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[bookmark: _46vu1ie5stc4]Chapter 1 Introduction
[bookmark: _nz9l8wiz4hyz]Background 
The hospitality sector plays a role in offering customer satisfaction in terms of good service, comfort, and cleanliness (Kalnaovakul and Promsivapallop, 2023). In this sector, housekeeping is an operational function directly influencing the guests' experience. Thus, at Ibis London Stratford, an efficient housekeeping department has to be maintained to provide a service standard and, more importantly, satisfy the client. Keeping good cleanliness standards and hygiene has become the main expectation of clients after COVID-19 in this highly competitive environment (Yu et al., 2021). If housekeeping is poor, then customers start leaving negative reviews, complaints, and rejection of bookings. Hence, it is worth studying how housekeeping affects customer satisfaction and overall company performance to improve service quality and perform well in the market (Tan et al., 2025). 
[bookmark: _tehcdxvrid0s]Overview of the Case Study
The case study focuses on Ibis London Stratford, a midscale hotel located in the vibrant Newham council of East London. Its prime location offers guests easy access to shopping centres, Queen Elizabeth Olympic Park, and notable landmarks such as Tower Bridge. Ibis London Stratford is known for its clean, comfortable rooms equipped with modern amenities, including complimentary Wi-Fi, air-cooling systems, and 26-inch flat-screen TVs (Ibis London Stratford, 2025). Key features include 24-hour front desk service, daily housekeeping, a pet-friendly policy, and facilities for disabled guests. The hotel also offers a relaxed bar and restaurant, contributing to customer comfort and overall organisational performance (Callahan, 2024).
[bookmark: _cyk0m9w4lhbp]Research Aims 
The research aims to evaluate the impact of effective housekeeping on customer satisfaction and
Organisational performance at Ibis London Stratford.
[bookmark: _f10huxqf8lce]Research Objectives 
· To conduct an extensive literature review of housekeeping practices in the hospitality industry.
· To assess the current housekeeping procedures and performance at Ibis London Stratford.
· To identify challenges and opportunities for improvement in the housekeeping department.
· To make recommendations for enhancing housekeeping standards to improve guest satisfaction and staff performance.
[bookmark: _6w9hx0f3scbp]Research Questions
· How do high housekeeping standards influence guest satisfaction and repeat business at Ibis London Stratford?
· What challenges do housekeeping staff face in maintaining these standards, and how can they be addressed?
[bookmark: _rtuc4067tvo6]Scope and Focus of the Study
In this research, emphasis is laid on how efficacious cleaning services can improve customer satisfaction and organisational performance at Ibis London Stratford. The research reviews how guest experiences are influenced by cleanliness, room readiness, and housekeeping services and their impact on the hotel and staff efficiency, along with overall performance. Thus, the housekeeping department in a hotel is of prime importance because it relates directly to guest comfort and satisfaction, their decision to return or not (Singgalen, 2024). Ibis London Stratford is selected due to its focus on servicing standards, where housekeeping plays an important role in enabling guest experiences to achieve quality standards.

[bookmark: _zaxp1bs4fd2q]

