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Abstract . Housekeeping plays a central role in shaping guests' cleanliness and comfort experience, yet how the
standard operating procedures are formulated, executed, and perceived across managerial, operational, and
guest perspectives has rarely been examined together in a single qualitative study. This research explores the role
of housekeeping in maintaining cleanliness standards and guest comfort at KHAS Semarang Hotel. A qualitative
case study approach was used, with semi-structured interviews conducted with three informants: an Executive
Housekeeper (key informant), a Room Attendant (main informant), and a hotel guest (supporting informant). Data
were analyzed thematically and validated through source triangulation and member checking. The findings reveal
three interconnected themes: the formulation and execution of cleanliness SOPs prioritizing guest-touched
surfaces, a layered quality control mechanism involving room inspection and cross-department coordination, and
guest perceptions of cleanliness and comfort shaped by both sensory and psychological elements, including
privacy assurance. Findings align with the Servqual dimensions of tangibles, reliability, and assurance, as well
as servicescape elements such as ambient conditions and social interaction. A consistent gap identified from both
staff and guest perspectives is service speed during high-occupancy periods. This study contributes theoretically
by integrating managerial, operational, and guest perspectives within the Servqual and servicescape frameworks,
and practically by offering evidence-based input for hotel management to strengthen housekeeping SOPs and
workforce allocation during peak periods.
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1. BACKGROUND

Room cleanliness and guest comfort should ideally be absolute priorities in hotel
operations, given that both are key determinants of guest satisfaction and repeat stays.
Housekeeping, as the department directly responsible for room cleanliness and readiness, is
required to consistently implement standard operating procedures (SOPs) in every room
without exception. However, the reality on the ground shows that meeting these standards is
not always smooth sailing. Time constraints during high occupancy rates, the need to maintain
coordination between staff, and the need to balance work speed with guest privacy are real
challenges faced by housekeeping staff on a daily basis.

The gap between SOPs formulated by management and their implementation in the field
has the potential to create variations in the quality of cleaning services perceived by guests,
especially during times of high workload. To fully understand this gap, data is needed from all
three parties directly involved: the managerial side (Executive Housekeeper as the policy
formulator and quality supervisor), the implementing side (Room Attendant as the SOP
executor in the field), and the service recipient side (guests as the parties who directly

experience the results of housekeeping work).
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Service quality in the hospitality industry is generally assessed through the Servqual
framework, which emphasizes five dimensions of service quality assessment: tangibles,
reliability, responsiveness, assurance, and empathy (Parasuraman et al., 1988), and has been
widely adapted to the hotel context since the early 1990s (Saleh & Ryan, 1991; Akbaba, 2006),
although the degree of influence of each dimension on guest satisfaction has been shown to
vary across cultural contexts and hotel segments (Ladhari, 2009; Dewantara et al., 2025; Ezeh
et al., 2021). Furthermore, the physical environment in which the service takes place—known
as the servicescape—contributes to the emotional and behavioral responses of customers, not
only in terms of technical functions but also ambient elements such as aroma and layout (Bitner,
1992; Lee et al., 2021). This concept has evolved from a focus solely on physical elements to
social dimensions and customer engagement (Li, 2021; Li et al., 2021; Farifio Espitia et al.,
2025; Rosenbaum & Massiah, 2011; Mari & Poggesi, 2013). Previous studies have shown that
housekeeping performance contributes significantly to guest satisfaction (Bhatnagar et al.,
2019; Utami et al., 2026; Widyalasmono, 2026), and that the implementation of cleaning SOPs
often faces deviations, especially during high occupancy (Sharma et al., 2021; Faustine et al.,
2026; Sinulingga et al., 2024). Other studies have revealed that housekeeping staff face
significant physical workloads and time pressures, impacting work stress and productivity
(Shapoval et al., 2022; Chela-Alvarez et al., 2020; Chela-Alvarez et al., 2022; Garcia-Buades
et al., 2024; Sanchez-Gonzalez et al., 2026; Tavitiyaman et al., 2021; ling et al., 2025), and
that guest privacy is a stand-alone comfort element beyond technical cleanliness (D'Acunto et
al., 2021; Moon et al., 2022). However, studies that combine managerial, executive, and guest
perspectives in a single qualitative study are still rare (Dedeoglu & Demirer, 2015), making
this gap the focus of the current research.

