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[bookmark: _Toc213054721]Abstract
This case study examines the effect of maintenance operations on guest satisfaction in a budget hotel setting, particularly Ibis London Thurrock (United Kingdom). A structured questionnaire was distributed to the guests and the staff, and their responses were collected, resulting in a total of 36 valid responses in a ten-day period. The instrument measured such dimensions as condition of servicescape, cleanliness, functional problems and their solutions, co-ordination and handling of feedback. Results indicate a relatively positive servicescape for most of the key tangibles - heating, ventilation and air conditioning (HVAC), water temperature/pressure, lighting, bathroom fixtures and sealant, and public areas - with the most common detractor being noise emanating from equipment and fixtures. Furthermore, forty-five percent of respondents indicated that they experienced at least one problem, most of them concerning HVAC, lighting, plumbing, and noise. When the faults were rectified within sixty minutes or less, the results were generally rated as effective or very effective; the effectiveness decreased for response times after this threshold. The average recommendation score was 7.61 out of 10 and the mean condition score showed a moderate positive relationship with overall satisfaction (r = 0.478) implying the potential for reputational growth. Priority measures consist of: QR-to-ticket reporting, setting a <=60-minute alert response time for guest facing failures, micro-preventive measures (weekly sealant inspection and targeted HVAC calibration) and a focus on nighttime noise abatement. Moreover, limitations of the study include a single site design, non-probability sampling, and a short period of fieldwork. Future research should explore the integration of a lightweight Computerised Maintenance Management System (CMMS), online-review analytics and to more directly determine operational impact on hotel ratings.
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[bookmark: _Toc213054722]Chapter 1: Introduction
[bookmark: _Toc213054723]1.1 Background and context
The satisfaction of guests in the budget hotel segment is highly contingent on their steady provision of service hygiene factors of cleanliness, functional room condition, safety and effective problem solving with the aid of stable operations (Soni, 2025). According to Classic Service Quality (SERVQUAL) theory, tangibles, reliability, and responsiveness are identified as the core drivers of perceived quality and they are particularly important in limited-service settings where standardisation and lean resourcing are popular (Parasuraman, Zeithaml, and Berry, 1988).
Furthermore, cognitive appraisals and behaviour are also influenced by the physical surrounding (“servicescape”) where ambient conditions, fixtures and spatial functionality can serve as indicators of organisational competence and that makes maintenance performance an antecedent of perceived quality (Bitner, 1992). These mechanisms are intensified by means of digital intermediation. 
The empirical studies prove that online review valence and the credibility of the review content influence the booking intentions and hotel performance; even minor malfunctions or poor maintenance or cleanliness can thus have disproportional impact on demand and reputation (Sparks and Browning, 2011; Anderson, 2012). 
Moreover, in the post-pandemic setting, hygiene and cleanliness characteristics have changed their status of being a baseline dissatisfiers to being a more proactive satisfiers and thus changing the impact on ratings and purchase intentions (Yousaf et al., 2023). In this framework, maintenance operations, such as preventative maintenance, quick-fix repairs, legal standards (e.g. fire safety inspections, water-temperature regulation due to Legionella threat), and energy-saving, are strategic levers and not cost centres as such. 
Furthermore, according to Barber and Scarcelli, (2010), research links disciplined preventive maintenance to fewer defects and fewer complaints whereas poor maintenance is linked with dissatisfaction with the fixtures, heating, ventilation, and air conditioning (HVAC), lighting, and the bathrooms. Operation duties within hotels as far as hot- and cold-water systems are concerned are further reinforced by compliance guidance provided by Health and Safety Executive (HSE) (Approved Code of Practice L8; HSG274 Part 2).
[bookmark: _Toc213054724]1.2 Case study: Ibis London Thurrock
The property in the case, Ibis London Thurrock Hotel (Weston Avenue, West Thurrock, Grays, RM20 3JQ, United Kingdom), uses a lean and standardised model which is common in the budget segment. Standard procedures will be daily room checks and common spaces checks; small-scale, in-house repairs (minor leaks, electrical fittings, furniture repairs) to minimize delays and expenses of outsourcing; regular maintenance of major plant (HVAC, boilers, electrical lighting) to eliminate the risk of delays and costs; safety and compliance testing (fire alarms, emergency exits, water-temperature controls as a way to prevent Legionella); energy-efficient practices (retrofits with light-emitting diode (LED) lamps; heating/cooling timing optimisation. The processes are consistent with the “servicescape” and service-quality literature that attributes the outcomes of satisfaction and online reputation to functional reliability and speed of service recovery in limited-service hotels (Bitner, 1992).
[bookmark: _Toc213054725]1.3 Research aim and objectives
Aim: To examine the impact of maintenance activities on the satisfaction of guests and hotel performance in low-end hotels.
Objectives:
1. To investigate how preventive and reactive maintenance contribute to the guest experience. 
2. To find out the most frequent maintenance problems that influence the satisfaction of the guest. 
3. To test how the quality of maintenance is related to online guest reviews. 
4. To offer suggestions on how the maintenance strategies can be improved to achieve guest satisfaction. 
These targets combine operations-management issues (dependability of the processes, allocation of resources) with market-oriented results (online reputation and intent to book), which in line with current findings on the review-performance relationship in hospitality. 
[bookmark: _Toc213054726]1.4 Scope and significance
 The research targets the maintenance-related aspects of the in-stay experience: the quality of functional, bathroom, and the dependability of heating, ventilation, and air conditioning (HVAC) and light systems and functions in conjunction with the related service-recovery procedures and its results in online reviews (Anderson, 2012). This focus coincides with Service Quality (SERVQUAL) studies which find that tangibles, reliability and responsiveness are main cause of perceived quality in limited-service situations (Parasuraman, Zeithaml, and Berry, 1988) and with servicescape theory which demonstrates the effects of physical environment on customer thinking and behaviour (Bitner, 1992). With the amplification of the demand and reputation exerted by the digital platforms, it is theoretically and practically significant that linking maintenance performance to the online review results is relevant (Sparks and Browning, 2011). 
Despite the focus on one United Kingdom (UK)-based budget property, the operational environment, standardised product, lean staffing, and limited capital expenditure, are typical of the segment and make the findings useful in the limited-service environment with similar features (Sparks and Browning, 2011). The combination of preventive and reactive maintenance schedules, legal and statutory compliance (such as Health and Safety Executive (HSE) advice on water system), and the energy management within the evidence-based service-quality paradigm makes the study an operations-based explanation of guest satisfaction and provides a practical, cost-conscious route to its enhancement (Barber and Scarcelli, 2010; HSE, 2014).