[bookmark: _if38rm7lqxwm]Chapter 2 Literature Review
[bookmark: _nbl6a9unaw04]Conceptual Framework
In the words of Lynch et al. (2024), this structure helps in finding the connected aspects of the considered research theme. For this, there should be an appropriate understanding of the concept of the subject. With this, there would be a proper investigation approach. Also, Kumar et al. (2022) have explained that an appropriate search engine would be prepared. Therefore, there would be an appropriate route that can be utilised for gathering intelligence. In this way, an efficient support system would be prepared for the considered theme. Such activities have the potential to enhance the standard of the overall research output. Also, there can be a spike in the reliability of the selected information. In light of this, a conceptual framework has also been prepared for the current research theme.
[image: ]
Figure 2.1: Conceptual Framework
(Source: Personal Creation)
The development of the above conceptual framework has been beneficial in identifying the related contexts. Therefore, Sudarmayasa et al. (2022) have explained that hotel businesses should maintain the cleanliness of the rooms. In addition, there should be adequate facilities for the customers. Also, the employees should maintain professionalism and be responsive towards the customers. Ratnoday and Rana (2021) have also explained that there should be a proper time maintained for providing housekeeping services as required by the guests in a hotel. Such procedures would benefit a hotel business in increasing the satisfaction level of the customers.        
[bookmark: _grimvdsiosnv]Theoretical Framework
As per the subject considered for this research, the SERVQUAL Model and the expectancy-disconfirmation theory have been investigated to be relevant. Jonkisz et al. (2021) have explained that the SERVQUAL Model helps in identifying the different factors essential for increasing the standard of the service provided to the customers. The model speaks about five essential criteria that are required to be met while providing the services required by the guests. Speaking about it, tangibility, reliability, responsiveness, assurance, and empathy are the various criteria. In light of this, Ighomereho et al. (2022) have explained that maintaining such attributes would help a hotel business uplift the standard of its housekeeping services. Therefore, there can be a spike in the satisfaction level of the customers.
[image: ]
Figure 2: SERVQUAL Model
(Source: Chatterjee et al., 2022)
On the contrary, Lee et al. (2022), have also explained that the Expectancy-Disconfirmation Theory enables firms to identify the gaps in the services provided by various businesses. Therefore, an organisation would consider strategies for meeting the gaps. In this way, Chen et al. (2022), have expressed that there would be an incredible increment in the engagement of the potential customers. Also, the satisfaction level of the customers would experience a considerable hike.        
[bookmark: _263h1blxutdb]Review of Housekeeping Practices in the Hospitality Industry
In the words of Sharma et al. (2023), housekeeping is identified as one of a hotel's major service areas. This operational activity enables hotel businesses to keep the rooms organised and maintain cleanliness throughout the premises of the hotel building. Therefore, there would be proper facilities provided to the guests. Speaking about it, Chatterjee (2022) has explained that cleanliness is the primary factor that influences the perspective of a customer. An increment in the cleanliness level in a hotel would help the customers to have a positive perspective. In this way, Thoriq et al. (2024) have explained that there would be a rise in the overall experience for the guests. Therefore, there would also be an uplift in their satisfaction level. On the other hand, Ambardar et al. (2023) have said that timely housekeeping is the major factor that helps in increasing the cleanliness in a hotel. Such activities are essential for boosting the performance level of the organisation. In this way, there would also be an upliftment in the reputation of the firm. In light of this, the administration of Marriott International has prioritised cleanliness in the hotel premises. Also, Neog (2021) has discussed that the business has ensured to provide timely housekeeping services to the guests. Such methods have benefited the firm in increasing the satisfaction level of the customers and enhancing its competitive edge in the market.      
[bookmark: _1i8aa3oz2786]Assessment of the Current Housekeeping Procedures and Performance
Ginthotavidana and Waidyasekara (2022) have explained that housekeeping practices are essential in a hotel business. This is the key approach that helps customers have a positive perspective about a hotel. Also, a genuine housekeeping approach helps maintain cleanliness on the hotel premises. In light of this, Thoriq et al. (2024) have explained that there have been proper arrangements in maintaining cleanliness. In addition, customers are also provided with applications with which they can request a housekeeping service at any time. According to Brazil et al. (2023), the timelines of the housekeeping services have helped in maintaining cleanliness in the hotels. In light of this, the administration of Holiday Inn has ensured that there are appropriate housekeeping services. For this, Arthur et al. (2021) have explained that there has been the presence of appropriate resources and services provided to the guests. Such activities have played a crucial role in enhancing the standard of hotels. Also, there has been a considerable uplift in the satisfaction level of the customers.
[bookmark: _zdo5yjdiuyk3]The Challenges and Opportunities for Improvement in the Housekeeping Department
Widiastini et al. (2024) have explained that housekeeping is a pivotal area to increase the satisfaction level of the customers. However, a variety of challenges and opportunities are present for hotels regarding their housekeeping services. According to Sarkar et al. (2021), consistency is the major challenge for housekeeping. A continuous concern about the cleanliness of the hotel premises is necessary. This would help firms ensure the presence of a hygienic environment for the guests. On the other hand, Frederick (2023) has also explained that the absence of skilled staff for housekeeping is a major challenge. It has been found that there are issues and finding the best employees for this department. Therefore, many firms have faced issues in maintaining a proper housekeeping approach. Having said that, hotels have the opportunity to prioritise training and development for hotel staff. In the words of Gupta and Sharma (2021), such an investment would help hotels in uplifting the standard of their services. In addition, the advancement of technologies for housekeeping services can be a beneficial opportunity. With this, there would be an improvement in the smoothness of the working procedure of the employee. In light of this, the management of Premier Inn has considered genuine housekeeping service activities. There have also been various challenges that the firm has been efficient in mitigating with appropriate countermeasures.
[bookmark: _fyy0mgg9fymu]Recommendations for enhancing housekeeping standards to improve guest satisfaction and staff performance.
According to Aagaard (2023), housekeeping is an activity that has been evolving. Therefore, hotel businesses need to ensure that there is a continuous upliftment in the standard of housekeeping services. For this, Kalgi and Hire (2024) have suggested that appropriate training and development sessions would be beneficial for the employees. This would help them understand the various housekeeping measures that should be considered. In addition, there would also be a proper approach utilised in ensuring cleanliness in the hotel premises. Having said that, Hsieh et al. (2025) have explained that the installation of technologies can also be a beneficial recommendation. Therefore, there would be an accurate allocation of housekeeping services to the staff. In this way, there would be a reduction in the possibility of any kind of miscommunication. Therefore, the performance of the staff can be accelerated efficiently. In addition, the customers would also be satisfied with the cleanliness of the hotel premises. Such activities would benefit the firm by increasing its reputation in the industry.
[bookmark: _cqkaoovg6ta7]Research Gap
According to Karunarathna et al. (2024), this segment helps in investigating the defective aspects that have negatively impacted the research work. Such investigations help in preparing appropriate countermeasures. Therefore, future projects would ensure that such issues do not arise. In light of this, the ongoing project has found relevant resources to gather intelligence. However, most of the resources have been identified as not being directly related to the chosen research theme. Therefore, a hypothetical initiative has been considered to accomplish the research requirements.
[bookmark: _ym46l3z1pv4f]

