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[bookmark: _Toc138607031]Project statement/question 
How do the meals and drinks at the Hilton Hotel at East Midland Airport affect guests' happiness?
This study looks at how visitors to the Hilton Hotel East Midland Airport are impacted by food and beverage activities. According to Okumus et al. (2020), this study will evaluate food quality, variety, cooking skills, employee relations, crisis management, and problem-solving. The study looks at how these traits impact customer loyalty and satisfaction. The study will shed light on how food and beverage businesses may surpass client expectations, enhance experiences, and forge long-lasting connections. The results of this study will assist the Hilton Hotel at East Midland Airport in meeting customer expectations by enhancing its food and beverage offerings.
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Aim
This research project aims to investigate the impact of food and beverage operations on the customer experience at the Hilton Hotel, East Midland Airport.
Objectives
· To assess the relationship between the quality and variety of food and beverage offerings and customer satisfaction and loyalty.
· To analyse the influence of kitchen skills on the consistency and excellence of food preparation and its impact on the overall customer experience.
· To explore the significance of staff interactions, employee relations, and customer engagement in enhancing the customer experience and promoting guest satisfaction and loyalty.
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Numerous factors have driven this research investigation on the Hilton Hotel, the food and beverage operations at East Midland Airport, and customer satisfaction. The demands of hospitality clients have changed. Today's consumers of food and beverages have specific tastes and high expectations (Jeaheng, Al-Ansi and Han, 2019). They want food choices. Understanding and delivering on these expectations are key to retaining customers. The competition in the hotel industry necessitates differentiation strategies, second. The food and beverage options of the Hilton Hotel, East Midland Airport can give it an advantage. By evaluating the results of these procedures, the hotel can enhance the experience of its visitors.
The quality of food and drinks has an impact on client loyalty. Positive interactions here boost customer satisfaction, return business, and good word of mouth (Shehata and Alaswadi, 2022). Negative interactions can result in dissatisfied customers, lost sales, and negative reviews. Understanding how food and beverage operations impact customer satisfaction is therefore crucial for hotel performance. Additionally important is operational effectiveness. By evaluating the chefs' abilities, the relationships between the staff members, crisis management, and problem-solving, Hilton Hotel may enhance food and beverage operations. The operations and customer experience will both benefit from this research.
Food and beverage businesses also require crisis management and problem-solving skills. Unexpected problems can cause business disruptions and reduce client satisfaction (Harnjo et al., 2021). Understanding the crisis management and immediate problem-solving techniques used by the Hilton Hotel's food and beverage operations is necessary to maintain customer satisfaction and reduce negative effects. This study will aid Hilton Hotel, East Midland Airport in comprehending the impact that food and beverage operations have on patrons. These details will aid the hotel in improving decision-making, increasing visitor pleasure and loyalty, and growing its business.
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According to Koburtay and Syed (2021), factors such as the quality of food and beverages as well as the diversity of these factors affect consumer happiness and loyalty. Customers these days expect a wide variety of solutions that cater to their individual preferences and dietary prerequisites. Truong et al. (2020) emphasise that the completion of these goals promotes both the enjoyment and loyalty of customers. Horng and Hsu (2020) are in agreement that offering a choice of food and beverage options of good quality can help set a hotel apart from its competitors and boost customer satisfaction.
According to El-Said and Al Hajri (2022), maintaining quality and uniformity in the preparation of meals is critical to ensuring customer satisfaction. To provide diners with a delightful experience, chefs and other personnel in the kitchen prepare meals to the highest possible standards. Kim and Han (2022) and Bonfanti, Vigolo and Yfantidou (2021) both believe that trained chefs increase both the quality of food and the level of customer pleasure.
The enjoyment of the guests and their commitment to the establishment is directly correlated to the interactions between the employees, the guests, and the staff. According to Truong et al. (2020), a warm and personalised environment is created when there are positive connections among employees. Customer engagement is made memorable through the use of individualised advice and devoted service. According to Shehata and Alaswadi (2022), staff members who are happy and who have positive relationships with customers are more likely to provide outstanding service, which in turn increases customer satisfaction and loyalty.
To successfully satisfy customers, you need to be adept at handling crises and finding solutions to problems. Okumus et al. (2020) emphasize proactive strategies and providing prompt responses to unforeseen occurrences. The pleasure of customers can be increased by rapidly resolving their issues. In addition, Koburtay and Syed (2021) suggest that openness, effective communication, and empathy be utilised during crisis management to assist the hotel in regaining the confidence and happiness of its patrons.
The goals of this study project are supported by previous research. According to Kim and Han (2022), the level of satisfaction and loyalty felt by customers is impacted by the variety and quality of the available beverages and foods. According to Jeaheng, Al-Ansi and Han (2019), having abilities in the kitchen is necessary for achieving consistency and quality in the production of food. According to Horng and Hsu (2020), an improved customer experience can be attributed to increased staff interactions, improved employee relations, and increased customer involvement. Last but not least, Harnjo et al. (2021) believe that effective crisis management and problem-solving are essential for maintaining customer satisfaction in the face of unanticipated events.
According to the findings of the literature review, food and beverage operations have a significant influence on the experience that customers have. This research project will detail how these aspects were researched at the Hilton Hotel at East Midland Airport, as well as how these aspects affected the level of customer satisfaction and loyalty.
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15 Hilton Hotel East Midland Airport employees will be interviewed for this study. The interviews will centre on the impact that food and beverage businesses have on consumers. The steps listed below will help the research objectives be met:
Participant Selection: Interviews will be conducted with chefs, waiters, and customer service representatives (Zikmund, Babin, and Gryphon, 2013). Participation will rely on the individual's background and subject-matter expertise.
Questionnaire Design: Data homogeneity and relevance will be ensured through a semi-structured interview guide. The manual will include topics including food quality, variety, culinary expertise, workplace interactions, employee relations, consumer involvement, crisis management, and problem-solving techniques (Schindler, 2019).
Interviews: Interviews were held at the Hilton Hotel at East Midland Airport. The researcher will get informed consent before conducting the interview (Quinlan et al., 2019). Every interview will be verbatim recorded to ensure the accuracy of the data. Ideally, interviews last 30 minutes.
Data Analysis: The interviews will be transcribed word for word and then subjected to thematic analysis. The researcher will identify commonalities, current trends, and new insights into how food and beverage operations impact the experience of customers (Hair, 2016). The analysis will consist of decoding, classifying, and connecting the themes and research objectives that have emerged.
Data Validation:  Member checking will validate data. The participants will be provided with a summary of their interviews and allowed to verify the content. This method will increase the dependability of the data and ensure that interpretations are consistent with the perspectives of the participants.
Ethical Considerations: Regarding ethical considerations, the research will adhere to the established guidelines. It is possible to protect the anonymity of participants by employing pseudonyms and keeping data in a secure location (Bell, Bryman and Harley, 2022). After providing their informed consent, participants are free to withdraw from the study at any time.
Reporting and Presentation: The most relevant takeaways from the interviews will be outlined in a comprehensive report, which will also include a presentation. The report will adhere to the aims of the research and will include quotes from participants to support the analysis. The findings can be made clearer by using charts, graphs, and diagrams.
To learn how the food and beverage operations at the Hilton Hotel, East Midland Airport affect the customer experience, this primary research will interview 15 members of the Hilton Hotel, East Midland Airport personnel. The data will assist in clarifying the research objectives and provide insight into how to improve the food and beverage service to increase customer satisfaction and loyalty.
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