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[bookmark: _Toc222956903]Abstract
This research investigates the strategic role of the housekeeping department in enhancing guest experience at Mercure Birmingham West Hotel. While hospitality research often focuses on front-line departments, this study recognises housekeeping as a critical operational function influencing guest satisfaction, loyalty, and service perception. The aim of the research was to examine how housekeeping service quality, staff behaviour, and operational challenges affect guest experience in a mid-scale hotel context. An interpretivist philosophy and inductive approach were adopted. The study used a qualitative secondary research design, drawing on academic literature, industry reports, and online guest reviews. Thematic analysis was applied to identify recurring patterns related to cleanliness, service consistency, professionalism, operational efficiency, and loyalty outcomes. The study was guided by SERVQUAL and Expectation-Confirmation Theory to interpret how service quality influences satisfaction and repeat business.
The findings reveal that cleanliness and hygiene are fundamental drivers of guest satisfaction and act as non-negotiable standards in hotel operations. Inconsistent housekeeping performance, staffing pressures, and workload challenges negatively affect service reliability and guest perceptions. Furthermore, staff professionalism, training, and effective coordination between departments significantly influence satisfaction levels. The study also confirms that guest satisfaction mediates the relationship between housekeeping quality and repeat business, highlighting the strategic importance of the department in building loyalty. In conclusion, housekeeping should not be treated as a support function but as a strategic contributor to competitive advantage. Strengthening quality control systems, investing in staff development, improving operational efficiency, and systematically analysing guest feedback are essential for enhancing satisfaction and long-term loyalty at Mercure Birmingham West Hotel. The research contributes to academic literature by addressing the limited focus on housekeeping in guest experience management and provides practical recommendations for mid-scale hotel operations.
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[bookmark: _Toc222956904]Chapter 1: Introduction
[bookmark: _Toc222956905]Background of the Study
The hospitality industry is highly service-oriented and competitive, with customer experience playing a decisive role in shaping guest satisfaction, loyalty, and hotel reputation (Sandstrom and Reynolds, 2019). Hotels are under continuous pressure to maintain high service standards across all departments, particularly as guests increasingly rely on online reviews and ratings when making booking decisions. Guest experience is not formed through a single interaction but through a combination of tangible and intangible service elements encountered throughout the stay (Bonfanti et al., 2021). As a result, service quality has become a critical performance indicator in hotel operations (Duric and Topler, 2021). Among operational departments, housekeeping plays a vital role in ensuring cleanliness, comfort, hygiene, and safety, all of which directly influence guest satisfaction (Singgalen, 2024). Guest experience reflects overall perceptions developed through interactions with staff, services, and physical facilities (Chen et al., 2020). High service quality supports positive guest experiences by meeting or exceeding expectations (Dasandara et al., 2022). Factors such as room condition, employee performance, responsiveness, and service consistency strongly affect satisfaction levels (Mangco and Andales, 2023). Failure to meet expected standards can result in complaints, negative reviews, and reduced repeat business (Asata et al., 2020). Housekeeping ensures cleanliness and physical presentation standards (Andi, 2023) and contributes to guest comfort, privacy, and safety (Domanski, 2020). Despite limited guest interaction, housekeeping performance significantly shapes service quality perceptions (Li et al., 2020; Nimri et al., 2020). This study draws on placement experience at Mercure Birmingham West Hotel, where staffing pressures, time constraints, and room uniformity issues highlighted the department’s strong influence on guest satisfaction.
[bookmark: _Toc222956906]Research Aim and objectives
This study aims to investigate the role of the housekeeping department in enhancing the guest experience at Mercure Birmingham West Hotel:
1. To investigate the housekeeping department in providing service quality to guests of Mercure Birmingham West Hotel.
2. To examine how the quality of service, the behaviour of the staff, and the giveaway influences the experience of the guest.
3. To evaluate the problems, the housekeeping department experiences in achieving positive guest experiences.
4. To provide solutions to enhance guest satisfaction by using the housekeeping Department activities.
[bookmark: _Toc222956907]Significance of the Study
The study is valuable because it is a contribution to the academic literature since it discusses a topic that was not well studied before the role of housekeeping as a factor in the management of the guest experience. In practice, the findings will serve to help the hotel managers enhance the housekeeping activities and guest’s satisfaction, especially in the context of mid-scale hotels.
[bookmark: _Toc222956908]Structure of the Research Project
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[bookmark: _Toc222956909]Chapter 2: Literature Review
[bookmark: _Toc222956910]Guest Experience in the Hospitality Industry
Guest experience is a central concept in hotel management, referring to the overall perceptions guests form during their stay (Olorunsola et al., 2022; Zarezadeh et al., 2022; Rahimian et al., 2021; Youssofi et al., 2023). It is shaped by multiple touchpoints, including physical facilities, staff interactions, and service processes (Yerik, 2025). Positive experiences drive satisfaction, repeat visits, and positive word-of-mouth, whereas negative experiences result in complaints and adverse online reviews (Serra-Cantallops et al., 2020; Sukhu and Bilgihan, 2023; Kim and Han, 2023; Fan et al., 2023). With growing competition, delivering excellent guest experiences has become a strategic priority for hotels (Bharwani and Mathews, 2021). Guest perceptions are subjective, influenced by expectations, cultural background, and prior experiences (McLean and Barhorst, 2021), highlighting the need for reliable, high-quality services (Anderson, 2025). Operational departments, particularly housekeeping, are vital in ensuring a smooth and satisfactory experience, while the rise of digital platforms and online reviews has increased the importance of managing and maintaining service quality effectively (Wilson, 2025).