[bookmark: _aa8jkza5tze5]Chapter 3 Methods
[bookmark: _v3601sic6lc9]Case Study Methodological Approach
The case study methodological approach is a qualitative research strategy that involves an in-depth, contextual analysis of a specific subject, such as an organisation, event, or individual (Collis and Hussey, 2014). Case studies are particularly useful when investigating real-life phenomena within their natural context, where boundaries between the subject and its environment are not clearly defined. This method allows the researcher to explore complex interactions and processes over time, using multiple sources of evidence such as observations, interviews, and documents (Saunders et al., 2012). Case studies can be classified as single or multiple. A single case study focuses on one specific subject, offering a detailed and focused investigation, while multiple case studies compare across several subjects to find patterns or differences (Cottrell, 2014). The approach has been selected to provide an in-depth understanding of how effective housekeeping practices influence customer satisfaction and overall organisational performance. This approach is suitable because it allows the study to focus on the specific operational practices and customer feedback of a single hotel branch within its unique local context.
[bookmark: _vf1z2ba9rmd9]Advantages and limitations of the Case Study Method
	Section
		Explanation

	Advantages of the Case Study Method
	One major strength of the case study method lies in providing rich, detailed contextual understanding (Veal, 2006). By centring on one organisation, event, or situation, this method uncovers the subtle nuances that broader methods may overlook: It allows for a holistic examination of real-life phenomena, wherein complex interactions can take place between variables such as employee performance and customer satisfaction (Bryman, 2008). Case studies are therefore apt for application to highly complex, contemporary business problems with several interfacing factors, including human behaviours (Hancock et al., 2021).

	Limitations of the Case Study Method
	The case study method comes with its weaknesses. First, there is the issue of generalisability. The result obtained from a single case might not be relevant in other settings or organisations. Once again, there is a chance of bias from the researcher, particularly in data interpretation (Mishra and Dey, 2022). Given the depth and subjectivity of the study, straying into inconclusive or biased territory is quite easy. Also, the case study method is a time-consuming approach, as it requires data collection and analysis (Martinsuo and Huemann, 2021). 


Table 3.1: Advantages and limitations
(Source: Created by Self)
[bookmark: _ijiag84opm4f]Netnography and Other Methods Used
Several other methods will be used in this research to collect data, netnography being one of them. It is a form of online ethnography where digital platforms are studied for human interaction and opinion (Salzmann-Erikson and Eriksson, 2023). Such a method can be applied to understand guest experiences and expectations in terms of reviews, comments, and discussions presented on travel websites and social media. Online reviews at Ibis London Stratford will be analysed in this study to find common themes concerning housekeeping services. This gives customer feedback that is natural and most likely honest, with no interference of any kind by the researchers (Kozinets and Gretzel, 2024). This will be well complemented by interviews and observations that provide real-time and spontaneous information regarding guests' opinions. Netnography is especially relevant in this sector of hospitality where online reputation heavily influences customer decision-making (Bansal et al., 2024). Other methods utilised in this study include the interpretivist philosophy, which is the discovery of the meaning of and an experience of a participant (Pervin and Mokhtar, 2022). A descriptive research design helps collect detailed information about housekeeping practices. An inductive approach is followed, allowing conclusions to emerge from patterns in secondary research such as books, journals, and reports (Proudfoot, 2023).
[bookmark: _ux4nhzfgb8h9]Data Collection and Analysis Techniques
Secondary qualitative data are used in this study as the main source of information. Data is collected concerning housekeeping practices and customer satisfaction related to hospitality, from books, academic journals, trade reports, and accredited websites. These respective sources would offer insight into trends, best practices, and standards of performance (Sharp and Munly, 2022). The collected data will go through a thematic analysis procedure that intends to identify repetitive themes, patterns, and meanings in the data. The process allows the researcher to combine similar types of information into major categories, such as cleanliness, staff attitude, or guest feedback. Thematic analysis would assist in arriving at definite conclusions based on the research objectives (Naeem et al., 2023).

[bookmark: _p8hueoawqm9i]

[bookmark: _x1hkmllp1vdk]Chapter 4 Findings and Discussion
This section of the study will focus on clearly presenting and interpreting the valuable data gathered from credible sources to address the research objectives. The proper analysis of the valuable data will be presented in this section of the study through the use of the thematic analysis technique.
[bookmark: _nu15zxpulvcv]Findings
	Theme No. 
	Name of the Theme
	Sources 
	Author’s name
	Publication year

	1
	Housekeeping practices in the hospitality industry
	“Rethinking housekeeping job quality: insights from hotel housekeepers and managers. Current Issues in Tourism”
	“Hsieh, Y., Hirudayaraj, M. and Hsieh, W.C.”
	2025

	
	
	“Implications of AI in Hotel Housekeeping Operations. In Hotel and Travel Management in the AI Era”
	“Srivastava, P. and Tyagi, P.K.”
	2024

