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Abstract
This research project looked at how operational service limitations of a budget hotel in a competitive area of South East England affect guest satisfaction in Premier Inn Gravesend Central. The professional placement at the hotel served the investigation as a grounding point from which it was possible to observe (proximately) the everyday operation and customer service management of the hotel. Recurring challenges, spanning their staff and guests alike, gave rise to the start of the project. Despite the cursory nature of these operational issues, the effects were visible and served as examples of why strategic service management.
Specific infrastructural and procedural gaps in the hotel environment generated guest satisfaction and facilitated organisational efficiency; that was the main aim of the study. The primary research question that guided the research was to what extent is guests’ satisfaction at Premier Inn Gravesend Central affected by the limitations of service and infrastructure? The study was in pursuit of three objectives to achieve this. The first of these was to probe the impact that the hotel facilities had on customer comfort and first impressions. The second looked at manual check-ins and how that impacts the speed and efficiency of service. The third objective examined how the restaurant layout and short menu list influenced the dining satisfaction of different guest groups.
In response to the research question, a secondary qualitative method was used. Several consistent drivers of guest satisfaction and dissatisfaction were identified in the study, which were infrastructure-deficient and procedure-deficient. Guests arriving early and waiting in the lobby often felt uncomfortable. Staff assistance was needed to gain access to internal facilities, which resulted in employees being under extra pressure and complaints about the quality of first impressions. In addition, the hotel’s restaurant, if not included revised menu, guests would be disappointed. It could limit additional on-site revenue and became a whole perceived value issue. The findings were responded to by the study through recommendations that aim to enhance guest satisfaction and operational performance. 
To streamline the arrival process and reduce queue time, there were, in the first place, suggestions to advise the installation of self-check-in kiosks. Third, making the restaurant area bigger with a seasonal menu that has much more variety could retain the guests for keeping their evening meals and improve customer satisfaction. The project delivered practical insights into the ways small, though crucial, service gaps can influence the guest experience in budget hotels. The case proved the need to match guest expectations with efficient service delivery and underscored the value of continuous feedback and improvement as the basis for remaining competitive in the hotel industry.
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[bookmark: _Toc209807673]Chapter 1: Introduction
[bookmark: _Toc209807674]1.1 Research Background
In the hospitality industry, guest satisfaction has been recognised, for a long time now, as a critical performance indicator. It has a critical role in deciding service quality and client maintenance, and at the same time, it affects the last business results, for example, repeat booking and brand loyalty (Cho, 2020). The popularity of sharing economy services in the UK has made budget hotel chains like Premier Inn deal with the increased competition not only from traditional hospitality providers but also from newer accommodation platforms (Essight, 2015). Following a ten-week industry placement at Premier Inn Gravesend Central, Kent, England, the present study was developed. Referred to as the Premier Inn brand, this hotel is part of the more significant, well-known chain for offering reliable, mid-scale accommodation at prices across the UK (Premier Inn, 2025). 
[bookmark: _Toc209807675]1.2 Problem Statement
Operations at Premier Inn Gravesend Central, when characterised, presented three principal areas that serve to frustrate guests. The first was that the hotel did not have a self-check-in system, so queues were fuller at peak times. Time constraints pushed already busy reception staff to near breaking point and reduced their ability to give personalised service (Alda, 2019). Secondly, there was not a public toilet in the hotel lobby or reception area to which the public could go. Legislative and planning policies that ignore sanitation infrastructure in shared spaces have been blamed for a more general decline in public toilet provision across the UK (Phiri et al., 2024). The study also stated that UK restaurant chains have seen increasing expectations for greater variety and healthiness in offerings that many smaller stores have difficulties doing (Huang et al., 2021). 
[bookmark: _Toc209807676]1.3 Research Aim
This research aims to evaluate how operational and facility improvements can increase guest satisfaction at Premier Inn Gravesend Central.
[bookmark: _Toc209807677]1.4 Research Objectives
To achieve this aim, the study will pursue the following objectives:
· To evaluate the impact of the hotel facilities on guest comfort and satisfaction.
· To assess how the absence of a self-check-in system affects the guest experience and front desk operations.
· To examine how the restaurant’s limited menu and space influence guest dining behaviour and satisfaction.
[bookmark: _Toc209807678]1.5 Research Question
How do operational and facility limitations affect guest satisfaction at Premier Inn Gravesend Central?
The study investigates how the operation of facilities can improve or diminish the satisfaction of Premier Inn guests in Gravesend Central. Conducting a hospital audit requires looking into the performance of the staff, the condition of rooms, hygiene and repairs and what amenities guests enjoy during their stay. All these things contribute to shaping guests’ experience and how they review the quality of service. Identifying the same kinds of problems and their effects on customer service helps identify what can be improved. The main objective is to give management advice that can make service better, increase the likelihood of guests returning and help the hotel perform and be seen in a satisfactory manner.
[bookmark: _Toc209807679]1.6 Significance of the Study
Moreover, this study is significant both academically and in terms of practice. In practical terms, it provides hotel-specific insights for use at Premier Inn Gravesend Central and applications in other hotels suffering from similar constraints. Based on this, there will be clear recommendations to fix guest dissatisfaction by applying targeted upgrades in technology, facilities, and food service (Phiri et al., 2024). Service efficiency and comfort are as important in budget hotels (Alda, 2019). The study provides an academic contribution to the overall growing body of literature on customer satisfaction in hospitality. The previous research has tended to highlight service quality more broadly without differentiating specific operating constraints (Sousa et al., 2019). This research project explores real-life conditions examined during industry placement to provide context-rich, applied insights based on both industry and theory. 


