Ecolab Hotel Cleanliness Consumer Survey

September 2024

Page 1 of 5

Consumer Study Shows Cleanliness Remains Essential to

Hotel Selection, Guest Experience, and Reviews 508
As the industry and guest preferences continue to evolve, what remains
constant is the importance guests place on cleanliness. In September consumers
2024, for the fifth consecutive year, a third-party research firm conducted . .

. ) . . revealed that cleanliness is
a study on behalf of Ecolab. This year’s survey, which consisted of 508 essential in hotel selection
consumers, focused on factors that influence hotel selection and aspects and is a top driver of
that could lead to a positive or negative review. Cleanliness continues to positive experience and
be a top factor influencing hotel selection (behind only price and location) reviews.

and is the top driver of positive experience and reviews.

Attracting guests: Factors that influence hotel selection

For the third consecutive year, price, location and cleanliness, respectively, continue to be the leading
factors that influence hotel selection. When it comes to attracting guests, cleanliness matters—even when
we are not in a state of public health emergency. An effective cleaning program can give hotels with
similar locations and price points a competitive advantage.

What are the top three factors most likely to influence your
choice to stay in a hotel?

Price I 8040
Location I 54 00
Overall cleanliness of the property and guest rooms |GGG 439’0
Hotelbrand GGG 2 3%
Ratings/reviews (other guestratings) INIIIEEEGGGGGGGEG 20/
Property amenities (fitness center, business center, on-site dining, etc.) NI 170,
Loyalty/rewards program (discounts, points) I 16520
Pool/hot tub on-site  |EEEE————_ 400
My petis allowed GG 13%
Reservation flexibility |GGG 3%
Availability and cost of parking I 2%
Other mmmE 6%
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Guest satisfaction: Focus areas to improve guest experience

While guest room and property cleanliness continue to be the top areas hotels should focus on to improve
guest experience, property security measures bumped ‘friendly staff’ out of the number three spot in 2024, as
did having a quick, easy check in/out process. In addition to having a comprehensive cleaning program, hotel
owners and operators can help improve guest satisfaction by prioritizing security measures, such as ensuring
keycard access to entry and certain areas and ensuring a smooth check in/out process for guests.

What are the top three steps a hotel should take to ensure
you have a positive experience?

Guest room cleanliness GGG 5 09%
Property cleanliness I /] 00
Property security measures (locking entry hours, keycard access to certain areas,... NI 3004
Quick, easy check in/out, people are always available TR 3504
Friendly staff I 370G
Well-maintained amenities (pool is open, gym equipment works, etc.)  IIIEEEEEEEEEEEEEEN—————— 31 %
Staffis available when | need something NN 500
High-guality linens  EEEEEG————— 190,
Other B 1%
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Reasons guests leave review

Survey results show that cleanliness is a leading reason guests leave a review, positive or negative, which
can impact your brand and future guest consideration.

The other top reasons guests would leave negative reviews are odors and pests. These findings support the
importance of not just keeping your guest rooms visually clean but also ensuring that you have the right
programs and partner in place to address odors and eliminate pests.

Although 37% of guests chose friendly staff as a top driver of positive experience, 46% included staff
interactions as a top reason to leave a positive review. Beyond cleanliness and staff interactions, hotels have
an opportunity to drive positive reviews through pleasant food and beverage experiences. The survey shows
nearly half of guest (45%) would leave a positive review based on their breakfast, restaurant or bar
experience. A targeted focus on staff interaction and training along with a comprehensive cleaning program,
inclusive of food safety and pest elimination, can help hotel owners and operators ensure guests enjoy their
stay and reflect that in their reviews.

What would lead you to leave a negative review?

Room cleanliness 63%
Odors B8%

Pests 57%
Propery cloaniiness 42% Reasons For a
In-room noise level (from other guests or outside) 31%
- -
31% Negative Review
Bed/linen comfort & quality GGG 2 05 -
Availability/condition of guest room amenities (toiletries, fresh linens, etc.) IEEEEEEEEEEEN———— 220 1 - Room C Iean I I ness
Breakfast, restaurant, or bar experience  EEE——— 6% 2. Odors
Availability/condition of property amenities (gym equipment, business center, etc.) I 1% 3 P
. Pests

Availability/condition of pool I 179%
Location m——— Q04
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What would lead you to leave a positive review?