	2
	Assessment of the current housekeeping performance and procedure in the hotel industry
	“Hotel housekeeping management: Changing trends and developments.”
	“Jayanti, J.”
	2023

	
	
	“The Future Of Hotel Housekeeping: New Trends And Modern Approaches. MSJ: Majority Science Journal”
	“Thoriq, N., Intiar, S., Jabbar, U.A., Aryaningtyas, A.T. and Aswan, M.K.”
	2024

	3
	Identification of the challenges and opportunities in improving the housekeeping department
	“Outsourcing Hotel Housekeeping Services: An Investigation into the Critical Challenges during the Pandemic Times. International Journal of Hospitality and Tourism Systems”
	“Tiwari, A., Singh, M. and Dahiya, A.”
	2022

	
	
	“Job quality and health conditions in the hotel industry: the case of housekeeping workers. International Review of Sociology”
	“Gaspani, F. and Recchi, S.”
	2024

	4
	Recommendations for developing housekeeping standards to improve guest satisfaction and staff performance
	“Planning housekeeping for a guesthouse accommodation business.”
	“Jokiperä, A.”
	2025

	
	
	“A performance measurement model for the housekeeping services in healthcare facilities. Facilities”
	“Ginthotavidana, S.S.C. and Waidyasekara, K.G.A.S.”
	2022


