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Abstract
This study discussed the role of housekeeping standards in improving overall guest satisfaction and reputation of hotel businesses. The discussion in this study was primarily focused on the Premier Inn Dundee Centre Hotel. Chapter one provided a brief background and rationale of this study. The chapter also gave Clear definition of research aim, research objectives, and questions of this study. It was followed by providing a detailed literature review on the chosen topic of discussion in chapter 2. It highlighted a theoretical Framework with theories like expectation disconfirmation theory and social exchange theory. A conceptual framework showing relation between housekeeping excellence and digital guest satisfaction was also given. Next, the discussion focused on providing literature understanding regarding key housekeeping practices that have a positive influence on overall guest satisfaction. It also recommended strategies for improving the housekeeping process. A discussion on the literature gap was also given in this chapter. It was followed by understanding the Research methodology that was used in this dissertation in chapter 3. The chapter highlighted research design that researchers used by following Saunders' Research Onion. The chapter also included significant discussion on secondary data collection, thematic analysis technique, and ethical considerations researchers used in this study. The research also included findings and discussion in Chapter 4. The chapter detailed the company overview through highlighting the problem. SWOT Analysis, PESTLE Analysis, Competitive Analysis and Reflective Account. The findings also included thematic analysis through analysing the themes of the research. The theme focused on housekeeping practices which creates an impact on the satisfaction of guests, impact of satisfaction drivers and the perception of guests. The other theme focused on the challenges that are encountered in maintaining the housekeeping quality and strategies to foster housekeeping practices through high standards. The themes of the thematic analysis have been linked with the objective and discussion on the findings from thematic analysis and literature review. 
The discussion section of the study has entailed how the research findings and current literature reviewed previously together contributed to confirm the direct impact of housekeeping tactics on the satisfaction rates among guests, service recovery, and how brand is perceived by its customer bases. It also determined some major limitations and operational obstacles including communication gaps, limited resources, and staff fatigue as the most common barriers amid peak occupancy. This integration procedure of smart technologies including AI-based housekeeping and IoT systems were determined as the solution for enhancing efficiency of services and monitoring housekeeping. Further, staff empowerment and training them on a regular basis were determined crucial for high performance sustenance. Then, the conclusion section was where all findings and discussions were reiterated discussing the consistency of housekeeping practices as a major factor along with proper human resource strategies and technology, essential for continuously maintaining Premier Inn’s standard as a globally acknowledged budget hotel brand. The recommendation has focused on fostering cleanliness standards, training and professional development for the staff maintenance responsiveness and reporting and expansion of the guest room amenities. The hotel placement can also be initiated through real-time feedback mechanism and green housekeeping initiatives for Premier Inn Dundee.
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[bookmark: _Toc200651839]Chapter 1 – Introduction
[bookmark: _Toc200651840]1.1 Background to the research project
Within a significantly competitive industry like hospitality, guest satisfaction plays an essential role as the core determinant of the success of businesses, affecting the reputation of their brands, financial performance, and consumer loyalty (Khan et al., 2022). Among several operational activities performed within hotels, housekeeping is seen as a critical aspect, while often underestimated, influencing satisfaction levels of guests and their experiences. A well-maintained, comfortable, and clear environment of hospitality locations is valued as the top priority of consumers and regulators, contributing to positive brand perceptions, affecting reviews, repeat visits, and recommendations based on word-of-mouth (Fatma and Kumar, 2024). The rising awareness among customer bases and their diverse expectations, particularly after the pandemic, perceiving cleanliness as the most basic and impactful expectations to define quality service’s features. For hotel brands like Premier Inn working under their affordable budget model, are aimed at managing consistent quality of services throughout all of its locations worldwide, depicting the criticality of the effectiveness and efficiency of housekeeping practices. 
Premier Inn Dundee Centre Hotel in this case, is a hotel situated at the heart of the Discovery Quay’s Dundee, catering to a combination of leisure and business travellers (Premier Inn, 2023). Considering the central location and its wide-recognised status as a nationally acknowledged hotel chain, the consistency of meeting higher housekeeping standards is significantly essential for remaining competitive while upholding growing brand expectations (Yu and Rojniruttikul, 2025). Comprehending the detailed housekeeping initiatives of this location’s hotel and how these initiatives allow Premier Inn to garner guest satisfaction can inform further service improvements across local as well as across the broader network or Premier Inn and similar hotels (Yin, 2003).
[bookmark: _Toc200651841]1.2 Aim of the research
“The research aims to evaluate the impact of high housekeeping standards on guest satisfaction and hotel reputation at Premier Inn Dundee.”
[bookmark: _Toc200651842]1.4 Research questions
· What are the key housekeeping practices that influence guest satisfaction at Premier Inn Dundee?
· What strategies can be recommended for improving housekeeping efficiency while maintaining high standards? 
[bookmark: _Toc200651843]1.5 Research objectives
· To identify key housekeeping practices at Premier Inn Dundee that influence guest satisfaction.
· To recommend strategies to improve housekeeping efficiency while maintaining high standards.
[bookmark: _Toc200651844]1.6 Research rationale/relevance
The research has high significance to the current diversifying and evolving landscapes, both business and regulations-wise, emphasising cleanliness of hospitality locations as the central element of service quality in this industry. The climate of the service sector currently directly affected hygiene ratings and online guest reviews, having extensive impacts on booking decisions, leading to the evolution of housekeeping practices as a core strategic business function leading to improved brand perception and consumer satisfaction (Anabila et al., 2022). Premier Inn boasts its reputation as a globally trusted hotel chain which is why upholding constant and strict standards are critical to its performance and reputation maintenance (Kosasih et al., 2024). By specifically focusing on the Dundee Centre branch of Premier Inn hotels, the following research delivers a case-specific and practical assessment of ways to effectively refine operational housekeeping initiatives.