[bookmark: _Toc222956911]Theoretical Framework
[bookmark: _Toc222956912]SERVQUAL Model
The concept of service quality is very well known in the studies of hospitality, and one of the most effective models to help understand it is the SERVQUAL developed by Parasuraman, (Zeithaml and Berry,1985). According to the model, service quality is the difference between customer expectations and characteristics in five dimensions including tangibility, reliability, responsiveness, assurance and empathy. Hotel services are high contact services and especially in housekeeping, SERVQUAL is quite applicable in assessing the experience of guests. Tangibility and reliability are particularly important in the sphere of hotel activities because visitors anticipate to see clean, comfortable and well-prepared rooms at the location (Singgalen, 2024). The responsiveness is connected to the speed of response to the request of guests, and assurance is associated with the level of competence of the staff, adherence to the hygiene standards and the brand procedure. Empathy is devoted to individual service, privacy and comfort of the guests. The concept of SERVQUAL has been widely used in hospitality research to investigate the connections between the quality of services offered, customer satisfaction and retention (Singh, 2021), and enables managers to determine the gaps between the perceived and actual operations (Chinyere Mbachu et al., 2024). In Mercure Birmingham West Hotel, the SERVQUAL dimensions can be directly identified in housekeeping practices. Physical appearance of guest facilities, linen quality and room cleanliness are all tangible. Reliability will be the reliability of room preparation and keeping check-in time. The aspect of responsiveness is exhibited by responding promptly to the request of guests, by ensuring their compliance with hygiene and training staff, and respect for their taste and privacy. Figure 1 shows a visual representation of the SERVQUAL model in the housekeeping operation of Mercure.
[image: ]
Figure 1: Housekeeping Service Quality at Mercure Birmingham West Hotel

[bookmark: _Toc222956913]Maslow’s Hierarchy of Needs Theory
The Hierarchy of Needs offered by Maslow offers practical theoretical approach to the understanding of guest expectations in the hospitality industry. According to the theory, the lower needs (as in physiological and safety needs) should be met, and only then, the higher-level needs (as in emotional and psychological ones) can be achieved (Vaughan and Jolliffe, 2023). Within hotel settings, these lower needs will be manifested through cleanliness, hygiene, comfort, and a feeling of safety. One of the core needs that is met is housekeeping. Unclean or uncomfortable rooms could not help guests to relax, be satisfied or loyal to the company despite other service qualities. In Mercure Birmingham West Hotel, housekeeping helps fulfil lower and mid-level needs through provision of clean, safe and comfortable stay where guests can advance to the satisfaction and trust level. Figure 2 demonstrates this relationship visually.
[image: ]
Figure 2: Maslow’s Hierarchy of Needs Applied to Guest Expectations at Mercure Birmingham West Hotel
[bookmark: _Toc222956914]Expectation-Confirmation Theory (ECT)
The Expectation-Confirmation Theory (ECT) was developed by Oliver (1977) to explain the dynamic of customer satisfaction in relation to the gap between the expectation and the perceived performance. The satisfaction ensues when the performance of the service is over or equal to expectations; dissatisfaction ensues when the performance is worse than expected (Wang et al., 2019). Brand image, online reviews and previous experiences tend to influence the expectations of guests in the hospitality sector (Fitriah et al., 2025). Hotel services that are of critical importance to the Mercure Birmingham West Hotel in ensuring guest expectations of a mid-scale international hotel are housekeeping performance i.e. room readiness, cleanliness and hygiene standards. Satisfaction thus is directly related to effective housekeeping, trust and intention to come back (Chen et al., 2021). This is shown in Figure 3.
[image: ]
Figure 3: Expectation–Confirmation Theory Applied to Guest Experience at Mercure Birmingham West Hotel
[bookmark: _Toc222956915]Linking Theory to Practice at Mercure Birmingham West Hotel
Service quality theories prove most productive when they are operationalised. In Mercure Birmingham West Hotel, housekeeping is in line with the set models of service quality. The dimensions of SERVQUAL are manifested by standardised room designs, branded linen and cleanliness standards, which helps in supporting tangibility and reliability. Regular preparedness is maintained by room schedules and inspections, whereas the responsiveness is supported by coordination with front-office teams. The reinforcement of assurance is achieved by offering training to the staff on hygiene, safety and the brand standard and empathy is expressed by treating the guests with respect to their privacy and individual needs. The emphasis on cleanliness and comfort can be explained by the Hierarchy developed by Maslow as a need that allows achieving a satisfaction and trust. Expectation-Confirmation Theory is echoed when the uniform maintenance of housekeeping performance assures the anticipations of guests and promotes good service experience.
[bookmark: _Toc222956916]The Role of the Housekeeping Department
The housekeeping department has a key role in the running of hotels by ensuring that the rooms are kept in the standards, clean and the physical conditions of the areas occupied by people (Jokiperä, 2025). Its duties are to clean rooms, maintain their linen, hygiene, and inspections (Andi, 2023). Even though housekeeping workers have to work behind the scenes, their efforts directly influence the comfort of guests, their safety, and their understanding of quality (Nimri et al., 2020). The issue of housekeeping is also closely interconnected with the efficiency of operations since the preparation of rooms affects the check-in procedures and the satisfaction of the guests (Rana and Meena, 2025). Strategic value of the department is that having inefficient operations in housekeeping may result in delays, complaints, and negative reviews (Kalsi et al., 2025). Nevertheless, housekeeping has not been perceived as an addition to the management of guest experience, but instead as a support activity, which has led to the lack of attention in the academic community as compared to the front office or food and beverage services.