Based on the description, this study aims to explore how cleanliness standards are
formulated, implemented, and monitored by KHAS Semarang Hotel housekeeping, and how
these efforts are perceived by guests. This study uses a qualitative case study approach with
the Servqual (Parasuraman et al.,, 1988) and Servicescape (Bitner, 1992) frameworks,
combining three perspectives—managerial, implementer, and service recipient—that are rarely
examined together in a single study. Practically, the findings are expected to provide input for
hotel management in evaluating housekeeping SOPs; theoretically, this study enriches the

study of hotel service quality with a multi-stakeholder perspective.
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2. THEORETICAL STUDY

This section outlines the relevant theories underlying the research topic and provides a
review of several relevant previous studies, providing a reference and foundation for this
research. If there is a hypothesis, it can be stated implicitly and does not have to be phrased as

a question.

3. RESEARCH METHODS

This research uses a qualitative approach with a case study design. This approach was
chosen because the research objective was to understand in-depth how cleanliness standards
are formulated, implemented, and perceived in a real operational context at a specific location,
namely the KHAS Semarang Hotel, thus allowing for the exploration of perspectives from
various parties involved in a contextual and comprehensive manner.

The research was conducted at the KHAS Semarang Hotel. Informants were selected
using a purposive sampling technique, with the criteria of having direct involvement in the
room cleaning process from the managerial, implementing, and service recipient sides. The key
informant was the Executive Housekeeper who formulated the SOP and monitored the quality
of cleanliness; the main informant was the Room Attendant as the direct implementer of the
SOP in the field; and supporting informants were hotel guests as service recipients who
experienced the results of housekeeping work.

Data were collected through semi-structured interviews with the three informants.
Questions were designed to explore the SOP formulation process, field implementation, quality
control mechanisms, operational challenges, and guest perceptions of room cleanliness and
comfort. Data were analyzed using thematic analysis, following a process of data
familiarization, initial coding, theme grouping, theme review, and final theme naming (Braun
& Clarke, 2006; Nowell et al., 2017). The analysis was conducted across the three informants
to identify consistent and contrasting patterns between managerial, executive, and guest
perspectives.

Data validity was strengthened in two ways. First, source triangulation, which involves
comparing the interview results of three informants to see the consistency and differences in
findings between perspectives (Morgan, 2024; Decrop, 1999). Second, member checking,
which involves reconfirming the transcript results and initial interpretations with each

informant to ensure accuracy and conformity with the intended meaning (Birt et al., 2016).
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4. RESULTS AND DISCUSSION
Formulation and Implementation of Room Cleanliness SOPs

These findings indicate that the effectiveness of housekeeping SOPs is determined not
only by the completeness of the procedural documents, but also by the consistency of their
application at the most frequently touched guest touchpoints.

Key informants explained that the formulation of SOPs refers to hotel operational
standards and sanitation principles, with particular emphasis on surfaces frequently touched by
guests:

"Every room must be thoroughly cleaned, starting from the bedroom area, the
bathroom, and all surfaces frequently touched by guests, such as doorknobs, light switches, TV
remotes, telephones, and tables. In addition to visual cleanliness, we also use standard
disinfectant..." — Key Informant (Executive Housekeeper)

This quote shows that SOPs are not designed as generic task lists, but rather prioritized
based on the guest's physical touchpoints — an approach that leads to the tangibles and
reliability dimensions in Servqual (Parasuraman et al., 1988), where consistent cleanliness of
physical elements forms the basis for assessing service quality.