[bookmark: _Toc213054727]Chapter 2: Literature Review
[bookmark: _Toc213054728]2.1 Theoretical background of the service quality of the budget hotels
 Service Quality (SERVQUAL) theories provide the basis of proposing that an expected quality is created because of the difference between expectations and performance in five dimensions namely, tangibles, reliability, responsiveness, assurance and empathy (Parasuraman, Zeithaml and Berry, 1988). Furthermore, the dimensions of tangibles and reliability have a disproportionate effect in limited-service or budget hotels, where products and services are standardised, and labour costs are minimal, as the physical product is a key mediator in the guest experience, such as room condition, fixtures, temperature control, water pressure, and lighting, and uniform delivery without failures is an outcome (Zeithaml, 1988; Lovelock and Wirtz, 2016). 
To supplement SERVQUAL, servicecape framework emphasizes the influence of physical environment (ambient conditions, space organization, and signs/symbols) on cognition, affect and behaviour (Bitner, 1992). Therefore, in a hotel setting, the main servicescape is a room and a bathroom; observable defects (e.g. bad caulking, broken heating, ventilation and air conditioning (HVAC) systems, bad lighting) are the negative quality cues and can negate the perceived value even in cases when interactions between staff members are polite (Barber and Scarcelli, 2010). Combining SERVQUAL and servicescape theories allows analyzing the impact of the maintenance practices on guest satisfaction in low-end hotels. 
[bookmark: _Toc213054729]2.2 Maintenance and housekeeping
 The studies have always associated cleanliness and functional reliability with guest satisfaction and recommendation intention. Lodging specific cleanliness scales demonstrate that cleanliness of bathroom and surfaces, odour and obvious maintenance have a significant influence on overall ratings (Barber and Scarcelli, 2010). 
Furthermore, complaint taxonomies studies indicate that defects of the room (e.g., failure of HVAC, plumbing, noise) create disproportionately large dissatisfaction due to their ability to disrupt basic comfort and sleep (Ramanathan and Ramanathan, 2011). In budget operations, where the promise of service is based on a reliable and no-frills product and the margins are tight, maintenance and housekeeping become the key antecedents of perceived value of money (Atilgan, Akinci and Aksoy, 2003; O’Neill and Mattila, 2010). Moreover, the reliability of service operations also maintains operation scholarship as a component. Preventive maintenance regimes can minimise the risk of failure, stabilise the availability of assets, and housekeeping turnaround by minimising rooms out of order (Tsang, 2002; Waeyenbergh and Pintelon, 2002). 
In the hotel context, this can be reduced to a lack of inconveniences during check-in, the decrease in the number of complaints, and better review pages, which are particularly relevant to the budget hotels that base their competitiveness on consistency over a wide range of amenities.
[bookmark: _Toc213054730] 2.3 Reactive vs Preventive maintenance
Preventive maintenance (PM), such as periodic checks, planned replacement of parts, lubrication, as well as minor adjustments, aim at avoiding failures and prolonging the life of assets (Waeyenbergh and Pintelon, 2002). 
On the other side, according to Chan (2015), reactive maintenance (RM) is a solution that resolves defects after they have occurred. Despite the routine expenditures incurred by PM, overall ownership expenses in most cases can be lower since the chances of unplanned downtimes, compensations to guests, and the overall reputation are minimized (Tsang, 2002). Empirical research on hospitality points to the fact that PM on the HVAC systems, boilers, lifts, and bathroom fixtures help to reduce the number of defects and the speed of room preparation (Patiar and Mia, 2009). PM pays off disproportionately in budget hotels because where a single failure can destroy the perceived value of a guest, the protection of hygienic attributes at the core of satisfaction is achieved. 
Another related line of research examines condition-based maintenance (CBM) and risk-based prioritisation where the focus and budget are directed towards high-impact assets (e.g. guest-facing HVAC and bathrooms) instead of a purely calendar-based cycle (Jardine, Lin and Banjekovic, 2006). In the case of limited-service hotels, an integrated strategy of core PM of the essential assets and quick service restoration procedures of inevitable failures seems to be the most sensible. 
[bookmark: _Toc213054731]2.4 Compliance, safety and trust signs
 The areas of statutory compliance and safety routines overlap with the areas of guest perception and operational risk. Within the context of the United Kingdom (UK), the control of Legionella bacteria in hot and cold-water systems is guided by the Health and Safety Executive (HSE) (Approved Code of Practice L8; HSG274 Part 2) according to which the systems are to be monitored in terms of temperature, flushed, and risk assessed (HSE, 2014). Both legal compliance and guest reassurance are also based on regular testing of fire alarm system and emergency egress. Since safety routines can be quite invisible, guests might not be aware of their occurrence until something goes wrong; however, they can be very important as the indication of trust that keeps the servicescape integrity intact and the catastrophic downside risk is minimal (Reason, 2000). 
