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Research Objectives and Purpose
In this study, the researcher will focus on the role of housekeeping operations in customer satisfaction in a budget hotel under Whitbread PLC group, that is, Premier Inn Hanley, Stoke-on-Trent. The research seeks to learn the influence of the housekeeping activities especially cleanliness, the way in which the room is presented, the consistency of the services offered to the guests in general and the satisfaction levels. The targeted purposes are to investigate the housekeeping practises that are employed by the Premier Inn Hanley, determine the most crucial service aspects that determine customer satisfaction, evaluate the housekeeping performance in low end hotels, and suggest the measures to address operational obstacles within the department. 
Methodology
A qualitative case study method is employed in the research to utilise secondary data materials, such as scholarly journal articles, industry reports, and online customer opinions. Patterns and thematic analysis were used to identify patterns and themes regarding quality of service offered, efficiency of operations, and customer satisfaction. 
Result and Findings
The results indicate that the cleanliness and room appearance are the most powerful predictors of customer satisfaction directly affecting the perceptions of the guests as well as their comfort and chances of a repeat visit. In the case of the Premier Inn Hanley, the strongest comments made by guests are consistently seen to feature high levels of cleanliness, well furnished rooms and attention to detail as the features of a successful stay experience. These are in line with the brand Clean Protect regulations, hygiene promise, and this aspect has helped in preserving the customer loyalty and brand affection. However, the housekeeping operational issues cited in the study include shortage of workers, work overload over seasons, sluggish communication and poor exploitation of technology to run the operations. The issues may lead to the mismatch in the service provision and burnout among the employees. The paper highlights that continuous staff training, effective supervising, and introduction of digital housekeeping management tools can significantly boost the efficiency and the consistency of the service. Furthermore, sustainable housekeeping practises, such as the use of environmentally friendly cleaning chemicals and waste reduction can also be employed in order to enhance the performance of the operations and the responsibility towards the environment. Finally, the results indicate that housekeeping is still one of the fundamental aspects of customer satisfaction and competitiveness of the hotel within the low-end segment. The question of high level of cleanliness, encouragement of internal communication programmes, and incorporation of technologies-based solutions as was the case with the case of Premier Inn Hanley will further advance operational excellence and consumer satisfaction. 
Recommendations
The study recommends that the hotel should increase the intensity of staff development programmes, development of performance monitoring systems within the hotel and enhance interdepartmental co-operation in order to deliver service on time and uniformly. By doing so, Premier Inn Hanley will be in a position to uphold its brand promise which is capable of rest easy and reassured and this will cement the customer loyalty and long-term success in the UK hospitality market.
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[bookmark: _Toc222309463]Background Context
Housekeeping is one of the basic operations of hotel industry, as they have direct impact on the comfort, safety and guest satisfaction (Thoriq et al., 2024; Ponduri et al., 2024). With the rise in competition within the hotel industry, the quality of housekeeping has become a key aspect that the hotel guests consider when booking their accommodation. The study of Ahmad (2024) found cleanliness as a major in influencing customer satisfaction. A close and statistically significant correlation was observed between cleanliness and physical facilities and customer satisfaction. High levels of cleanliness are usually linked with professionalism and quality of service to the guests (Štilić et al., 2023; Wilson, 2025). Weak housekeeping delivery in one section can impact the overall perception on the hotel to a guest in a negative way. This shows the significance of uniformity and effectiveness in the practice of housekeeping in all rooms and other public functions.
Sharma et al. (2023) focus on the increasing significance of sustainability within the processes of housekeeping. They find that eco-friendly cleaning procedures and waste management practices are positively correlated with customer satisfaction and efficiency of operations. Hotels have begun to face a lot of pressure by guests to prove to be environmentally good (Wynn and Jones, 2022). The concept of sustainable housekeeping hence also adds to service quality and brand image (Tahir et al., 2024). Service outcomes also depend on operational efficiency and communication in the housekeeping department. According to Widiastini, et al. (2024), communication differences, insufficient training, and poor leadership are among the biggest challenges of operating the housekeeping. Such challenges lead to delays in service and lack of consistency in room facilities. Lack of efficient communication among departments also makes efficiency and guests’ satisfaction less successful (Alma Çallı et al., 2023; Abdullah et al., 2022).
According to Palaniswamy (2022), manual task allocation and lack of standardised procedures created some problems. These problems resulted in long queues and complaints by the guests. The research indicated that to enhance the housekeeping performance and service quality structured processes and better supervision are necessary (Baquero, 2023; Huang, 2023). Despite the existence of the literature that proves the values of housekeeping operations, a lot of studies are dedicated to the general settings in the hotel.
[bookmark: _Toc222309464]Aim and Objectives 
This research aim is to understand the effect of housekeeping operations on guest’s satisfaction in the Premier Inn Hanley.
· To investigate the main housekeeping adopted in Premier Inn Hanley.
· To establish which aspects of housekeeping service, have the most significant influence on customer satisfaction.
· To review the available academic literature on the housekeeping performance and guest satisfaction in low-end hotels.
· To determine the significance of cleanliness and room presentation in the general guest experience.
· To recommend the operational issues that housekeeping departments experience and how the latter affect the quality of services.
[bookmark: _Toc222309465]Overview of the Case Study
Premiere inn Hanley is a low-end hotel in Stoke off Trent, UK (Premiere inn Hanley, 2026). The brand is a familiar player with a reputation of providing cheap accommodation with standardised quality of service. The service promise of Premier Inn consists of cleanliness, comfort, and consistency. Premier Inn Hanley is a mixed customer base (Premiere inn Hanley, 2026a). These are business travellers, families, and short stay leisure guests. The hotel is also characterised by a high turnover rate in the rooms because of its location at the city centre (Premiere inn Hanley, 2026b). This puts strain on the housekeeping department to meet high standards of cleanliness and make the rooms ready within the due time. Consequently, the performance of housekeeping is highly important in developing the perceptions and satisfaction of the guests (Au-Yong et al., 2024).