[bookmark: _Toc200651845]Chapter 2 – Literature Review
[bookmark: _Toc200651846]2.1 Introduction and background with its importance
This chapter will provide a detailed literature review on the social topic of discussion. First and foremost, the discussion will start with giving a detailed theoretical framework. It will discuss expectation confirmation theory and social exchange theory. How these theories are related to the discussion will be highlighted as well. Next, the conceptual framework will also be provided for better understanding (Collis, and Hussey, 2014). After that, a literature discussion on key housekeeping practices will be given. Following that, the discussion will also provide recommended strategies for improving housekeeping quality. Last but not least the chapter will also highlight gaps in existing studies. Housekeeping practices have become a vital component in the modern hospitality settings. In existing literature discussions, Main highlights include basic ideas regarding housekeeping practices. Along with that, how guest satisfaction is vital is also described individually. Keeping this in mind, this literature review will look into how housekeeping practices are connected to high guest satisfaction. Along with that, different strategies will also be added for improving housekeeping quality. Relevance of this literature understanding is based on the fact that it can help hospitality businesses get ideas regarding how to make adjustments in their existing practices for maintaining high housekeeping standards.
[bookmark: _Toc200651847]2.2 Key housekeeping practices influencing guest satisfaction
As per Singgalen (2024), good housekeeping practices are extremely important in the hospitality setting for maintaining highly developed guest satisfaction. For instance, looking into maintaining cleanliness is vital. Modern guests are extremely aware about how hygiene is extremely important. It has become an essential factor for hotels after the pandemic back in 2020. People consider hygiene factors that are being practised in hotels nowadays before opting for their services. This comes from their increased understanding and awareness of health. Besides, there are customers who visit hospitality services with a tight schedule. Therefore, another necessary good practice for hospitality businesses is maintaining timeliness (Anderson, 2025). When it comes to understanding good housekeeping practices, looking into presentations is extremely important. For example, guest rooms, if presented nicely, can result in such business organisations having positive responses from their customers. Offering customers need and tidy rooms also aligns with their increasing hygiene preferences. In addition to that, in the context of housekeeping practices, standardised protocols are vital. Hospitality businesses therefore need to invest heavily in ensuring that their employees have applicable training regarding how to follow standard protocols (Shvaikovskaia, 2022). This can help with maintaining guest satisfaction. standard protocols for housekeeping services also align greatly with industry standards.
Tavitiyaman et al. (2022), opine, innovative practices in modern hospitality settings are also vital in order to maintain quality housekeeping standards. There are several technological solutions that can be implemented for improving overall efficiency of housekeeping. Digital tools like real-time monitoring systems, automated scheduling software, and so on in this context can be extremely helpful (Dasgupta and Jamader, 2024). For example, this software can be utilised for improving cleaning operation effectiveness. Besides that, such software also comes with features like rapid responses. In addition to that, staff training is vital when it comes to utilising digital software (Westcott and Anderson, 2021). This software has a certain learning curve. Therefore, the HRM in such hospitality organisations need to focus on providing appropriate training and development programmes. With this overall workflow will be extremely stabilised and the service quality will not be compromised in the process. These can be helpful for maintaining good housekeeping practises in such organisations.
[bookmark: _Toc200651848]2.3 Strategies employed for improving housekeeping efficiency while maintaining high standards
Bathla et al. (2025), state that, digital cleaning management system is in the hospitality setting nowadays. This helps with improving overall efficiency of housekeeping operations in such businesses. Several premium businesses have this software installed within their existing system. It helps with maintaining a standardised process for task allocation. Besides, resource utilisation can also be extremely optimised with this (Eidukynaite, 2022). People in management positions in hospitality organisations, utilising digital management systems can identify areas where bottlenecks are present. Based on that, appropriate intervention measures can be developed. Another vital digital tool can be considered mobile based platforms (Hudson and Hudson, 2025). With mobile platforms, staff can have direct access to work orders and their performance data. Besides, this also improves communication between staff and management tremendously. This seamless communication is extremely important for maintaining quality standards in housekeeping services.
Jamadar and Zade (2022), mention, having standardised hygiene practises can improve housekeeping service efficiency in modern hospitality setting. With the pandemic, people’s awareness regarding how hygiene is vital have increased tremendously. Therefore, hospitality services can look into several factors like installing sanitation centres in several key positions within the hotel premises, having clean utensils, maintaining odour within rooms, and so on. These standardised practices can go well with people’s high sanitary needs. Along with that, it can also help maintain high housekeeping standards.
As per Bhaswani and Hymavathi (2022), in order to improve housekeeping efficiency, strategies are equally important. As discussed before, rigorous training is vital for maintaining quality in housekeeping services. Therefore, in such hospitality organisations, HRM has a significant role in developing appropriate training and development programmes. Using digital software in housekeeping processes may create certain resistance to change from employees who are already accustomed with traditional housekeeping practices (‌Mondok, 2023). In this context, management needs to utilise these training protocols and ensure that every housekeeping staff has knowledge and skill regarding how to utilise these technologies and improve the quality of housekeeping. Another essential strategy is following lean management practices (Gursoy et al., 2022). Therefore, emphasis needs to be put on putting high value on customer values. In this context, housekeeping services need to have less waste production. It improves efficiency and reduces any activities that do not add value to existing business processes side by side.
[bookmark: _Toc200651849]2.4 Theoretical framework
Expectation-disconfirmation theory
[image: C:\Users\Mamun\AppData\Local\Temp\ksohtml10476\wps1.jpg] 
Figure 1: Expectation-disconfirmation theory
(Source: Schiebler et al., 2025)
Expectation-disconfirmation theory discusses how people have expectations beforehand for the services they will receive. It is basically about the gap between the services people expect and the same they actually receive in reality (Schiebler et al., 2025). In the context of hospitality organisation, in the event housekeeping standards are maintained it results in guest satisfaction and loyalty. However, if these elements do not meet the expectation of guests, it may result in damaging the organisation reputation.
Social exchange theory
[image: C:\Users\Mamun\AppData\Local\Temp\ksohtml10476\wps2.jpg] 
Figure 2: Social exchange theory
(Source: Meira and Hancer, 2021)
Social exchange theory describes that service interactions include certain contributions between guests and providers. This results in developing a balance in terms of benefits (Meira and Hancer, 2021). For instance, in the present context, when guests in a hospitality setting receive quality housekeeping services that are much better than the expected, it results in increasing their loyalty and positive reviews. For such hospitality settings, with effective housekeeping practices, beneficial exchange is developed (Chela-Alvarez et al., 2021). Here, quality services result in building trust. This increases guest satisfaction and maintains business reputation.