A similar pattern was observed at the executive level. Key informants outlined the
make-up room process sequentially and emphasized priority sanitation points that align with
managerial directives:

"...I knocked on the door three times while saying 'Housekeeping'. After confirming that
the room was empty, I opened the curtains and windows if possible, collected the trash and
dirty linen, cleaned the bathroom, changed the linen..." — Main Informant (Room Attendant)

This procedure reflects the internalization of SOPs down to the level of individual work
habits, indicating that the transmission of standards from the managerial level to the
implementers is quite effective, at least in terms of procedural understanding.

There is a consistent alignment between what the Executive Housekeeper formulated
(focusing on guest touchpoints) and what the Room Attendant actually implemented (toilets,
sinks, door handles, remotes, and telephones are explicitly mentioned as priorities). This shows
that the SOP is not just a formality document, but is actually applied in the field, strengthening
the reliability dimension of Servqual (Parasuraman et al., 1988).

Quality Control Mechanisms and Handling Operational Challenges

These findings indicate that hygiene standards are maintained through a multi-layered

system involving functional checks, quality inspections, and cross-staff coordination as

workloads increase.
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"Before a room is declared ready for sale (Vacant Clean), the Room Attendant is
required to inspect all facilities such as the AC, television, lights, shower, water heater, hair
dryer, telephone, and amenities. If any damage is found, a report must be made immediately to
Engineering before the room is sold." — Key Informant (Executive Housekeeper)

Quality control here does not stop at visual cleanliness, but includes functional
verification of the facility, showing that the reliability dimension in Servqual (Parasuraman et
al., 1988) is applied more broadly than just a clean appearance, also including function as
promised.

"The supervisor will conduct a room inspection after the room attendant has finished
cleaning the room. The inspection includes cleanliness, bed tidiness, completeness of
amenities, function of facilities, and room aroma. If there are any deficiencies, the room will
be returned to the room attendant for repair." — Key Informant (Executive Housekeeper)

This mechanism for returning rooms for repair indicates the existence of a quality gate:
rooms are not automatically considered finished just because they have been cleaned, but must
pass independent verification by another party before they are truly ready for sale.

For operational challenges during high workloads, both levels (managerial and
executive) showed a coordinated response:

"When occupancy rates are high, the challenge is limited time. The solution is to
distribute the workload evenly, coordinate well with staff, and ensure supervisory oversight to
maintain quality." — Key Informant (Executive Housekeeper)

"A common problem is that many rooms check out at the same time during the day,
which limits time. However, we still follow standard operating procedures (SOPs) to maintain
cleanliness." — Key Informant (Room Attendant)

There is narrative consistency between management's strategies (workload allocation,
coordination, and supervision) and the work attitudes of field implementers (continuing to
follow SOPs despite limited time). Time pressure is not necessarily compensated for by
lowering standards, but rather addressed through workload management.

Guest Perception of Cleanliness and Comfort

These findings suggest that guest comfort is not shaped by technical cleanliness alone,
but rather by a combination of mutually reinforcing sensory, functional and safety elements, in
line with the servicescape idea that the physical environment shapes the emotional responses
of service users (Bitner, 1992).

"My first impression was that the room was clean, tidy, fragrant, spacious, and

everything worked well." — Supporting Informant (Hotel Guest)
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The words 'fragrant' and 'spacious room' are important here; they are not indicators of
cleanliness in the narrow sense, but rather elements of ambient conditions in the servicescape
(Bitner, 1992) that create a comfortable impression from the first second.

"The room was clean and fragrant, the bed was comfortable, the AC was cold, the hot
water worked well, all the facilities in the room were functioning well and the toiletries were
complete." — Supporting Informant (Hotel Guest)

This finding aligns with the Room Attendant's work in sections 3.1 and 3.2 — the list
of amenities mentioned by guests is precisely the points that staff explicitly check before a
room is declared ready for sale.

The dimensions of privacy and security also emerged as important elements of comfort,
with direct alignment between the service provider and recipient:

"Whether a guest has a DnD (Don't Disturb) sign on the door handle or not, if they do,
we as Room Attendants are not allowed to enter the room... we always ask for permission first,
do not open the guest's personal belongings, and maintain the confidentiality of the guest's
belongings and information." — Main Informant (Room Attendant)

"Yes, the housekeeping staff always knocks before entering so I feel my privacy is
respected." — Supporting Informant (Hotel Guest)

Privacy is not just an administrative rule, but an element that is directly felt and
appreciated by guests, strengthening the assurance dimension in Servqual (Parasuraman et al.,
1988) as well as the social element in the servicescape (Bitner, 1992).

