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l@ ® Staying at Renaissance Okinawa Resort is described as

one of the most comfortable experiences they have ever
had, with high-quality rooms and highly personalized
service creating a warm, friendly, and relaxed
atmosphere. The housekeeping department at
Renaissance Okinawa Resort demonstrates a
proactive, flexible, and attentive approach in adapting
their services to meet the diverse needs of guests. The
combination of gathering guest preference
information, adjusting amenities, using appropriate
products, respecting cultural norms, good
communication, creativity, and extensive training
allows them to deliver a personalized and
unforgettable stay experience for every guest

DOI: https://doi.org/10.59890/ijebma.v6i2.2235 83
E-ISSN: 3032-6028
https://journal.multitechpublisher.com/index.php/ijebma


mailto:julian.andriani@stiepari.ac.id
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/

Kurniawan, Putri

INTRODUCTION

The housekeeping department is essential in the hospitality sector. The
primary responsibility of this department is to ensure the cleanliness, tidiness,
and overall comfort of both guest rooms and the hotel's public areas. The initial
impression that guests form upon entering their hotel room frequently influences
their overall level of happiness during their stay (Jeaheng et al, 2020). An
immaculate, organized, and impeccably-maintained room showcases the hotel's
meticulousness and dedication to delivering top-notch service. Housekeeping is
essential for maintaining hygiene and sanitation (Talib et al.,, 2020; Setiawan et
al., 2021). By following stringent and consistent cleanliness regulations, guests
can feel comfortable and secure.

The cleaning department frequently encounters diverse problems in its day-
to-day operations. An prevalent problem arises when there is a discrepancy
between the quantity of personnel and the amount of work to be done. An
insufficiency of workforce can result in a deterioration of service quality,
manifesting as delays in room cleaning or a deficiency in attention to detail. B.
Cano et al, (2019) & Yashwant Singh Rawal et al, (2020) the housekeeping
department is susceptible to guest complaints regarding the cleanliness and
comfort of the rooms. Guests who discover blemishes on the bed linens, dirt on
the furnishings, or missing room amenities have the ability to promptly convey
their dissatisfaction via internet assessments. During this era of digitalization,
unfavorable reviews have the potential to rapidly disseminate and harm the
hotel's reputation (Sa et al,, 2022). Hence, it is imperative for the housekeeping
department to implement a rigorous quality control system and promptly and
effectively address any grievances raised by guests.

In response to these difficulties, numerous hotels are now allocating
resources towards technology and innovation in order to enhance the operational
efficiency of their housekeeping services. Using mobile applications to assign and
track cleaning jobs can enhance workflow efficiency and minimize time
wastage(Gangwar & Reddy, 2023; Nilashi et al, 2018). Several hotels are
implementing automated cleaning technologies to manage monotonous jobs,
allowing employees to prioritize guest-centered services. In addition, providing
thorough training and opportunities for career advancement to housekeeping
staff can contribute to higher levels of job satisfaction and improved employee
retention.

Effective communication between the housekeeping staff and other
departments, such as the front office and engineers, is crucial in addressing these
difficulties(Ahmed Talib et al., 2020; Jyoti et al., 2023; Sadhale, 2021). Efficient
coordination is essential for ensuring seamless operations and preventing any
miscommunications that could potentially affect the overall guest experience.
Moreover, it is essential to actively gather and utilize guest input as a foundation
for ongoing enhancement in housekeeping procedures.
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In the hospitality sector, housekeeping is of utmost importance as it serves
as the foundation, playing a vital part in ensuring that guests have a fulfilling
and enjoyable stay. The housekeeping department may make a substantial
contribution to the hotel's long-term success and reputation by actively tackling
difficulties and consistently innovating(Chibili, 2017; Espellita Jr & Maravilla Jr,
2019).

The Renaissance Okinawa Resort, a high-end resort situated in Japan, fully
acknowledges the significance of housekeeping in crafting a memorable and
exceptional stay for its patrons. The resort encounters distinctive obstacles as a
result of its secluded position on Okinawa Island, which might impact the
availability of workforce and the accessibility to supplies. Nevertheless,
Renaissance Okinawa Resort is dedicated to upholding elevated levels of
cleanliness and service by implementing inventive and effective housekeeping
methods.

Renaissance Okinawa Resort tackles the issue of labor scarcity by making
significant investments in providing extensive training for its housekeeping
personnel. This training program encompasses not just the technical facets of the
profession but also places significant emphasis on enhancing communication and
customer service skills. The resort guarantees that cleaning staff are equipped
with the necessary skills and knowledge through comprehensive training,
enabling them to consistently give exceptional service to guests.