[bookmark: _Toc222309466]Chapter 2 Literature Review
[bookmark: _Toc222309467]Housekeeping Operations in the Hotel Industry 
One of the major areas in hotel management and serving is housekeeping. The department ensures that there are cleanliness, order and comfort in the rooms used by guests and the other parts of the building. It is primarily aimed at establishing a secure, clean atmosphere to the guests. Housekeeping is the core of the hotel business since it has a direct impact on the guest experience and satisfaction (De Lourdes and Hadi, 2025). The impression of a guest during the arrival to a specific location is strongly affected by the room. Chatterjee (2022) states that there are no other factors that impact it better than a clean and properly maintained room. The concept of cleanliness is usually seen as an ordinary requirement and not an extra value. There are clean rooms that are associated with professionalism, safety, and good value to the guests. 
Poor housekeeping standards cannot be substituted by the good quality of services or luxurious facilities. Consequently, the performance of housekeeping has a powerful impact on the repeat visits and customer loyalty. Housekeeping procedures involve the cleaning of the room, making of the bed, management of linen and laundry, disposal of wastes, and reporting of the maintenance. According to Mustafa (2022), proper cleaning agents and equipment help to enhance the efficiency as well as the level of hygiene. 
Another impact of an efficient housekeeping operation to the hotel profitability is that it decreases the cost and time spent in operations. The other significant role of the department is in aiding the hotel revenue. Hotels get a good amount of income contributed by room sales. Given that the role of housekeeping involves preparing and maintaining guest rooms, there is a direct effect of the performance on room availability and occupancy rates (Mappiasse et al., 2025). The results of poor housekeeping include room delay, unpleasant experiences as a guest, and unsatisfactory reviews. Innovation and efficiency are also the motives of the modern housekeeping operations. Hotels have also embraced better cleaning standards, better scheduling systems and quality controls. The practices are useful in ensuring that the hotels stay competitive within a saturated hospitality market. 
[bookmark: _Toc222309468]Cleanliness and Room Presentation as Determinants of Customer Satisfaction 
It is common knowledge that among the central factors regarding customer satisfaction in hotels, cleanliness is also included. When people enter a hotel, their first reaction is based on the state of the room. Having a clean and presentable room also sends the right impression at the beginning and brings up more comfort and trust. Conversely, low level of cleanliness can cause dissatisfaction irrespective of the price or quality of services. According to Singgalen (2024), cleanliness is the most important factor to determine the overall experience of customer. This shows that the sense of cleanliness is not a service facility but a requirement. The research also demonstrates that hotels that are not up to the cleanliness standards will have massive drop in their intentions to visit again. This implies there is a direct relationship between the performance of housekeeping and customer loyalty.
In addition, the way the rooms are presented is also important in influencing the satisfaction of guests. Ali et al. (2023) notes that physical appearance of the guest rooms such as layout, furnishing, lighting and general ambience influence greatly the perceptions of the guests. Organised guest rooms with attractive layout features promote the comfort and satisfaction of the guests. Rooms should be generally appealing and properly arranged to make guests feel that the room has more value. However, keeping clean and presentation standards, may be difficult. The problems indicated by Sudarmayasa et al. (2022) in the room cleaning process studied include time pressure and staff workload. Their research established that room attendants fail to do the detailed cleaning particularly in the bathrooms owing to the rigid time constraints. 
[bookmark: _Toc222309469]Operational Challenges and Service Consistency in Housekeeping 
Outsourcing housekeeping services is one of the key areas of operation challenge. According to Tiwari et al. (2022), outsourcing lead to problems in coordination and monitoring performance, as well as adherence to consistent standards of service. Although outsourcing can save labour expenses, in most cases, communication barriers would exist among the management and housekeeping employees of a hotel. The author emphasised the significance of high supervision, proper assignment of duties, and frequent evaluation of employees to improve the quality of employees working in hotels due to outsourcing (Lloyd, 2023).
Service consistency is also influenced by the workload and labour-intensive work of the staff. There are numerous examples of housekeeping employees experiencing physical strain because of the monotony of work and inappropriate human factors. These problems decrease the efficiency of the staff and may lead to an error or failure to perform cleaning. The right training, ergonomics, and planning of workload should be involved to ensure regular service.
The use of technology is becoming a solution to operations inefficiency (Gajić et al., 2024). Mardhiah et al. (2022) demonstrate that the intention to adopt new tools with the staff is positively affected by perceived ease of use and usefulness of housekeeping technology. Repetitive duties can be optimised, and it is possible to prevent mistakes and increase service delivery consistency with regulars by automating them and employing solutions allowing such scheduling. Routine and routine housekeeping is also significant. As noted by Lloyd (2023), preventative models which were initially employed in old buildings can aid hotels in strategizing on staffing, resource efficiency, and high standards in service delivery. The practices make housekeeping operations sustainable and consistent in the long run. Consequently, the housekeeping operational problems, such as outsourcing, workload, ergonomic, and technology gap, can impact the service consistency unless they are addressed. Hotels with suitable and satisfactory training, commuting supervision and assistant technologies have a higher chance of sustaining quality (Garcia-Lopez et al., 2025).