Incorporating compliance into maintenance processes will therefore add to the satisfaction indirectly because there are health and safety mishaps that it would cause that would cause serious reputational damage. 
[bookmark: _Toc213054732]2.5 Maintenance practice in energy and sustainability
 The need to be energy efficient and sustainability expectations have turned energy efficient maintenance into an operational priority. Light-emitting diode (LED) lighting retrofitting, boiler set-point optimisation, and HVAC plant to design are some of the factors that decrease the consumption and increase the comfort (Becken, 2013; Gössling, Peeters and Scott, 2008). In the case of budget hotels, such initiatives also reduce operating cost at the same time as enhancing the quality of servicescape (e.g., uniform lighting, steady temperature), which strengthens a sense of value. Research has shown that, even visible sustainability cues have the potential to influence guest attitudes and decision when it is not perceived to be a threat to comfort (Han, Hsu and Sheu, 2010). 
Maintenance teams therefore take on a strategic role at the crossroad of cost management, sustainability indications, and comfort of the guests.
[bookmark: _Toc213054733] 2.6 Service recovery and service failure
The failures are bound to occur especially when there is high occupancy and lean staffing. Recovery Service recovery, which entails diagnosis, response to failure as well as learning is influenced by the immediate satisfaction and long-term loyalty (Tax, Brown and Chandrashekaran, 1998). When timely, sensitive reactions are made to the accommodation situations and technical solutions are also used, the post-recovery satisfaction will be elevated (Smith and Bolton, 1998; Maxham, 2001). In the case of maintenance-related failures, the coordination of maintenance, housekeeping, and reception is essential to the response time, the quality of communication, and the effort put by the guests (Cambra-Fierro, Melero-Polo and Vazquez-Carrasco, 2014).
 Escalation routes, availability of spare parts and standard operating procedures can minimize the cycle time and the likelihood of a guest being satisfied despite the incident. Excellent recovery can override negative reviews in budget hotels where customers might not anticipate much except reliability but not much in terms of the facilities, and negative reviews would otherwise take up most of the online discussions.
[bookmark: _Toc213054734]2.7 Online rating and the digital reputation 
According to Anderson (2012), the emergence of the user-generated content (UGC) on review sites has altered the feedback loop between operations and demand. Meta-analyses indicate that high ratings and positive sentiment are positively associated with more bookings and revenue; the impact is significant despite price and brand being controlled (Ye, Law and Gu, 2009). 
Qualitative analysis shows that reviewers often anticipate the cleanliness, noise, HVAC functionality, and bathroom status, which were exactly the areas in which the maintenance and housekeeping rules were at work (Sparks and Browning, 2011). Timely and empathetic responses about negative reviews by the management can alleviate any reputational damage and are an indicator of a learning organisation (Xie, Zhang and Zhang, 2014). 
As a result, maintenance performance has ceased to be the back of the house efficiency issue, and it is now a capability facing the market with quantifiable effects on visibility, conversion and price realisation. 
[bookmark: _Toc213054735]2.8 Conceptual framework of the current study 
The synthesis of the above literature will indicate a model where the servicescape (the condition of the room and bathroom, the reliability of the HVAC and lighting) is determined by maintenance inputs (preventative schedule, adherence routines, energy-efficient services, and fast reactive repairs) and, in turn, perceived service quality (tangibles and the reliability in SERVQUAL), customer satisfaction, and online reputation (ratings, sentiment, and the story of the review). 
Furthermore, moderating factors are service recovery and cross-department coordination, which lessen the unwanted impact of the inevitable failures with immediate and understanding reaction. In the case of a budget hotel like ibis London Thurrock, where predictability and a simple comfort serve as the core value proposition, interventions that secure the servicescape, the areas facing guests, are theorised to give the greatest marginal returns in satisfaction and online reviews. 
[bookmark: _Toc213054736]2.9 Gap identification and contribution
 Three gaps emerge. First, the servicescape and SERVQUAL literatures are mature, but the research on hospitality remains underspecified on the operational processes as to the maintenance processes, schedules and cross-department processes that have been found to generate high reliability in the low-end hotels.
 Second, little research separates the preventive and reactive maintenance relative contribution to satisfaction and review performance in limited-service settings where capital and labour intensity are dissimilar to upscale hotels. 
Third, there is limited information in the literature on the combination of compliance and energy-efficiency routines into maintenance strategies as precursors of guest satisfaction. 
The adoption of a case study design with the specific emphasis put on a UK budget hotel allows the current study to relate the detail of operations to the outcome of guests and online reputation, providing a pragmatic and cost-conscious improvement pathway that is supported by the theory.


