and adapt to the changing demands of their customers by consistently improving their housekeeping methods while as we. , upholding stringent housekeeping standards is crucial for hotels to guarantee client contentment and allegiance. The Hilton DoubleTree Southampton serves as a prime example of numerous exemplary practices within the industry as it is crucial for them to maintain a constant state of alertness in order to prevent any potential shortcomings that may potentially harm their reputation. Through the regular implementation of thorough cleaning methods and ongoing enhancements to their housekeeping procedures, the hotel can guarantee that it not only meets but also surpasses the elevated expectations of its customers. (Zeke Trolleys, 2019)


[bookmark: _Toc167996788]Housekeeping Standards and Practices at Hilton DoubleTree Southampton 
Housekeeping Standards and Practices at Hilton DoubleTree Southampton At the Hilton DoubleTree Southampton, we take cleanliness and guest satisfaction very seriously as the housekeeping routine is designed to ensure exceptional cleanliness and make sure our guests are happy during their stay so, The hotel ensures a high standard of cleanliness with daily cleaning protocols that include thorough disinfection of bathrooms, regular replacement of bed linens, and careful attention to frequently touched surfaces. Guests frequently express their satisfaction, highlighting the exceptional cleanliness of both the rooms and common areas and they attribute their positive experience to the dedication and meticulousness of the housekeeping team. (Revinate, 2021)

The hotel's commitment to cleanliness and sustainability is evident through its use of environmentally-friendly cleaning solutions and state-of-the-art equipment as it upholds the highest industry standards in maintaining a clean and eco-friendly environment. While these attributes are present, there have been occasional shortcomings in maintaining these high standards and some visitors have mentioned minor inconveniences, like dust on surfaces and insufficient vacuuming while these incidents suggest issues with the housekeeping procedure that may negatively impact guest satisfaction. Hilton DoubleTree Southampton has taken steps to enhance its housekeeping standards in response to feedback received an these measures include implementing more frequent room inspections, providing extra training sessions for housekeeping workers, and enforcing stricter quality control rules. In order to maintain a consistently high level of cleanliness that meets guest expectations and enhances overall satisfaction, the hotel is committed to addressing any areas that may need improvement. (INFLIBNET, 2017)

[bookmark: _Toc167996789]Customer Feedback and Satisfaction Metrics
Gathering customer feedback is crucial for evaluating the effectiveness of housekeeping services at Hilton DoubleTree Southampton and visitor evaluations and satisfaction surveys provide valuable insights into the perceived cleanliness and service quality, which are essential for maintaining high standards and enhancing the visitor experience as the hotel systematically collects and analyses this input to identify patterns, areas of excellence, and areas that want improvement. (Scribd, 2022)

Positive feedback often highlights the exceptional tidiness of both guest rooms and public areas and the he housekeeping crew has been praised by guests for their great attention to detail and the immaculate condition of the flats. A multitude of reviews on TripAdvisor commend the hotel's cleaning services for maintaining an exemplary level of cleanliness, significantly augmenting their overall favourable experience while the recognition provides proof of the hotel's cleaning techniques' efficacy and the dedication of its housekeeping staff. (Hotel Tudor, 2019)

However, not all criticism is positive, and some guests have pointed out shortcomings in the hotel's housekeeping services while common complaints often revolve around occasional occurrences of subpar room maintenance, such as finding dust on furniture or inadequately cleaned toilets. (HotelFriend, 2021). These issues highlight shortcomings in the housekeeping protocol that can negatively impact customer satisfaction as for example, a specific guest reported finding traces of possessions left by previous occupants, which significantly diminished their overall experience throughout their stay. It is imperative to promptly resolve these problems in order to maintain the hotel's reputation and ensure visitor loyalty. (AAFT, 2018)

 Hilton DoubleTree Southampton has implemented proactive measures to improve its housekeeping services in response to negative feedback and the initiatives include enhanced training programmes for housekeeping staff, increased frequency of room inspections, and more rigorous quality control procedures. The hotel also encourages customers to provide immediate feedback during their stay, allowing staff to immediately resolve any problems whole the proactive approach helps to avoid potential issues from growing, so ensuring a more consistent and delightful experience for customers. (Bundle Laundry, 2023)

Systematically gathering and evaluating customer input is essential for maintaining exceptional cleanliness standards at Hilton DoubleTree Southampton so, positive feedback reinforces the hotel's strengths, while negative feedback serves as a vital instrument for identifying and rectifying weaknesses. By continuously refining its housekeeping protocols based on input from guests, the hotel can ensure that it not only meets but beyond the enhanced expectations established by its consumers, ultimately leading to increased satisfaction and loyalty. (Optii Solutions, 2021)

