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[bookmark: _Toc213779808]Introduction
Guests or visitors have a variety of expectations from hospitality organisations; therefore, hospitality organisations need to look for innovative methods to raise guest satisfaction (Palazzo, Foroudi and Ferri, 2021). My placement at DoubleTree by Hilton on Stratford-upon-Avon had me working in the housekeeping department under the supervision of housekeeping manager Aksana Lontone. DoubleTree by Hilton Stratford-upon-Avon has 102 guest rooms, including Twin, Queen, King Suites and King Junior Suites. The housekeeping department is resposible of keeping the rooms clean and comfortable for visitors as well as the public area of the hotel. Daily room cleaning, linen and towel management, turndown services, and ensuring every guest room meets the brand’s quality standards are among the services provided by the department. To manage the cleaning and bed linens for each guest room, the department also works with outside laundry contractors. 
[bookmark: _Toc213779809]Main Body
[bookmark: _Toc213779810]Discussion: Marketing and Guest Experience
[bookmark: _Toc213779811]Issue on Experience
Housekeeping management plays a vital role in maintaining both cleanliness and addressing guest needs during their stay. Good housekeeping keeps a hotel’s reputation intact, increases guest service, satisfaction and encourages favourable reviews (Broder, 2024). The explanation of the principal cause to Aksana stood out to me the most when I was speaking with her. She explained to me that the largest issue we are encountering is the quality of linens that our laundry contractor sends back (Lontone, 2025). There are too many pillowcases and bed linens returned stained or dirty already, and some can never be removed by any means. She said that room attendants had to switch 2-3 pillowcases in their rooms to locate clean ones, which took away precious time that they could not recover. In this aspect Hasan et al. (2022) claimed that a hotel’s linen rotation or flow system cannot be considered effective because the laundry outside the hotel is more crucial to the linen processing process than the hotel’s laundry staff. Ali et al. (2021) assessed that breakdown in quality control has a direct impact on the hotel’s capacity to fulfill its brand promise by causing a gap between marketing messaging and the provision of real services.
According to Hospitality and Guest Service Management (Level 4), customers who stay at one of the properties of the DoubleTree can expect certain service standards that correlate with the Hilton brand promise. I observed that the visibly stained linens are a direct contradiction of what the marketed expectations imply and are the root cause of what Hospitality and Guest Service Management has determined as a service failure. In this aspect Wong (2024) claimed that preserving brand consistency boosts customer loyalty, builds trust, and improves brand recognition. Making consistency a top priority assists organisations in creating a powerful brand that audiences love and recognise right away. 
[bookmark: _Toc213779812]Significance of the Issue
Initially, I viewed housekeeping as simply a housekeeping problem; however, my perspective progressed. I recognised that housekeeping is not only important in terms of customer dissatisfaction, but also important in terms of the overall competitive standing. Reputation management has risen to prominence, as highlighted in Hospitality and Guest Service Management. Negative reviews provide a chance to find and fix any issues that might be present with the company’s good services. Conversely, neutral remarks offer enlightening and impartial feedback rather than displaying a pronounced positive or negative inclination towards the brand (Açikgöz et al., 2024). I came to understand that consumers place more trust in other consumers’ negative reviews than in positive ones on the same product. Therefore, this issue is directly related to guest experience and is indirectly related to the marketing of the brand.
In aspects of marketing perspective studied during Hospitality and Guest Service Management, DoubleTree is positioned in the high-end segment where premium pricing is set based on assured quality standards. However, effective management is frequently hampered by cognitive dissonance, as it can cause library managers to adopt a skewed perception of reality and make less wise choices (Holley, 2021). Through my observations, I have firsthand noticed that the lack of consistency between marketing communications and service delivery is part of unique value proposition.
[bookmark: _Toc213779813]Self-Reflectation: More Role and Learning
The conversations I had with Aksana made me experience the extreme stress of time and difficult choices faced by the workers in terms of effectiveness (Lontone, 2025). This practical experience led me into the discussion in Hospitality and Guest Service Management, about meeting and overcoming expectations with a clear focus. I noticed the staff members who were genuinely interested in performing exemplary work were struggling to achieve it under these conditions. In this aspect Zastro (2024) assessed that workers may experience stress disengagement or overwork when operational inefficiencies result in understaffing, excessive workloads or unclear procedures.