Table 1: Thematic analysis
(Source: Created by the learner)
[bookmark: _1hfjbha6osit]Analysis of themes
Theme 1: Housekeeping practices in the hospitality industry
It is evident that the effective housekeeping approaches directly contribute to customer satisfaction and optimising the performance of an organisation (Hsieh et al., 2025). The housekeeping mainly focuses on the cleanliness approach of an organisation. The best or the high-quality housekeeping approach of an organisation, therefore, ensures that an organisation is presenting a clear and well-maintained environment that can address the needs of customers (Srivastava and Tyagi, 2024). Through the incorporation of this particular approach, customers become loyal, and they also promote the services of an organisation through the use of word-of-mouth marketing (Hsieh et al., 2025).  The data that has been collected from the business environment of Ibis London Stratford fact that the organisation can properly influence the targeted customers' needs, and it has also allowed the organisation to develop a strong customer base by making them loyal. Through the support of this loyal customer, the proper business promotion of the organisation has also been conducted in the current competitive business market of the hospitality industry (Srivastava and Tyagi, 2024). Through the help of the cleanliness program using the tools powered by AI, the organisation provides the best value to its target customers in terms of attractive rooms and amenities that directly contribute to customer satisfaction. It also becomes a fast impression, using which the grabbing of the attention of customers is possible (Hsieh et al., 2025). It also reflects the transparency as well as the accountability of Ibis London Stratford towards its guests.
Theme 2: Assessment of the current housekeeping performance and procedure in the hotel industry
Through the help of efficient housekeeping teams, an effective contribution to the faster room turnover, reducing downtime, is possible, which enhances occupancy rates (Thoriq et al., 2024). Apart from this, with the help of the best cleaning practices, the enhancement of the lifespan of furniture and equipment is possible in a room. The reduction of the replacement or repairing costs is also possible by incorporating the notable approach in this context (Jayanti, 2023). The adoption of this notable approach has thus helped Ibis London Stratford contribute to the smooth business operations by effectively complying with the hygiene and safety regulations by reducing legal issues. The operational costs of the business have also been saved through the application of this approach of housekeeping, and the usage of the well-decorated room has allowed the organisation to easily capture the attention of customers, which has resulted in boosting the financial performance by increasing revenue and profitability (Jayanti, 2023). The effective initiatives towards housekeeping have therefore paved the way for Ibis London Stratford to effectively meet the needs of customers, as well as leaving a positive impact on optimising the business operations, and gaining a competitive advantage in the market. Effectively using the advanced technology also requires the best support of training for the workers (Thoriq et al., 2024). The lack of this approach has also prevented the organisation from receiving the competitive advantages of using the best technology and automation in housekeeping.
Theme 3: Identification of the challenges and opportunities in improving the housekeeping department
There are also prominent challenges that affect the business operations of an organisation, especially in the field of hospitality industry, while focusing on applying the best housekeeping approaches in satisfying customers and increasing the speed of business operations. The concept of infection control can be taken into account at first in this context (Tiwari et al., 2022). It has often been noticed that hotels are of high-risk environment due to the consistent flow of visitors, and due to this, a frequent cleaning program is required, and it is not possible all the time, especially in the peak season. Another challenge that is notable in this regard is the labour shortage. The lack of housekeeping staff has become a notable concern, which has negatively impacted maintaining a positive environment as well as delivering the best quality of services to customers (Tiwari et al., 2022). Ibis London Stratford has experienced this particular challenge, and it has left negative consequences on the business in terms of the lack of proper maintenance of the cleanliness standard developed by the government, as well as disrupting financial performance. Another notable factor that can be correlated with this notable challenge is the increasing cost of labour. Due to the increasing labour cost, the organisation has not been able to pay proper remuneration to the staff who work for the organisation to ensure the adoption of best housekeeping services. Apart from this, seasonal demand also fluctuates the cost of labour and creates certain barriers for an organisation (Tiwari et al., 2022). 
The higher demand of customers, as well as changes in their demand, is also a considerable factor that has disrupted the housekeeping approaches of the organisation. Through the effective addressing of these, the demand for a high standard of cleanliness will allow an organisation to receive the best opportunity in terms of receiving support from customers by satisfying them properly (Gaspani and Recchi, 2024). The sudden changes in the expectations of customers have also presented a complicated situation for an organisation to offer a personalised experience to customers and address their higher expectations. Guests always prefer the updated standards of cleanliness, and the proper application of these standards in reality will allow a business to strengthen its brand image (Gaspani and Recchi, 2024). In case of the lack of this proper support, Ibis London Stratford has not been able to properly move ahead in its business progress path in this context. Another opportunity that can also be grabbed in this respect is the proper adoption of technology and automation. In the modern world, there has been the presence of different types of technology tools that allow an organisation to properly contribute towards housekeeping by increasing the housekeeping staff.
Theme 4: Recommendations for developing housekeeping standards to improve guest satisfaction and staff performance