[bookmark: _Toc167996790]The Impact of Technology on Hoisekeeping Services 
The implementation of technological advancements in sanitation has revolutionised the hospitality industry by increasing efficiency, accuracy, and service quality as a whole and the utilisation of technology is critical for the Hilton DoubleTree Southampton to maintain exceptional cleansing standards and increase guest satisfaction. The optimisation of janitorial operations has been achieved through the implementation of advanced equipment and systems, which ensures consistency and thoroughness in cleaning procedures. (Unilever Professional, 2020)

One notable technological advancement observed at the Hilton DoubleTree Southampton is the integration of advanced digital maintenance management systems as solutions facilitate the efficient coordination and oversight of maintenance responsibilities, ensuring that all rooms are cleaned and inspected promptly. The housekeeping staff is able to efficiently obtain room status updates, submit any maintenance issues, and document completed tasks by utilising tablets or cellphones. (UOU, 2022)

By reducing communication gaps and enhancing coordination, this technology facilitates more efficient operations for the janitorial staff while the favourable comments expressed by patrons often underscore the effectiveness and scrupulous nature of the room cleaning provision, potentially attributable to the adept implementation of these technological advancements. In conjunction with its management systems, the Hilton DoubleTree Southampton has integrated state-of-the-art cleaning technologies to elevate the quality of its sanitation operations. (Hospitality Courses, 2018)

As an illustration, the hotel implements electrostatic sprayers and high-efficiency particulate air (HEPA) filter vacuums to ensure comprehensive sanitation and cleansing of guest rooms and public spaces and by effectively eradicating allergens, dust, and pathogens, these technologies contribute to the creation of a more hygienic and health-conscious environment for patrons. Optimal assessments frequently underscore the spotless condition of the rooms and the noticeable enhancement in air quality, thereby accentuating the benefits of these advanced cleaning technologies. (Jonas Chorum, 2019)

However, the integration of technology into the field of maintenance is not without its challenges while some members of staff may experience initial difficulties in adapting to novel technologies and systems, potentially leading to disruptions in the provision of quality service. For example, instances have arisen in which miscommunications and delays caused by technical issues in the digital housekeeping management system negatively impacted the efficacy of housekeeping operations. (Reward Hospitality, 2021)

To address these challenges, Hilton DoubleTree Southampton has allocated substantial resources towards comprehensive training initiatives to ensure that all staff members are equipped with the requisite competencies to proficiently employ contemporary technologies and in addition, we provide continuous support and resolution services in order to mitigate any operational disruptions. (Epos Now, 2020)

As an additional measure to further its sustainability goals, the hotel has implemented eco-friendly technologies so the implementation of energy-efficient cleaning equipment and the use of biodegradable cleaning compounds demonstrate a commitment to mitigating the environmental impacts associated with housekeeping operations. Implementing this ecologically sustainable methodology not only enhances the hotel's reputation among environmentally conscious guests, but also results in substantial long-term cost reductions. (CCOHS, 2018)

A notable number of patrons voice their endorsement of the hotel's ecologically conscious procedures, with specific mention given to the implementation of sustainable cleaning technology as despite the manifold benefits they offer to maintenance, Hilton DoubleTree Southampton must continually evaluate and enhance its technological tools to remain current with industry developments while feedback from consumers and employees can provide valuable insights into the effectiveness of current technology and pinpoint areas that require improvement. By considering visitor feedback on cleanliness and service efficiency, for instance, it is possible to identify specific needs that can be resolved through the implementation of new technology. (Hospitality Educators, 2019)

In summary, the integration of technological advancements into the janitorial operations at Hilton DoubleTree Southampton has resulted in substantial enhancements to overall operational effectiveness, customer satisfaction, and service excellence and notwithstanding intermittent technological challenges and initial adaptation challenges, the overarching impact of technology has been advantageous. By means of ongoing training and support for our staff, in addition to consistent investment in cutting-edge cleaning equipment and streamlined management systems, the hotel maintains impeccable sanitation standards and satisfies the ever-evolving needs of our patrons. (Standard Textile, 2020)

[bookmark: _Toc167996791]Conclusions & Recommendations 
[bookmark: _Toc167996792]Conclusions 
In summary, The quality of janitorial services is of paramount importance in ensuring customer satisfaction and maintaining the reputation of the hotels so, Hilton DoubleTree Southampton prioritises the maintenance of impeccable standards of cleanliness, as it is regarded as a fundamental visitor expectation and significantly influences their overall experience. This research has underscored the importance of hygiene, highlighting both its favourable attributes and the specific domains that require improvement.  