[bookmark: _Toc222309470]Housekeeping Performance in Budget and Mid-Scale Hotels 
Budget and mid-scale hotels housekeeping performance has a significant role in determining the level of satisfaction and the standard of service delivery to the guest (Prayogi and Wijoyo, 2025). Compared to luxury hotels, these properties usually have few resources, reduced staffs, and uniform service policies. Irrespective of such limitations, it is vital to ensure the rooms are clean and well maintained since the customer at this segment is sensitive to personal hygiene, comfort and uniformity. The housekeeping standards make the difference between a budget hotel and another and affect the possibility of making a repeat bookings and rating on online platforms (Handayani, 2025).
Some low-cost, low-end hotel chains have developed quality housekeeping policies to ensure the quality of services is consistent. For example, the UK based Premier Inn which has been famous due to its uniformity in the level of cleanliness in all its outlets which guarantees its clients a consistent experience (Premier Inn, 2026). Also, Travelodge focuses on minimal but high-quality room cleanliness, and daily cleaning procedures are aimed at satisfying the guests (Travelodge, 2026). Moreover, Ibis Hotels (Accor Group) and Holiday Inn express rely on checklists, quality inspection, and a trained workforce to make sure that the rooms are ready as per the brand standards (Ibis, 2026; Holiday Inn, 2026). Such mid-scale brands like Hampton by Hilton also concerned about not only being clean but also with the presentation and maintenance of the rooms as these parameters play a significant role in the perceptions and satisfaction of the guests (Holiday Inn, 2026a).


[bookmark: _Toc222309471]Chapter 3 Methods
[bookmark: _Toc222309472]Research Design 
A case study is a type of research that allows conducting the profound, context-driven analysis of a specific organisation, group, or event in its authentic environment (Naz et al., 2022). This study focuses on the case of Premier Inn Hanley, Stoke-on-Trent, to investigate the effect of housekeeping processes on the satisfaction of the customers. The case study approach is suitable as it enables exploring the standards of cleanliness, room preparation, the performance of the staff, and the consistency of the service offered in detail, which are the focus of the operational practices of the hotel. Case studies offer a more comprehensive view of interacting factors that define the experiences of the guests unlike surveys or experiments, which isolate variables (Olawale et al., 2023; Muzari et al., 2022).
The case study procedure has various benefits to this study. First, it presents the study with an opportunity to examine the finer aspects of the relationship between housekeeping operations and customer satisfaction. Also, it also allows analysis of context by the way in which the standardised brand procedures utilised by Premier Inn Hanley are applied in practice. In addition, the approach promotes useful suggestions, assisting the hotel management in enhancing efficiency in its operations and ensuring quality in terms of serving its guests with the same efficiency. The case study methodology has shortcomings even though it has some strong points. The results of one hotel facility cannot be completely extrapolated to other outlets of Premier Inn or mid-level hotels. The study is based on secondary source of data, which cannot reflect all the operational aspects or views of the staff. Also, case studies should be interpreted with a lot of consideration not to be biased and overemphasised on individual contextual factors. 
[bookmark: _Toc222309473]Data Collection Methods 
The study is a qualitative study with secondary data. The sources are academic journal articles, industry reports, research on hotel performance, and customer reviews available online. Such sources help understand the main trends of housekeeping, the problems and obstacles of its functioning, and customer satisfaction (Dale et al., 2025). Feedback on reviews on guests’ forms is valuable especially on topics such as how guests view cleanliness, room appearance as well as service reliability in Premier Inn Hanley.
The use of secondary data collection is because it can be conducted thoroughly without having direct interaction with staff and guests in hotels. Surveys or interviews were not used because of time and access concerns, but it was added as another method to be used (Khan and MacEachen, 2022). Although primary research can offer the perspectives of the staff members, the secondary sources will be adequate in determining the major trends and operational issues pertinent to the research objectives.
[bookmark: _Toc222309474]Data Analysis Techniques 
The study aims at interpreting the secondary data using a thematic analysis method. Thematic analysis entails the coding and the categorisation of information with the aim of determining recurring themes and trends in respect to housekeeping operations and customer satisfaction (Cernasev and Axon, 2023). For example, reviews by the tourists will be analysed on terms of cleanliness, room preparation, and quality of service and scholarly literature will help understand operational issues, efficiency approaches, and industry norms. Thematic analysis is effective as it enables the researcher to have patterns synthesised across a range of various sources and to make conclusions related to the research aims (Brailas et al., 2023). The collected data were of quality hence the application of other forms of analysis like statistical analysis was not possible. Nevertheless, this means rigor, credibility, and relevance to the purpose of the study because findings have been obtained through several secondary sources. 

[bookmark: _Toc222309475]Chapter 4 Findings and Discussion 
[bookmark: _Toc221360901][bookmark: _Toc222316373]Linking the Findings to the Research Aim and Objectives
The aim of the current study was to clarify how housekeeping practises affect the satisfaction of guests at Premier Inn⁻ Hanley, specifically concerning the state of cleanliness, the state of room preparations, and the quality of services. The discussion that follows correlates the study goals with the findings of the research and proves that the influence of standardised protocols, primarily that of the CleanProtect framework, has a significant effect on the perceptions of the guests. Among the prominent themes are standardisation of services, quick room availability, conspicuous cleanliness and operational limitations due to staffing, communication and technological constraints. These findings support the central position of housekeeping in mediating satisfaction in budget accommodation situations.