Furthermore, Renaissance Okinawa Resort implements cutting-edge
housekeeping management technology and systems to improve operating
efficiency. Utilizing mobile applications to allocate and monitor cleaning duties,
facilitates improved communication between staff members and management.
This technology also enhances workflow efficiency and minimizes time wastage,
allowing personnel to prioritize guest-oriented services.

Renaissance Okinawa Resort adheres to rigorous cleaning methods and
using eco-friendly cleaning chemicals to wuphold exceptional cleanliness
standards. This not only guarantees the well-being and satisfaction of guests but
also corresponds with the resort's dedication to sustainable methods. In addition,
the resort undertakes regular quality inspections to guarantee that all rooms and
public areas fulfill the prescribed cleanliness standards.

Renaissance Okinawa Resort places significant emphasis on guest input,
actively gathering recommendations and complaints through guest satisfaction
questionnaires and direct encounters with personnel. This input serves as a
foundation for ongoing enhancement in housekeeping procedures. For example,
in the event that a guest expresses dissatisfaction with noise emanating from a
next room, the housekeeping department can collaborate with the engineering
department to enhance the soundproofing measures between rooms.
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Notwithstanding the difficulties encountered, Renaissance Okinawa Resort
maintains its concentration on its principal objective of crafting an extraordinary
stay experience for guests. The housekeeping department at Renaissance
Okinawa Resort plays a crucial role in the resort's overall success and reputation
by implementing thorough staff training, utilizing cutting-edge technology,
maintaining high cleanliness standards, and continuously striving for
development..

The housekeeping procedures developed at Renaissance Okinawa Resort
can serve as a paradigm for the hotel sector. This resort showcases the possibility
of achieving excellence in housekeeping, even in the face of unusual problems,
by implementing a forward-thinking and meticulous strategy. The Renaissance
Okinawa Resort's experience underscores the significance of allocating resources
towards human capital, technological advancements, and ongoing
enhancements to sustain a competitive edge in this fiercely contested business.

Various prevalent concerns in the field of housekeeping in the hotel sector
can directly affect the level of comfort experienced by guests. Hotel management
must address these concerns with utmost seriousness to guarantee guest
happiness and uphold the hotel's reputation.

An issue frequently seen is the lack of consistency in the quality of room
cleanliness. Guests anticipate immaculate, organized, and sanitary
accommodations on each occasion of their stay. Occasionally, guests may
encounter blemishes on the bed linens, particles on the furnishings, or grime in
the restroom. This inconsistency may arise due to a range of circumstances,
including inadequate worker training, overwhelming workload, or insufficient
monitoring by supervisors. Consequently, travelers have a sense of discomfort
and disappointment during their stay.

Guests often express dissatisfaction with the noise generated by
housekeeping chores. Noises like as the operation of vacuum cleaners, talks
among staff members in the hallway, or the forceful closing of doors might
disturb the comfort of guests, particularly when it happens in the morning or
during their rest periods. These disruptions can impact the customers' sleep
quality and result in general unhappiness with the hotel's offerings.

Furthermore, the utilization of cleaning agents containing potent fragrances
or abrasive chemicals might also induce discomfort among guests. Certain guests
may exhibit sensitivity to specific odors or possess allergies towards the
substances employed. Using cleaning chemicals that are not eco-friendly or do
not align with guest preferences might lead to irritation, respiratory problems, or
other forms of discomfort.

Guests can also become frustrated by delays in housekeeping services.
Should customers arrive at their rooms beyond the designated check-in time and
discover that the room has not been tidied or amenities have not been
replenished, it may generate an unfavorable perception of the hotel's
effectiveness and dependability. Delays may arise due to inadequate
coordination between the housekeeping and front office divisions or a scarcity of
staff.
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Another issue arises from the failure to consider the preferences of the
guests. Everyone possesses unique preferences and requirements, such as their
choice of pillow, additional blankets, or other luxuries. Failure by housekeepers
to fulfill guest requests or demonstrate concern for their preferences can result in
guest dissatisfaction and reduced comfort throughout their stay.

The hotel manager should address these issues promptly. Initially, it is
imperative that the housekeeping personnel undergo comprehensive and regular
training sessions to ensure their familiarity with the prescribed standards of
cleanliness and service. Furthermore, it is imperative to implement consistent
oversight and conduct meticulous quality assessments to promptly identify and
rectify any issues. Furthermore, it is crucial for the housekeeping, front desk, and
other departments to possess effective communication skills to ensure seamless
coordination and prompt fulfillment of guests' requirements.

Utilizing environmentally-friendly cleaning products that are non-irritating
to the skin can enhance the comfort of guests in the area. Housekeeping
personnel should prioritize the task of fulfilling the individual requirements and
desires of each guest as a means of demonstrating their concern for the guests'
comfort.

To enhance guest comfort, hotel management should adopt a
comprehensive and proactive strategy to address cleaning issues. To enhance the
quality of cleaning services and enhance the overall guest experience, hotels can
prioritize staff training, implement strict supervision, foster effective
communication, and emphasize attention to detail.