[bookmark: _Toc222956917]Housekeeping and Guest Satisfaction
Cleanliness is constantly rated among the strongest variables that impact guest satisfaction (Athanasopoulou, et al., 2023). Researchers have shown that room cleanliness is usually equated with a general hotel quality, professionalism, and value-judgment by the guests. (Abrudan et al., 2020). Emotional responses (including comfort and trust) are other critical positive guest experiences that are also affected by housekeeping performance (Park, 2024). The significance of housekeeping has been magnified in the environment of growing expectations of guests and growing sensitivity to hygiene conditions in the wake of the COVID-19 pandemic.
[bookmark: _Toc222956918]Operational Challenges in Housekeeping Departments
The housekeeping departments are often confronted with issues of operations, which impact the delivery of the services (Ginthotavidana and Waidyasekara, 2021b). Among the problems that are common are staffing shortages, high staff turnover, time constraint and workloads (Shamsi and Peyravi, 2020). These difficulties can help to decrease uniformity in the level of service and enhance the risk of making mistakes (Idowu et al., 2024). These challenges may also be further compounded by resource constraint in mid-scale hotels, and it may be hard to create a balance between cost efficiency and service excellence (Kim et al., 2021). The knowledge of these operational challenges helps assess the role that housekeeping departments can fulfil in achieving positive guest experiences and finds areas where the manager should step in. 
[bookmark: _Toc222956919]Housekeeping Training and Service Performance on Employees.
The quality of housekeeping services relies heavily on employee training and professional development (Fabio et al., 2024). Effective training enhances technical cleaning skills, hygiene knowledge, time management, and understanding of guest expectations (Tavitiyaman et al., 2021). Trained staff provide more consistent and reliable services, reducing errors and improving operational efficiency (Dileep et al., 2023). Training also boosts confidence and motivation, positively affecting guest interactions (El-Said, Al Hajri and Smith, 2020). Organised training, along with performance monitoring and appraisals, strengthens service consistency and aligns operations with brand standards (Lu and Currie, 2026; Schoeman and Chakwizira, 2023). Investing in staff development improves housekeeping performance, resolves operational challenges, and enhances guest satisfaction, contributing to long-term competitiveness in the hospitality sector (Santa et al., 2023). These practices are particularly relevant at Mercure Birmingham West Hotel, where housekeeping policies, training programs, and operational constraints directly impact service delivery and guest experience.
[bookmark: _Toc222956920]Research Gap
Although a lot of research has been done on the guest experience and the quality of service provided in the hotel, little has been done on the influence of housekeeping in developing guest perception. The literature tends to focus on front line services and there is a knowledge gap on how housekeeping services affect the guest experience especially in the mid-scale international brands of hotels. This research will help in filling this gap by examining housekeeping practices and issues at Mercure Birmingham West Hotel, hence making contributions to the knowledge in hospitality management both academically and practically.


[bookmark: _Toc222956921]Chapter 3: Methodology
[bookmark: _Toc222956922]Research Philosophy
Research philosophy can be defined as the set of beliefs about the nature of reality and knowledge (Khatri, 2020). The research philosophy embraced in this paper is an interpretivist philosophy (Pervin and Mokhtar, 2022). It gives emphasis on the sense making, experiences, and interpretation as opposed to quantification of data. The interpretation research philosophy is suitable to this study because the study is on the experience of guests and the quality of the services provided, which are all subjective and influenced by perceptions, reviews, and qualitative information. Philosophy assists the study of the relationship between housekeeping practices and guest experience based on some of the interpretations of these practices that are available in the literature (Kalsi et al., 2025). Moreover, thematic analysis gives freedom in the interpretation of qualitative information gained through the various sources like academic literature and reviews made online (Christou, 2022). This approach helps to develop the insight of the implicit meaning, guest impressions, and working problems connected with housekeeping services (Yick et al., 2020). It also increases the credibility of the findings as the systematic comparison is made with a range of data sets.
[bookmark: _Toc222956923]Research Approach
The research methodology describes the relationship between theory and data (Ghanad, 2023). The research follows an inductive research method where conclusions are made based on the existing data and not testing a hypothesis. The inductive method will be appropriate because the study will focus on identifying patterns and themes on housekeeping and guest experience based on literature and reviews and the patterns will be exposed through the data. 
[bookmark: _Toc222956924]Research Design
Research design is simply a broad approach that brings together various elements of the study (Nagpal et al., 2021). The study has secondary qualitative research design. Secondary research is one that involves the utilisation of available information instead of obtaining direct data using the participants (Shang, 2023). The design chosen due to the opportunity to access a vast amount of academic literature, industrial reports, and guest reviews to obtain an overall picture of how housekeeping and guest satisfaction work without communicating with the participants.
[bookmark: _Toc222956925]Data Collection Methods
The secondary data on this study will be collected through academic journal articles, reports by hospitality industry, hotel review websites and company related documents. The sources are also pertinent since they offer information on the quality of housekeeping services, human behaviour, service provision, and customer satisfaction (Koc, 2019). Secondary data is also cost effective, time saving and eliminates ethical dilemma related to the direct data collection (Laryeafio and Ogbewe, 2023). The case study approach aligns with Saunders et al.’s research onion model (2016), who suggests that case studies are appropriate for examining real-life organisational contexts. The use of secondary qualitative data follows guidance by (Collis and Hussey, 2021) and (Veal, 2006), supporting the exploration of service quality and guest experience without direct participant involvement. A research onion diagram illustrating the research philosophy, approach, design, and methods is included in Appendix B.