Developing a specific checklist which will allow an organisation to properly ensure that all the notable aspects in terms of the task and the different areas of cleanliness are addressed properly (Jokiperä, 2025). This particular approach will allow Ibis London Stratford to focus on the conduct of an in-depth cleaning performance without leaving any aspect overlooked. The proper breakdown of tasks is also important in this respect, and through the help of this, specific actions can be easily applied in different segments, and it will be helpful to deal with the tasks easily without investing more time, cost and labour in any context. A checklist will also help use the context of training, as it will be helpful to improve the training procedure by ensuring consistent standards of cleanliness (Jokiperä, 2025). Ibis London Stratford should incorporate these strategies to enhance its process of housekeeping as well as offer the best satisfaction to customers. Organising efficient training programs is also a notable recommended strategy. Properly contributing towards this particular strategy, an organisation has offered the relevant knowledge to the housekeeping staff about the different standards of sanitisation and how to use the new technology tools that will allow them to deal with the housekeeping task very easily and smoothly without facing any challenge by receiving the support of the experts (Jokiperä, 2025). 
Investing in advanced technology tools will also optimise the housekeeping operation of an organisation, as the presence of automation technological tools will ensure rooms of a hotel are well-decorated, as well as satisfied in deliver the best quality of training (Ginthotavidana and Waidyasekara, 2022). By receiving the proper training in relation to the usage of technology, controls will enhance the employability of staff and enable them to properly focus on safety procedures while dealing with their task of housekeeping. Ibis London Stratford, therefore, should adopt the notable initiative in this regard to develop a strong workforce that will be able to meet the demand of customers in the contemporary market by offering them the best quality of housekeeping services. It will also improve the ability of the staff of this hotel to stay updated and, as per the new standard of housekeeping, for the betterment of their future professional roles (Ginthotavidana and Waidyasekara, 2022). Performing the best task is not only important, rather the impact of the task, how far it is able to enable an organisation to move ahead in its progress path, should also be evaluated properly. Therefore, Ibis London Stratford should focus on adopting the best performance measurement KPI, which will allow the organisation to understand the effectiveness of its housekeeping services. In this context, the customer satisfaction rate can be included as a notable KPI for the effective evolution of the progress of the business (Ginthotavidana and Waidyasekara, 2022). The door to success will be unveiled for the business of Ibis London Stratford through the proper implementation of these strategies.
[bookmark: _88fn93u7bndp]Discussion 
Interpret and analyse the research findings.
This research aimed to examine housekeeping practices at Ibis London Stratford and their impact on guest satisfaction, staff performance, and overall business success. The findings have been structured around four key themes and are analysed here about the research objectives, research questions, and existing literature. The study found that high-quality housekeeping standards significantly influence customer satisfaction and repeat business. This supports the research question regarding the effect of housekeeping on guest satisfaction. Hsieh et al. (2025) and Srivastava and Tyagi (2024) both agree that cleanliness is a core service quality factor in hospitality. Clean environments not only meet guests' expectations but also influence their loyalty and willingness to promote the hotel through word-of-mouth marketing. At Ibis London Stratford, effective housekeeping, enhanced by AI-powered tools, contributes to the hotel's ability to attract and retain customers. These practices align with the findings of Hsieh et al. (2025), who stress that AI-based housekeeping methods improve operational efficiency and customer impressions. The clean, well-maintained spaces also reflect the hotel’s commitment to transparency and guest well-being. This directly addresses the first research objective, conducting a literature review on housekeeping, and supports the idea that advanced cleaning methods form a competitive advantage. The relationship between a clean environment and a guest’s perception of value is well-established in literature and reaffirmed by the current findings.
The second theme reveals that Ibis London Stratford’s housekeeping team contributes to faster room turnover, compliance with hygiene regulations, and reduced operational costs. This matches the second research objective, which is to assess current procedures and performance. Studies by Jayanti (2023) and Thoriq et al. (2024) highlight that an efficient housekeeping process ensures optimal use of resources, fewer legal complications, and better financial results. Training is another key aspect discussed. While Ibis employs advanced technology, gaps in staff training hinder the full benefits of automation. According to Thoriq et al. (2024), unless a person has undergone adequate training, he/she cannot make full use of the technology. The emphasis here is to assert that training of the staff is as important as investing in technology. This finding complements those in the literature and supports workforce development approaches to enhance housekeeping performance to its fullest extent. It also addresses the research questions regarding the maintenance of high housekeeping standards and the challenges faced by the staff.
The main challenges affecting housekeeping at Ibis London Stratford, as presented by the third theme, are: infection control, labour shortage, high staff costs, and rapidly changing needs of guests. Infection control issues corroborate with those identified by Tiwari et al. (2022), who claim that hospitality environments face higher risks given high guest turnover, hence necessitating frequent cleaning cycles. While labour shortage is a valid issue, this position is per wider industry research that highlights recruitment and retention difficulties of housekeeping staff due to the high physical demands and low wages. High labour costs stand contrary to maintaining the ability of establishments like Ibis to pay good wages. These challenges compete directly with the maintenance of service quality and meeting financially viable targets. Still, the research also throws up some clear opportunities.