[bookmark: _Toc209807680]Chapter 2: Literature Review
[bookmark: _Toc209807681]2.1 Introduction
This literature review critically assessed its core themes, which were guest satisfaction, hotel facilities, service innovation and food and beverage management. It is aimed at linking theoretical frameworks to the practical issues faced at Premier Inn Gravesend Central: lack of public toilets, the nonexistence of self-check-in technology and few restaurant options. 
[bookmark: _Toc209807682]2.2 Theoretical Framework
According to Shi and Shang (2020), the SERVQUAL model is one of the most popular frameworks to evaluate service quality, especially in customer-orientated industries such as hospitality. Five dimensions, tangibles, reliability, responsiveness, assurance, and empathy, make up the model. Comparison of customer expectations against actual service performance is possible, based on these dimensions. A meta-analysis of this case study by Teshnizi et al. (2018) reinforced the utility of this case study for the adaptation in diverse service sectors such as health care and tourism. 
Another way to look at service attributes is the Kano model. According to Pandey et al. (2020), the Kano model defines customers’ needs into three categories, namely, must-be, one-dimensional and delighters. According to Materla et al. (2017), the Kano model is valuable in prioritising service improvements by considering the services’ features which provide the most marked impact on customer satisfaction. Pandey et al. (2020) mentioned that it is particularly applicable to the tourism and hospitality industry, stating that because of the rate at which expectations change, categorising service features becomes crucial to ensure sustained customer engagement.
[bookmark: _Toc209807683]2.3 Review of Key Studies
[bookmark: _Toc209807684]2.3.1 Guest Satisfaction in the Hospitality Sector
Customer loyalty, profitability and brand image have all been extensively linked to guest satisfaction. According to Baquero (2023), although physical infrastructure makes a significant impact on satisfaction, it is not by itself sufficient. These three things are equally important: emotional connection, service quality and convenience. According to Rios (2025), the hospitality industry’s satisfaction is no longer measured by the availability of what is promised but by immediacy, personalisation, and seamless service. It is also observed at Premier Inn Gravesend Central where the facility limitations have posed a smooth flow of guest interactions. Sonawane (2021) found that cultural differences also exist about what guests expect from UK hotels, and, in some respects, UK customers often expect less of aesthetics—functional cleanliness, efficiency and convenience tend to matter more. Budget hotels, beset with cost-budging guests, expect the least and most of the basic services. Nguyen et al. (2018), in a related study, found that customer satisfaction in UK food service contexts is heavily influenced by speed and simplicity of service delivery, which could be extended to hotels possessing in-house food service facilities.
[bookmark: _Toc209807685]2.3.2 Role of Hotel Facilities in Shaping Satisfaction
Hotel facilities appear as a foundational base form where customer perceptions are formed. According to Baquero (2023), the source of dissatisfaction, regardless of other service quality strengths, stems from facility-related shortcomings, for instance, broken amenities and toilets which are inaccessible. This is the critical point, especially in budget hotels, where guests use the existence (or not) of essential services to assess the value that they receive for their money.
This was also supported in Davis et al.’s (2018) discussion of operational infrastructure, in which they argued that poor design and resource scarcity can adversely influence service provision and guest comfort. For example, when a restaurant does not have enough seating room, visitors may feel awkward or uninhabited. According to Tourky et al. (2020), the UK food and beverage sector has relied on brand identity often related to environmental cues, the spatial layout, and the finding that facility constraints are not limited to functionality but extend to impact perceptions towards a brand. For example, Premier Inn (2025) portrays itself as a supplier of undemanding but reliable accommodation. But at the Gravesend Central location, which lacks a public toilet and has a cramped restaurant space.
[bookmark: _Toc209807686]2.3.3 Technology in Guest Experience
Technology has played a significant role in the way in which modern hospitality experiences. According to Arapou and Kapiki (2023), emerging digital tools such as self-check-in kiosks not only enhance operational efficiency but, at the same time, are the most effective way to show that guests can be autonomous and up to date. According to Lacalle (2022), self-service technology in shorter line queues reduces queue lengths and increases guest satisfaction by minimising the wait time itself, especially during peak hours. In budget hotels, with lower staffing levels, it is especially relevant.
According to Bharwani and Mathews (2021), technology in luxury hotels may be popular owing to tailored human interaction. The importance of using such digital solutions like automated cheque-in systems in mid-scale hotels can be emphasised with this distinction. Arapou and Kapiki (2023) also noted that technological upgrades can serve as indicators of innovation, which can create positive effects on brand reputation and guest expectations. Though these advantages exist, the implementation of such technologies is not without challenges. Lacalle (2022) warns hotels to consider this with guest demographics because not all guests feel comfortable using self-service tools. Consequently, a successful technological transition requires training and clear instructions.
[bookmark: _Toc209807687]2.3.4 Food and Beverage Experience
Dining primarily defines the guest experience, especially with long-stay guests. According to Davis et al. (2018), food and beverage services are not only revenue centres but also powerful drivers that add value to brand experience. Nguyen et al. (2018) reported that menu variety and perceived freshness are the two important determinants of satisfaction in the UK restaurant industry. Not that the guests for budget accommodations may not demand gourmet offerings; they do expect some reasonable variety of the offered dishes and quality of service.
Rios (2025) claimed that satisfaction is frequently associated with simple functional conveniences which serve to fulfil guest needs without complications. However, guests have voiced frustration repeatedly about the small restaurant layout and limited menu at the location at Gravesend Central. Tourky et al. (2020) also claimed that the service speed and the dining environment affect the impression of professionalism and care; it deteriorates when the space lacks or the selection is not complete.
[bookmark: _Toc209807688]2.4 Research Gap 
Although much has been done in guest satisfaction research, extraordinarily little has been done about highly specific operational limitations such as how public toilet availability or restaurant space constraints might affect operational decision-making (Spira, 2024). Existing literature studies service quality either in broad terms or in the luxury segment, thereby ignoring the unique needs of budget hotel guests. According to Pandey et al. (2020), tailored models like Kano may be recommended for tourism research to find out which service features have the most significant effect on satisfaction.
Additionally, there is a small corpus of work based on real-time, practice-orientated case studies conducted in budget hotel settings. According to Arapou and Kapiki (2023), the literature on innovation in the hospitality field is theoretical and even derived from luxury situations. On the contrary, this research project takes a grounded perspective using observation of direct placement in the Premier Inn Gravesend Central. By way of this approach, a key gap is addressed by establishing connections between theories from models such as SERVQUAL and Kano to concrete realities on the ground in a highly constrained operational setting. 