The study's research inquiries pertain to the methods employed for cleaning
at Renaissance Okinawa Resort, the level of comfort experienced by guests
during their stay, and the adaptations made by the housekeeping department to
cater to the diverse demands of guests.

LITERATURE REVIEW

Guest comfort, experience, and contentment are crucial factors that
influence the success of a hotel in the hospitality industry(Karthik, 2015; Luo &
Qu, 2016; Makoondlall-Chadee et al., 2021). The housekeeping service, which has
direct interaction with guests, plays a vital role in ensuring a satisfactory
experience during their stay. This research study examines the correlation
between housekeeping techniques and the level of comfort, experience, and
contentment reported by guests.

Guest satisfaction and loyalty are significantly influenced by the level of
comfort provided to guests (Ambardar & Raheja, 2017). Guest comfort in the
realm of housekeeping is significantly influenced by the level of cleanliness,
orderliness, and thoroughness of the room (Aswan & Octafian, 2023; Peir6-Signes
et al,, 2014). A study conducted by Chibili, (2017) & Dejarme et al., (2016)
demonstrates that several aspects of housekeeping service quality, including
cleanliness, comfort, and attention to detail, have a substantial influence on guest
satisfaction. Hence, the housekeeping department places utmost importance on
upholding impeccable standards of cleanliness and tidiness to guarantee the
comfort of the guests.
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Creating a great experience for guests is crucial in fostering loyalty and
promoting return visits (Fitriyani et al, 2017; M. Febriyan Pratama & Dyah
Palupiningtyas, 2021; Rasika & Pooja, 2019). Housekeeping is more than just
maintaining room cleanliness; it also entails the contact between housekeeping
staff and customers. Housekeeping personnel that possess high emotional
intelligence are more likely to deliver superior service, leading to enhanced guest
satisfaction in the long run. Hence, it is imperative to cultivate non-technical
abilities, like as emotional intelligence, to enhance the caliber of housekeeping
services and foster a favorable guest experience.

Implementing efficient cleaning protocols that prioritize guest comfort,
elevate guest experience, and bolster guest happiness can significantly enhance
the overall success of a hotel. Hotels may enhance their service quality and
cultivate guest loyalty by prioritizing stringent cleanliness standards, promoting
good staff-guest interactions, and nurturing the emotional intelligence of their
workforce.

METHODOLOGY

A qualitative approach is a research method that focuses on understanding
social phenomena from the perspectives of the people involved. In the context of
the study "The Art of Comfort: Mastering Housekeeping for the Ultimate Guest
Experience," a qualitative approach is used to uncover how housekeeping
practices can enhance guest comfort in hotels(Sugiyono, 2020).

The data collection process in this study employs semi-structured interview
methods. Interviews are conducted with housekeeping staff and management at
the Renaissance Okinawa Resort. These interviews aim to gather in-depth
information about housekeeping practices, challenges faced, and the strategies
and innovations used to enhance guest comfort. Additionally, direct field
observations are conducted to see firsthand the work processes and interactions
between housekeeping staff and guests. The results of the data analysis are then
presented in a comprehensive narrative form.

This qualitative approach allows for a nuanced understanding of the ways
in which housekeeping practices can be optimized to improve guest satisfaction
and comfort. By exploring the experiences and insights of those directly involved
in housekeeping operations, the study provides valuable perspectives on
effective strategies and potential areas for improvement in the hospitality
industry.
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RESULT
Interview Results with Respondent 1 (Management)

At Renaissance Okinawa Resort, our housekeeping techniques are
characterized by a meticulous and guest-centric approach. Guest comfort and
happiness are our utmost concerns, and we ensure that this commitment is
evident in all element of our operations. The cleaning personnel is extensively
trained and dedicated to upholding the utmost standards of cleanliness and
service. In addition, we employ cutting-edge technology, such as a computerized
housekeeping management system, to guarantee optimal efficiency and
uniformity in our operations.

Our approach stands out due to our meticulous attention to detail. Our
cleaning team undergo rigorous training to meticulously attend to the minutiae
that can significantly impact the guest's overall experience. This includes
meticulously arranging room amenities, offering tailored conveniences, and even
skillfully folding towels in distinctive and visually appealing manners. In
addition, we continuously seek opportunities to improve visitor comfort by
providing options for pillows and various room configurations.

We acknowledge that every guest possesses distinct requirements,
inclinations, and anticipations. In order to cater to the wide range of differences,
we implement a highly individualized method in our housekeeping services. The
initial stage involves collecting data regarding visitor preferences, which can be
obtained from reservation records, past engagements, or direct communication
with the guest.