First of all, the application of automated housekeeping tools can be very effective if there are limitations on hiring staff. Gaspani and Recchi (2024) highlighted the fact that, besides maintaining hygiene standards, technological integration helps in ensuring sustainability over time. As customers become more demanding, hotels that adjust to the new standards and needs are bound to witness increased brand loyalty. These insights answer research objective three, which seeks to explore the challenges and opportunities in improving housekeeping. The interconnection between operational issues and technological answers provides an understanding of how strategic changes might convert weaknesses into key strengths.
This last theme brings out the major recommendations, including checklists, better training programmes, and investment in advanced technology. Jokiperä (2025) mentions that task-specific checklists ensure that cleaning is thorough and that standards are uniform. At Ibis, this could have the effect of removing inconsistency and minimising the number of missed tasks. Through training, staff are prepared to work with new technologies. Ginthotavidana and Waidyasekara (2022) find that employee training leads to increased quality of services and compliance with safety standards. The authors also recommend using KPIs, such as guest satisfaction rates, to measure performance and could do so at Ibis to measure the effectiveness of services. By implementing these, guest experiences will be improved, and staff efficiency positively influenced, towards fulfilling the last research objective. Also, by reviewing and updating the practices of housekeeping staff continuously, Ibis will remain competitive and achieve sustainable growth. These boxes also lead us to the answer to the research question about how to deal with challenges faced by the staff. If training can be improved and measurable standards worked out, Ibis will continue to maintain high standards despite an ever-evolving industry.
Exploring implications 
The study has numerous implications for Ibis London Stratford and hospitality at large. Primarily, it states that high standards of housekeeping directly affect guest satisfaction. Clean rooms present a good first impression to guests; this impression will translate into good reviews, repeat business, and some form of loyalty to the brand (Shoemaker and Yesawich, 2023). Housekeeping is, therefore, not just a back-of-the-house function but is integral to the guest experience and the patronage. Another implication is that training has to be continuous. Since the hotel boasts advanced technology with AI, its staff must be trained on working with these tools in the best manner possible. If they are not so trained, the hotel will never be able to realise all the gains expected from automation. Herein lies the need to put in continuous investment in the development of the workforce.
Findings also imply that technology can be used to address staffing problems. Labour shortages prove quite a challenge for the hospitality industry. The use of automated cleaning applications can free up the need for manual labour, whereas the hotel still adheres to high quality (Mukharjee, 2024). This helps with controlling the cost of labour and efficiency. There are financial implications, however. Good housekeeping saves the need for repair and replacement of the furniture, thus saving the business money (Gupta et al., 2021). It ensures that the hotel performs to all health and safety requirements, meaning that it avoids legal jeopardy and even enjoys a better reputation.
Finally, the studies show that customer expectations are always changing. Hence, hotels have to be flexible and change cleaning practices accordingly. Being customer-centric should be followed by taking customer feedback into account for improving the housekeeping side of things (Sheth et al., 2023). In short, the implications suggest that efficient housekeeping positively affects customer satisfaction, cost control, legal compliance, and the reputation of the brand. Ibis London Stratford or any other hotel should treat housekeeping as a strategic area that provides a competitive edge. Hotels addressing these implications can set the stage for growth and success in the long run (Martorell Cunill et al., 2024).
Limitations
Several limitations must be taken into account.  First, the study focused only on a single hotel: the Ibis London Stratford. This means that the results may not be comprehensively transferable to several hotels located in other areas or of varied sizes and openings. An establishment may differ in resources, customer types, and management styles, all of which affect the housekeeping practices (Krebs and Weber, 2021). Secondly, the study relied on secondary data and thematic analysis. Since no primary data collection was carried out through interviews or surveys, perhaps some insights from the housekeeping staff and hotel customers might be absent (Mitra and Wagner, 2021). Their personal experiences could provide a much more profound view of the actual obstacles and benefits faced with existing housekeeping practices. Yet another limitation is that the study mainly looked at the positive consequences of housekeeping. While a few challenges were acknowledged, other crucial issues, such as cultural differences, the motivation of staff, or guest preferences of different nationalities, were not investigated further. Finally, regarding technology that is fast changing, the findings may prove to be obsolete at some point in time, as new tools and systems may offer different results, and fresh research will require constant updating.
Valuable areas critical to the hotel's operation
Multiple areas are valuable and critical to the hotel operation in Ibis London Stratford. One of the key areas is housekeeping. It deals with making sure that the rooms are clean, well-maintained, and ready for the arrival of guests. The first impression is set by cleanliness, and an unhappy guest will never return to a hotel. Thus, a clean room means more appreciation from guests and, eventually, a loyal customer base (Khodakarami et al., 2024). Another key area is the training of the staff. Housekeeping service will be more efficient and keep safety in mind if staff members are trained to do so. The staff members, through training, should also use modern-day tools and techniques correctly. Customer service is another domain that falls in important domain. Being helpful and friendly staff enhances the experience of the guests, earning the hotel good reviews and repeated bookings. Compliance with health and safety is important. Cleanliness helps the hotel to meet hygiene standards and stay away from legal issues (Cheng et al., 2024). Use of technology in housekeeping and operations emphasises the saving of time and reducing labour costs. Thus, all these areas put together speak of smooth hotel operations and guest satisfaction.