[bookmark: _Toc200651850]2.5 Conceptual framework
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Figure 3: Conceptual framework

The above conceptual framework shows a direct connection between housekeeping excellence and guest satisfaction. In order to improve the quality of housekeeping in a hospitality setting, several elements need to be looked into. Some of them are cleaning quality, operational efficiency, staff competence, and so on. These are the elements on which guest satisfaction relies heavily. For instance, with maintaining cleaning quality, businesses can show that they are heavily committed towards maintaining hygiene standards in their services (Mangco and Andales, 2023). Besides that, guests nowadays expect a high level of operational efficiency when they visit a hotel. Looking into every detail and focusing on fulfilling guest expectations is necessary for hotel organisations when it comes to providing housekeeping services (Widiastini et al., 2024). In addition to that, appropriate staff competence is also vital. Staff who provide housekeeping services need to be consistent in their work. This creates a positive impression among guests (Prayogi and Wijoyo, 2025).
[bookmark: _Toc200651851]2.6 Literature Gap
Existing studies provide significant information regarding housekeeping practices. However, in the majority of these studies, they do not include operational and efficiency strategies for housekeeping practices. In many studies that are publicly available, focus is given on discussing cleaning quality or technological innovation (Chan, 2025). However, discussions do not highlight how these elements can give combined effect and help maintain guest satisfaction. In this context, this discussion comes into picture. It discusses different industry standards of housekeeping along with providing Appropriate recommendations for hospitality businesses to further improve their housekeeping practices. In this way, this study fulfils these identified gaps in this study (Veal, 2006).
[bookmark: _Toc200651852]2.7 Chapter Summary
This chapter has provided literature review on how housekeeping standards are necessary for customer satisfaction and hotel business reputation. First, discussions in this chapter have started with providing a detailed theoretical framework. It has highlighted expectation disconfirmation theory, and social exchange theory. It has been followed by providing a detailed conceptual framework for better understanding. Next, the chapter has given a literature discussion on key housekeeping practices. It has also discussed recommended strategies for improving housekeeping practices. Lastly, literature gaps in existing studies have been highlighted as well.

[bookmark: _Toc200651853]Chapter 3 – Methodology
[bookmark: _Toc200651854]3.1 Introduction
This chapter will discuss research meteorology for this dissertation. It will highlight the research design. It will be followed by understanding data collection methods and data analysis process researchers have utilised. Lastly, ethical considerations and limitations in this study will be understood.
[bookmark: _Toc200651855]3.2 Research Design
This study has utilised a secondary research design. In this context, emphasis has been given on looking into existing literature. Based on that, researchers have focused on understanding the connection between housekeeping quality and guest satisfaction in the hospitality setting (Denscombe, 2010). This study has utilised the Saunders’ Research Onion framework for developing the research design. It provides detailed guidance for the entire research process (Saunders et al., 2012). Keeping this in mind, researchers have utilised an interpretivism research philosophy for this study. This focuses on having detailed understanding from qualitative sources.
[bookmark: _Toc200651856]3.3 Participants or subjects
Since this study utilises a secondary research method, it does not involve direct human subjects or participants for data collection and analysis. In this context, researchers have utilised sources publicly available and credible as per peer review (Bryman, 2008). For example, existing books, articles, journals, industry reports, and so on have been utilised here.
[bookmark: _Toc200651857]3.4 Data collection methods
In the context of the data collection process, researchers have utilised secondary data collection by using databases like the university library for finding relevant sources that are related to housekeeping services in the hospitality industry and guest satisfaction. Books and journals in university libraries have provided significant information regarding the chosen topic of discussion. Each source here is peer reviewed and credible. In this context, researchers thoroughly read relevant sources for getting accurate information. This is vital for maintaining high academic quality (Gyau et al., 2021) When choosing these secondary sources for data analysis specific attention was given for sticking to inclusion and exclusion criteria. As for inclusion criteria, only the sources that are relevant, and have been published within the last five years have been chosen for data analysis. On the other hand, for the exclusion criteria, researchers have emphasised discarding any source that is older than five years or not related to housekeeping services and guest satisfaction in the hospitality setting.
[bookmark: _Toc200651858]3.5 Data analysis
Researchers have utilised thematic analysis method for analysing contents of the secondary sources in a systematic manner. In a thematic analysis, the process starts with reviewing secondary sources thoroughly. It is followed by understanding hidden patterns in the information that researchers receive from these sources. These patterns are then converted into codes (Silverman, 2011). After that, these codes are further converted to generalised themes. Researchers have utilised this process to develop generalised themes regarding housekeeping process and guest satisfaction in the hospitality setting (Diamantopoulos and Schlegelmilch, 2002). It is followed by discussing the relation between literature and findings of analysis.
[bookmark: _Toc200651859]3.6 Materials and instruments
As for materials and instruments that researchers have utilised in the study, they are Google Scholar, academic database, university libraries, industry specific reports, books, journals, articles, and so on (Robson, 2016; Pallant, 2010). Besides that, in order to cite sources appropriately, citation management sources have been utilised as well (Greetham, 2014). These have helped researchers conduct secondary analysis successfully.
[bookmark: _Toc200651860]3.7 Ethical considerations
Although this study has been conducted using secondary research methodology and no human subjects have been involved, researchers have emphasised maintaining research ethics in the process still (McGiven, 2006). In this context, in order to give due respect to authors of the information that researchers have utilised in this study, appropriate citations have been used. This is necessary for maintaining academic integrity.
[bookmark: _Toc200651861]3.8 Limitations 
As this study has utilised secondary sources, there are potential chances of bias. Besides, there may be information that may not be up to date. This may result in reducing generalisability of research findings.
[bookmark: _Toc200651862]3.9 Chapter summary
In conclusion, this chapter has discussed the secondary research design for this study. It has also highlighted data collection and data analysis processes. Aside from this, ethical considerations and limitations in this study have been discussed as well.
[bookmark: _Toc200651863]
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[bookmark: _Toc200651864]Case study company overview 
Overview 
Premier Inn Dundee Centre Hotel operates at Discovery Quay, Dundee, catering to a mixture of leisure and business travellers. It is mainly known for the delivery of value-for-money services on a consistent basis, keeping housekeeping as the central fundamental of final guest satisfaction (Premier Inn, 2023). Being a part of Whitbread PLC, this hotel strictly adheres to brand standards prioritising efficiency, comfort, and cleanliness (Whitbread PLC, 2021).
SWOT
	Strengths
· Premier Inn Dundee Centre Hotel has strong brand reputation
· Their maintenance of consistent housekeeping protocols is another strength (Travelweekly.com, 2024).
	Weaknesses
· Staff shortages, especially in peak periods. The reason behind this is the high-occupancy rate due to which number of guests increase widely, however, limited staff fails to serve the guests properly in those days. 