[bookmark: _Toc213054737]Chapter 3: Methods
[bookmark: _Toc213054738]3.1 Research design and rationale
The research paper will follow a single-case study design where the study will be based on ibis London Thurrock Hotel to investigate the influence of maintenance operations on the satisfaction of the guests in a budget-hotel setting. A case study allows investigating the context-mechanism-outcome relationships in which the action processes (preventive checks, quick repair, coordination across departments) are highly interrelated and perceived service quality (Yin, 2018).
 The design is integrated, and it uses data on two groups of respondents, including guests and staff, to allow a limited triangulation to take place and comparisons of perceptions of service quality antecedents and process of service recovery to be made (Saunders, Lewis and Thornhill, 2019). 

[bookmark: _Toc213054739]3.2 Objectives and research questions 
In line with Chapter 1, the methods pursue four goals, including (1) mapping the perceived performance of guests during touchpoints related to maintenance; (2) the relative role of preventive and reactive maintenance in the satisfaction process; (3) the coordination between maintenance, housekeeping, and reception; and (4) cost-conscious recommendations. The key question will be what maintenance practices and processes the biggest effects on satisfaction and intent must recommend in a budget environment. 

[bookmark: _Toc213054740]3.3 Data collection instrument 
The primary data are gathered through the structured questionnaire that will be appropriate both to guests and staff. 
Questions include: 
· the general experience; the state/quality of room-and-public-area assets; hygiene; reporting/response/resolution of problems; communication between departments; perception of safety/compliance; perception of balance between energy efficiency and comfort; feedback response; and one open-ended question that requests the most significant improvement. 
· Measurement scales. In closed items, five-point Likert scales (e.g., Very poor–Excellent, strongly disagree Strongly agree) are used, with the option of Not applicable to fit both types of roles.
· Open response. One free-text item that includes problems and recommendations makes them possible to perform qualitative thematic analysis. Instrument development. 
Furthermore, the content domains are based on Service Quality (SERVQUAL) and servicescape literatures and hospitality cleanliness/maintenance research (Parasuraman, Zeithaml and Berry, 1988; Bitner, 1992; Barber and Scarcelli, 2010). The clarity and timing are refined by a short cognitive pretest (n 5 -8) with a role-appropriate participant (Saunders, Lewis and Thornhill, 2019).
[bookmark: _Toc213054741]3.4 Sampling and recruitment 
Because of operational access limitations within one property, a non-probability purposive/convenience strategy will be used (Saunders, Lewis and Thornhill, 2019). 
[bookmark: _Toc213054742]3.4.1 Population and inclusion. 
Visitors at age 18 and above who have stayed at the hotel in the past 30 days and employees at 18 and above who have had at least one shift of work in the past 30 days. 
[bookmark: _Toc213054743]3.4.2 Recruitment
 The questionnaire would be sent through email, using Micorsoft Forms Link. The guests will be invited by using checkout QR cards or post-stay email (depending on the policy of a property). Employees are welcomed through in-house communication with the approval of the management. The involvement is voluntary, anonymous and unpaid. 
[bookmark: _Toc213054744]3.4.3 Sample size
The objective is ≥40 total answers and 15 at least in each of the groups to justify the descriptive statistics and exploratory group comparisons (Field, 2013). The obtained sample size is provided in a transparent manner and has implications to the statistical power and generalisability. 

[bookmark: _Toc213054745]3.5 Procedures and fieldwork 
Period of data collection is 10 days, and it should include at least one weekend to measure the occupancy fluctuations. The survey will include a Participant Information Sheet (PIS) and consent statement. None of the directly identifying data is gathered; the optional demographic/context items (e.g., role, stay/shift recency) are few and non-identifying. To reduce common method bias, the order of items is shuffled, and respondents are reminded that there are no correct or incorrect answers (Podsakoff et al., 2003).

[bookmark: _Toc213054746] 3.6 Data analysis 
[bookmark: _Toc213054747]3.6.1 Quantitative analysis 
Satisfaction and condition ratings are summarised by use of descriptive statistics (frequencies, means, standard deviations). Cross-Tabulations can be used to investigate the relationship between role (guest/staff) and main categorical responses, chi-square tests (and Cramer’s V) are used to estimate the strength of associations between nominal variables. Mann-Whitney U tests are used to test the difference between groups in ordinal outcomes; rho, Spearman calculated, is used to test the monotonic relationships to evaluate the maintenance performance items and the overall satisfaction (Field, 2013). 
[bookmark: _Toc213054748]3.6.2 Qualitative analysis. 
The open responses will be analysed by applying the reflexive thematic analysis (six-step approach: familiarisation, coding, theme development, review, definition, reporting) so that recurring issues and suggestions of improvement are brought up to the surface (Braun and Clarke, 2020). 
[bookmark: _Toc213054749]3.7 Ethics, data protection and risk 
A process of ethical approval is performed at the institution based on the Application for Ethical Approval presented by the institution. The research will be voluntary with informed consent, a distinct right to withdraw before submission, and no adverse effects which can be predicted, except minor inconvenience. No personal information is gathered that is sensitive in nature. Personal data will be stored on password-protected drives that are forbidden to other parties (researcher and supervisor) and processed according to the United Kingdom (UK) General Data Protection Regulation (GDPR) and the institutional policy. 
Furthermore, no special category data is collected and processed in the study. The operational requirements of the hotel (e.g. Health and Safety Executive (HSE) compliance) are not being evaluated; however, the comments made by respondents regarding the safety are not reported on an operational basis that may affect security. The adverse feedback is sent to the management at a general level following data anonymisation.

[bookmark: _Toc213054750]3.8 Limitations 
There are many methodological and contextual limitations to the study. First, it has used a single-site case study that focuses on a budget property, which restricts its ability to generalise statistically to other related cases in the United Kingdom (UK) limited-service environment. 
Second, according to Vehovar, Toepoel and Steinmetz (2016), non-probability convenience sampling also creates a possibility of self-selection bias; those people that have stronger opinions (both negative and positive) might have been more inclined to respond. Third, the obtained sample size is small and divided in two categories (guests and staff), which weakens the power to conduct subgroup comparisons and constrains the possibility of doing multivariate modelling. Fourth, the data collection period was 10 days in the field, but this is a very brief time frame compared to the occupancy seasonality and operations cycles. 
This narrowed window might fail to accommodate the variation in relation to weekends, events, or maintenance schedules hence risking the possibility that the results will depict period-specific results. Fifth, cross-sectional design is based on self-report data at one time (Connelly, 2016); therefore, it cannot be attributed to causal selection and recall bias can influence assessments of problems and reaction time. Sixth, all quantitative items are based on the same questionnaire, thus creating the likelihood of common method variance despite mitigation (neutral phrasing, mixed sequence of items, having an open-ended item). Seventh, the research lacks objective operational variables (e.g. work-order timestamps, mean time to repair, parts usage, heating, ventilation and air conditioning (HVAC) telemetry), and it does not correlate responses and financial outcomes (e.g. revenue or review-platform analytics) at the individual-level, which minimizes the chances of triangulation between perceptions and system logs.





