[image: ]
Figure 4: Research Onion diagram
[bookmark: _Toc222956926]Data Analysis Technique
The thematic analysis will be used to analyse the secondary data collected. Thematic analysis is where the recurring themes are identified, coded, and categorised in data sources (Lochmiller, 2021). Some of the themes that would be analysed in this study include quality of service, behaviour of the staff, service delivery, dining experience, and customer satisfaction. By using this approach, it is possible to synthesise several sources to find common patterns and relations with regards to the management of guest experience.
[bookmark: _Toc222956927]Location of Research Activity
The case study organisation in the research is Mercure Birmingham West Hotel, UK. Although the research is mainly qualitative in the form of secondary data, part of the information might be obtained online by way of online hotel review websites and questionnaires about the hotel.
[bookmark: _Toc222956928]Ethical Considerations
Ethical risks are not much since the research is primarily based on secondary data (Mezmir, 2020). None of the personal/confidential data will be utilised and all sources will be duly recognised. This makes the academic ethical standards obeyed (Sixbert and Placide, 2025). Ethical approval was obtained through completion of the PG2 UWTSD Ethics Form, ensuring compliance with institutional ethical requirements.


[bookmark: _Toc221275261][bookmark: _Toc222956929]CHAPTER 4: Findings and Discussion
[bookmark: _Toc222956930]Cleanliness and Hygiene as Fundamental Drivers of Guest Experience
Placement-based observations at Mercure Birmingham West Hotel indicated that cleanliness is treated as a non-negotiable operational priority. Daily structured checklists, supervisory inspections, and room readiness verification processes were observed. However, during peak occupancy periods, minor inconsistencies in detailing and time pressure were occasionally evident, suggesting that operational strain may influence service precision. These practical observations provide a foundation for linking theory with real-life application. The survey-based research by (Lončar and Čerović, 2023), in Southeast Europe shows that the guestroom experience has the most significant effect on overall satisfaction, and the significance of cleanliness during the Covid-19 period has increased. This longitudinal comparison reinforces the thesis that cleanliness is not an absolute demand but is a situation specific feature, getting more intense in times of perceived health threat. Nevertheless, although the quantitative design is more generalisable, it does not provide insight into the reasons why cleanliness became salient in the context other than anxiety associated with the pandemic. The analysis of guest reviews provided by (Singgalen, 2025), also supports the dominance of cleanliness as a factor, although the percentage of guests who rated it higher than the location and value is rather high. In contrast to the former one, this study incorporates the new dimensions of digital engagement, visible hygiene measures, and sustainability, and promotes cleanliness as a component of the broader trust-building mechanism. Although the strength of this study can be seen in the large-scale review analysis, the use of percentages as the basis of interpretation can simplify complex narratives of experience, and it could be possible to overestimate causality of cleanliness and loyalty intentions.
(Olorunsola et al., 2022), offer a complementary, but opposite approach to qualitative analysis of eco-centric hotel review based on content analysis. The bathroom, water, and bedding are the issues of cleanliness that are closely linked to dissatisfaction even in guests who are environmentally conscious. These findings were directly reflected in practice at Mercure Birmingham West Hotel, where guest complaints related to cleanliness were treated with urgency, indicating managerial awareness of its strategic importance. The hotel’s approach aligns with the literature that frames cleanliness as a minimum standard rather than a value-added feature. This result is important, as it contradicts the belief that sustainability orientation can cover the deficiency in the basic room hygiene. Nonetheless, the eco-hotel is limited to transferability to mainstream mid-scale hotels. Combined, these studies validate cleanliness as an uncompromising minimum standard and not a distinction luxury. Most importantly, they imply that even when hotels are able to be innovative based on sustainability or digitalisation, failures concerning room cleanliness will have a disproportionate negative impact on the guest experience, which once again proves the strategic importance of housekeeping in the guest satisfaction outcomes. Overall, the observations at Mercure Birmingham West Hotel confirm that cleanliness operates as a foundational driver of guest perception, consistent with the theoretical models discussed. However, operational pressures highlight a potential gap between theoretical ideal standards and practical consistency, particularly during high-demand periods. Compared to best-practice hotels that implement advanced digital tracking systems for housekeeping performance, Mercure relies more heavily on manual coordination, which may affect resilience under pressure.
[bookmark: _Toc222956931]Housekeeping Service Quality and Consistency of Service Delivery
The observations at Mercure Birmingham West Hotel revealed that consistency in housekeeping service delivery is strongly influenced by staffing levels, interdepartmental communication, and workload allocation. While standard operating procedures are clearly established, variations in room turnaround times were occasionally observed during periods of high occupancy. These practical insights highlight the operational realities that underpin service quality theory. The theoretical contribution of (Prentice and Nguyen, 2021) is significant, as they introduce and validate a multidimensional scale of robotic service quality, providing a structured framework for evaluating the ability of robots to deliver consistent, value-driven services. In a housekeeping context, the scale is particularly relevant because it assesses reliability, efficiency, and functional performance—key factors in maintaining consistency in routine, task-based operations such as cleaning and room maintenance. However, the study is largely conceptual, retail-based, and cross-culturally validated, limiting its direct applicability to high-contact hotel settings, where emotional labour and situational judgment are frequently required. Conversely, (Choi et al., 2020) provide an applied perspective by comparing human and robotic service quality in hotels using empirical evidence. Their findings suggest that while robots can produce comparable outcomes in terms of task completion, they are less effective in interpersonal interaction and managing the physical service environment, which directly affects perceived housekeeping quality. Mercure Birmingham West Hotel currently does not employ robotic housekeeping; however, discussions on robotic consistency indicate potential future avenues for enhancing operational reliability. At present, service consistency relies heavily on human performance, supervision, and coordination. Although automation can reduce human error, its limitations in replicating subtle human interaction may negatively influence overall perceptions of service quality. Importantly, much of the data in these studies focuses on guest perceptions rather than operational metrics such as error rates or turnaround times.