	Opportunities
· Introduction of smart housekeeping technologies such as AI powered guest services, the use of Chatbots can offer opportunity to the hotel. 
	Threats
· Increasing guest expectations and lack of effective services is a weakness
· Local competition, between hotels like Hilton Dundee, Holiday Inn Express is one of the greatest threats. 


Table 1: SWOT analysis of Premier Inn Dundee Centre Hotel


PEST 
	Factors
	Description

	Political
	Labour regulations accompanied with the changes and reforms in migration policies focused more on limiting the rate of net migration in the UK, which is affecting the UK hospitality sector widely in the form of staff shortage. This is also impacting the Premier Inn Dundee Centre Hotel

	Economic
	Inflationary fluctuations are another reason that is impacting the hospitality sector of the UK. The inflation rate of the UK rose to 3.5% in April, 2025, which was 2.6% previously (Statista, 2025). These changes in inflation has increased the demands of budget-conscious travellers who are avoiding Premiere Inn as it is one of the luxury hotel chains.  

	Social
	Increased focus after the pandemic on hospitality’s sustainability and cleanliness is one of the major demands of the customers which has increased. This is impacting the hospitality sector in a positive way as the hotels like Premiere Inn are taking major initiatives to increase sustainability in the organisation. 

	Technological
	Growth of new and more effective digital tools to maintain higher housekeeping standards and positive guest feedback (Whitbread PLC, 2023). This is impacting the hospitality sector and the hotel in a positive way as the technological advancements are taking place in the form of contactless payments, Virtual reality usage and the use of automation technologies in the organisations like Premiere Inn. 


Table 2: PEST analysis of Premier Inn Dundee Centre Hotel

Competitor Analysis
Key competition created against Dundee are Holiday Inn Express and Travelodge since Premier Inn’s leadership relies on cleanliness and brand trust while the rivals put forth unique guest features and competitive pricing such as flexible room layouts or complimentary breakfast. The company maintains greater advantage with the help of consistent standards of housekeeping, centralised model of operations, and systems for real-time guest feedback (Fair Work Convention, 2024). However, it has to continuously innovate to stay ahead of others.
Reflective Account
The placement helped me observe the criticality of housekeeping for the operations of the hotel. Mainly, attention to detail, guest preferences, and timing were the factors playing essential roles in the delivery of quality services. I also noticed obstacles like complexity of maintaining service levels and high staff turnover in the housekeeping department during peak occupancy.
[bookmark: _Toc200651865]Findings
Thematic Analysis 
	Themes
	Author/s
	Year of
Publication
	Sources
	Key Findings

	Housekeeping practices at Premier Inn Dundee that influence guest satisfaction
	“Albayrak, T., Kılıçarslan, Ö., Fong, L.H.N., Caber, M. and Hamurişçi, A.G.,”
	2025
	“Unravelling the influence of service failure on negative customer engagement: The moderating role of service recovery. International Journal of Hospitality Management, 130, p.104242.”
	The findings from the source focused on the housekeeping practices within Premier Inn that are initiated through customer engagement and mobile application that leads to customer satisfaction.

	
	“Park, H., Lee, M., Back, K.J., DeFranco, A. and Suh, J.,”
	2025
	“Dynamic roles of hotel mobile application in customer satisfaction and dissatisfaction: integrating text analytics and impact asymmetry analysis. International Journal of Contemporary Hospitality Management.”
	

	Influence of satisfaction drivers and guest perception within Premier Inn Dundee
	“Marín-García, A., Moise, M.S., Bordian, M. and Gil-Saura, I.,”
	2025
	“Sustainable practices as a driver of brand value and satisfaction: is it the same for all guests?. Tourism and hospitality management, 31(1), pp.37-47.”
	The findings from the source focuses on the impact of the guest perception and satisfaction drivers that creates an influence through sustainable practices and website quality fostering customer quality. 

	
	“Kulshreshtha, K., Aldulaimi, S., Singh, V.D., Singh, S., Jamaludin, A., Ratib Alsoud, A., Sharma, S. and Priye, A.,”
	2025
	“The power of website quality in driving customer loyalty in hotel industry: exploring a mediation model. International Journal of Ethics and Systems.”
	