[bookmark: _Toc213054751]Chapter 4: Findings and Discussion
[bookmark: _Toc213054752]4.1 Findings 
[bookmark: _Toc213054753]4.1.1 Sample and roles 
A total of 36 valid responses were collected over a 10-day period: Guests (n = 22), Staff (n = 12) and Other (n = 2). All respondents consented. 
[bookmark: _Toc213054754]4.1.2 Comprehensive satisfaction and servicescape condition
 Overall satisfaction (as shown in Image 1) was skewed towards positive with the two highest categories of Satisfied and Very satisfied. Service Conditions (five-point scale; 1 = Very poor, 5 = Excellent) were assessed based on Adequate-Good conditions for five elements of servicescape: water temperature/pressure, bathroom fixtures/sealant, heating, ventilation and air-conditioning, equipment/fixture noise, and in-room lighting for the public area. Of these, the weakest area was the equipment/fixtures noise, as it had the lowest mean. 
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Image 1: Overall satisfaction Excel chart
[bookmark: _Toc213054755]4.1.3 Functioning problems, reporting, and recovery
 A total of 45.0% of respondents had at least one functional problem. Of those that did report, the most common categories were those of HVAC/temperature control and lighting (combined), then plumbing, then noise and lastly electrical sockets/appliances (see Image 2). 
Furthermore, issues were most frequently reported to reception/front desk or registered through the maintenance/ticket system, but there was a significant minority who relied upon verbally transferring issues to colleagues or managers. Moreover, resolution was considered very effective or effective where the issue was resolved within 15-60 minutes; a reduction in perceived effectiveness occurred when resolution took longer than 60 minutes or was not successful during the stay/shift. 
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Image 2: screenshot Excel chart issues reported
[bookmark: _Toc213054756]4.1.4 Coordination, compliance, energy, and feedback
 Perceptions of cross-departmental coordination between maintenance, housekeeping, and reception were mostly positive but many guests chose not to notice, which is in line with backstage mechanisms. Safety and compliance were seen as adequate to good, though with some not sure choices representing the invisibility of compliance routines. The saying that energy efficiency and comfort go hand in hand also implied that retrofits with light-emitting diode (LED) lamps and the temperature set-points did not seriously harm comfort. Public comments (online reviews and in-store comments) were generally seen as being dealt with promptly and constructively, as shown in Image 3. 
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Image 3: Screenshot Excel chart of Feedback handling rating
[bookmark: _Toc213054757]4.1.5 Checks on advocacy and association 
The Likelihood to recommend score (range 0 - 10) had a mean of 7.61. Overall satisfaction (measured on a 1-5 scale) was positively correlated moderately with the average of condition/performance items, suggesting that servicescape quality is reasonably correlated with overall assessment as well as, indirectly, with recommendation propensity as shown in Image 4.
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Image 4: Screenshot Excel chart of the recommended score
[bookmark: _Toc213054758]4.2 Discussion
[bookmark: _Toc213054759]4.2.1 Alignment with literature of service quality
 The pattern of Adequate- Good means across tangibles and reliability dimensions with noise as a recurrent detractor is consistent with Service Quality (SERVQUAL) and servicescape perspectives for budget hotels as the room product dominates perceived value. The pattern of recovery found, such as responses within less than 60 minutes, which correspond to Effective/Very effective, is consistent with research on service recovery, which places emphasis on timeliness, competence and communication. The recommendation mean of 7.61 is an indicator of reputational headroom; incremental improvements at the most frequent defects (HVAC, lighting, plumbing, noise) are likely to increase advocacy.
[bookmark: _Toc213054760]4.2.3 Critical interpretation
Findings suggest that the servicescape of the restaurant is generally of 'Good' status with noise and bathroom integrity as the most common detractors and a defined recovery time (less than or equal to 60 minutes) for guest-facing issues (Szende, 2022(. In limited-service contexts where room product is the primary driver of value perceptions, this trend is consistent with post-pandemic findings that hygiene cues and functional reliability remain as the basis of satisfaction and purchase intention (e.g. cleanliness/health safety as quality signals) (Serrano-Baena et al., 2023).
Two mechanisms emerge for Objective 1 (preventive vs. reactive): First, the majority who reported no issues indicate that preventive routines are suppressing the incident rates, and second, where incidents occurred, effective/very effective outcomes were associated with the effective/very effective reactive closure (less than or equal to 60 minutes), a picture consistent with the work underway in the service recovery field that emphasizes speed, transparency, and fit for purpose remedies (Gannon et al., 2022;).
For Objective 2, the modal fault set, which is HVAC, lighting, plumbing, and noise, is very similar to recent studies that found indoor environmental quality (thermal, acoustic, lighting, water fixtures) is the dominant substrate of complaint narratives and review sentiment in hotels (Zhang et al., 2025). Furthermore, the noise signal is a particularly important one: a recent study in sleep-quality research and new acoustics work indicates that nighttime noise has a disproportionate impact on this kind of overall rating and propensity to make a recommendation, even if other attributes are of acceptable quality (Tengilimoglu et al., 2024)>
Regarding Objective 3, in these 10 days cycle, even though you did not relate responses to platform data, two proxies are worth mentioning: 
· mean recommendation = 7.61/10
· moderate correlation (r = 0.478) between servicescape condition and overall satisfaction. 
Both are directionally consistent with recent evidence that review valence has a significant effect on purchase intention and demand at the hotel and competitive-set level (Qiu et al., 2024; Nicolau, 2023; Journal of Marketing, 2023). This leads to the conclusion that minor but observable improvements, brought about by the dominant fault set, are likely to improve online assessments in similar budgeting situations.
Objective 4: Low cost, high yield interventions are the ones which: 
· are focused on reducing incident frequency on guest-facing assets using micro-preventive maintenance
· are focused on reducing time-to-resolution using digitized capture and routing.
In fact, a QR-to-form (or light CMMS) pathway decreases mean time to repair and offers the operating telemetry required for continuous improvement (Oracle Hospitality, 2021).
[bookmark: _Toc213054761]4.2.4 Implications for the Ibis hotel in London Thurrock
 Prioritise sources of night noises (lifts, extractors, fan-coils) and the integrity of sealants in the bathrooms; - frequent, guest-salient, and cheap to address. Institutionalise a limit of 60 minutes for a response to guest facing faults (HV, plumbing, lighting) with ticket IDs and automated acknowledgements Utilizing the collected data, make a record of response-time distributions, first time fix rates, and fault recurrence and cross-check with review trends in the next cycle to test explicit Objective 3.
[bookmark: _Toc213054762]4.2.5 Limitations
Causal generalization is limited because of the non-probability single site and cross-section sample (10-day samples) and self-report measures, limiting claims concerning the generalization of results across all seasons. Lack of platform level review data and maintenance telemetry (CMMS) limits the testing of the maintenance.These are addressable in a follow up study with the window extended, CMMS timestamps/parts log integration and pairing survey waves with daily review sentiment (Nicolau, 2023).
[bookmark: _Toc213054763]4.3 SWOT analysis for Ibis London Thurrock
	STRENGHTS