Then, our housekeeping staff uses this knowledge to make our services
more fit your needs. For instance, if we know that a guest likes softer pillows, we
will make sure that they are in their room. Or, if a person has certain allergies,
we will make sure to clean with hypoallergenic products and stay away from
things that might make their allergies worse.

When we have guests from other cultures, we try to understand and honor
their cultural norms and tastes. This can mean giving guests certain amenities,
like a prayer direction sign for Muslim guests, or food options that are suitable
for people with certain dietary or cultural needs. Our housekeepers are also
taught about different cultures and how to be sensitive to them so they can
properly and politely deal with guests.

We also urge guests and our housekeeping staff to talk to each other freely.
If a person has a special need or wish, we are always happy to hear it and do our
best to meet it. We think that if we customize our services to fit the wants of each
guest, we can give them a truly unique and memorable experience. We're very
proud of how hard we work to keep the rooms clean and go above and beyond
to meet the needs of every guest. It takes a lot of work from everyone, but seeing
our people happy and satisfied makes it all worth it.

Interview Findings with Respondent 2 (Housekeeping)

As a housekeeping staff, your major responsibility is to ensure the tidiness
and pleasantness of guest rooms and public places in the hotel. Nevertheless, our
job extends beyond just cleaning. Our goal is to establish a welcoming and cozy
atmosphere for our guests, ensuring they have a sense of being at home.
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We strictly adhere to rigorous cleanliness standards and meticulously
follow extensive procedures to guarantee that each room is thoroughly cleaned
and prepped to perfection. Special emphasis is placed on meticulous attention to
minute particulars, such as the precise folding of towels, meticulous arrangement
of amenities, and the inclusion of personal embellishments like origami or
welcome letters.

We strive to engage with guests in a cordial and kind manner. Upon
encountering guests in the hallway or in their rooms, I cordially greet them with
a smile and inquire if they require any assistance. These minor interactions can
have a substantial impact on the overall satisfaction of the guests.
Personalizing our services for every guest is a crucial aspect of our profession.
Prior to commencing our shift, we are provided with details regarding guests'
specific preferences, like their pillow preferences, preferred cleaning products, or
any other unique requests. We guarantee that we will fulfill their requests when
cleaning and arranging their rooms.

For guests with allergies or specific sensitivities, we take great care in using
suitable treatments and avoiding any items that could potentially cause
discomfort. We try to honor the conventions and practices of guests from many
ethnic backgrounds. As an illustration, we may furnish a prayer orientation
indicator or present food options that correspond to their specific dietary
requirements.

Effective communication is essential for comprehending the requirements
of each guest. When a guest has specific requests or offers input, we actively
listen and make every effort to meet them. We maintain strong coordination with
various departments, such as the front office or food and beverage, in order to
guarantee a uniform and all-encompassing experience for each guest.

Occasionally, guests may possess unconventional preferences or
requirements, however, we consistently endeavor to exhibit adaptability and
ingenuity in discovering resolutions. Our objective is to ensure that every guest
feels esteemed and appreciated, irrespective of their background or specific
requirements.

Our emphasis on meticulousness and a highly individualized approach to
customer service truly distinguishes us from others. We perceive our role not
merely as doing cleaning duties, but as a chance to generate remarkable
experiences for every guest.

The training we receive is comprehensive. We receive instruction not only

on cleaning protocols and standards of excellence, but also on customer service
aptitude, cultural awareness, and the ability to anticipate visitor requirements.
The management at our organization is highly supportive and consistently
motivates us to perform at our utmost potential.
Moreover, the level of camaraderie exhibited by the housekeeping staff is
exceptional. We foster mutual assistance and encouragement, cultivating a
constructive work atmosphere that, in my opinion, is evident in the quality of
service we offer to our customers.
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[ am grateful to be a member of a team that is highly committed to
ensuring the satisfaction of our guests. The immense gratification of this
employment stems from witnessing the joyous expressions and receiving
favorable comments from the guests. I take great pride in being a member of the
housekeeping staff at Renaissance Okinawa Resort and | am committed to always
providing exceptional experiences to all our guests.
Findings from Interview with Respondent 3 (Guest)

[ thoroughly enjoyed my experience at Renaissance Okinawa Resort.
Throughout my entire stay, I had a high level of comfort and attentive service.
The hotel surpassed my expectations in terms of comfort.

The hotel suite was outstanding, boasting a supremely cozy bed adorned
with luxurious sheets and cushions, ensuring restful sleep each night. The
bathroom was impeccably clean and furnished with opulent toiletries. I highly
valued the subtle details such as the luxurious bathrobe and comfortable slippers,
which provided me with a sense of indulgence.