[bookmark: _Toc209807689]Chapter 3: Research Methodology 
[bookmark: _Toc209807690]3.1 Research philosophy
Interpretivism research philosophy is selected in this study by which subjective information can be collected by understanding different views (Collis and Hussey, 2014). This philosophy is selected as the study is opted for gathering qualitative information to develop the results. Therefore, interpretivism philosophy is suitable as it is fit for collecting experiences, point of views, and others’ perspectives as subjective data (Azungah, 2018). Different articles and research papers can be searched to know about the impact of guest experience for facility and service issues at Premier Inn Gravesend Central. 
[bookmark: _Toc209807691]3.2 Research approach
Inductive research approach is adopted in this study which takes a bottom-up approach by collecting relevant data first and then, analyzing them (Kaushik and Walsh, 2019). In this process, relevant data from secondary sources about Premier Inn Gravesend’s facility and service issues and their impact on guest experience were collected. Analyzing those data, pre-existing theories are either established, or new concepts are generated through broader generalizations (Priya, 2021). This approach was also suitable for interpretivism philosophy as both support qualitative data collection and interpreting them. 
[bookmark: _Toc209807692]3.3 Research strategy 
Case study research strategy is selected for this study in which in-depth analysis of a particular group, individual, organization, or event is conducted. In this process, real-world context is analyzed against the case to develop the study (Saunders et al., 2023). In this study, the case study strategy was applicable as it was focused only on Premier Inn Gravesend. The service and facility issues of this establishment were only focused on to identify their impact on the guest experience. It also supported gathering qualitative information and conducting thorough analysis with those (Cottrell, 2014). 
[bookmark: _Toc209807693]3.4 Data collection 
Secondary data collection process was applied in this study which focused on collecting necessary information only from the available past research studies (Sauce and Matzel, 2022). In this case, the secondary data were collected only about the guest experience for service and facility issues at Gravesend from previous research papers. This data collection process also supported the interpretivism and inductive research processes as only subjective information were gathered (Mirhosseini, 2020). However, different databases such as Google Scholar, JSTOR, ScienceDirect, and other databases were searched for suitable articles. The data collection technique inclusion and exclusion criteria which are mentioned in the following section. 
[bookmark: _Toc209807694]3.5 Inclusion and exclusion criteria
	Inclusion criteria 
	Exclusion criteria 

	· Between 2017-2025
· Written only in English.
· Must contain study relevant information about Gravesend 
	· Beyond 2017
· Written in any language other than English.
· Contains information about other hotels