Likely to be "good" servicescape on the core tangibles: heating/ventilation and air conditioning (HVAC), water temperature/pressure, in-room lighting, and condition of public areas - contributing baseline value in a limited-service setting (ORACLE, 2022).

Effective service recovery in response to guest facing issues resolved <=60 minutes which is congruent with current evidence that responsiveness and timeliness are key post failure satisfaction attributes (Hwang, 2024). 

Perceived cross-department coordination between maintenance, housekeeping and reception. positive feedback handling by maintenance personnel (online/on-site), as noted by respondents (Cho, et al. 2023)

Energy efficiency without comfort trade-offs: Light-emitting diode (LED) light retrofits and temperature set points tend not to be perceived as compromising comfort.

	WEAKNESSES

Noise as a recurrent detractor Equipment/fixture noise is the lowest scoring condition attribute and is found in issue reports (e.g. in the vicinity of lifts and extractors), with potential implications for sleep quality (Cho, et al., 2023). 

Bathroom integrity flaws: caulking/sealant cracks that allow for less cleanliness and break the notion of maintenance (ORACLE, 2022)

Inefficient reporting mechanisms: Some of the defects are still reported through verbal hand-offs, and it leads to unnecessary delays and lack of traceability (Yousaf and Kim, 2023).

Resolution tail risk: a percentage of issues are unresolved during the stay/shift or exceed 60 minutes depressing perceived effectiveness (Hwang, 2024),

	OPPORTUNITIES

Digitised capture and routing: implement QR - to ticket reporting (guest/staff) associated with light Computerized Maintenance Management System (CMMS) that will reduce mean time to repair and establish telemetry for continuous improvement (Hwang, 2024).

Micro preventative maintenance (e.g. weekly sweeps of bathroom sealers/grouting) (Yousaf and Kim, 2023).

 Lighting optimisation after 21:00 Corridor lux checks Sensor/timer tuning for improved safety/quality perception at night with minimal operating cost (Cho, et al., 2023).

KPI pack and learning loops: response-time distributions, first-time-fix rates, fault recurrence track & review trends can be correlated in the next cycle to test the maintenance (ORACLE, 2022).
	THREATS

Online review hedging: The smallest noise breaches or bathroom damage may have an overwhelming impact on ratings and demand in the budget segment where room product quality is the main value perception driver (Yousaf and Kim, 2023). 

Peak-occupancy pressure: Longer resolution times owned to the higher load periods may be out of the effective recovery threshold (>60 minutes) (ORACLE, 2022). 

Energy price fluctuations: Poorly managed set points may compromise comfort trade-offs and negative guest opinion while pursuing energy sustainability goals (Hwang, 2024).

Compliance reputation risk:  Any visible failure in statutory routines like alarm testing, water temperature controls could lose trust (Cho, et al., 2023).




[bookmark: _Toc213054764]4.4 PESTEL analysis for Ibis London Thurrock
	Factor
	Ibis London Thurrock case study

	Political
	Ensure Health and Safety Executive compliance (e.g. water hygiene, fire testing), provide clear reassurance to the guests, concise digital reporting (linked to United Kingdom (UK) General Data Protection Regulation (GDPR) notices)

	Economic
	Financial issues encourage preventative measures (sealant sweeps, cleaning filters and targeted spares) with a low capital expenditure and high impact; monitor the relationship between POM costs and effects(Mandelbaum and Berlin, 2022).

	Social
	Social post-pandemic satisfaction involves a strong emphasis on cleanliness and sleep/quiet as main sources of happiness; minor deviations have disproportionate importance (Bagnera et al., 2022)

	Technological
	Workflow and analytics - QR CMMS workflows and analytics including KPI dashboards (response time, first time fix, re-occurrence) and trend analysis are improved by technology (Oracle, 2021).

	Environmental
	LED and HVAC systems optimally utilise energy while maintaining comfort; signal sustainability, but not cost-cutting on comfort.