[bookmark: _72eygqjoepj6][bookmark: _pfy530ijg66h]Chapter 5: Conclusion and Recommendations
[bookmark: _lt94g7g9eky]Conclusion 
[bookmark: _9crehjf2ty98]Key Findings
The research has been commenced using a proper route. The methods chosen in conducting the study have helped in uplifting the standard of the project output. Speaking about it, the consideration of a case study has helped in having a particular theme, based on which information has been gathered. In addition, there has also been a proper analysis of the advantages that the preparation of this project provides. On the contrary, the limitations that impact the project while using the case study method have also been investigated with precision. The preparation of the research has helped in understanding the importance of housekeeping in a hotel business. It has been identified that such approaches are primarily utilised for maintaining planus in the hotel premises. Therefore, businesses in the hotel industry need to ensure that there is an emphasis on proper housekeeping practices. These factors are essential in uplifting the satisfaction rate of the customers. It has been identified that the administration of Ibis London Stratford has been able to conduct proper housekeeping services. The organisation has also ensured that there is an appropriate promotion of such factors. In this way, the firm has been able to increase the engagement of potential customers. Also, the use of artificial intelligence has been a promising aspect that has helped the firm in uplifting its brand image. In addition, there should be the presence of a skilled workforce in the housekeeping department. They need to ensure that appropriate cleaning practices are utilised. These procedures have the potential to increase the lifetime of the furniture and other amenities present in the hotel rooms. Such activities have helped Ibis London Stratford maintain cleanliness in its premises. Also, there should be a proper operational cost present. An adequate amount of funds would help the businesses ensure that there is a proper housekeeping approach. In addition, there should be proper decorations of the rooms to increase the attraction of the potential customers. On the other hand, a wide range of challenges have been found that have negatively impacted the housekeeping process of a hotel. One of the major challenges is to maintain consistency in keeping the rooms clean. Also, a minimal labour workforce is a crucial challenge that impacts the housekeeping strategies considered by the hotel business. Such issues have also negatively affected the operational approaches of Ibis London Stratford. In addition, the significant rise in labour wages has been a major aspect that has challenged the housekeeping strategies of hotel businesses..
[bookmark: _9w8bospqkehy]Critical Aspects Discussed in the Research
The research has helped in investigating the importance of housekeeping activities and their influence on customer satisfaction. Speaking about it, the hotel administration needs to look into the fact that there are appropriate housekeeping activities. Also, they should be responsive towards the requests of the customers. In this way, the guests would be provided with proper assistance. Such procedures have the potential to increase the satisfaction rate of the customers. Also, hotel businesses should look after the fact that there is a constant cleanliness approach. This would help in reducing the chances of health risk factors being present in the hotel premises. In addition, the hotels would be able to maintain hygiene. On the other hand, there should also be an appropriate use of advanced technologies. These factors would help as guidance for the workers in making them accustomed to the operational activities of the business. In addition, the use of advanced technologies would also benefit the housekeeping department in maintaining cleanliness at a constant level. Therefore, challenges such as labour shortage and an increase in wages can be addressed appropriately. In addition, hotel businesses such as Ibis Hotel, London, Stratford, need to ensure that the opportunities are properly utilised. For instance, the business needs to ensure that the customers are assisted throughout their stay in a hotel. Also, there should be a timely visit to the rooms of the customers to provide them with housekeeping services. These approaches would help the firms in increasing the cleanliness level of the hotel. In addition, maintaining sustainability, such as waste management, use of renewable energy, and noise reduction, are some of the essential factors that should be looked after. In this way, they would bring an upliftment in the experiences that the customers would have. Also, there would be a considerable rise in the reputation of Ibis Hotel, London, Stratford. In light of this, the management of hotel businesses needs to uplift the standard of the resources used for housekeeping practices. These advancements would help in increasing the cleanliness level in the hotel premises. In addition, the development of a proper checklist would be a beneficial approach. This would help the housekeeping department in keeping track of the areas where cleaning has been done. In addition, they would also be about the employees working in various sectors of the hotel premises. On the other hand, a genuine investment in the development of proper training sessions would be helpful for the workers in the housekeeping department. The administration of Ibis Hotel, London, Stratford, can think of making a skilled workforce. Therefore, the utilisation of the training sessions would help in increasing the performance level of the employees. In this way, there would be an improvement in the hygiene factors of the hotel. In this way, a clean room with appropriate amenities would be present for welcoming the guests.
[bookmark: _o5brp4i52y4f]Recommendations 
· The administration of Ibis Hotel, London, Stratford, should prioritise training and development sessions for the employees. This would help increase their skills and improve their performance. Therefore, the workers would be trained about the various housekeeping approaches that should be maintained (Barreto and Mayya, 2023). Such activities would benefit in enhancing the cleanliness level of the hotel premises. In addition, constant cleanliness would be maintained. In this way, there would be a clean room available for the customers. These approaches have the potential to enhance the satisfaction level of the customers. Therefore, the reputation of the firm can also be uplifted (Burhan et al., 2021).
· As discussed earlier, investment in the advancement of technologies can be a vital recommendation for Ibis Hotel, London, Stratford. For instance, the development of housekeeping applications would be effective. With this, there would be efficient coordination among the staff (Davronov, 2021). Also, they would be able to keep a check on their activities. Therefore, there would be a proper approach in ensuring that their tasks are accomplished with precision. In addition, the staff would also be able to understand the areas where cleanliness needs to be maintained (Fang and Partovi, 2022). Such approaches would further benefit in increasing the hygiene factors of the hotel.
· The administration of Ibis Hotel London, Stratford, should also focus on uplifting the motivation level of the employees. This is a key factor that enables the workers to showcase their highest performance level (Stoyanova et al., 2022). Therefore, implementing reward systems can be an effective recommendation for the housekeeping department, especially. In this way, the employees would ensure to have a constant check on the cleanliness level of the hotel premises. In addition, they would also ensure that the housekeeping services provided to the customers are as per their requirements. In this way, the employee with the most exceptional performance would be recognised and rewarded with attractive incentives (Ali and Anwar, 2021).
· The management of Ibis London Stratford should initiate a register for the housekeeping department. In this way, the tasks allocated to each staff member would be recorded. Also, there would be a record about the work done by the employees (Üngüren and Arslan, 2021). Therefore, the management would have information on whether the staff have completed their assigned tasks as required. Also, the register would help in making the department understand the various standards that are to be maintained while cleaning the rooms and hotel premises (Goh and Baum, 2021). Such information for the housekeeping department would help in increasing the hygiene factors of the business. Also, clean rooms would be available for the customers. Such procedures would benefit the firm in increasing its customer satisfaction level.
· The management of Ibis Hotel, London, Stratford, can also be recommended to consider live feedback from the customers. This would help the firm in understanding the cleanliness level maintained in the room as well as the hotel premises (Ali et al., 2021). The feedback would help the administration in making necessary changes in the cleaning approaches. Therefore, better training sessions would be provided to the employees. In this way, they would be able to meet the cleanliness level expected by the customers (Narayan et al., 2022). These initiatives would help in increasing the satisfaction level of the guests.
· It has been noted that a majority of the tourists prefer sustainability. Therefore, the management of Ibis Hotel, London, Stratford should emphasise their sustainable measures. An appropriate waste management system would be a beneficial consideration for the hotel (Moise et al., 2021). Also, the use of eco-friendly cleaning agents will help in protecting the environment. In addition, instructing the employees to use less amount of water would help in preserving it. Also, the use of solar panels in the hotel premises would help in reducing the use of artificial energy (Olya et al., 2021). On the other hand, maintaining hygiene would help the firm in reducing the influence of health risk factors.
· A crucial recommendation for the management of the Ibis Hotel London Stratford is to initiate an effective communication method. With this, the customer service desk would have clear contact with the housekeeping department (Thakur and Bhardwaj, 2023). In this way, the department would be properly informed about the housekeeping requests made by the guests. Therefore, the customers would be provided with the required services appropriately. Such measures would help the hotel in reducing the chances of keeping the customers unsatisfied (Patafta and Milohnić, 2022). Also, proper communication between both departments would help in maintaining cleanliness throughout the hotel premises efficiently.
· The management of Ibis Hotel, London, Stratford, should look into the fact that the tasks are allocated among the employees equally. A proper segregation of tasks would help in maintaining fitness while accomplishing those (Ali et al., 2021). Also, the management should have a record of the skills that the employees possess. Such information would help in allocating the tasks as per the skill set of workers. Therefore, the tasks would be accomplished with the highest standard possible. In addition, there would be a reduction in the possibility of a tremendous workload on the shoulders of a particular line (Thakur and Bhardwaj, 2023). In this way, the employees would also be motivated to complete the tasks efficiently.
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