[bookmark: _Toc221360902][bookmark: _Toc222316374]Objective 1: Housekeeping Operations at Premier Inn Hanley
The analysis also revealed that Premier Inn Hanley heavily depends on the aspect of standardisation using CleanProtect programme and the brand promise of the Rest Easy, thus creating uniform expectations of the guests in terms of the expectations in different locations. Regular cleaning schedules, approved disinfectants, and regular room checking measures help to reduce the uncertainty among the guests and strengthen the trust in the brand (Premier‬Inn,‬2026). This is consistent with the available literature that places housekeeping as a service-delivery activity, but not a back-of-house work, due to its high level of interrelation with safety, professionalism, and comfort (Mustafa, 2022). These housekeeping practises operationally affect the availability of rooms and the entire guest experience as they allow a faster turnover of rooms and less frequent service failures. Past researches indicate that complaints and the perceived value are often triggered by a low level of room preparedness, despite the satisfactory performance of ancillary services (Baquero, 2023). This supports previous findings that this consistency strengthens guest trust in the hotel and improves overall satisfaction. This finding aligns with previous research, the regression analysis of the hotel service quality showed that the core service quality dimensions explained about 50.6% of the guest satisfaction, thus highlighting the importance of operational factors like efficiency in housekeeping (Purba et al., 2022). Therefore, compliance with the standardised procedures in Premier inn Hanley is a defensive mechanism against dissatisfaction.
[bookmark: _Toc222316375]Objective 2: Key Housekeeping Service Factors Influencing Customer Satisfaction
Hence, it was found that the strongest positive impact on customer satisfaction is produced by the perceived service quality and housekeeping timeliness among other service quality dimensions. The direct impact of customer satisfaction on revisit intention is significantly high it is a predictor of repeat customer behaviour (Ojha et al. 2025). Also it was found in another study as it showed that cleanliness is found to be the most significant determinant of guest satisfaction in hotels. The above study concludes that 90% of guests who consider the cleanliness, quality of service and value high have a higher tendency in recommending the property and returning in the future. On the contrary, the properties that lack these areas have their repeat visit intentions decreasing by 45%. The reviews of the Premier Inn Hanley showed that cleanliness, which is often rated extremely high, and the reference to the super-comfy bed and general satisfaction are the features that describe the experience of the guests in this hotel (Premier Inn Hanley, 2026).  This finding supports, moreover, they found that there was a positive and statistically significant relationship between service management and customer satisfaction, especially regarding effective processes of operations, a well-trained workforce, punctual service provision, and a cohesive customer focus (Adebare and Dolapo, 2025).
The service quality, online guest reviews, and customer perceived value have a positive and significant impact on customer satisfaction, though the latter has the strongest influence. Customer satisfaction has been seen to have a positive and significant impact on customer loyalty (Oo, 2024). Also, the influence of factors on the cleanliness, physical facilities, and room decoration of housekeeping services and practises in hotels and found out that the mentioned factors influence customer satisfaction significantly (Ahmad, 2024). To achieve competitiveness, lodging providers focus on improving the service quality and customer satisfaction to retain the existing customers and attract new ones. Hotel staff has a tremendous impact on the quality of service and poor interior design can be negative on customer satisfaction. Hotels are critical in the need to meet the basic requirements of the guests, and employees form a crucial part of the success of the organisation (Salama et al., 2022). 
[bookmark: _Toc222316376]Objective 3: Housekeeping Performance and Guest Satisfaction in Low-End Hotels 
In regard to this objective, housekeeping plays a central role in hotel service delivery because cleanliness, room readiness, and maintenance directly influence guests’ perceptions of quality and satisfaction. Additionally, physical facilities in the guestroom which included aspects such as the different room categories, keycard door 'SQ'stem, room doorbell, quality of the bed and mattress, the room and bathroom linen, furniture and fixtures, mini bar, air conditioning unit and guest amenities affected guest satisfaction in low-end hotels (Aurellia et al., 2025). In regard to this objective, it was showed that housekeeping is the most critical function of a lodging operation. A clean room is often taken for granted by guests, but hospitality managers know that a room not cleaned properly will cause the greatest level of guest dissatisfaction. Housekeepers score lower (mean 4.99/7) than other hospitality workers, particularly in work-life balance, pay, and managerial relations (Andarade et al., 2024). It was also demonstrated that factors which are influencing customer loyalty are customer service, hotel cleanliness, room quality, value for money, food quality and family friendliness (Ahlawat, 2022). In UK budget chains, upgrades like new bedding or eco-friendly amenities have boosted satisfaction rates in London (Chang et al., 2024). 
On the other hand, besides housekeeping, there is use of technologies as well. Also, housekeeping performance and guest satisfaction was found in the UK budget hotel market that self-service technologies can improve the guest experience and allowed customers to skip unnecessary questions from hotel staff and protected their identity, improving their experience during the check-in process (Giousmpasoglou and Hua, 2020). On the other hand, trained staff is still required for this technology. However, this technology is also related to housekeeping department. However, this technology is still necessary. It is also however closely related to the house keeping department. In this regard, all guest requests or complaints are processed to that department that prepares the hotel rooms. Zin et al. (2024) affirm that housekeeping performance improves guest satisfaction in low-end hotels. Hotels are becoming less and less involved in cleaning rooms daily (Cvelbar et al., 2021). 
[bookmark: _Toc222316377]Objective 4: Role of Cleanliness and Room Presentation in Guest Experience
Cleanliness is noted as one of the best positives on the reviews of Premier Inn Hanley. On the hotel website, rooms are described as lovely and clean, spotless, very clean and generally the freshness of the hotel is also decribed. Cleanliness and room presentation are considered core to positive guest experience at Premier Inn Hanley. Consequently, it promotes comfort, confidence and satisfaction in accordance with the brands promise of rest easy (Tripadvisor, 2026). The hotel will get a substantial proportion of returns of its guests when they offer improved services, good room conditions, and physical settings such as cleanliness (Ali et al., (2023). That is to say, physical environments are significant stimuli that affect the intentions of people and their following actions depending on their emotional status.