Room cleanliness I 7 20
Property cleanliness I 5600

Staffinteractions G /]G0

Reasons For a Breakfast, restaurant, or barexperience  IEEEG—_TG_—_—_————— 50
mgm - Bed/linen comfortability I ]2 0
Pos.tlve Rev.ew Absence of odors / pleasant fragrance IEEEEGEGGEGGGEGEGEG_G———————— (000
1 . Room Cleanliness Availability/condition of guest room amenities (toiletries, fresh linens,... GGG 3500
2. Property Cleanliness Absence of pests  IEEEEG—G—G—— 27 %)

Availability/condition of property amenities (gym equipment,... I 20%
Location IEEEG—_— 17%
Availability/condition of pool I 7%

3. Staff interactions
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Top indicators of cleanliness

It's clear that cleanliness is a top driver of guest experiences and reviews, but what makes guests consider a
room clean? When asked what indicates a hotel room is clean, consumers selected the following as their top
three, in this order, for the second consecutive year:

1. No odor/pleasant fragrance
2. No dirty or moldy shower/tub
3. Clean, soft linens

These findings show the importance of having a comprehensive cleaning program that goes beyond surface
cleaning. Pairing science-based odor control program with an effective tub and shower cleaner can help
improve guest satisfaction while also helping housekeepers turn over rooms faster. And while linens should,
of course, be stain-free, making sure linens are also soft and white can help improve the guest experience.

What are the top three things that indicate a hotelroom is
clean?
No odor/pleasant fragrance I ————————— S, ) O

Mo dirty or moldy shower/tub S S |50
Clean, soft linens (no stain or discoloration of towels, sheets, etc.) A44%

Carpet/flooris well-maintained " 3 00,
Surfaces are free of dust/cleaned IEEEEEEEEEEEEEEE—————— 3%
Bed neatly made 29%
No hair visible in bathroom ST D 30/
MNeatly organized toiletries (clearly have been replaced) — ————— 190
Mirroris free of streaks s 1(0%
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Disinfection remains important to hotel guests

While some guests like bio-based products, most are not willing to sacrifice disinfection. Most hotel guests
(53%) prefer to stay at hotels that clean guest rooms using disinfectant cleaners that kill bacteria and viruses,
compared to just 14% who prefer bio-based or plant-derived solutions even if they do not disinfect.

The pandemic elevated guest awareness of the importance of cleaning and hygiene in preventing the spread
of infection. While most no longer want to focus on the pandemic, the desire for disinfection remains. Results
show consumers want guest rooms disinfected and that the type of products hotels use to clean can influence
hotel preference. A regimented cleaning program with disinfectant cleaners that kill bacteria and viruses can
help attract guests and prevent the spread of infection among guests and staff.
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Does a hotel’s commitment to sustainability attract guests?

Sustainable practices in a hotel can have a positive impact on customer experience and their likelihood to
choose to stay at a hotel. About 60% of all guests say they are more likely to choose a hotel that is committed
to each of the four key sustainability initiatives below. This preference was more pronounced for luxury and
business travelers with around 70% saying they are more likely to choose hotels committed to sustainability
efforts.

By choosing supplier partners who are committed to advancing sustainability through environmentally friendly
solutions and programs that can help to minimize water and energy use and waste, hotel owners and
operators can reach sustainability goals, reduce costs, and attract guests.

Would a hotel’s commitment to each of the following sustainability efforts
make you more or less likely to choose to stay at the hotel? (Slightly more
likely & More likely)

Efficientenergy usage || NG -
Efficient water usage _ 60%
Reduction of plastics and landfill waste ||| [ AN o
Reduction of greenhouse gas emissions ||| GTcTcTcNGNGEGEGEGEEEEEEEEEEE -
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