In addition, the room was furnished with several contemporary
conveniences, including a flat-screen television, a cozy workstation, and a high-
speed wireless internet connection. The air conditioning system could be finely
tuned and operated silently, guaranteeing a consistently cool and comfortable
environment in the space. Overall, the room had a tranquil and serene ambiance.
The housekeeping team at this location is exceptional. They exhibit a high degree
of affability, courtesy, and a constant willingness to provide aid. The cleanliness
of my accommodation was consistently impeccable, with meticulous care given
to every detail. I greatly appreciated the charming gesture of folding towels into
adorable animal forms.

[ was especially amazed by their ability to anticipate my demands. As an
illustration, they saw my inclination towards herbal tea as opposed to coffee, and
took care to consistently provide it in my room. These small details genuinely
had an impact and demonstrated their high level of concern towards guests.
Indeed, there is.  informed the staff upon check-in that I have a mild dust allergy.
[ was pleasantly astonished to see that the housekeeping service went above and
beyond to ensure the utmost cleanliness of my room, employing hypoallergenic
cleaning agents. They also supplied an extra air humidifier to enhance my
comfort.

Their meticulousness and flexibility in tailoring their services to my specific
requirements truly made me feel appreciated as a customer. It demonstrates their
sincere concern for my comfort and well-being throughout my stay. In my
opinion, this is one of the most pleasant hotel experiences I have ever
encountered in terms of comfort. Every aspect, ranging from the room's quality
to the exceptionally tailored service, played a role in fostering a welcoming,
amicable, and tranquil ambiance. I perceived that their utmost concern was to
ensure my utmost comfort, and they undeniably achieved that objective.

[ highly endorse the Renaissance Okinawa Resort to individuals seeking a
cozy and opulent lodging experience. Their commitment to guest comfort is
genuinely exemplary, and I eagerly anticipate the opportunity to revisit and stay
with them again in the future.
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DISCUSSION
Housekeeping Procedures at Renaissance Okinawa Resort

Through interviews conducted with both management and housekeeping
personnel, it can be inferred that the housekeeping operations at Renaissance
Okinawa Resort are strongly focused on ensuring guest comfort and satisfaction.
The management of Renaissance Okinawa Resort employs a meticulous and
customer-centric approach in their housekeeping procedures. Ensuring guest
comfort and happiness is of utmost importance, and this commitment is evident
in all aspects of our housekeeping operations. The housekeeping team is
extensively trained and dedicated to delivering the utmost level of cleanliness and
service.

An exemplary characteristic of the housekeeping approach at this hotel is
their meticulousness. The housekeeping team undergoes training to meticulously
attend to minute details that can significantly impact the guests' experience. This
includes ensuring the proper arrangement of room amenities, offering
personalised amenities, and even skillfully folding towels in distinctive and
attractive manners.

The Renaissance Okinawa Resort implements a highly individualised
strategy in their provision of housekeeping services. They collect data on guest
preferences and utilise this data to customise their services. For instance, this
includes offering pillow options that guests prefer, utilising cleaning products that
are compatible with guest allergies, and showing respect for visitor cultural
customs.

There is a major emphasis on promoting open communication between
visitors and the housekeeping staff. The cleaning team are always prepared to
attentively listen and make every effort to satisfy any unique requests or
preferences from visitors. Additionally, they possess adaptability and ingenuity in
addressing unique guest requirements.

The housekeeping team of Renaissance Okinawa Resort undergoes
comprehensive training. In addition to being instructed in cleaning protocols and
quality criteria, they also receive training in customer service techniques, cultural
awareness, and the ability to anticipate visitor requirements. The management
wholeheartedly endorses and motivates the team to consistently produce their
utmost performance.

The housekeeping staff has a robust sense of collaboration. They provide
mutual support, fostering a conducive work environment. This is evident in the
level of service they offer to their guests.

The housekeeping crew not only view their responsibilities as cleaning tasks,
but also as a chance to generate unforgettable experiences for each guest. Their
goal is to ensure that every guest feels esteemed and appreciated, irrespective of
their background or specific requirements.

In general, the housekeeping procedures of Renaissance Okinawa Resort are
characterised by a strong emphasis on attention to detail, personalised service, and
afocus on the needs and satisfaction of the guests. The integration of a meticulous
methodology, comprehensive instruction, effective correspondence, and
collaborative effort enables them to deliver an extraordinary lodging experience
for every guest.
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Based on the Interviews with Guests at Renaissance Okinawa Resort

After conducting interviews with visitors at Renaissance Okinawa Resort, it
can be inferred that the hotel offers a highly comfortable and gratifying stay
experience. Guests reported feeling exceedingly at ease and attentively attended
to by the hotel staff during their whole stay, from the minute they arrived until
they checked out.

The quality of the hotel rooms is a highly valued factor of comfort by
customers. The mattresses, which were exceptionally comfortable, included high-
quality sheets and pillows, ensuring that visitors were able to sleep comfortably
each night. The bathrooms were impeccably clean and furnished with opulent
products, offering an additional level of comfort for guests.