	Challenges faced in managing the housekeeping quality at Premier Inn Dundee
	“Hsieh, Y., Hirudayaraj, M. and Hsieh, W.C.,”
	2025
	“Rethinking housekeeping job quality: insights from hotel housekeepers and managers. Current Issues in Tourism, pp.1-15.”
	The source findings include the challenge that is encountered in managing the housekeeping quality within Premier Inn through rethinking of the job quality and job stress influencing the satisfaction.

	
	“Jain, G., Punia, V., Verma, N., Tripathi, S. and Mehra, H.,”
	2025
	“Behind Closed Doors: Unravelling Job Stress and Satisfaction in Hotel Housekeeping. In 9th International Conference on Synergizing Sustainable Technologies and Management Practices (STAMP 2024) (pp. 219-239). Atlantis Press.”
	

	Strategies to improve housekeeping efficiency while maintaining high standards
	“Kishore, D., Raju, S.S. and Rana, V.,”
	2025
	“Exploring the Impact of Emerging Technologies on the Hospitality Industry. In Marketing Technology-Infused Hospitality: Upskilling Frontline Employees for Competitiveness (pp. 337-364). IGI Global Scientific Publishing.”
	The source findings include the strategies for improving the effectiveness of housekeeping in managing high standards through the emerging technologies, IoT and AI integration.

	
	“Chung, K.C. and Tan, P.J.B.,”
	2025
	“Artificial intelligence and internet of things to improve smart hospitality services. Internet of Things, 31, p.101544.”
	


Table 1: Thematic Analysis 

Theme 1: Housekeeping practices at Premier Inn Dundee that influence guest satisfaction 
As per Albayrak et al. (2025), housekeeping practices in hospitality organisations impact the satisfaction of guests offering the core approach of service quality. The service failures including the inadequacy of housekeeping and unclean rooms leads to a negative engagement among customers. The effective types of service recovery including the corrective actions and prompt responses through the housekeeping employees creates dissatisfaction and restores the trust of guests (Phadke, 2025). In organisations like Premier Inn Dundee focuses on timely service of rooms and proactive mode of cleanliness routines assists in preventing the service-based issues before they occur that fosters the experiences of guests.
Based on Park et al. (2025), the asymmetrical influence of the service aspects on the perceptions of customers includes the positive housekeeping that is not always praised, poor type of standards which involve in developing the complaints and causing dissatisfaction. This includes those organisations like Premier Inn Dundee, manages cleanliness and consistency which is important even in minor issues including the untidy bathrooms or dusty surfaces. This creates a damage within the reputation of the hotel and reduces the repeat business (‌Jayanti, 2023). The adherence of the hotel towards the protocols of cleanliness includes fresh linen, sanitised bathrooms and room cleanings supporting the satisfaction of guests and focusing on the service reliability (Sheoran, 2025). The utilisation of the feedback systems including front desk and mobile applications permits organisations such as Premier Inn Dundee for monitoring the responding of the issues and housekeeping performance in real-time. This focuses on the service recovery and the responsiveness importance.
Theme 2: Influence of satisfaction drivers and guest perception within Premier Inn Dundee
According to Marín-García et al. (2025), the guest satisfaction within the hospitality organisations is impacted by the engagement of the intangible and tangible factors which includes the sustainability practices and digital engagement quality. The sustainable practices involved in contributing towards the guest satisfaction and brand value and the influence is different within the customer segments (Phadke, 2025). In organisations like Premier Inn Dundee, the crucial efforts include the reduction of plastic usage, energy-effective lighting and the eco-friendly practices of lines that are highly appreciated by the guests focusing on environmentally-consciousness. The initiative fosters the brand image of the hotel and enriches emotional engagement within the guests who focus on sustainability within the travel decisions (Avşar, 2024).
As per Kulshreshtha et al. (2025), the crucial role of website quality helps in developing satisfaction and loyalty of customers. In businesses like Premier Inn Dundee, the informative, responsive and intuitive website offers crucial touchpoints for the guests. The high-quality form of digital features including the detailed descriptions on rooms, mobile compatibility, seamlessness in booking procedure and real-time availability foster the perception of guests (Snäll, 2023). The effective digital presence assists in developing the expectations and minimising the likelihood of the customer dissatisfaction due to the booking errors and misinformation (Sheoran, 2025). The satisfaction within hospitality businesses like Premier Inn Dundee focuses on traditional service elements, expectations and guest values. The sustainable practice deals with the trust of the brand and emotional engagement and the digital effectiveness leads to clarity and convenience.
Theme 3: Challenges faced in managing the housekeeping quality at Premier Inn Dundee 
Based on Hsieh et al. (2025), the challenges of managing the job quality for the role of housekeepers focuses on the issues including time pressures, limited recognition and understaffing. The factors create a direct impact on the thoroughness based on the cleaning standards and consistency (Phadke, 2025). In businesses like Premier Inn Dundee, the same type of challenges arises in the peak seasons when the hotel faces a high rate in occupancy and turnaround times that are formed between the guests which are limited. This creates missing details, different types of service quality and the rushed tasks. 
As per Jain et al. (2025), the psychological aspect of housekeeping work, analysing the job stress, low morale and physical fatigue is regarded as a potential concern. Within the budget hotels including Premier Inn Dundee, the operational efficiency is potentially managed as the housekeeping employees might face an intense level of workload pressure without any type of flexibility or proportional support (Phothong and Soontornthum, 2021). The repetitive type of task nature, engaged with the limited interaction with guests and low progression on career lead in reducing the job satisfaction and motivation that influences the quality performance level (Sheoran, 2025). Communication gaps between the management and staff creates an influence on the resolution based on the service issues. The fostering of the empowerment of the housekeepers and open dialogues through feedback mechanisms and training fosters the service quality and job satisfaction (Tims et al., 2021). In businesses like Premier Inn Dundee, the solving of the challenges of human resources is important for dealing with the standards of housekeeping. 