Furthermore, Akomaning (2023), another country like Ghana’s example was quoted in regard to linen that is related to cleanliness as well. The study stated that there is an association existed between linen quality and guest satisfaction. The cleanliness of the bedsheet, the crispness of the sheet, the fluffy nature of the duvet and the supportive nature of the pillows make the bed appealing and irresistible to influence the quality of guest stay. At the hotels, guest expects clean, comfortable and adequate linen. If the linen provided meets the expectations of guests, satisfaction could occur (Abdou et al., 2022). Cleanliness strongly shapes guests’ first impressions and their perception of hotel standards. A clean room, fresh linen, hygienic bathrooms, and dust-free surfaces contribute to a sense of comfort, safety, and trust. In contrast, poor cleanliness quickly damages a hotel’s reputation, especially in the era of online reviews where guest feedback is widely shared (Zin et al., 2023). The housekeeping department is the core of a hotel. The housekeeping department works hard to ensure that the guest experience is altered considerably. It examined the effect of housekeeping service and practise on its consumer satisfaction and repeat business. There was a strong positive correlation of decor and cleanliness with guest satisfaction and a positive correlation between laundry services and repeat business. Furthermore, the guest satisfaction was reported to be correlated with the repeat business in a positive way.
[bookmark: _Toc222316378]Objective 5: Operational Challenges in Housekeeping and Recommendations for Improving Service Quality
In regard to the hotel industry, there are many challenges for housekeeping staff. For example, Putri (2025) highlighted that there are frequent delays in internal communication and task handoffs between coordinators and room attendants. Also, there are delays were common due to manual logging, mismatches in workforce allocation, and lack of digital tools to assign and monitor tasks efficiently. Furthermore, housekeeping staff cited shortages and inadequate workforce allocation during busy periods as a major challenge. It also highlighted that modern housekeeping is no longer limited to basic cleaning. It should ensure aesthetic appeal, guest satisfaction, and operational efficiency in a competitive hospitality environment. Also, they face faces high turnover due to long hours, physically demanding tasks, low morale, and limited compensation in the hospitality industry. It was also recommended to using high technology for communication among people (Kumar et al., 2026). Also, it was recommended to establish clear procedures for cleanliness, disinfection frequency, and task prioritisation and allocate enough housekeeping staff to complete cleaning and service tasks on time without compromising quality (Nair and Patel, 2023). 
Hence, it was stated that include staff training, strict supervision, improved communication, eco‑friendly cleaning products, attention to guest requests, and proactive use of feedback to enhance service quality and guest satisfaction (Kurniawan and Putri, 2024). Also, it was demonstrated that at the Grand Prince Hotel Osaka Bay identified challenges in implementing global housekeeping standards, including language barriers, cultural adaptation difficulties, operational inefficiencies during peak periods, and discrepancies between global and local practices. However, they also recommended that there is need for structured training programs, mentorship for foreign interns, technological support for workflow and communication, and flexible adaptation of standards (Aldi et al., 2024). 
 
[bookmark: _Toc222309482]Discussion
[bookmark: _Toc222309483]Linking the Findings to the Research Aim and Objectives
This study examined how housekeeping operations influence customer satisfaction at Premier Inn Hanley, focusing on cleanliness, room readiness, and service consistency. The discussion links these aims to the findings, showing that standardised practices such as the CleanProtect framework strongly shape guest perceptions. Key themes include service standardisation, timely room availability, visible cleanliness, and operational constraints related to staffing, communication, and limited technology, confirming housekeeping as central to satisfaction in budget hotels.
[bookmark: _Toc222309484]Objective 1: Housekeeping Operations at Premier Inn Hanley
The findings show that Premier Inn Hanley relies heavily on standardisation through the CleanProtect programme and the brand promise of “Rest Easy,” which helps create consistent guest expectations across locations. Standardised cleaning routines, approved disinfectants, and structured room inspection processes reduce uncertainty for guests and support trust in the brand (Premier Inn, 2026). This aligns with literature that positions housekeeping as a core service delivery function rather than a back-of-house activity, as cleanliness is closely associated with safety, professionalism, and comfort (Mustafa, 2022).
Operationally, these housekeeping practices influence room availability and guest experience by supporting faster room turnaround and fewer service failures. Studies suggest that delayed room readiness often leads to complaints and lowers perceived value, even when other services perform well (Baquero, 2023). A regression analysis of hotel service quality found that key service quality dimensions together explained approximately 50.6 % of the variance in guest satisfaction, reinforcing the importance of operational factors such as housekeeping efficiency (Purba et al., 2022). At Premier Inn Hanley, adherence to standardised procedures therefore acts as a protective mechanism against dissatisfaction.
[bookmark: _Toc221360903][bookmark: _Toc222309485]Objective 2: Which Housekeeping Factors Drive Customer Satisfaction Most
The conceptualisation of cleanliness as one of the basic requirements of hospitality service and not a luxury feature is applied especially in the low-price hotel segment. Cleanliness is perceived by the guests as a minimum threshold. Thus, any failure will influence the satisfaction proportionately negatively (Singgalen, 2024). It is this effect that creates such a strong negative response to even little failures like dirty bathrooms or poor presentation of linen. The timeliness and room preparedness are also salient drivers of satisfaction, waiting delays create inconvenience and are indicative of operating weakness (Palaniswamy, 2022).