The Hilton DoubleTree Southampton adheres to sanitation industry standards through the implementation of cutting-edge sanitization technology and the use of environmentally sustainable cleaning products whole the rigorous inspection protocols implemented by the hotel ensure that all rooms conform to elevated standards of hygiene, thereby augmenting the overall guest experience. The hotel's diligent procedures are often emphasised in the positive feedback received from guests, which underscores the establishment's commitment to meticulousness and overall sanitation. 

Despite the presence of numerous favourable attributes, guest feedback has revealed occurrences of disregard regarding the upkeep of sanitation so, inadequate vacuuming and the presence of grime on surfaces indicate inconsistencies in the cleaning process. These deficiencies underscore the need for continuous improvement and vigilance in maintaining standards of hygiene while enhanced room inspections and proactive measures implemented by the hotel, including increased staff training, are efficacious measures implemented to mitigate these concerns. 

The integration of technological advancements into the maintenance procedures at Hilton DoubleTree Southampton has resulted in favourable consequences, increasing efficiency and accuracy and in conjunction with the implementation of contemporary cleaning technology, such as HEPA vacuums and electrostatic sprayers, the application of digital housekeeping management systems has transformed the standard of service. 

However, challenges such as personnel acclimation and intermittent technological difficulties must be addressed in order to maximise the potential of these technologies and overall, the Hilton DoubleTree Southampton demonstrates a resolute commitment to upholding commendable sanitation standards; nevertheless, continuous endeavours are necessary to maintain and enhance these standards. By employing technological advancements, promptly responding to customer feedback, and placing a strong emphasis on ongoing improvement, the hotel can ensure that it not only satisfies but surpasses the dynamic demands of its clientele, thereby fostering increased levels of loyalty and satisfaction.

[bookmark: _Toc167996793]Recommendations 
In order to achieve the highest level of efficiency in housekeeping operations and maintain a consistently high level of visitor pleasure and cleanliness at the Hilton DoubleTree Southampton, I propose numerous proposals as it is crucial to focus the improvement of training programmes for maintenance personnel while by conducting regular training sessions that prioritise both customer service and technical proficiency, staff members will be sufficiently equipped to fulfil their responsibilities and meet the requirements of customers. 

Highlighting the significance of carrying out cleaning duties with precision and completeness can reduce the likelihood of occasional mistakes so, by using real-time feedback techniques, valuable understanding of visitor perceptions can be acquired, enabling prompt rectification of any detected problems. By promoting the use of digital platforms for patrons to provide feedback during their visit, the cleaning staff can effectively resolve any complaints and improve the overall atmosphere for the guests as in addition, increasing the frequency of room inspections will help maintain consistent cleaning practices. 

Supervisors can employ a checklist method to ensure that all cleaning tasks are carried out to the highest standards, hence minimising the chances of any areas being ignored as well as it is important to prioritise investing in cutting-edge cleansing technology while utilizing  sophisticated equipment such as HEPA vacuums and electrostatic sprayers can greatly enhance the efficacy and efficiency of cleaning procedures. By analysing state-of-the-art technologies, the hotel can maintain its position as a leader in the business as it is crucial to tackle the difficulties that personnel have when adapting to unfamiliar situations. Offering extensive assistance and problem-solving for janitorial personnel will promote their seamless incorporation into cutting-edge systems and technologies, guaranteeing little interference with operational tasks. 

Enhancing the channels of communication between the maintenance personnel and management can improve the division of tasks and facilitate the sharing of updates, resulting in a more effective and streamlined workflow and by emphasising its sustainability activities, such as the utilisation of environmentally-friendly cleaning solutions, the hotel may bolster its reputation and appeal to environmentally-conscious customers. Ultimately, prioritising ongoing development and innovation will guarantee that sanitation practices adapt to meet evolving industry standards and visitor expectations, resulting in higher levels of satisfaction and loyalty.

[bookmark: _Toc167996794]Reflective Account 
I enthusiastically accepted the apprenticeship opportunity at Hilton DoubleTree Southampton, which provided me with the chance to actively participate in the day-to-day operations of a distinguished hotel and gain practical experience in the hospitality industry as initially, I harboured optimistic anticipations concerning the extent of professionalism exhibited and the opportunity to acquire knowledge from seasoned industry experts. I was tasked with providing assistance to the janitorial staff, overseeing their day-to-day operations, and actively engaging in various cleaning responsibilities. 