Theme 4: Strategies to improve housekeeping efficiency while maintaining high standards
According to Kishore et al. (2025), the improvement of the housekeeping effectiveness while managing the high standards within hotels needs the enhancement of the emerging technologies. The implementation of the smart technologies fosters the operational effectiveness within the hospitality sector. The housekeeping teams can benefit from the mode of automated systems of scheduling that engage in allocation of tasks depending on the real-time room occupancy data (Hsieh et al., 2025). This leads to minimising idle time and timely services in hotels such as Premier Inn Dundee. The applications of the mobile housekeeping can also lead in streamlining the mode of communication that is formed between the cleaning staff and front desk employees that leads to instant updates on the guest requests and room status (Hossain et al., 2024). 
As per Chung et al. (2025), the AI roles and the IoT engage in developing the smart hospitality areas. The AI-based systems can help in monitoring the guest check-ins and check-out times and alert the housekeeping automatically for cleaning the rooms and reducing delays. The IoT-based devices including the smart sensors within rooms helps in detecting the usage method and the environmental conditions including the cleanliness and humidity that permits the housekeepers to depend on the efforts effectively (Praharaj et al., 2023). The proactive method helps in enhancing effectiveness and dealing with consistency within the service quality. Data analytics through the use of technologies offer information on the performance metrics of housekeeping including frequency rate of complaints, staff productivity and cleaning durations that leads to continuous improvement (Park et al., 2025). The staff training to use the tools is important for increasing the technological benefits. In organisations like Premier Inn Dundee, the fostering of the housekeeping effectiveness and the quality through the implementation of IoT, AI and smart scheduling include real-time operations and staff training.
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The housekeeping services quality is a crucial aspect within the satisfaction of guests in the hospitality industry. Within Premier Inn Dundee, the housekeeping practice leads to creating an impact on the experience that impacts the brand perception, loyalty and satisfaction of customers. The discussion based on the findings from the literature review and thematic analysis the exploration of the way housekeeping standards within Premier Inn develops the outcomes of guests. As per Albayrak et al. (2025), the service failure focusing on housekeeping including the delayed service or unclean rooms create a negative engagement among the customers. Guests engage in overlooking the positive experiences of housekeeping as crucial standards in reliability and service quality. Based on Park et al. (2025), the asymmetrical impact of the service quality is caused through guests who engage in rewarding excellence in housekeeping with praise and limited oversights creates negative reviews and dissatisfaction. This indicates the invisible and important focus on housekeeping where the presence is highly unnoticed and the absence creates an influence. The feedback tool integration including the front desk reporting and mobile applications support the responsive service and real-time monitoring (Hou et al., 2025). Responsiveness plays an important role within the restoration of the confidence of customers and contributing to the reputation of Premier Inn Dundee for the service quality. The preventive measures help in reducing complaints and fosters the reliability and trust of the brand within service quality.
According to Marín-García et al. (2025), guest satisfaction is developed by different drivers which includes digital engagement and sustainability efforts including reduced plastic use, eco-friendly lines process and energy-efficient lighting that fosters the value of the brand and emotional connection. Within Premier Inn Dundee, the initiatives involve appealing to environmentally-conscious travellers and fostering the brand image of the hotel. The efforts contribute towards the perception of the guests and customer-oriented and socially responsible impacts the likelihood and satisfaction of repeat visits (Islam et al., 2025). Digital tools play an important role in developing the perceptions of the guests. Kulshreshtha et al. (2025), focuses on the significance of the quality of websites as a crucial satisfaction driver. An informative website and intuitive method include the findings of developing accuracy of expectations and reducing the booking-based dissatisfaction. The clear-room descriptions, seamless booking and real-time availability lead to the effective journey of guests from the per-arrival stage to checkout that has been discussed within the findings of literature review (Westcott and Anderson, 2021). 
From the thematic analysis it included that Premier Inn Dundee fosters the satisfaction of customers. Housekeeping includes the operational approach based on service delivery and digital tools and sustainability function as an informational and emotional touchpoint (Law et al., 2024). From the literature review, it is evident that the intangible perception of the brand and tangible service quality develops a satisfaction within the guest experience. The findings from the thematic analysis includes that Premier Inn Dundee depends on sustainable operations, digital engagement and housekeeping that creates potential strategies for sustaining and delivering the guest satisfaction (Mediratta, 2025). The approach contributes in fostering the perception of the customers and maintaining competitive positioning within the hospitality sector. 
In the third theme, the challenges faced in hotel’s business operations were carefully evaluated, indicating how Premier Inn struggled to maintain its housekeeping quality. According to Hsieh et al. (2025), one of the repeated issues seen in housekeeping across hotels would be the combined impact of understaffing, lack of recognition to existing staff, and time pressure, altogether impacting the thoroughness and consistency of cleaning. There is a clear alignment between the realities perceived within Premier Inn Dundee – staff tend to experience rushed turnaround times and greater workloads in peak occupancy periods. Such findings show a clear link with the consistent arguments of Jain et al. (2025) and ‌Jayanti (2023), arguing how lower career progression and physical demands in housekeeping roles often result in diminished motivation and fatigue. These issues are further worsened for budget hotels including Premier Inn, making their operational efficiency as the highest priority, yet lacking adequate staffing support or flexible work structures. Current literature like Mangco and Andales (2023) also pointed out how performance within the housekeeping department is greatly shaped by the physical and emotional wellbeing of staff members, likely to deteriorate without proper support systems or job designs. These insights are associated with the expectation-disconfirmation theory outlined and applied in the study of Schiebler et al. (2025) since unmet expectations associated with room cleanliness tend to come from operational strains faced by the company, resulting in reputational damages and dissatisfaction among guests. Since guests typically are not aware about the cleaning procedures, any sort of oversight could directly act as a visible indicator of failure of services, irrespective of consistent standards, unless a certain breach occurs. Also, the psychological pressures determined by Jain et al. (2025) offers clear reflection of the disconnection between upper management and housekeeping staff members, adding up to existing gaps in communication procedures as well as services issues that are yet to be addressed. It complements the findings of Meira and Hancer (2021) from the academic literature, emphasising the benefits of mutual recognition and contributions in the domain of service exchange settings. Lacking essential mechanisms for guest feedback or absence of necessary empowerment strategies for Premier Inn’s housekeepers in Dundee, suggest the main area requiring adjustments, particularly if it is about employee morale, affecting their performance, and the experiences of guests by extension.