	Legal
	Legal / Ethical Ensure data minimisation and transparency for any guest/staff reporting forms in line with GDPR; include clear retention and contact details of in the Participant Information Sheet




[bookmark: _Toc213054765]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc213054766]5.1 Conclusion 
This study focused on the impact of maintenance operations on the guest satisfaction of budget hotels using ibis London Thurrock Hotel. Although noise and integrity of bathroom sealants were frequent complaints, quantitative data showed a generally "Good" servicescape on essential tangibles (heating, ventilation and air conditioning (HVAC), water, lighting and public places). 
Furthermore, a two-part response appeared: prophylactic maintenance seems to have inhibited incident rates (many respondents did not report any incidents) and reactive maintenance provided effective/very effective results if issues facing guests were fixed in <=60 minutes. These patterns line up with post-pandemic findings of hygiene/functional cues being the keys to evaluation (Yousaf, 2023) of timeliness and fit for purpose recovery driving post failure satisfaction (Hwang, 2024). 
Whilst the analysis of the platform reviews was not possible, evidence of reputational headroom is indicated by the mean recommendation score (7.61/10) and the moderate correlation between servicescape condition and overall satisfaction suggesting that the impact of online reviews on demand is consistent with recent work (Journal of Marketing, 2023). 
Digitised capture/routing (e.g. QR-> ticket; light Computerised Maintenance Management System (CMMS)) forms a practical basis for much faster closure, and a measurable learning (Oracle Hospitality, 2022). 
[bookmark: _Toc213054767]5.2 Recommendations mapped to objectives 
A. Rapid-impact (0–30 days) 
- Introduce QR - to ticket reporting with auto-acknowledgement (Obj. 1, 4):
- Eliminates verbal hand offs. 
- traceability and faster response (Oracle Hospitality, 2022) 
- Operationalise the recovery observed threshold Discrete communication at room level (Hwang, 2024) <= 60 min response standard for guest facing faults (Obj. 1, 3, 4) 
- Quick fixes for noises at night (Obj. 2, 4): Isolate, lubricate and change settings for night mode to solve noise problems related to lift, extractor, and fans coil noise at the source; noise related tickets should be kept track of. (Yousaf, 2023). 
B. Short term (30–90 days) 4) 
- Weekly bathroom - sealant micro-preventive maintenance using before/after photo-logging (Obj. 1, 2, 4): to protect high salience cleanliness cues (Yousaf, 2023). 
- Calibrating and staging of edge-room HVAC (Obj. 1, 2, 4): short check list (for diagnostics); fast-moving parts in stock to reduce the mean time to repair (Hwang, 2024). 
- After 21:00 (Obj. 2, 4) provide a corridor lighting audit to control the lux value and sensor time; perform minor adjustments to improve the perceived quality. 
C. Consolidation (90–180 days) 
- Integrating QR forms to a light CMMS and release weekly KPI pack (Obj. 3, 4), tracking distribution of response-time; first-time-fix and recurrence; and setting up an operations->reputation dashboard (Oracle Hospitality, 2022). 
- Pilot operations->reviews pathway (Transparent performance Obj. 3, 4): Code noise/bathroom mentions in public reviews + maintenance KPIs to test the maintenance->review pathway. 

[bookmark: _Toc213054768]5.2.1 Governance and Compliance Perspective
Assign a process owner ("Maintenance Champion") to be responsible for QR/CMMS process flows, weekly huddles (maintenance - housekeeping - reception), and KPI reporting - make sure all digital forms display United Kingdom (UK) General Data Protection Regulation (GDPR) notices.
[bookmark: _Toc213054769] 5.2.2 Expected outcome
 Low-cost micro-preventive routines + a <= 60-minute reactive standard, enabled by digital capture should increase satisfaction on the most salient detractors (noise; bathroom integrity), and by extension, improve the review results in accordance with recent findings (Yousaf, 2023; Hwang, 2024; Journal of Marketing, 2023; Oracle Hospitality, 2022).
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Participant Information Sheet (PIS)

Study title: " The Impact of Maintenance Operations on Guest Satisfaction in Budget Hotels:
Acase Study of Ibis London Thurrock Hotel”

Researcher: Vasile Florin Buzan, Hotel Placement Research Project Module - BMIHG006,
University of Wales Trinity Saint David (UWTSD)] Supervisor: Ka Po Chong, School of
Business and Management, UWTSD, UWTSD 22092025

Tnvitation to participate

1. You are invited to participate in a short survey concerning recent experiences while at
ibis London Thurrock Hotel. If you are 2 guest, the survey is for your last stay. If you
are a staff member, the survey is referring to your most recent working shift. Before
‘you decide to proceed, please read this information very carefully

2. Purpose of the study

‘The research focuses on the effects of maintenance operations and maintenance-related
processes (e.g. housekeeping coordination, response to issues) on guest satisfaction in the
context of 2 budget hotel. The focus is on the condition and reliability of rooms, and
facilities (e.¢. heating, ventilation and air conditioning (HIVAC), water
temperature/pressure, lighting, bathroom fixture/sealant, equipment noise), as well as

timeliness and effectiveness of issue resolution.
3. Why you have been invited

You have been invited because you recently stayed or worked a shift in ibis London Thurrock
Hotel and can provide relevant feedback regarding the physical condition of rooms/areas and.

50 o service processes.
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4. What participation consists of

Atbrief online questionnaire of 14 items (3 to 5 minutes). Questions include rating of
satisfaction, observations of the condition of the room/public area, any problems you noticed
that were functional, how they were handled, and one comment There are no sensitive

‘questions or special category questions. Participation is voluntary.
5. Timeframe

Data collection will be conducted for 10 days. You can answer the survey once during this

period.

6. Potential Risks and Benefits Risks

Minimal inconvenience, no identified risks. Benefits: With your feedback, you may be able to
find practical, cost-effective changes to how maintenance is done and how guests are

experienced in a budget hotel setting. Findings add to academic research.
7. Confidentiality and anonymity

The survey does not collect names, email addresses, booking numbers or any direct
identifier. Responses are anonymous and are only reported in aggregate. Short de-identified
‘quotes of the open comment may be used in the dissertation or academic outputs. Please do

not inchude any personal data about you or others in free text responses.
8. Data protection (United Kingdom General Data Protection Regulation (UK GDPR))

Data controller: University of Wales Trinity Saint David (UWTSD). Lawful basis for
processing: Legitimate interests in conducting student research for educational purposes.