The e-banking study by (Eze et al., 2023) offers an inter-industry perspective on service quality and customer satisfaction. While not specific to hospitality, it conceptually links service uniformity, perceived value, and long-term loyalty, which can be applied to housekeeping operations. Its lack of hotel-specific context reduces direct applicability but provides theoretical insight. The quantitative study by (Vikas et al., 2025) supplies empirical evidence supporting the idea that sustainable housekeeping practices, including environmentally friendly cleaning methods and waste minimization, positively impact operational efficiency and ecological stewardship. The study frames sustainability as a dual-benefit approach, linking environmental accountability with cost management and staff participation. Nonetheless, its reliance on correlation analysis limits causal understanding and offers minimal insight into implementation barriers across hotel types. Overall, while theoretical frameworks emphasise reliability and efficiency as central to service quality, Mercure’s practical findings demonstrate that maintaining consistency requires robust managerial oversight, effective staffing, and workload management. Compared with larger international hotels employing automation and performance analytics, Mercure operates under tighter resource constraints, limiting full alignment with best-practice operational models.

[bookmark: _Toc222956932]Staff Behaviour, Professionalism, and Human Interaction
Placement observations at Mercure Birmingham West Hotel indicated that housekeeping staff generally demonstrated professionalism, discretion, and adherence to hygiene standards. While direct guest interaction was limited, behaviours such as polite acknowledgment, responsiveness to special requests, and respect for privacy contributed positively to the overall guest experience. (Liasidou et al., 2023) conceptualise employee professionalism as a combination of technical skills, personality traits, professional passion, and social consciousness, with a managerial focus. The study’s strength lies in linking professionalism to complaint management, guest satisfaction, and competitive advantage. However, relying solely on managers’ perceptions risks overlooking frontline employees’ lived experiences and may idealise professionalism without accounting for operational pressures. At Mercure, managerial supervision and team briefings supported professional conduct, but high workload intensity during peak periods occasionally affected staff pace and visible stress, reflecting operational challenges discussed in the literature. (Wu and Zhang, 2024) explore human–robot collaboration (HRC) and its effect on frontline employee behaviour, finding that employee intention to work with service robots is influenced by attitudes, perceived norms, and autonomy, which in turn foster adaptive and skilled behaviours. The study recognises technology as a supplement rather than a substitute for human professionalism, although its emphasis on behavioural intention provides limited insight into actual service consistency or guest perception.
Similarly, (Wu et al., 2023) investigate service innovation performance, highlighting thriving at work, leader–member exchange, and coworker support as antecedents of innovative service behaviours. The study’s contribution lies in revealing organisational factors that elevate professionalism to innovative service delivery. However, data collected during the Covid-19 period may overstate the role of support mechanisms, limiting post-pandemic generalisability. Collectively, these observations and studies indicate that professionalism in housekeeping relies not only on technical competence but also on organisational culture, leadership support, and employee well-being. Mercure aligns with theoretical expectations regarding training and behavioural standards; however, further investment in structured development programmes and well-being initiatives could enhance consistency, innovation, and overall service quality in housekeeping operations.
[bookmark: _Toc222956933]Housekeeping Performance, Guest Satisfaction, and Loyalty Outcomes
The observations and informal feedback at Mercure Birmingham West Hotel indicate that guest satisfaction is heavily influenced by perceptions of room cleanliness and readiness. Positive online reviews frequently highlighted cleanliness, while dissatisfaction arose when room preparation was delayed. (Yunxuan et al., 2024) emphasise that housekeeping significantly impacts guest satisfaction, which in turn strongly predicts repeat business. Their study also demonstrates that guest satisfaction mediates the relationship between service quality attributes and customer loyalty. This theoretical relationship was observable in practice, as effective housekeeping directly improved front office efficiency and guest check-in experiences. Factors such as housekeeping performance, staff behaviour, brand image, and security positively influenced satisfaction, whereas food and beverage services and information technology had limited impact. Cleanliness emerged as the most influential determinant, consistent with prior research discussed in this chapter. While the quantitative approach of (Yunxuan et al., 2024) improves reliability, it limits understanding of behavioural and service-interaction factors inherent in housekeeping encounters. (Ahmad, 2024) complements this with a qualitative managerial perspective, highlighting leadership, employee involvement, and customer focus as key to sustaining housekeeping quality. Although insightful, its single-case design restricts generalisability to other hotel contexts. Overall, these findings confirm that housekeeping at Mercure functions as a strategic contributor to guest loyalty rather than merely an operational support function. Compared to luxury or technology-driven competitors, Mercure could further enhance outcomes through structured performance metrics and integrated feedback systems.