Moving to the fourth theme, the research determined how smart technologies deliver promising benefits for enhancing efficient housekeeping practices, carefully maintaining higher business standards, providing promising solutions, and enhancing efficiency of housekeeping services, complying to high business standards across the UK and global locations. As per Kishore et al. (2025), the new and advanced features of technologies (IoT, AI, Machine Learning) are essential for automating scheduling processes, supporting allocation of real-time tasks, and monitoring room usage quickly in order to decrease idle time with improved responses to requests made by visiting guests. This process shows direct relation with the insights drawn by the literature of Tavitiyaman et al. (2022), indicating the outcomes of technology-based improvements in operational initiatives delivering greater housekeeping productivity and consistent services. Chung and Tan (2025) have also argued how the incorporation of AI-integrated housekeeping strategies and smart sensors are seen as the systems improving predictive cleaning, ensuring timely service deliveries, detecting hygiene issues in the initial periods, and maintaining housekeeping systems. This is a proactive strategy that helps hotels such as Premier Inn Dundee maintain greater service consistency, not just its quality, but also long-term impacts on customer experiences, making them repurchase its services. These aspects are altogether essential for positive brand perception. In addition, this creates a smooth link with the emphasis of the conceptual framework on efficient operations, operating as a main pillar for housekeeping excellence. The introduction of platforms for digital feedback are being partially used in Premier Inn, which must be further expanded to achieve real-time communication between housekeeping staff, front desk teams, and guests, developing quicker processes for resolution of challenges and enhanced service recovery strategies (Hou et al., 2025). Nevertheless, the technological adoption processes do not come without limitations as outlined by Bhaswani and Hymavathi (2022) who indicated digital housekeeping tools to effectively meet unfamiliarity-related resistance among staff due to model systems.
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This research was focused on evaluating the essential roles played by high standard set for housekeeping in improving the reputation and satisfaction of hotels like Premier Inn, selecting its Dundee Centre Hotel as the case in this secondary research, the significance of housekeeping was determined as the main operational strategy. Across this research, housekeeping’s importance was perceived and discussed as the core operational function of a hospitality sector business, critically explored in relation to the evolving expectations of guests, standards of cleanliness after the pandemic, and competitive pressures in the market. This final chapter is the summary of the major findings drawn from patterns and critical discussions, reiterating the objectives of the study and answering set questions, determining how the contributions and implications can be linked with practical and theoretical understandings. One major finding of the paper on housekeeping was its quality, depicting how quality of housekeeping is seen as a concrete element of positive guest satisfaction levels. Despite the traditional behind-the-scenes strategy, housekeeping has been affecting visible outcomes of services including presentation, comfort, cleanliness, and overall hygiene. All of these are crucial to influence the perceptions of guests regarding their total hotel experience. Thematic analysis in this context, along with the extensive research literature, revealed how various lapse of housekeeping standards are likely to become clearly noticed and critiqued by numerous guests. Conversely, the consistency in performance of such companies often goes unrecognised if expectations are significantly unmet or exceeded, showing the asymmetry confirmation of the significance of higher standards and visible housekeeping practices meeting these standards continuously without fail.
Firstly, the research objective focused on determining the main housekeeping approaches influencing satisfaction levels in the hospitality procedures of Premier Inn Dundee, depending on both existing literature and secondary qualitative findings accessed, presented, and discussed via the thematic model. These initiatives involve room service timeliness, standardised service protocols (like sanitised bathrooms or fresh linens), visible compliance with hygiene practices, and cleanliness of guest rooms and common areas. The findings and discussion entailed the approaches of automated workflows and Internet of Things aiding the business in gaining greater service quality maintenance and management of cleanliness tasks and routine audits. In addition, Premier Inn Dundee was found to work with technologies offering greater service delivery improvement opportunities while decreasing inefficiencies existing in mutual grounds. Nevertheless, technological approaches alone cannot be adequate for Premier Inn to successfully overcome its challenges due to the necessity for insightful human interactions and oversight, making technology alone insufficient. Human challenges involved in housekeeping tasks provided the most impactful findings as it determined how job stress, physical fatigue, lacking communication, and pack of recognition, altogether contribute consistent performance management. All these challenges are especially severe due to their impacts, like during peak periods where workload is intensified by folds, narrowing the margins for potential errors. At Premier Inn Dundee, such challenges were identified often amid peak hours where staff for housekeeping had to deal with limited flexibility and time pressures. All these findings have clearly outlined the necessity for such hotels to consider targeted programs which trains employees using programs focused on studying, acknowledging, and embedding those standards and regulations, ensuring better allocations of tasks, and the involvement of housekeepers throughout continuous loops of feedback. 
One of the most essential conceptual contributions of the research has been noted in its application of the established theory of Expectation-Disconfirmation (Schiebler et al., 2025) and Social Exchange Theory (Meiraa and Hancer, 2021) which entail housekeeping functions with proper service outcomes. These concepts have clearly contextualised the reasons behind impactful guest satisfaction being shaped not solely by the outcomes of the delivered service, but also based on the alignment between expectations and actual delivery as promised in their marketing or portfolios. Perceived fairness of a hotel’s service exchange offerings are also critical aspects outlined in these findings. Studying the case of Premier Inn Dundee, guests who tend to experience higher quality of housekeeping with efficient procedures, are the ones more likely to depict higher satisfaction rates, in line with high-quality demonstration of housekeeping strategies, often associated with likelihood of recommending the hotel via WOM and return or repeat booking. 