Perceptions on service quality is further enhanced by staff behaviour and consistency of service. According to the scholarly sources, the highly educated and qualified housekeeping personnel increases the confidence of the guests in the reliability of the services (Adebare and Dolapo, 2025). At the Premier Inn Hanley, the value-of-money position of the brand is supported by the uniformity of staffs. A regression analysis of the hotel service quality showed that the combined dimensions of service quality explained about 80‛% of the variation in guest satisfaction, which supported the significance of the core factors of operation (housekeeping strength and service responsiveness) (Ali et al., 2021). 
[bookmark: _Toc221360904][bookmark: _Toc222309486]Objective 3: Housekeeping Performance and Guest Satisfaction in Budget/Low-End Hotels
Budget hotels are also more vulnerable to housekeeping failures due to the fact that they have lower service buffers, thus having less alternative features to counter the unfavourable room conditions. Cleanliness is the main distinguishing factor, unlike with luxury hotels, where beyond the four-star rating of the hotel, the additional services like spa or concierge might offset minor deficiencies (Ahlawat, 2022). The experience of brands like Travelodge and Ibis shows that consistency is the most common practise based on checklists, inspection, and structured training (Accor, 2022).
Reputational sensitivity is also increased by the online review set up. The reviews left by the guests often revolve around the cleanliness and room quality, which exaggerates even small flaws into a wider understanding of worse quality (Zin et al., 2024). Based on research, it has been found that negative reviews of the housekeeping category are shared more often than positive-rated ones, which raises the level of reputational risk in the budget hotels (Cvelbar et al., 2021). One of the sector-wide statistics evidences that negative hotel reviews may decrease the likelihood of booking in a hotel by around 85.7percent of travellers, which signifies the increased vulnerability experienced by the Premier Inn Hanley in reputation management online (Trade Project, 2025).
[bookmark: _Toc221360905][bookmark: _Toc222309487]Objective 4: Cleanliness and Room Presentation in Guest Experience
Presentation of rooms and cleanliness have a great impact on first impressions, trust as well as emotional comfort. Clean rooms are related to guests with safety, relaxation, and professionalism, which leads to the development of positive emotional experiences at cheque-in (Ali et al., 2023). Premier Inn Hanley has been prone to anonymity of cleanliness in bathrooms, fresh linen and clean rooms, which means that visible signs of cleanliness influence the overall satisfaction (Tripadvisor, 2026).
Physical cues like linen quality, bathroom sanitation, odour of the room, and others enable guests to evaluate the quality of service in a fast manner (Akomaning, 2023). These indicators are associated signals of greater operational competence. The literature in services cape reveals that design, lighting, and cleanliness influence the perception of value and quality by the guests. A quantitative regression study in the Croatian hotel industry observed that the dimensions of perceived service quality together explained a significant part of the variance in overall customer satisfaction (approximately 61%), and that the dimensions of service quality including reliability, responsiveness, staff competence, and tangible cues had a strong impact on the overall customer satisfaction (Saleh and Harun, 2026).
[bookmark: _Toc221360906][bookmark: _Toc222309488]Objective 5: Operational Challenges Affecting Service Quality at Premier Inn Hanley
Some of the operational issues identified are staffing issues, work pressure, and time, which could foster shortcuts and inconsistent cleaning standards during peak times (Putri, 2025). Where room attendants have to clean a large number of rooms in a restricted period of time, there is a likelihood of the service reducing quality due to lack of better attention to detail. The lack of communication and proper task handovers also lead to the delays in room preparation and dissatisfaction among guests (Widiastini et al., 2024).
Consistency relies on training, supervision, and quality control but literature emphasises that supervision is limited only when the workload is high and, therefore, increases the number of errors (Bumrah, 2025). The lack of technology also declines the efficiency of the operation since manual distribution of tasks hinders the real-time tracking. Empirical research suggests that up to 25% of the housekeeping delays can be decreased due to better coordination and accountability by digital scheduling systems (Mardhiah et al., 2022). In the case of Premier Inn Hanley, these issues directly affect how the guests perceive them instead of them being latent operational issues.
[bookmark: _Toc221360907][bookmark: _Toc222309489]Practical and Managerial Implications for Premier Inn Hanley
The housekeeping performance directly influences the service quality, repeat customer, and brand reliability at the Premier Inn Hanley. The loyalty of guests is strengthened by clean rooms, convenient supply, and stable standards and eliminates complaints (Ojha et al., 2025). The efficiency of operations, specifically the room turnaround time, has an impact on the guest and revenue protection as it maximises guest availability in rooms (Baquero, 2023). The implications of workforce management include management of morale, retention, and sensible scheduling since overworked employees are more likely to provide inconsistent services (Andrade et al., 2021). Brand-wise, the problem of evident variations in housekeeping practises in each shift endangers the integrity of the brand promise of the Premier Inn. Evidence in the industry indicates that maintaining uniformity in all operations may raise the repeat visitation rates by more than 15% in low-cost hotels (Ahlawat, 2022). 
[bookmark: _Toc221360908][bookmark: _Toc222309490]Limitations of the Study
The limitation of this research is the secondary qualitative case study design where the use of secondary data is based on the literature, industry reports, and online reviews as opposed to primary data. There is no access to operational first hand insights with no staff and guest interviews. The results can be generalised to apply best to the context of Premier Inn Hanley and care should be taken when attempting at generalising the results to other hotel settings. The use of online reviews is a source of bias since guests who have had an extreme experience will tend to provide feedback. In order to reduce these risks, data triangulation was also used in terms of comparing academic literature, brand documentation, and various sources of reviews (Baldwin et al., 2022). According to the results of a quantitative study of the hotel service quality based on regression, it was revealed that the combined service quality dimensions would explain almost 61% of customer satisfaction, and thus, the influence of the core service operations, including the quality of housekeeping, on overall guest satisfaction cannot be overlooked (Nduta, 2025).