[bookmark: _Toc222956934]Discussion
The Introduction chapter placed the concept of guest experience as a key defining factor of satisfaction, loyalty, and hotel reputation, and stated that it is created in a synthesis of tangible and intangible service encounters, as opposed to individual encounters. This point is firmly supported by the Findings and Analysis, which shows that housekeeping, even though being rather a behind-the-scenes process, is being a fundamental part of forming the perception of guests. This is in line with the Literature Review that found guest experience to be a cumulative construct, depending on the service processes, physical facilities, and staff performance (Olorunsola et al., 2022; Rahimian et al., 2021; Zarezadeh et al., 2022). The results prove that housekeeping performance, especially room cleanliness and hygiene, is a touchpoint prerequisite that preconditions the perception of all other services in favor of (Buhalis et al., 2022) and (Bonfanti et al.,2021), who suggest that consistency in operation is a supporting pillar of a positive guest experience. The Literature Review revealed that quality of services is among the key performance indicators in hotel operations and failures in the basic service delivery can negatively impact the satisfaction provided despite the excellence in other areas (Asata et al., 2020; Nimri et al., 2020). This argument is evidently noted in the Findings and Analysis section where cleanliness and hygiene were viewed as being non-negotiable expectations as opposed to value add features. (Lončar and Čerović, 2023) and (Singgalen, 2025) demonstrate that room cleanliness has the most significant impact on the overall satisfaction, especially in the post-COVID situation. This is in line with (Athanasopoulou et al., 2023), who observed that the increased hygiene sensitivity has changed the expectations of guests forever. The results thus confirm the SERVQUAL dimensions of tangibility and reliability presented in the Literature Review, and prove their specificity to housekeeping services (Singgalen, 2024).
The Expectation-Confirmation Theory presented in the Literature Review is a powerful exemplification of the findings interpretation through the prism of such a Theory. Potential customers come with preconceived notions about the cleanliness, comfort and safety and the housekeeping performance will be the determining factor in either proving or disproving the same (Chen et al., 2021; Fitriah et al., 2025). Findings and Analysis indicate that in the event of non-fulfilment of these expectations, dissatisfaction arises regardless of other satisfaction encounters with the service, which is in line with (Wang et al., 2019). This supports the opinion that the housekeeping performance directly affects emotional reactions, including trust, reassurance, and comfort, which were found in the Literature Review as the primary elements of guest experience (Dasandara et al., 2022; Chen et al., 2020). Constant service delivery proved to be a vital theme that connected the Literature Review and Findings and Analysis. The previous research found a lack of staffing, workload pressure, and high turnover as the key obstacles to ensuring the consistency of service quality in housekeeping departments (Shamsi and Peyravi, 2020; Idowu et al., 2024). The results reveal these difficulties because discrepancies in room preparation and tidiness were indicated to have a negative influence on perceptions of guests. This helps (Mangco and Andales., 2023) who highlight that the consistency of service delivery is one of the main factors of satisfaction. The results affirm that operational instability in the housekeeping departments compromises on service reliability thereby supporting the argument that housekeeping is a strategic department and not a supportive department.
The Findings and Analysis of robotic and technology-assisted services give a more profound insight into consistency issues. Automation was not a major concern in the Literature Review, but including (Prentice and Nguyen, 2021) and (Choi et al., 2020) in the Findings lets one consider it subtly. The scale created by (Prentice and Nguyen, 2021) has identified the following dimensions as the fundamental characteristics of robotic service quality: reliability and efficiency directly associated with the daily housekeeping activities. This makes the argument that automation can improve consistency and minimise the possibility of human error. Nevertheless, the Findings and Analysis agree with (Choi et al., 2020) who discovered that robotic services are less effective in the quality of interactions and perception of the environmental factors. This supports the focus on the experiential and emotional aspects of service quality in Literature Review and implies that, even though technology could facilitate the consistency of operations, it could never replace human judgement and emotional sensibility in the housekeeping setting. The results were heavily influenced by staff behaviour and professionalism as identified in the Literature Review as drivers of service performance. Training and professional development were also revealed to have an improved effect in terms of technical competence, time management, and compliance with hygiene standards, which aligns with (Fabio et al., 2024) and (Dileep et al., 2023). The results verify that the trained housekeeping personnel can, to a greater extent, provide uninterrupted services in a pressure-induced situation, which aligns with (Lu and Currie, 2026), who noted the relevance of systematic training in the mid-scale hotel setting. In addition, (El-Said et al., 2020) emphasised the fact that training enhances confidence and motivation, which have indirect influence on guest perceptions even in the case of limited direct interaction.
Another model of professionalism was based on behavioural perspective and relied on (Liasidou et al,. 2023) and (Wu et al., 2023). These studies indicate that organisational support, leadership and the work environment are the factors that help in shaping professionalism besides the skills. This adds to the argument of the Literature Review according to which the performance of housekeeping staff is directly connected to the organisational culture and management practices (Rana and Meena, 2025; Jokipera, 2025). The results thus show that when the housekeeping departments are neglected by managers, it might contribute to more variation to inconsistency of the service, but favorable leadership and proper performance expectation can increase reliability and accountability. The Findings also support the close relationship between the housekeeping performance, guest satisfaction, and loyalty outcomes in the Literature Review. (Yunxuan et al., 2024) revealed that the attribute of service quality mediates the relationship between the quality of service and customer loyalty, and housekeeping is one of the most potent predictors. It goes in line with (Serra-Cantallops et al., 2020), who claimed that online reviews tend to enhance negative experiences, which subsequently influence future demand. The discussion hence validates the claim of the Introduction chapter that incompetent performance in housekeeping may have a long-term reputational effect, especially in competitive and review-oriented market.