The inclusion of contemporary conveniences like as flat-screen televisions,
ergonomic work desks, and fast internet connectivity played a significant role in
establishing a pleasant ambiance within the rooms. The room temperature was
consistently cool and comfortable thanks to the adaptable air conditioning system.
Guests also commended the exceptional performance of the housekeeping staff,
who exhibited friendliness, politeness, and a constant willingness to help. The
rooms' immaculate cleaning daily demonstrated their meticulousness. Guests
were delighted by the addition of charming animal-shaped towel folds.

The hotel staff's ability to anticipate the guest's wants on a personal level was
quite remarkable. As an illustration, they observed the guest's inclination towards
herbal tea and consistently made sure it was accessible in the room. In addition,
the hotel went the extra mile to assure the comfort of a visitor with a moderate dust
allergy by utilising hypoallergenic cleaning chemicals and offering an extra air
humidifier.

The meticulousness and flexibility in customising services to accommodate
the client's requirements instilled a strong sense of appreciation in the guest. This
exemplifies Renaissance Okinawa Resort's dedication to prioritising the comfort
and well-being of guests during their stay.

Overall, the guest expressed that their stay at Renaissance Okinawa Resort
was exceptionally comfortable, ranking among the most pleasant experiences they
have ever had. The amalgamation of top-notch accommodations with
exceptionally tailored assistance fostered a congenial, amiable, and laid-back
ambiance.

Given the favourable encounter, the guest conveyed their endorsement of
Renaissance Okinawa Resort to individuals in search of a pleasant and opulent
lodging experience. The hotel is renowned for its commitment to maintaining
exceptional levels of guest comfort, and the guest eagerly anticipates the chance to
stay there again in the future.

The Housekeeping Department Adjusts its Services to Meet Guest Needs

Through interviews conducted with both management and housekeeping
personnel, the housekeeping department at Renaissance Okinawa Resort
demonstrates a strong proactive approach in adjusting its services to cater to the
varied needs of its guests. This is a debate on how the housekeeping department
customises its services:
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The initial action undertaken by the housekeeping department involves
collecting data regarding guest preferences and requirements. This information is
acquired by the analysis of reservation data, previous encounters with guests, or
direct communication. Housekeeping workers can proactively adapt their services
by comprehending client preferences.

After collecting guest preference information, the housekeeping service
tailors room amenities and furnishings to meet their specific needs. For instance, if
a client has a particular preference for a specific sort of pillow, the cleaning staff
would make certain thatitis provided in the room. In addition, they offer certain
amenities, such as displaying the orientation towards Mecca for Muslim guests, to
cater to the requirements of guests from many cultural backgrounds.

The housekeeping service takes great care in choosing cleaning chemicals to
accommodate guests with allergies or specific sensitivities. They guarantee the
utilisation of hypoallergenic products and refrain from using ingredients that may
elicit allergic reactions in guests. This exemplifies their meticulousness in ensuring
the well-being and satisfaction of its guests.

At Renaissance Okinawa Resort, the housekeeping staff tries to understand
and accept the cultural preferences and norms of guests from different
backgrounds. The people who clean the rooms are taught about different cultures
so they can treat guests with care.

It is very important for guests and cleaning staff to be able to talk to each
other and understand what each guest needs. The cleaning staff is always willing
to listen to what guests have to say and do everything they can to meet those needs.
To give guests a consistent and complete experience, they also work with other
teams, like the front desk or food and beverage.

The department is flexible and creative in how it handles guests with odd
needs. They work hard to find ways to make every guest feel special and
important, no matter who they are or what their needs are.

The cleaning staff has had a lot of training that helps them customise their
services. Staff are taught not only how to clean and meet quality standards, but
also how to treat guests with respect, be sensitive to different cultures, and guess
what guests might need. Because of this training, they can give very personalised
and customer-focused service.

In general, the cleaning staff at Renaissance Okinawa Resort is proactive,
adaptable, and careful about how they tailor their services to meet the different
needs of guests. They can give each guest a personalised and memorable
experience by finding out what they like, changing amenities as needed, using the
right goods, respecting cultural norms, communicating clearly, being creative, and
getting a lot of training.
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CONCLUSION AND RECOMMENDATION

Overall, housekeeping practices at Renaissance Okinawa Resort are highly
focused on detail, personalized service, and guest satisfaction. The combination of
detailed approach, extensive training, good communication, and teamwork
enables them to provide an exceptional stay experience for every guest. Staying at
Renaissance Okinawa Resort is described as one of the most comfortable
experiences they have ever had, with high-quality rooms and highly personalized
service creating a warm, friendly, and relaxed atmosphere. The housekeeping
department at Renaissance Okinawa Resort demonstrates a proactive, flexible, and
attentive approach in adapting their services to meet the diverse needs of guests.
The combination of gathering guest preference information, adjusting amenities,
using appropriate products, respecting cultural norms, good communication,
creativity, and extensive training allows them to deliver a personalized and
unforgettable stay experience for every guest.