[bookmark: _Toc209807695]3.6 Data analysis
Thematic data analysis process is selected in this study that is about preparing different themes based on the collected data and analyze them (Flick, 2017). Following this process, different themes were designed based on the research objectives and the collected secondary data. This data analysis process was selected as it was suitable properly for analyzing the collected qualitative data about guest experience at Gravesend. It was also suitable for the inductive reasoning by following the process of conducting broader generalizations to develop concepts from the collected data (Honkanen, 2019). 
[bookmark: _Toc209807696]3.7 Ethical consideration
Ethical approval was collected from the ethical committee of the university before commencing the study. As secondary qualitative research method was conducted, it was ensured that no data fabrication and falsification took place (Veal, 2017). Citations were done correctly to acknowledge the researchers’ work from where the piece of information was adopted. It was done to avoid conflicts and plagiarism issue for this work (Thi et al., 2021). 


[bookmark: _Toc209807697]Chapter 4: Findings and Analysis
[bookmark: _Toc209807698]4.1 Introduction 
This chapter will provide the collected secondary data from different past research articles. The impact of hotel facilities and service factors on guest experience focusing on Premier Inn Gravesend can be identified by analyzing the collected data. In the below section, the results from the articles are summarized. 
[bookmark: _Toc209807699]4.2 Findings
	[bookmark: _Hlk209797120]Author and year 
	Article name 
	Results 
	Objectives 

	Wood, 2017
	4 Hotel accommodation
	The importance hotel facilities in driving better guest experience can be understood from this study. The researcher highlighted the necessity of furniture designing in the guest rooms for the comfort and experience of the guests. It is identified that in all the branches of Premier Inn, the hotel keeps rounded-edged furniture which adds to the comfort of the guests. On the other hand, higher rates of this hotel chain cause dissatisfaction to the guests. 
	Objective 1

	Dev, 2023
	The International Centre for Hotel and Resort Management at the University of West London
	This study shows that Premier Inn ensures providing its staff thorough training and considers hiring local staff. Proper training helps in assisting the guests with necessary services adding to their greater experience. Moreover, hiring local staff is beneficial in providing the local guests better service with no language barrier and concern for their culture. It shows the way the value the customers. Inn also provides quality customer experience through its housekeeping services. 
	

	Spence, 2022
	Sensehacking the guest’s multisensory hotel experience
	This study emphasized the importance of providing multisensory experience to the guests at hotels to satisfy them. In Premier Inn, warm hotel lightings are designed which creates the sense among the guests to speak softly. It helps in keeping a quiet environment for the guests to enhance their stay experience. It is analyzed that the guests may not consciously understand the importance of these little elements, but these play major roles in improving their satisfaction. 
	

	Manns, 2020 
	Growing closer: Reflections on the future of visitor accommodation and the city
	The wider acceptance of mobile bookings and other technological elements in the hospitality industry has made it compulsory for the hotels to keep these for greater guest experience. In Premier Inn hotel chains, the option for mobile booking is responsible for increased guest experience. It helps the guests to connect with the hotels easily and get their required rooms. It is analyzed that offering the ease of booking hotels is a part of the hotel service systems which can improve guest experience. 
	

	Oliinyk, 2025
	Integration of Augmented Reality Elements in Hotel Management: Customer Experience
	This article highlights the significance of including technological elements in the hotels to improve customer experience. The use of AR in providing better experiences to the customers can be understood. It is observed that Premier Inn hotel chains implement AR technologies to help the customers’ stay easier. The availability of interactive rooms elevates customers’ experience by not achieving the premier feel. 
	Objective 2

	Giousmpasoglou and Hua, 2020
	The use of self-service technologies in budget hotels: the case of Bournemouth
	This article indicated that budget hotels in the UK are implementing self-service technologies to improve guest experience. Premier Inn has also considered this option to offer customer service with efficiency and speed. Travelodge and Inn comprise for about 14% of the room supplies in the UK. Therefore, it shows that SSTs have added to the good customer experience as 82% of the guests look for this facility in the hotels. 
	

	Cheong etal. 2017
	Encrypted quick response scheme for hotel check-in and access control system
	This study shows that currently in the hotel industry self-check-in and check-out systems have become necessary. The researchers pointed out that these technologies have enabled the guests to not wait while checking in and out which enhances their experience. Moreover, the front desk operations are done quickly which satisfies the customers. On the other hand, though this allows the guests to check-in and out quickly; these cannot help them entering their rooms. 
	

	Gupta and Sharma, 2021
	Kiosks as self-service technology in hotels: opportunities and challenges
	This study shows that self-check-in and check-out kiosks have made it easier for the guests to avail hotels. In Premier Inn, the guests are also satisfied by using these systems. On the other hand, the researchers found that lack of human interaction and issues with counter language have made it difficult for the guests sometimes. Moreover, financial stability is necessary for the hotels to implement such technological processes. It is analyzed that Premier Inn can afford this implementation and support the customers. 
	