The results also addressed sustainability and efficiency, especially (Vikas et al., 2025) and (Olorunsola et al., 2022). Although the sustainability initiatives may help improve operational efficiency and brand image, results indicate the role of the sustainability efforts in the Literature Review that they cannot offset shortcomings in the fundamental cleanliness standards. The hygiene and comfort criteria of the guests during the assessment of the experience outweigh the environmental message, which supports the notion that the quality of housekeeping is a minimum standard of satisfaction Comprehensively, there is a high level of coherence between the Literature Review and Findings and Analysis in Discussion. The fact is that it is always demonstrated that the quality of housekeeping and uniformity of service delivery are the two key factors in the formation of the guest experience. Cleanliness, reliability, professionalism of the staff, and operational stability are revealed as the interdependent factors which influence satisfaction and loyalty. The results confirm the theoretical frameworks used in the Literature Review and fill the research gap that has been determined in terms of the underrepresentation of housekeeping in the research on guest experience. Thus, the Discussion helps to justify the purpose of the study to demonstrate the strategic significance of the housekeeping department in the context of the work of mid-scales hotels and provide an understandable basis of the Conclusion and Recommendations chapter.


[bookmark: _Toc222956935]Chapter 5: Conclusion and Recommendations
The conclusions drawn in this chapter are grounded in both thematic literature analysis and direct placement observations at Mercure Birmingham West Hotel. By critically comparing theory with operational practice, the study highlights areas of alignment as well as opportunities for improvement. The study was intended to examine how the housekeeping department could be used to improve guest experience in Mercure Birmingham West Hotel. The discussion and findings indicate that housekeeping is a strategically important area that extends the maintenance of rooms and facilities. Instead of only executing the operational functions, the department is at the very heart of influencing the perceptions, satisfaction rates and loyalty rates of the guests. Having conducted the thematic analysis, it was possible to realize that the factor of housekeeping affects guest experiences through a number of interdependent factors including cleanliness and hygiene, to the level of staff professionalism, operational efficiency, and service delivery quality. To begin with, hygiene and cleanliness became one of the driving forces of guest satisfaction. The review ensured that clean rooms, clean bathrooms, clean linen that has been washed properly, and clean public places are the non-negotiable aspects by guests. The tangibles, which are the foundation of the expectations of the guests, play dual roles of being a proxy of the overall hotel management quality. This corresponds with the existing literature (Olorunsola et al., 2022; TAŞTAN and SOYLU, 2023), where hygiene standards play a key role in determining the perceptions of the hotel quality by the guest. The dissatisfaction of guests caused by the lack of housekeeping can prevail over a positive impression caused by other departments, which depicts that hygiene is an essential part of the guest experience. This result confirms the applicability of the Expectation-Confirmation Theory (Oliver, 1977), as the lack of cleanliness expectations results in disappointment and lowers the confidence in the hotel brand.
The research stressed the importance of the quality of housekeeping services and their consistency in service delivery as important factors in the general guest experience. In addition to attaining high levels of cleanliness, being able to provide services efficiently and reliably is what defines satisfaction among the guests. A difference in the operations like delayed room preparation, incomplete requests or improper room preparation destroys the perceptions of guests despite the cleanliness standards. The results confirm the dimensions of the SERVQUAL model of tangibility, reliability, and responsiveness, as the services of housekeeping are rated not only based on the results but also on the means of service delivery. It is also shown in the results that the mid-scale hotels such as Mercure Birmingham West Hotel are under operational pressure, which may impact the service consistency, which may include insufficient staff and time. The results emphasise the need to have managerial controls, adequate scheduling, and appropriate workload allocation so that the service standards could be upheld. The review shows that the workload and operational efficiency are essential to maintaining the high-quality housekeeping performance. The lack of staff, time, and excessive workloads have a detrimental effect on service quality and employee health. The review confirms that sustainable housekeeping, performance measurement, and ergonomic design play an essential role in operational efficiency and quality of service delivery. Efficient operations are not only beneficial to improve the guest experience but also promote the long-term staff turnover, morale and productivity. This explains how operational and human resource management are interdependent in making sure that there is service excellence in the mid-scale hotels.
The researchers discovered that the behaviour of the staff, their professionalism, and their human engagement are very crucial in defining the perceptions of the guests. Although the housekeeping personnel might not have close personal interactions with the clients, their attentiveness, discretion, and proactive behavior play an important role in satisfaction. The analysis showed that professionalism is quite dynamic and is determined by managerial support and organisational culture in addition to technology adoption. With proper training and assistance, technological tools only complement service delivery and do not substitute the human factor. These results indicate that customer satisfaction with the guests is tied to the tangible and intangible services, and there is a need to incorporate the development of human resources in the planning of operations. Lastly, the study brings out the correlation between housekeeping performance, satisfaction by guests and loyalty. The quality, consistency, and professionalism of housekeeping services will lead to repeat visits, positive reviews and brand perception. The effectiveness of housekeeping in the long-term must be supported by the structured systems of quality management, the constant improvement of the work, and the involvement of the leadership. This goes along with the literature perspective that housekeeping must be viewed as a strategic function and not as the department of support operation. Monitoring the housekeeping performance, staff engagement, and customer feedback were identified as the fundamental mechanisms of maintaining the satisfaction of guests and promoting loyalty at Mercure Birmingham West Hotel.