This study determines that despite a range of benefits, there are critical considerations like “even a minor incident or poor hygiene or room cleanliness” often resulting in great reputation harm for hospitality brands, particularly in today’s digital culture and age with consumer reviews possessing significant influence. This research further outlined how guests are increasingly valuing hotels focused on integrating sustainability strategies throughout their housekeeping contexts, like routine cleaning and similar everyday tasks. The literature indications in conjunction with the thematic discussions have also revealed the influential position of eco-friendly strategies in the current date where sustainable linen usage, energy-efficient lights, and decreased plastic usage, are all being taken into consideration and well-received by guests with values of environmental friendliness and protection. These travellers are a major reason for the changing approaches of organisation in today’s context as such initiatives have not only been evidenced to enhance brand value, but also help brands like Premier Inn attain their national and international corporate responsibility agenda. However, the final conclusions would indicate how despite the valuable insights of the research across professional and academic dimensions on housekeeping across midscale hotels, it has also entailed housekeeping to be more than a functional task. It is shown as a pillar of interesting customer satisfaction, branding, employee engagement, and technological advancements over time. This recognition alone is essential for hotel managers to better address investment across innovation, staff wellbeing, and training.
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Recommendations
· The improvement within the housekeeping service for hotel placement can be done through fostering consistency within the cleanliness standards. Cleanliness is regarded as an emerging approach that is highlighted as a crucial factor that influences the satisfaction of guests (Chaudhary et al., 2025). The reviews praised the upkeep and hygiene and there were certain isolation situations of the poor room conditions including the overlooked bathrooms and stained bedding. The consistency creates a negative influence on the hotel perception particularly as cleanliness is regarded as a crucial promise for Premier Inn. The organisation can initiate room inspection standards including the dual-check system where the supervisors engage in inspecting the cleaned rooms before the check-in of guests (Starr and Quick, 2024). A daily system of checklists can be initiated for the housekeeping employees to deal with the hygiene touchpoints that are effectively solved including bathrooms, high-touch surfaces and lines (Vindegg and Julsrud, 2025). The approach fosters accountability and minimising the variation within cleaning standards through linking with the expectations of guests for hygiene and reliability. 
· The other improvement for the hotel placement can be initiated by enriching professional development and training for the housekeeping employees. The staff responses and attitude were highly praised within the guest review. The improvement for the technical competency and staff professionalism within the areas include timely service delivery and room preparation (Chaudhary et al., 2025). The process can be further improved through continuous training initiative depending on the soft skills such as communication, customer interaction and empathy and technical housekeeping skills including time management, eco-friendly practices and stain removal. Training modules by Premier Inn Dundee can be offered on a monthly basis that can include role-play exercises, quizzes and demonstrations to deal with the reinforcement of learning. The process can also be led through well-trained employees of housekeeping who engage in performing tasks effectively and engaging with the guests that creates a positive experience (Gupta, 2024). This can also help in continuous learning while encouraging the retention and morale of employees.
· Another improvement for Premier Inn Dundee’s housekeeping staff for hotel placement can be initiated through the improvement within responsiveness and maintenance reporting. Guests engage in commenting towards minor issues on maintenance including non-functional heating (Au-Yong et al., 2024). The improvement can be initiated through enriching the real-time maintenance on digital request systems that permits the housekeeping staff to deal with the immediate log and maintenance complexities which are observed in cleaning. The issues can be effectively assigned to the team of maintenance with a crucial target of responding time based on 4 to 6 hours for the issues which are non-critical and effective resolution for urgent focus (Gupta, 2024). A proactive method for maintenance assists in minimising the delays and dealing that the rooms are effectively functional for the guests. This can help in fostering the experience and their rate of satisfaction.
· The hotel placement can be improved by Premier Inn Dundee through the expansion of the amenities within the guest room. The basic amenities are offered, and guests engage in the enhancement within the comfort-based items including improved toiletries and charging points that can lead towards the elevation of the experiences (Chaudhary et al., 2025). The improvement process within the hotel can be implemented by engaging with a survey for guest preferences and dealing with pilot-testing through upgraded amenities in selected rooms. Depending on the feedback, the organisation can focus towards the standardisation of certain enrichments including eco-friendly toiletries and stations of digital charging. Modern travellers are interested in the comfort blend, sustainability and convenience (Vindegg and Julsrud, 2025). Through sustaining the expectations, Premier Inn can foster the form of enriching the guest loyalty and perceived value.
· The enhancement and efficiency within the hotel placement of housekeeping services within Premier Inn Dundee can be implemented through introducing the mechanism of real-time feedback. Guest satisfaction is attained through following the check-out system that creates an opportunity to enhance the experience (Hassan and Eassa, 2025). The improvement can be led through initiating a simplest method of in-room QR code and digital tablet that will permit the guests to offer immediate feedback based on the housekeeping quality (Gupta, 2024). The feedback can be effectively monitored by the role of housekeeping supervisors and font desks to engage in corrective actions in necessary situations.
· The improvement within Premier Inn Dundee for the hotel placement can be improved through implementing the initiative of green housekeeping. The hospitality market is witnessing an increasing trend within the guests for supporting the practices of sustainable hospitality. The improvement of the green housekeeping can be regarded as a crucial move for the brand. The improvement can be led through implementing eco-friendly cleaning supplies, providing the linen and tower reuse options and training the housekeeping employees on energy conservation practices (Vindegg and Julsrud, 2025). The information regarding the initiatives can be effectively communicated to the guests through in-room cards. The green initiatives can be linked with environmental responsibility and the engagement of the environmentally conscious travellers and might reduce the operational costs.
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                                          Figure 4: Saunders’ Research Onion
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                                               Figure 5: Thematic analysis
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