	Bardukova, 2023
	Navigating the hospitality horizon: Current trends and strategies for customer attraction and retention in the hotel industry
	It is understood from this study that menu planning is an essential element to create greater experience for the customers. With the changing and shifting demands of people, the hospitality industry needs to make certain modifications in its service processes. The researchers identified that not including menus catering to the different dietary needs of their guests can hamper guest experience. Health-conscious guests if cannot receive their preferable meal option, then it would lead to their dissatisfaction. 
	Objective 3

	Solas, 2023
	Enhancing customer satisfaction through implementation of meaningful leisure activities
	This article shows the inclusion of technology in the menu-showing component in a hotel. Limitation in menu planning or including all the demanded options by the guests in the menus are not the only elements to satisfy guests. The researcher explained through this study that including the benefit of AR to show the menu and their ingredients to the guests can enhance their experience. Premier Inn has already included this feature in their hotel chains for better customer experience. 
	

	Jones, Young, and Ensaff, 2025
	Restaurant Menu Design and the Place of Environmental Sustainability: Head Chefs’ Perspectives
	This article shows the importance of menu designing to add to customer experience. In the UK hotels including Premier Inn, the head chefs consider designing the menus with clear and concise descriptions of the dishes to be served. It is evaluated that this process helps the guests to know the ingredients they are eating and make their decisions effectively. It is beneficial for the health-conscious and environmentally conscious customers. Moreover, the rate of food waste is reduced with this approach. 
	

	Filimonau and Krivcova, 2017
	Restaurant menu design and more responsible consumer food choice: An exploratory study of managerial perceptions
	It is understood from this study that the hotels in the UK acknowledge the impact of menus on society and environment. Therefore, to help the customers make responsible choices, they redesign their menus. Rising concerns of the customers about the environment and their personal health require to make changes in menus. On the other hand, lack of resources would hamper the hotel to maintain menu changes, address operational complexities, and meet customer demands. 
	



[bookmark: _Toc209807700]4.3 Summary  
It is identified that services and facilities at hotels are important in creating guest experience. The guests need to be treated with the recent changes in demand and as per industry standards. In this digital age, the guests would want to have technological support, revised menu planning, and modern facilities. Premier Inn, being one of the top hotel chains in the UK, has included the required modern amenities to provide greater experiences to the customers. 