"Overall, it's good, perhaps the soundproofing in the rooms could be better or the speed
of housekeeping during peak hours could be improved." — Supporting Informant (Hotel
Guest)

The only gap point that emerged from the guest perspective, namely the speed of service
during peak hours, resonates directly with the challenges that staff themselves acknowledged
in section 3.2, indicating that guest perceptions fairly accurately reflect the real operational
challenges on the ground.

Discussion

Overall, the three themes indicate that the housekeeping role at KHAS Semarang Hotel
operates as a coherent chain, starting from the formulation of SOPs by the Executive
Housekeeper, consistent implementation by the Room Attendant, to layered verification
through quality control, and ultimately being positively received by guests. This finding is in
line with the Servqual framework (Parasuraman et al., 1988), particularly on the dimensions of

tangibles, reliability, and assurance, as well as the servicescape framework (Bitner, 1992)
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which is confirmed through guests' emphasis on ambient elements such as room aroma and
room spaciousness.

The findings on the multi-layered quality control mechanism (Room Attendant—
Supervisor—Engineering) indicate that KHAS Semarang Hotel has built a quality control
system that does not rely on a single individual, but rather on a cross-verification process. This
is particularly relevant for the context of hotels with fluctuating occupancy, where time
pressures during high occupancy are managed through teamwork coordination, rather than
through relaxing standards — in line with the finding that excessive workload on housekeeping
staff is a consistently reported challenge across hotel contexts (Shapoval et al., 2022; Sanchez-
Rodriguez et al., 2023; Sanchez-Gonzélez et al., 2026), making the team coordination strategies
found here a relevant practical contribution. The findings on guest privacy also confirm that
this dimension is increasingly recognized as a stand-alone element of comfort, rather than
simply part of technical cleanliness (D'Acunto et al., 2021; Moon et al., 2022).

For the management of KHAS Semarang Hotel, these findings confirm that the existing
multi-layered quality control system is worth maintaining, while an area that needs to be
strengthened is the speed of service during peak hours, a point mentioned by both staff and
guests. The consistency of SOP implementation by Room Attendants in this study is also in
line with the finding that transformational leadership and staff empowerment are factors that
drive employee performance in star-rated hotels (Nugraheni et al., 2025), indicating that
strengthening the leadership style of housekeeping supervisors has the potential to further
improve work consistency in the field. Returning to the main research question, the findings
indicate that the role of housekeeping in maintaining cleanliness standards and guest comfort
is carried out through three mutually reinforcing layers: the formulation of SOPs oriented
towards guest contact points, consistent implementation by Room Attendants, and multi-

layered quality control by supervisors.

5. CONCLUSION AND SUGGESTIONS

This study found that the role of housekeeping at KHAS Semarang Hotel in maintaining
cleanliness standards and guest comfort operates through a coherent chain of work between
three layers: the formulation of SOPs by the Executive Housekeeper that prioritizes physical
guest contact points, consistent implementation by Room Attendants reflected in structured
work procedures and strictly maintained privacy protocols, and a multi-layered quality control
mechanism that ensures no room passes without independent verification. From the guest

perspective, these three layers are proven to shape a positive stay experience, both in terms of
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technical cleanliness and sensory and psychological elements that align with the servicescape
framework. One gap that consistently emerges from both sides is the speed of service during
high workloads.

This study is limited by the number of informants (one informant per category) and its
focus on a single research location. Therefore, the findings reflect individual perspectives and
may not be representative of all staff or guests at KHAS Semarang Hotel or other hotels.
Management is advised to evaluate housekeeping workforce allocation during peak check-out
hours and systematically document room inspection results. Further research is recommended
to involve more informants per category and compare the implementation of housekeeping

SOPs across hotels of different classes.
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