FURTHER STUDY

The research findings may lack generalizability to other resorts or hotels,
even within the Okinawa region, due to their exclusive focus on a single unique
location. The quantity and assortment of research volunteers may be restricted,
potentially impacting the inclusivity of viewpoints and experiences acquired.
Hence, additional investigation employing quantitative methodologies is
required.

REFERENCES

Ahmed Talib, A. T. M., Shamram, M. K., & Faraj, D. U. (2020). Service quality
evaluation in the internal supervision department and the level of customer
satisfaction “applied study on baron hotel.” International Journal of
Psychosocial Rehabilitation, 24(3), 1151-1164.
https://doi.org/10.37200/1JPR/V2413/PR200867

Ambardar, A.,, & Raheja, K. (2017). Occupational safety and health of hotel
housekeeping employees : A comparative study. In International Journal of
Hospitality and Tourism Systems (Vol. 10, Issue 2, pp. 22-31).
academia.edu.
http://eds.a.ebscohost.com/eds/pdfviewer/pdfviewer?vid=0&sid=49376
c8e-a0da-47fa-834b-06f97087aa84%40sdc-v-sessmgr01

Aswan, M. K,, & Octafian, R. (2023). Pengembangan SDM untuk Meningkatkan
Kualitas Akomodasi. In Jurnal Pengabdian Masyarakat Waradin (Vol. 3,
[ssue 2, pp. 58-63).
https://scholar.google.com/citations?view_op=view_citation&hl=en&use
r=SxdVoHkAAAA]&pagesize=100&citation_for_view=SxdVoHKAAAAJ:
Y5dfb0dijaUC

B. Cano, ]., T. Bajao, G., & O. Etcuban, J. (2019). Housekeeping Standard Practices
of Resorts in Bohol, Philippines. In International Journal of Business and
Social Science (Vol. 10, [ssue 4). researchgate.net.
https://doi.org/10.30845/ijbss.v10n4p17

95


http://eds.a.ebscohost.com/eds/pdfviewer/pdfviewer?vid=0&sid=49376

Kurniawan, Putri

Chibili, M. (2017). Modern Hotel Operations Management. In Modern Hotel
Operations Management. thuvienso.hoasen.edu.vn.
https://doi.org/10.4324/9781351217309

Dejarme, F. O., Pauline Felices, D. N, Olea, H. M., & Tibayan, C. (2016).
Evaluation on the Extent of Learning Towards Rooms Division Internship:
Basis for Curriculum Improvement. In Journal of International Tourism and
Hospitality Management: Vol. Vol. 3. Ipulaguna.edu.ph.
http://lpulaguna.edu.ph/wp-content/uploads/2017 /07 /EVALUATION-
ON-THE-EXTENT-OF-LEARNING-TOWARDS-ROOMS-DIVISION-
INTERNSHIP-BASIS-FOR-CURRICULUM-IMPROVEMENT.pdf

Espellita Jr, S. R.,, & Maravilla Jr, V. S. (2019). Employable Skills for Hospitality
Graduates as Perceived Among Hotel Supervisors in Cebu City. In Journal
of Economics and Business (Vol. 2, Issue 2). academia.edu.
https://doi.org/10.31014/aior.1992.02.02.105

Fitriyani, E., Trihayuningtyas, E., & Simatupang, V. (2017). Pengaruh Experiental
Marketing Terhadap Loyalitas Tamu Di Hotel Savoy Homann Bidakara.
Barista: Jurnal Kajian . 24-38. https://journal.stp-
bandung.ac.id/index.php/barista/article /view/132

Gangwar, V. P., & Reddy, D. (2023). Hospitality industry 5.0: Emerging trends in
guest perception and experiences. In Opportunities and Challenges of
Business 5.0 in Emerging Markets (pp. 185-211).
https://doi.org/10.4018/978-1-6684-6403-8.ch010

Jeaheng, Y., Al-Ansi, A, & Han, H. (2020). Impacts of Halal-friendly services,
facilities, and food and Beverages on Muslim travelers’ perceptions of
service quality attributes, perceived price, satisfaction, trust, and loyalty.
Journal of Hospitality Marketing and Management, 29(7), 787-811.
https://doi.org/10.1080/19368623.2020.1715317

Jyoti, J., Dash, M. & Kaswan, K. S. (2023). Role of Information and
Communication Technology in Rooms Divisions across Delhi NCR. In 2023
International Conference on Artificial Intelligence and Smart
Communication, AISC 2023 (pp- 894-897).
https://doi.org/10.1109/AISC56616.2023.10085023