Data collected: Role (guest/staffother), non identifting experience ratings and optional open

comment

Storage and security Responses are stored in Microsoft forms and exported to a password.

protected UWTSD accountdevice accessible only by researcher and supervisor

Retention and deletion: Data will be retained for the duration of dissertation submission and
assessment and up to 12 months afer for examination/verification after which they will be

secuely deleted.

Data sharing: Only anonymised and ageregated results will be shared in the dissertation and
potential academic outputs.
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9. Voluntary participation and right to withdraw

Participation is totally voluntary. You can withdraw prior to submitting the survey by closing
‘your browser window; once submitting the survey responses are not identifizble and therefore

cannot be withdrawn as they cannot be linked back to you.
10. Results and dissemination

Findings will be in the form of a student dissertation submitted to UWTSD and may be
presented in either academic or professional formats - using only anonymised findings and
de-identified quotes.

11. Ethical approval, Issues and contacts

‘The study has or is being approved through the UWTSD procedures. Contact for queries
2222004@student wwtsd.ac uk / supervisor: k chong@uwtsd.ac uk.
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Consent Folmj

By initiating this survey, you are agrecing that you have read and understood the Participant
Information Sheet for this study titled “The Impact of Maintenance Operations on Guest
Satisfaction in Budget Hotels: A case Study of Ibis London Thurrock Hotel"

You understand that pasticipation is voluntary, responses are confidential and protected and
anonymised, and that you can opt out of the survey before you submit it, by closing the
browser. You know that you are not collecting any direct identifiers. If you have any

questions, please contact rescarcher at: 2222994 @student uwisd ac uk / supervisor at:

k.chong@uwisd.ac.uk
Yes, Tagree to participate

No, I do not agree Branching: If No, sign off in the form with a thank you message

Name Signature:




image10.PNG
Ibis London Thurrock Hotel Experience Survey

‘This brief survey is about your latest visit (if you are a guest) or working session (if you are an employee) at ibis London
‘Thurrock Hotel. We are interested in your feedback on room condition, including HVAC, water, lighting, bathroom fixtures, and
equipment noise. Your responses are anonymous and used for scholarly research. For questions, contact:
2222994@student.uwtsd.ac.uk or k.chong@uwtsd.ac.uk.

‘When you submit this form, it will not automatically collect your details like name and email address unless you provide it
yourself.

* Required

1. Consent to Participate *

By beginning this survey, you affirm that you have read the Participant Information Sheet and agree to participate in
this research project. You understand that your data wil be confidential, protected, anonymised, and that you can
withdraw before submitting your responses.

(O 1agree to participate

(O 1donot agre to participate

2. Respondent Role *
Please specify what kind of experience described you had.

O Guest
QO staff

(O Other (please specify)
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3. Overall Experience *
On balance, to what extent were you satisfied with the experience during your last stay or working shift?

O Very dissatisfied
(O Dissatisfied
(O Neither

(O satisfied

O Very satisfied

4. Condition and Functionality *
What do you consider as the status/performance of the following on your last visit or working shift?

Not
applicable

HVAC / temperature control O @) @) O (@) O

Very poor Poor Adequate  Good Excellent

Sh r/sink wate
temperature/pressure (@] (@] @) @) @) @)

Lighting
(brightness/coverage) i
room and corridor

Bathroom fittings

Equipment/fixture noise (e.g.
fan coil, extractor, plumbing)

Status of high use social
spaces (corridors, lifs, stairs)

O O O O
O O O O
o O O O
O O O O
o O O O
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5. Cleanliness Standards *

What would you rate the room and bathroom cleanliness and in common places?

Not

Very poor Poor Adequate  Good Excellent o oicable

Room cleanliness O O O O O O
Bathroom cleanliness O O O O @] O
Cleanliness in common places () @) O O O O

6. Functional Issues
Were any functional problems observed during the last stay or working shift? (Select all that apply)

[] HvAC/ temperature control

[] Plumbing (drainage, leaks, water temperature/pressure, etc)
Electrical sockets or in-room appliances

Lighting

Bathroom fittings

Equipment/fixture noise

Other (please specify)

No functional problems observed

0O000Doao
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7. Reporting or Logging

In case a problem was observed, what was the method of reporting or documentation?

(O Reported to reception/front desk

(O Reported to housekeeping/cleaning team
(O Entered through maintenance/ticket system
(O Brought up orally to a colleague/Manager
(O Not reported / Not recorded

(O Not applicable (no issues)

8. Response Time
What was the speed with which the problem was solved after it became known to employees?

O In15 minutes

(O 15-60 minutes.

(O More than 60 minutes

(O Not resolved during the stay or shift

(O Not applicable
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9. Resolution Effectiveness
Was the solution to the problem effective?

O Very ineffective
O Ineffective
O Neither

O FEffective

O Very effective

(O Not applicable

10. Cross-department Coordination

‘The synchronization of maintenance, housekeeping, and reception contributed to the timely detection and correction
of problems.

(O strongly disagree
(O Disagree

O Neither

O Agree

O strongly agree

(O Did not observe
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11. Perception on Safety and Compliance
Safety and compliance procedures (e«

easily available emergency information, visible alarm testing schedules,
proper use of water-temperature controls) seemed to be properly controlled.

(O strongly disagree
(O Disagree

(O Neither

O Agree

O strongly agree

(O Notsure

12. Comfort and Efficiency in Energy

‘The hotel harmonized energy-efficiency considerations (e.g. LED lights, temperature controls) with comfort for guests
and employees.

(O strongly disagree
(O Disagree

O Neither

O Agree

O strongly agree

(O Did not observe
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13. Handling of Public Feedback

‘The hotel management responds to public feedback (e.g., online reviews or on-site comments) in a timely and
constructive way.

(O strongly disagree
(O Disagree

O Neither

O Agree

O strongly agree

(O Did not observe

14. One Improvement — Open Comment

What do you feel would best enhance the experience associated with room condition, maintenance, or cleanliness?

Enter your answer
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