[bookmark: _Toc209807701]Chapter 5: Discussion 
[bookmark: _Toc209807702]5.1 Introduction 
Developing proper guest experience is the aim of every hotel within the hospitality industry. In this current environment, the guest expectations are changing which requires the hotels to modify their processes and provide the necessary services to the guests. Providing required facilities and services to the guests are the base of developing better guest experience. This study is focused on the guest experience of Premier Inn Gravesend Central located in the UK. This chapter will cover the thematic analysis based on the collected data from the past research articles. 
[bookmark: _Toc209807703]5.2 Thematic analysis
Theme 1: Impact of hotel facilities on guest comfort and satisfaction
Hotel facilities are important in creating a greater experience for the guests at the hotel. In this case, the hotel management must look over designing the facilities as per the need of the guests to satisfy them. As mentioned by Wood (2017), facilities cover different factors in a hotel that can create an overall experience for the guests during their entire stay. Furniture designing is one of the important aspects which hold importance in creating a good experience for the guests. Wood (2017) identified that rounded-edged furniture is believed to create more space in a room and provide a rich experience to the people. The guests can move freely in the room without the fear of getting hurt with the sharp-edged furniture. It is analyzed that though it is a simple element which may not seem to be enough important but makes a difference while creating better guest experience. 
It is supported from the literature review findings of Davis etal. (2018) that poor designing and scarcity of resources can lead to guest dissatisfaction. Though it does not clearly indicate to the designing of physical elements within the hotels; the findings of Wood (2017) clarify this factor. Providing guest comfort is not only the matter of psychological and psychosocial factors but also the physical elements and little infrastructure elements. On the other hand, Wood (2017) highlighted that to provide better facilities for greater comfort of the guests, the prices are set high. It can cause dissatisfaction to the guests to pay the high rates at the hotel chains of Premier Inn. However, as Gravesend positioned itself as a branch of one of the premium hotel chains in the UK, it would be expected to the customers to pay higher prices. 
In this context, the findings of Spence (2022) can be mentioned who addressed about the importance of multisensory elements in the hotels to create better guest experience. This study highlighted that it is important to trigger different senses among the guests to feel satisfied. For example, Gravesend as well as other branches of Premier Inn considers including warm lighting within the hotel which creates a quiet environment. Thereby, the guests are subconsciously aware of speaking softly due to which other guests are not disturbed. It is understood that without giving instructions to the guests which may seem arrogant, the hotels use sensory elements that can create subconscious understanding among them. This relates to the study of Wood (2017) about furniture designing at hotel rooms to create better experience. However, Wood (2017) did not address this factor as part of developing multisensory experience, but the explanation of Spence (2022) clarified the reasonings. 
On the other hand, the study of Dev (2023) clarifies that facilities are not only about physical resources but also other elements. The researcher highlighted the importance of human resources in providing better experience to the customers. Premier Inn provides thorough training to its staff so that they can satisfy the customers through demanded services. The hotel also prioritizes hiring local staff who can communicate with the guests without any language barrier to add to their experiences. Moreover, hiring talented and deserving employees would help in meeting the goals of the organization. Literature review findings of Baquero (2023) can be mentioned which addresses that poor service quality affects customer satisfaction. Therefore, preparing the staff is an important part of developing better customer experience at hotels. Apart from these, Manns (2020) has addressed that technological assistance is necessary for the hotels to support the guests to avail the services easily. Options for mobile bookings and other technological support system can make their stay comfortable. It also supports the findings of Baquero (2023) about providing quality services to enhance their experiences. 
Theme 2: Importance of self-check-in system for guest satisfaction
Self-check-in systems are part of technological systems included in the hotels for the comfort and convenience of the guests. As identified by Giousmpasoglou and Hua (2020), self-service technologies or SSTs are implemented in the budget hotels of the UK to provide comfort and support to the guests. It is observed that at the hotel chains of Premier Inn including Gravesend, SSTs are implemented. Self-check-in and check-out processes are within these technological elements which support creating better customer experience. Supporting these findings Oliinyk (2025) addressed about AR or Augmented Reality to improve customer experience in the hotels. In Premier Inn hotel chains, there are interactive hotel rooms created by the hotel management. This helps in providing comfort and satisfaction to the guests to enjoy the latest and recent technological elements during their stay. It makes little works easier while enjoying in a smart room. 
The guests do not need do little works at the room by themselves and interactive rooms can be easing out the process. Similarly, as highlighted by Giousmpasoglou and Hua (2020) about self-check-in and check-out systems in the hotels, the guests can enjoy their stay without waiting in lines and interacting unnecessarily with the staff. The researchers pointed out that Premier Inn and Travelodge, the top hotel chains of the UK hold 14% room supplies in the country. Moreover, it is understood that SSTs in the hotels have become essential as 82% of the customers prefer having them at the hotels during their stay (Giousmpasoglou and Hua, 2020). In the literature review section, the study of Lacalle (2022) mentions the importance of self-service technology to assist the guests with speed and efficiency during peak hours. It is understood that the hotels can be beneficial with this system in terms of providing proper customer experience even if there is shorter number of staff. 
As per Cheong etal. (2017), self-check-in and check-out systems have become one of the necessary elements in the hotels. These help the guests to avail their required services or the hotels without waiting in lines. This also have positive impact on the front desk operations as the customers neither need to communicate with the staff nor wait in long queues. However, Cheong etal. (2017) expressed that though these technological systems can help the guests to check-in and out the hotel, these are not tailored to help them enter their booked rooms. It can be dissatisfactory as the customers still need to interact with the staff and wait to get the keys of their rooms. On the contrary, as addressed by Gupta and Sharma (2021), as self-check-in and check-out kiosks at hotels reduce human interaction, it may be difficult for some guests to pass through the system if they face any issue. 
It is analyzed that the customers may encounter certain technological issues for which they may require assistance of a staff and non-availability of human resources would lead to dissatisfaction of the guests. It contradicts the findings from the literature review section of Arapou and Kapiki (2023) about implementing technological upgrades to elevate guest experience at hotels. It is clear from the study of Gupta and Sharma (2021) that technological systems though can create better customer experience; difficulty in understanding them can lead to poor experience. As understood by Giousmpasoglou and Hua (2020), technologies at hotels or SSTs are aimed at reducing the hassle of the customers during their stay. However, if these technologies cause discomfort or discrepancy for them, then the purpose of the hotels would be failed. 
Them 3: Significance of menu of the restaurant on guests’ dining behavior and satisfaction
Menus of restaurants of hotels are an important element to add to the good experience of the guests. People have different eating behaviors, and they expect the restaurants to meet those expectations by providing them tailored menus. Bardukova (2023) explained that with the changing time and environment, the eating behavior and choices of individuals have also changed. Shifting demands of people require the restaurants to make modifications in their menus to cater to the different needs of their guests. The researcher mentioned that currently people have become health conscious and designing menus accordingly to their needs is important. When the guests receive their preferable meal option within the menu, they feel satisfied and grow a positive impression for the hotel. 
Adding to this, Jones, Young, and Ensaff (2025) indicated that including concise descriptions of the dishes that are to be served to the guests in the menu, can help them in making informed decisions. Like Bardukova (2023), Jones, Young, and Ensaff (2025) also pointed out the considerations the hotel management should do for their health and environmentally conscious guests. Therefore, the UK hotels and top hotel chains like Premier Inn design the menus by breaking down the ingredients clearly. It is analyzed that it is helpful for the environmentally and health-conscious customers to calculate the carbon footprint of the food items and the nutrient content respectively. It is evaluated that by making well-informed decisions by the guests, the rate of generating food waste in the restaurants and hotels can be reduced. The hotels can also analyze the type of customers they receive and plan the menu accordingly. 
These findings can be linked to the literature review findings of Nguyen etal. (2018) that addressed the importance of menu variety to satisfy the guests at the UK restaurants. The studies of Bardukova (2023) and Jones, Young, and Ensaff (2025) prove this point of Nguyen etal. (2018) about menu variety. However, perceived freshness of the food items to foster customer satisfaction as explained by Nguyen etal. (2018) could not be found in the studies. Like the findings of Bardukova (2023), Filimonau and Krivcova (2017) also mentioned the importance of redesigning the menu by the UK hotels considering the societal and environmental impact of food. On the other hand, the researchers indicated the requirement of enough resources, reduced operational complexities, and others to redesign menus. It is evaluated that Premier Inn has the resource availability to support menu redesigning to add to better guest experience. 
It mentions the importance of serving the customers with their demanded factors to generate high satisfaction levels. Apart from these, Solas (2023) has addressed in his study that including technology in the menu planning or showing factor can improve guest experience. The researcher mentioned that including the benefit of AR in showing menus digitally to the guests can elevate their experiences. It is identified that Premier Inn has already included AR in their =services due to which the customers may achieve better experience. Only menu redesigning according to the needs of the guests may not be enough to create better guest experience for the customers. The findings of Solas (2023) clarify that dining experience is created with the overall presentation, service quality, and information sharing processes. Missing of one part may reduce guests’ experience and dissatisfy them. 
[bookmark: _Toc209807704]5.3 Summary 
Premier Inn Gravesend is updated with the changing demands of the guests, and it wants to fulfil its aim of providing quality services to the customers. It is identified from data analysis that the hotel chain is aware of environmental changes and try to provide the changed elements to the customers to satisfy them. Starting from developing their multisensory experience to feel satisfied to providing them technological assistance for ease of service are identified. On the other hand, it is found that though customers prefer speed and efficiency from the services of the hotel; lack of human interactions may sometimes create difficulties for some guests. Moreover, for providing better dining experience, not only menu planning matters but also designing holds an essential part of it. 