While I had high hopes for witnessing the application of exemplary methods, the experiences I had encountered were a mixture of favourable and unfavourable aspects, with the unfavourable components predominating and a  significant observation that I made pertained to the inconsistency exhibited in the hygiene standards. Despite the hotel's notoriety, notable discrepancies existed regarding the maintenance and hygiene of the rooms so, observing that rooms were often attended to hastily during periods of high demand led to the neglect of certain details, including dust accumulation on surfaces and insufficient cleansing. This circumstance was aggravating in my opinion because it diminished the guests' overall gratification, and I am of the opinion that more rigorous training and supervision could have successfully resolved these issues. 

In addition, misunderstandings and inefficiencies frequently resulted from the maintenance staff and management failing to communicate effectively as at certain points in time, I was able to witness the potential for outstanding performance, which is a positive attribute. A number of individuals comprising the janitorial staff demonstrated exceptional attention to detail and a strong commitment to their tasks, ensuring that the rooms under their supervision consistently upheld high criteria and these individuals consistently surpassed anticipated results, thereby illustrating that the team is capable of achieving extraordinary feats given sufficient support and motivation. 

However, these incidents were exceptional, and the overall lack of consistency highlighted a significant factor that needs to be enhanced as the placement underscored the importance of strong leadership, accurate communication, and ongoing training in maintaining exceptional sanitation operations standards and through this apprenticeship, I have gained valuable insights into the challenges associated with maintaining quality standards in a high-pressure environment, as well as the critical importance of competent leadership in providing support to their teams.

Evaluating Domestic Maintenance Procedures During my internship at Hilton DoubleTree Southampton, I closely observed the housekeeping procedures and meticulously recorded both the areas of excellence and the areas that could benefit from improvement and one benefit was the structured approach to organising cleaning schedules and delegating tasks. 

Each day, the housekeeping staff received clear instructions about their duties, and there was a clearly established procedure for cleaning the rooms abs this arrangement ensured a consistent level of organisation and made sure that every space was attended to on a daily basis. Despite the system's seemingly well-organized structure, its execution often failed to meet expectations and there was a noticeable issue with the inconsistency in the quality of cleaning. There were significant differences in how different staff members performed their assigned tasks and some rooms were cleaned with great care, ensuring that every detail was attended to, while others were done quickly, leading to noticeable oversights like carpets that were not vacuumed and surfaces that were dusty. This inconsistency can be attributed to a lack of proper training and supervision while new staff members were not given adequate instruction and feedback, which led to a discrepancy in service standards. 

Furthermore, the frequent turnover of staff within the housekeeping crew exacerbated these issues, as it necessitated ongoing retraining that was not consistently executed to the desired standard so, another significant issue that emerged was the lack of effective communication and coordination within the housekeeping department and with other departments. I have noticed several occasions where there have been misunderstandings about the condition of rooms, leading to delays and dissatisfaction among guests while on certain occasions, rooms that were supposed to be cleaned still required necessary repairs, causing frustration for arriving visitors. This highlighted the need for improved communication tools and procedures to ensure that all team members were on the same page and despite the presence of a few dedicated and hardworking staff members who served as excellent examples, the overall lack of consistency and coordination greatly affected the quality of service provided. Through my experience, I learned the importance of thorough training programmes, open lines of communication, and consistent supervision in maintaining high-quality housekeeping standards.

Reflections and Potential Uses My internship at Hilton DoubleTree Southampton, although challenging at times, offered me valuable learning opportunities and I learned a valuable lesson about the importance of consistently maintaining high housekeeping standards and paying close attention to detail. Through careful observation of service quality inconsistencies, it became clear that comprehensive training and efficient monitoring are essential to ensure that all team members consistently meet the desired standards. 

This experience has shown me that to excel in the field of hospitality, it is crucial to not only implement procedures but also rigorously adhere to them while another crucial lesson highlighted the impact of effective communication on operational efficiency so, the numerous examples of miscommunication and lack of coordination that I observed emphasised the importance of seamless collaboration among all departments. I have realised that by setting up efficient communication channels and using technology to improve the flow of information, we can significantly improve the delivery of services and this comprehension has deepened my appreciation for the role of management in fostering a collaborative and well-structured work environment. It reinforced my belief that the effectiveness of hotel operations depends heavily on the collaboration between different departments. 

In the future, I plan to apply these valuable insights in my future roles within the hospitality sector ans I am currently fully committed to promoting comprehensive training programmes that emphasise both technical expertise and the importance of meticulous service. In addition, my goal is to enhance communication systems to maximise coordination and effectiveness while all these experiences have shaped my aspirations for the future, inspiring me to seek out positions of leadership where I can make a difference in improving operational standards and fostering a culture of excellence and the placement  has provided me with a unique perspective on the specific areas I want to focus on and improve in my career.
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