I drew inspiration from both conversations and evaluating the leadership style of Aksana, which brought numerous valuable lessons concerning active problem-solving under the limitations of resources. Instead of accusing the laundry contractor, she also assumed responsibility for quality control by introducing manual checks of pillowcases,  personally checking them or the supervisor and then handing them out to linen floors (Lontone, 2025). To build evidence-based discussions on contractor accountability, she keeps records of rejections that document the size of the problem. A service culture is where employees strive to come to work, and customers enjoy doing business with individuals (Metz, Ilieș and Nistor, 2020). 
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[bookmark: _Toc213779815]Step 1: Implement Pre-Distrubution Quality Control Checkpoints
Best Practice
The priority would be formalising the quality control process, which has already been initiated. I recommend developing quality control stations that must be systematically established. This approach aligns with the Six Steps to Deliver Quality Guest Service framework from Hospitality and Guest Service Management (Level 4). This creates a systematic inspection process through which the hotel ensures acceptable quality linen in guest rooms.
Expected Impact
The anticipated result of guests satisfaction would be immediate. The hotel can avoid complaints and negative first impressions that harm the hotel’s reputation since there is no possibility of dirty linen reaching the guest rooms (Refer to Appendix 1).
[bookmark: _Toc213779816]Step 2: Establish Performance-Based Contractor Accountability
Best Practice
The information Aksana has been gathering provides facts about these negotiations (Lontone, 2025). This is in accordance with the idea of holding people responsible in the Four Steps to Creating a Service Culture of Hospitality and Guest Service Management (Level 4) for external service providers who have a direct impact on guest experiences.
Expected Impact
Ӧzcan, Pehlivan and Erkasap (2024) stated that higher perceived service quality increases customer satisfaction, which in turn improves brand loyalty. Major hospitality organisations have provided outsourced partners to directly influence the guest experience with primary organisations (Refer to Appendix 1). 
[bookmark: _Toc213779817]Step 3: Adjust Room Attendant Time Allocations
Best Practice
To serve longer periods, I suggest adopting technology-assisted scheduling that will optimise the sequence of room allocation. This suggestion is indicative of ʺTrain and empower staffʺ and ʺDevelop procedures to deliver what guests want,ʺ found in Hospitality and Guest Service Management (Level 4) in the Six Steps to Deliver Quality Guest Service. This recommendation provides sufficient time, which indicates that management is willing to empower the staff to achieve quality.
Expected Impact 
Through this recommendation, room attendants who have enough time can carefully check the linens, identify maintenance problems, and pay careful attention to details. Ali et al. (2021) suggested that appropriate time management greatly improves service quality and employee job satisfaction, generating positive feedback that benefits employee well-being and guest experience results (Refer to Appendix 1).
[bookmark: _Toc213779818]Conclusion
The convergence of operational issues in the hospitality sector has been essential, as evidenced by the placement experience at the Doubletree by Hilton Stratford-upon-Avon. This means the marketing communications, operating systems capabilities and quality assurance systems should be balanced within guest service management. I have spoken with Aksana, and I understand that my theoretical models from the course, including the Six Steps to Providing Quality Service and the Four Steps to Developing a Service Culture, apply directly to practical issues of service delivery. Above all, I have learned that managing guest services demands not only addressing the symptoms but also basic causes of the issues, which I will apply throughout my career as a hospitality industry professional.
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	Objective
	Specific
	Measurable
	Attainable
	Realistic
	Timely

	Quality Control Checkpoints
	Staffing checklist items and inspection station setup in detail.
	Tracking reflections, keeping an eye on complaints and aiming for zero stained linens.
	Utilisation of current resources and cost breakdown.
	Connections to brand standards, guest satisfaction and marketing mix.
	Weekly implementation

	Contractor Accountability
	Monthly audits with rejection rates and penalties for all contract parts.
	Weekly tracking metrics, with reduction target.
	Competitive market leverage and an evidence based negotiating position.
	Root cause solutions and accountability culture and root cause solution.
	Weekly implementation

	Time Allocation
	Limited time allocation with software implementation and new hires.
	Quality completion rate, satisfaction improvements and time increase targets.
	Analysis shows cost offset and persistent software cost assessment.
	Employment empowerment and better service quality.
	Weekly implementation.



Table 1: SMART Table
(Source: Self-Developed)
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