[bookmark: _Toc221360909][bookmark: _Toc222309491]Areas for Further Investigation
The future study should use primary data collection technique that includes semi-structured interviews with the housekeeping employees and the senior management to help explain the challenges in operation in more detail. Moreover, to measure satisfaction drivers more precisely, it is possible to use the guest surveys. Towards a stronger measurement of service outcomes, performance indicators, such as room turnaround time, frequency of complaints, and cleanliness audit scores, would be utilised. Operational intervention testing, including digital task allocation tools and refresher training programmes, would also help evaluate the practical increase of the efficiency of the housekeeping work and the satisfaction of the guests (Gajić et al., 2024). 
[bookmark: _Toc221360910][bookmark: _Toc222309492]Chapter Summary 
This discussion shows that housekeeping is the major driver of guest satisfaction in the budget hotel industry, with the guests laying a lot of emphasis on cleanliness, room preparedness, and consistency. The perceived service quality in the case of Premier Inn Hanley is directly affected by operational constraints associated with staffing, communication, and technology. The results prove that the performance of housekeeping is the core of the guest trust, loyalty, and brand reliability. Chapter 5 will be based on these findings by converting the implications discussed into clear and practical recommendations of ways to improve housekeeping operations at the Premier Inn Hanley.

[bookmark: _Toc222309493]Chapter 5 Conclusion and Recommendations
[bookmark: _Toc222309494]Conclusion
In the current study, the effect of housekeeping activities on customer satisfaction in Premier Inn Hanley with special focus on cleanliness, room preparedness, customer service and operational environment used to create service delivery were evaluated. Using a secondary qualitative case study approach, the research indicates that housekeeping is the primary activity in budget hotels and has a determining factor on the experience of the visitors, their impressions and their loyalty. The evidence of the empirical studies shows that the most effective determinant of customer satisfaction in Premier Inn Hanley is cleanliness. Clean rooms, hygienic bathrooms, and fresh linen are always the most basic expectations that guests will have instead of a value addition. In a low-end hotel environment, in which luxury amenities are scarce, the state of the guest room is used as the main indicator of the quality of the services. 
Even small cleanliness delays can thus create displeasure, distrust, and cause negative judgments. On the other hand, cleanliness at all times instils a lot of confidence in the guests and contributes to a good experience in general. Room preparedness and punctuality are also found to be significant sources of satisfaction. The availability of rooms at the right time through efficient housekeeping activities, helps in a smooth cheque-in operation and reduce frustration on the side of the guest. The result even with other services that worked satisfactorily was that delays in room availability had a negative impact on the perception of competence and value of money. This depicts the very tight interconnection between the efficiency of housekeeping and the overall hotel activities, especially the coordination of front-office operations and management of occupancy.
Another central theme is that of service consistency. The use of the CleanProtect framework by relying on standardised procedures enables the predictability and reliability of experiences of guests in Premier Inn Hanley. The standardisation weakens the difference in service standards among rooms and staff shifts so that the guest is presented with the same level of cleanliness regardless of staffing changes or occupancy rates. This consistency is particularly acute with the repeat customers, who choose the budget hotel brands on the basis of a reliable service delivery and not on the philosophy of a customised luxury.
The paper also lays emphasis on visible quality indicators, bed presentation, bathroom cleanliness, room structure, and overall orderliness. These cues are used by the guests to draw immediate conclusions about the quality of the hotel and its professionalism. Hygienic and well-decorated rooms make people feel comfortable, safe, and relaxed, thus increasing satisfaction and the desire to come back. Quite on the contrary, observable evidence of poor housekeeping rapidly ruins the confidence of guests and increases the chances of negative online ratings. The problems in the operational area of the housekeeping operation were found to be salient determinants of service quality. The issue of staffing, high workload, time constraints, and insufficient use of digital systems contribute to the probability of careless cleaning and missed details, especially in busy times. 
The lack of communication between the housekeeping and front-office staff may also negatively affect the room preparation and interfere with the movement of guests. These results indicate that customer dissatisfaction is often caused by internal operational limitations, as opposed to realising bad service. Another area that the study brings out is the close correlation between the performance of housekeeping and online reputation. Guest reviews have a significant impact on the booking scene, particularly in the low-end hotel category, in the current digital environment. Complaints that are related to cleanliness are particularly damaging because it contradicts the very essence of economy hotels. It is, therefore, established that, it is crucial to maintain high standards of housekeeping so as to not only satisfy the guests, but also to maintain brand image and maintain the demand.
Managerially, the results prove the importance of housekeeping being a strategic activity and not an operational one. Customer loyalty, repeat business and protecting revenue through proper housekeeping will be achieved by making sure the rooms are available, clean and consistent. The current issues of workforce management such as morale of the staff, training, supervision, and scheduling in a realistic way have proven to have a direct connexion on service results and uniformity. The research has some shortcomings. The use of secondary data means that the results are based on the available literature, reports, and online reviews, and not the first-hand information on the staff or guests. The analyses therefore indicate patterns and perceptions as opposed to actual working experiences. Further, the study limitation on one hotel means that the research cannot be extrapolated to other locations of the Premier Inn or to other hotel chains.