Karthik, M. (2015). A new trend in hotel housekeeping practices and challenges.
In International Journal of Innovative Research in Science, Engineering and

Technology (Vol. 4, [ssue 6, pp- 4169-4173).
https://pdfs.semanticscholar.org/68al/434c9df2fe3c3bb862b9133ae51a6b
clb4de.pdf

Luo, Z., & Qu, H. (2016). Guest-Defined Hotel Service Quality and Its Impacts on
Guest Loyalty. Journal of Quality Assurance in Hospitality and Tourism,
17(3),311-332. https://doi.org/10.1080/1528008X.2015.1077185

96


http://lpulaguna.edu.ph/wp-content/uploads/2017/07/EVALUATION-

International Journal of Economics, Business Management and Accounting (IJEBMA)
Vol.6, No.2, 2024: 83-98

M. Febriyan Pratama, & Dyah Palupiningtyas. (2021). Planning dan Kualitas
Pelayanan Departement Housekeeping Terhadap Kepuasan Tamu di
Hotel. In Gemawisata: Jurnal Ilmiah Pariwisata (Vol. 17, Issue 3, pp. 180-
188). https://doi.org/10.56910/gemawisata.v17i3.183

Makoondlall-Chadee, T. Goolamally, N. P., Ramasamy Coolen, P. V. &
Bokhoree, C. (2021). Sustainable tourism, Technology and Internet 4.0:
Opportunities and Challenges for Small Island Developing States. In 2021
[oT Vertical and Topical Summit for Tourism.
https://doi.org/10.1109/IEEECONF49204.2021.9604866

Nilashi, M., Ibrahim, O., Yadegaridehkordi, E., Samad, S., Akbari, E., & Alizadeh,
A. (2018). Travelers decision making using online review in social network
sites: A case on TripAdvisor. Journal of Computational Science, 28, 168-179.
https://doi.org/10.1016/j.jocs.2018.09.006

Peir6-Signes, A., Segarra-Ofia, M. del V., Verma, R., Mondéjar-Jiménez, ]., &
Vargas-Vargas, M. (2014). The Impact of Environmental Certification on
Hotel Guest Ratings. Cornell Hospitality Quarterly, 55(1), 40-51.
https://doi.org/10.1177/1938965513503488

Rasika, G., & Pooja, B. (2019). Business Guests Accommodation Selection: A
Gender-Based Study on Factors Affecting the Selection of Star Category
Business Hotels in Mumbai City. In Atithya: A Journal of Hospitality (Vol.
6, Issue 2, pp. 122-134). aissmschmct.in. https://aissmschmct.in/wp-
content/uploads/2020/06 /4-Business-Guests-Accommodation-Selection-
Rasika-Gumaste.pdf

S4, S., Costa, E., Borges, 1., Mota, C., Leite, S., & Noronha, A. R. (2022). Online
Guest Reviews Reputation: Its Importance in a Pandemic Crisis. Smart
Innovation, Systems and Technologies, 284, 525-535.
https://doi.org/10.1007/978-981-16-9701-2_43

Sadhale, M. (2021). The Changing Role of Housekeeping Department in Hotels
Post COVID-19 Pandemic. 210.212.169.38.
http://localhost:8080/xmlui/handle/123456789 /9834

Setiawan, I. G. M., Triyuni, N. N., Budarma, I. K., & Antara, D. M. S. (2021). The
Implementation of Green Housekeeping Management at The St. Regis Bali
Resort. International Journal of Green Tourism Research and Applications,
3(2), 69-76. https://doi.org/10.31940/ijogtra.v3i2.69-76

Sugiyono. (2020). Metode Penelitian Bisnis Edisi 1.
repository.itbwigalumajang.ac.id.
http://repository.itbwigalumajang.ac.id /102 /%0Ahttp://repository.itbw

igalumajang.ac.id/102/1/BUKU AJAR METPEN.pdf

97


http://localhost:8080/xmlui/handle/123456789/9834
http://repository.itbw/

Kurniawan, Putri

Yashwant Singh Rawal, Bagchi, Purnendu, Dani, & and Rakesh. (2020). Hygiene

98

and Safety: A Review of the Hotel Industry in the Era of COVID-19
Pandemic. In Bioscience Biotechnology Research Communications (Vol. 13,
Issue 10, pp. 153-159 WE-Emerging Sources Citation Index (ESC).
researchgate.net. https://www.researchgate.net/profile/Madhu-
Druvakumar/publication/352992733_Study_on_Price_Discovery_of_Selec
ted_Indian_Agriculture_Commodity_with_Special_Orientation_to_Ncdex
/links/60e2b60c299bflea9ee1223d/Study-on-Price-Discovery-of-Selected-
Indian-Agri


http://www.researchgate.net/profile/Madhu-