[bookmark: _Toc209807705]Chapter 6: Conclusion & Recommendations
[bookmark: _Toc209807706]6.1 Conclusion
This research was organised to investigate how certain facility and work restrictions impact guests’ satisfaction at Premier Inn Gravesend Central. Basing the study on actual work experience in the industry, researchers looked at challenges and benefits for a budget hotel using secondary qualitative study. The study focused on seeing how advances in check-in, building access and dining might affect guest satisfaction. This study matched what was discovered from the research with various service models and insights to analyse the main aspects at the chosen case study location.
The first objective of this study was to identify the impact of the hotel facilities on guest experience and comfort. It is identified that this is a crucial factor to create a better experience for the guests. In this case, Premier Inn Gravesend and other branches consider implementing multisensory experiences for their guests. It is analyzed that the guests subconsciously develop an experience in their mind which must be understood. Only providing them technological assistance, physical benefits, and meeting their tangible needs cannot satisfy them. For example, the hotel installs warm lighting in the indoors which influence the guests to speak softly and maintain a quiet environment. It is understood that this adds to the comfort of the guests whereas, keeping facilities that can be difficult for the customers would lead to immediate dissatisfaction. 
The importance of self-check-in systems are analyzed as the second objective of the study. Its importance was inevitable for the guests to achieve efficient and speedy services from the hotel group. The customers may need to wait in long lines for their check-ins and check-outs which would be inconvenience for them. Replacing this ineffective method, implementation of the self-check-in systems can help in reducing the wait times and cater to the speed and efficiency for the customers. Moreover, it is also easier for the front desk staff to handle several guests together in rush hours. The rate of discrepancy and error can be reduced when the guests can smoothly check-in the hotel. 
Thirdly, the dining experience of the guests are analyzed for developing their comfort and satisfaction levels at the hotels. In this case, it is analyzed that the people’s demand and dietary preferences have changed over time. Therefore, including the changed factors in the menus to create better experience for the customers is essential. Through the data analysis process, it is identified that the restaurants in the UK consider breaking down the ingredients of every dish in the menu for the environmentally and health-conscious customers to make informed and responsible choices. It is analyzed that as the rate of health and environmentally conscious customers has increased, this strategy would create positive experience for them. Moreover, the inclusion of technologies such as AR in menu can help the customers see the menu effectively and make decisions. 
Together, the evaluation of the three objectives proved the main aim: to find out whether operational and facility changes can enhance guest satisfaction in budget hotels. Research revealed that installing kiosks for self-check-in, improved facilities, and including more flexible food choices at the hotel could lead to better guest experiences, all without having to alter the hotel’s main brand or raise prices. They can take some of the stress off employees, allow services to flow more smoothly and help both please guests in the short run and bring back repeat business over time. Also, the report pointed out that internal operations should match the expectations of guests. The analysis indicated that though technological assistance, better facilities, and menu designing can satisfy the customers; lack of human interaction may sometimes create difficulties. Adding to it, untrained staff can hamper the overall experience of the customers due to which the hotels must ensure providing proper training to the staff. 
Limitation of the study
This study was carried out only by collecting secondary qualitative data from the past research papers. The secondary information might be influenced by the researchers’ bias which may affect the result of this study. Moreover, there were limited data available about the case study organization, Premier Inn Gravesend. This may affect generalization of the study results due to not being able to include larger datasets. Apart from this, no quantitative estimation could be done in this study due to not collecting any objective information which reduces the generalizability of the result.
Future scope of research 
In the future, quantitative data can be collected about the research topic to identify the extent of the issues and their impact on guest experience. Furthermore, a comparative study with the results of secondary qualitative and primary quantitative studies can be performed to develop a reliable result. Similar research topic can be explored for other hotels to develop a better understanding. 