Irrespective of these constraints, the study provides important information on how housekeeping activities determine customer satisfaction in a real-life scenario in an authentic budget hotel. It confirms that the satisfaction of guests in Premier Inn Hanley is based mainly on the regular provision of the essential services and not on the secondary services. Cleanliness, readiness of rooms and reliability of service are the pillars of good guest experience and trust in the brand. Finally, this study confirms that customer satisfaction at Premier Inn Hanley revolves around the housekeeping activities. The effectiveness of the housekeeping practises has a direct effect on the perceptions of the guests, the emotional comfort, and the loyalty, and operational constraints can quickly lead to dissatisfaction in case they are not controlled. The results have a solid background on the formulation of viable recommendations in the improvement of housekeeping performance, operation effectiveness, and overall guest satisfaction, which is outlined in the next chapter.
[bookmark: _Toc222309495]Recommendations and Practical Strategies
Considering the results of this study and the experience during the placement in the Premier Inn Hanley, the following recommendations can be offered to facilitate the enhancement of the performance of the housekeeping, the efficiency of the operations, and the customer satisfaction. These proposals are practical and attainable in a budget-hotel environment and in accordance with the brand principles of consistency, cleanliness and affordable prices.
[bookmark: _Toc222309496]Strengthening Staffing Levels and Workload Allocation
One of the main problems that were revealed was the workload pressure among the housekeeping staff especially during the peak period of occupancy. Premier Inn Hanley is suggested to periodically assess the staffing rates relative to occupancy projections to ensure that room attendants are not overworked (Andrade et al., 2021). A more equalised work load would give the staff enough time to implement the cleaning duty in thorough ways without being in a hurry, which would reduce the chances of missing details. Complete staffing boosts would be impractical where they are not feasible. This might be achieved by flexible scheduling during peak times like weekends and local events days. The sufficient labour force directly correlates with the maintained level of cleanliness and improve the mood as well as the satisfaction of the guests (Putri et al., 2025).
[bookmark: _Toc222309497]Improving Communication and Task Coordination
Close interactions between the housekeeping staff, supervisory staff, and the front-office staff are required to ensure timely room readiness (Widiastini et al., 2024). The researchers found out that the main causes of delays are poor handovers of tasks and unclear updates of room status. It is, therefore, advisable that Premier Inn Handley strengthens daily briefings at the beginning of every shift and embraces more definite communication guidelines throughout departments. Delays can be reduced and guest dissatisfaction at cheque-in can be avoided with simple interventions like more accurate reporting of the room status and organised supervisor cheque-ins (Au-Yong et al., 2024). Improved coordination facilitates the operations and also enhances the overall guest experience.
[bookmark: _Toc222309498]Enhancing Training and Ongoing Supervision
Training and Supervision of staffs is the key to consistency of service quality. Even though the operations of the Premier Inn are based on standardised procedures, refresher training programmes are recommended to help strengthen the expectations of cleanliness, hygiene, and presentation (Hidajat and Mansur, 2024). Periodic evaluations and feedback of supervisors can help to maintain standards without over-pressurising the employees. Focus on details should also be a part of the training programmes since tourists usually judge the quality by the visible signs like the bathroom cleanliness and the way the bed is made. Constant growth helps to provide consistency and lessen change between shifts and staff (Adebare and Dolapo, 2025).
[bookmark: _Toc222309499]Leveraging Simple Digital Tools for Operational Efficiency
The study found poor use of technology to be one of the predictors of inefficiency. Although not every budget hotel should have advanced systems, the simple tools such as digital task allocation tools or room status tools (Mardhiah et al., 2022) may benefit Premier Inns Hanley. Even simple systems that can allow the supervisors to track the progress of the rooms in real time can reduce the miscommunication and enhance turnaround times (Mardhiah et al., 2022). There would be a need to introduce the technology at a low cost and low rate, which would favour more coordination without affecting the current work flows. Enhanced efficiency would enhance the availability of rooms and decrease the waiting period of the guests. 
[bookmark: _Toc222309500]Maintaining Focus on Cleanliness and Visible Quality Cues
Since visible cleanliness has a powerful effect on guest satisfaction, it is recommended that the housekeeping should still focus on the areas that are most observable to guests (Singgalen, 2024). These will be bathrooms, bed linen, floors and general room tidiness. The high-impact areas that involve the use of checklists should be used consistently and occasionally compared. The strict focus on the observable quality indicators supports the positive first impressions and corresponds to the promise of the brand of the Premier Inn, which is comfort and cleanliness (Premier Inn, 2026).
[bookmark: _Toc222309501]Using Guest Feedback to Drive Continuous Improvement
Housekeeping performance measured by guest reviews and feedback gives a good insight into the customer opinion on the performance (Zin et al., 2024). It is advised that Premier Inn Hanley should frequently review the online comments and complaint statistics to pinpoint those problems that keep on reoccurring regarding the cleanliness or the room preparation. The transfer of pertinent feedback to the housekeeping departments allows employees to understand the expectations of guests and identify the areas of their improvement (Baquero, 2023). The positive feedback is also to be communicated to motivate the staff and strengthen the best practises. Guest insights help in the constant improvement and protection of the online reputation of the hotel.
[bookmark: _Toc222309502]Supporting Staff Wellbeing and Retention
The emphasis on the wellbeing of staff should be viewed as a long-term investment in the quality of services. The weight of workload and physical work do not only cause fatigue but also high turnover negatively impacting consistency (Andrade et al., 2021). Fair shift scheduling, acknowledgement of exemplary performance and career progression opportunities are some measures that can increase morale and retention. A less insecure and motivated housekeeping service is more likely to provide quality and reliable housekeeping services that meet the expectations of the guests.
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