In summary, the study confirms that housekeeping is central to guest experience in mid-scale hotels, influencing cleanliness, operational efficiency, staff professionalism, and consistent service. By addressing both tangible and intangible expectations, it highlights housekeeping’s strategic role in enhancing service quality, customer retention, and overall hotel performance. A holistic approach integrating operations, staff training, quality control, and sustainability is essential for effective housekeeping management.
[bookmark: _Toc222956936]Recommendations 
Based on placement observations, this study proposes practical recommendations to improve Mercure Birmingham West Hotel’s housekeeping performance, focusing on service quality, operational efficiency, staff effectiveness, and overall guest satisfaction while addressing existing operational challenges.
[bookmark: _Toc222956937]Strengthening Cleanliness and Operational Efficiency
To begin with, the hotel needs to reinforce its cleanliness and quality control mechanisms. Standard performance benchmarks, regular inspections, and structured checklists should be implemented to maintain consistent housekeeping standards. Regular checks of guest rooms, bathrooms, and public areas can help identify issues before they negatively affect the guest experience. Digital monitoring tools or housekeeping management software could further enhance transparency, accountability, and efficiency of the cleaning processes. By maintaining high and consistent cleanliness standards, the hotel can strengthen its image of reliability and quality, aligning with the expectation-confirmation theory, which emphasizes that guest satisfaction depends on meeting or exceeding expectations (Zhao et al., 2025). Additionally optimization of operations should be a priority strategy. Staffing schedules and task allocation must be reviewed to minimize delays in room preparation and reduce unnecessary time wastage. Introducing flexible staffing during peak periods can ease the workload on housekeeping employees and support consistent service delivery. Improved coordination between housekeeping and front office departments is essential to ensure timely communication regarding room availability and guest requests (Sudiarta and Santra, 2025). Lean workflow methods can further enhance productivity without compromising service quality, ensuring that operational efficiency translates directly into improved guest satisfaction. These measures can be implemented in the short term (0–3 months) with low financial cost, estimated at approximately £1,000–£2,000, mainly covering supervisory time, checklist standardisation, and minor software or scheduling adjustments using existing staff resources. This recommendation directly addresses the minor inconsistencies and operational pressures observed at Mercure Birmingham West Hotel, ensuring closer alignment between practical service delivery and the reliability and tangibility dimensions identified in the SERVQUAL model.
[bookmark: _Toc222956938]Investing in Staff Training and Sustainable Practices
The hotel must invest in staff training and professional development is essential. Training programs should focus not only on technical cleaning skills but also on communication, professionalism, and customer service standards. Regular workshops and refresher courses can help employees adapt to evolving guest expectations and industry standards (Çavuş et al., 2025). Encouraging a positive organizational culture that emphasizes teamwork, recognition, and employee wellbeing can further motivate staff and improve performance. As staff behavior strongly influences guest perceptions, equipping housekeeping employees with the necessary skills, confidence, and empowerment will result in more positive interactions and contribute to a superior guest experience. For efficiency, sustainability should be integrated strategically into housekeeping operations. Initiatives such as eco-friendly cleaning solutions, linen reuse schemes, and effective waste management can enhance the environmental image of the hotel while meeting guests’ growing awareness of sustainability issues. Training initiatives involve moderate short-term investment, estimated at £3,000–£6,000 annually, covering in-house training sessions, hygiene compliance workshops, and sustainability awareness programmes, with long-term cost benefits achieved through reduced errors, improved efficiency, and lower staff turnover. A balance between sustainability objectives and hygiene standards requires clear guidelines and thorough training for housekeeping staff to ensure that cleanliness and service quality are never compromised. This recommendation responds to the observed workload intensity and performance variability, reinforcing the literature’s emphasis on training, professionalism, and organisational support as critical drivers of consistent housekeeping performance.
[bookmark: _Toc222956939]Leveraging Guest Feedback and Strategic Role of Housekeeping
Moreover, guest feedback should be systematically used as a tool for continuous improvement. Analysis of online reviews, guest surveys, and complaints can reveal recurring issues and highlight opportunities for improvement. Establishing an effective feedback loop between management and housekeeping staff allows the hotel to respond promptly to service deficiencies and realign operations with guest expectations (Reynolds, 2026). Active listening to guest concerns ensures that housekeeping policies are consistently adjusted to improve satisfaction and reinforce brand trust. Lastly, the housekeeping department should be recognized as a strategic partner in delivering exceptional guest experience. Housekeeping managers should be actively involved in organizational decision-making and strategic planning to ensure alignment between operational practices and overall hotel objectives. Adequate allocation of resources, training, and support will enable the department to overcome operational challenges and maintain high service standards, transforming housekeeping from a routine support function into a driver of guest satisfaction, loyalty, and competitive advantage. This recommendation reflects the study’s finding that housekeeping performance directly shapes guest satisfaction and loyalty, strengthening the application of Expectation-Confirmation Theory by ensuring continuous alignment between guest expectations and operational outcomes.
[bookmark: _Toc222956940]Final Brief Summary 
This study shows that housekeeping is one of the focal points of determining the guest experience in mid-scale hotels. The connection of theory to real-life experiences of Mercure Birmingham West Hotel supports the finding that the satisfaction and loyalty of the guests are based on the cleanliness, consistency, and professionalism of the staff. Strategic management and training, as well as recognition of housekeeping will help to address the pressure of operations and ensure a high quality of services and positioning in the competitive area.  Maintenance of good quality services will bring positive feedback and growth.
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