[bookmark: _Toc209807707]6.2 Recommendations
Following are several suggestions: Get the self-check-in kiosk up and running, wrap up the innovative approach to toilets with clear signage, improve the food options in the restaurant, encourage real-time guest feedback and continue to compare the services with those at neighbouring venues.
1. Installation of a Self-Check-In Kiosk to Reduce Guest Queues
With self-check-in kiosks, people can quickly check-in without waiting, and the staff can manage different important tasks (Malcheva, 2019). With these kiosks, guests can quickly and safely check-in, which is particularly useful in the unfamiliar environment after the pandemic (Loukili et al., 2024). In places with many guests, self-check-in kiosks have demonstrated that guests are more satisfied because they have more control over their arrival process (Gupta and Sharma, 2021). Having these technologies in the hospitality industry has reduced bottlenecks in operations, helped process guests more quickly and decreased the feeling that customers must wait for long (Gupta and Sharma, 2021). As a result, people are more satisfied, and there are fewer complaints about check-in times (Buhalis and Sinarta, 2019). As technology evolves, guests now look for easy technological services that make things more convenient and allow them to skip queues (Loukili et al., 2024).
2. Providing staff training and keeping human resources available at self-check-ins
It is recommended that Gravesend should provide thorough training to the staff so that they can handle the guests effectively. Trained staff can cater to the needs of the customers properly by providing them quality services (Mathews et al., 2021). Apart from this, keeping human resources available at the self-check-in points can be helpful for the guests who struggle with proceeding with the technological systems. Certain inconvenience or discomfort may take place with the customers while accessing the technological systems (Panno, 2019). In that case, getting help from a staff would be advantageous for the guests. 
3. Expansion of Restaurant Layout and Seasonal Menu Offerings
The space available and items on the menu were mentioned as major components that lead to lower guest satisfaction scores, especially at peak dining hours. Food and beverage operations in a hotel are especially important, and successful food and beverage operations are dependent on the hotel’s ability to offer guests flexibility and variety (Walker, 2022). The restaurant can produce new dishes according to the freshest season’s ingredients, thereby meeting different taste and diet preference needs while relating to the new menu trend (Poliakov et al., 2024). It has been proven that the approach will increase guest satisfaction by providing more variety and making the dining experience less monotonous (Walker, 2022). Guest perceptions of service quality are strongly influenced by the physical design and layout of a restaurant, which directly and indirectly affects the comfort as well as the efficiency of the experience (Hemmington et al., 2018).
4. Integration of Real-Time Feedback Stations for Continuous Improvement
Real-time feedback is essential towards improving guest satisfaction. Co-created services in real-time in the hospitality industry represent an efficient method to increase guest engagement and satisfaction (Buhalis and Sinarta, 2019). Implementing real-time feedback stations in the hotel will enable Premier Inn Gravesend Central guests to have an immediate, convenient way to share their experiences. Such feedback mechanisms further brought the results of continuous improvement in service quality when integrated, as hotel managers are furnished with timely and actionable insights (Tiefenbeck et al., 2018). Real-time feedback can also be used to address operational issues when they happen, and staff can deal with them when they happen instead of having problems escalate. Because automated systems for gathering feedback can eliminate biases from traditional survey methods, they can help capture a more accurate version of the guest experience (Chung and Cakmak, 2018).
5. Conduct Routine Benchmarking to Stay Competitive with Local Hotels
To maintain a competitive position within the local market of Premier Inn Gravesend Central, it is important to routinely benchmark the hotel against hotels neighbouring the business, the Granby Hotel and Travelodge Gravesend. To achieve this, benchmarking is the process of comparing key performance indicators (KPIs) such as guest satisfaction, pricing strategies and service offerings against that of competitors and identifying areas where a hotel can improve performance (Hemmington, 2018). However, benchmarking as a strategic management tool is also highlighted as a means for hotels to keep track of industry trends and take initiative-taking steps on how to react to changing and evolving guest expectations (Magnini et al., 2020). Especially in the post-pandemic, changing the space of the hospitality industry in the rapidly changing guest expectations and operational practices (Ruffolo and Jimenez, 2021).
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