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Abstract
Introduction
This study explores the quality of front office services and customer handling at the reception department of Cheltenham Chase Hotel, a mid-range hotel in Cheltenham, UK. The research examines how reception operations influence guest satisfaction, loyalty, and overall hotel performance. In hospitality, the front office represents the first and last point of guest contact, making it central to shaping perceptions and experiences. The study highlights the importance of service encounters, staff behaviour, and operational efficiency in delivering positive guest outcomes. Particular attention is given to communication practices, complaint handling, and procedural effectiveness. The research also connects placement experience with hospitality management theories, especially the SERVQUAL and GAP models, providing both academic relevance and practical understanding of service quality within mid-range hotel operations.
Methodology
A qualitative, placement-based case study approach was adopted to obtain an in-depth understanding of front office practices. This design enabled close examination of naturally occurring service interactions and operational routines within the reception department. Primary data were collected through systematic personal observation of activities such as check-ins, check-outs, reservations, billing, and guest enquiries. Informal conversations with staff members supplemented observational insights by clarifying procedures, challenges, and workplace dynamics. Secondary sources, including academic literature, industry reports, and organisational documents, were used to support analysis and contextual interpretation. Ethical considerations were strictly observed, ensuring confidentiality, anonymity, and voluntary participation. This combined methodological strategy allowed comprehensive evaluation of staff–guest interactions, operational processes, and service delivery factors influencing guest satisfaction and front office effectiveness.
Findings
The findings indicate that front office efficiency significantly influences guest satisfaction and service perceptions. Smooth management of check-ins, check-outs, reservations, billing, and guest queries contributed positively to guest experiences. The use of technology, adherence to standard procedures, and coordination with other departments supported operational effectiveness. Staff communication skills, including polite language, professionalism, and positive non-verbal behaviour, enhanced first impressions and overall satisfaction. However, service quality occasionally declined during peak periods due to workload pressures and staffing limitations. Dependency on senior staff for complex tasks sometimes caused delays. Complaint management was largely informal, resolving minor issues through apologies and explanations. The absence of a structured complaint system occasionally resulted in inconsistencies, highlighting challenges related to training, staffing, and maintaining consistent service quality.
Conclusion
In conclusion, front office service quality and customer handling practices are critical determinants of guest satisfaction and hotel performance. Consistent operations, efficient procedures, and effective interpersonal communication enhance guest experiences and foster loyalty. Despite generally positive practices, operational challenges such as peak-time workload, insufficient staffing, and limited training can reduce service reliability. Implementing structured training, flexible scheduling, and formal complaint management systems may improve efficiency and consistency. Strengthening interdepartmental communication and performance monitoring can further support service quality. This study demonstrates the practical relevance of hospitality management theories within a real operational context, offering both academic insight and managerial implications for improving front office effectiveness in mid-range hotel environments.
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[bookmark: _Toc222343305]Chapter 1 Introduction
[bookmark: _Toc222343306]Background of the Study
Hospitality industry is a very fast and competitive sector which greatly considers the global economy (Kumar et al., 2024). In this industry, the front office activities are central since they directly impact on the experiences of the guests and their satisfaction (Abdelhamid, 2022). The reception department is the first contact between the hotel and the guests (Baquero, 2022). Customer loyalty, inciting customers to use the services again and improving the reputation of the hotel highly depend on the quality of the service and the customer handling practices on this touchpoint.
[bookmark: _Toc222343307]Overview of Cheltenham Chase Hotel
Cheltenham Chase Hotel is a good mid-level hotel based in the heart of Cheltenham, UK. The hotel offers a range of accommodation facilities, both leisure and business based such as standard rooms, suites and extended stay to meet the needs of the leisure and business travellers (Cheltenham Chase Hotel, 2026). Its central position in the tourist hotspots in the city, shopping malls and access to transport makes it an affordable and convenient destination in both tourist and business regions. 
The hotel is recognized to be warmly welcoming, well-staffed and has an assortment of services that are aimed at consumer comfort such as a restaurant, a lounge, meeting areas, etc (Cheltenham Chase Hotel, 2026a). Negative experiences that customers have shown in recent feedback have noted that improvements are needed especially at the front office service delivery and reception practices despite its popularity (Zang et al., 2024). This research seeks to deliver insights of a real-world context of service delivery in a mid-range hotel setting as this is done by studying Cheltenham Chase Hotel as a case study.
[bookmark: _Toc222343308]Research Focus
The research deal with the front office service quality and customer handling at the reception department of Cheltenham Chase Hotel. The reception is a critical section as it receives all the major interactions with the guests (Bardi, 2021). The initial and final impressions of the hotel are determined by such interactions. They have direct influence on the guest satisfaction, loyalty, and chances of referring others to the hotel (Xiang et al., 2022). Quality service in the reception enhances the experience of the guests and the image of the hotel. It also promotes ease of operations and efficiency (Fan et al., 2022). 
Conversely, bad service result in discontentment, reviews, and loss of a repeat business (Sukhu and Bilgihan, 2023). These problems affect the general performance and income of the hotel. This report also seeks to define the weaknesses and strengths of the reception team. It looks into the way staff can treat guests, respond to inquiries and complaints. The study also examines the variables that determine service quality which include staff training, skills in communicating, procedure and the amount of work.
[bookmark: _Toc222343309]Research Objectives
· To analyse front office service delivery processes
· To understand receptionist roles and responsibilities
· To identify challenges faced in guest handling and communication
· To link practical placement experience with hospitality theory
· To suggest practical improvements for front office operations
[bookmark: _Toc222343310]Significance of the Study
This study has an academic and practical importance. Scholarly, it leads to knowledge on quality of services and customer management in the hospitality industry especially concerning mid-range hotels. In practice, the results will provide insights to the management of the Cheltenham Chase Hotel to enhance the front office activities, enhance customer satisfaction, and enhance the competitive position. The theoretical hospitality management concepts are combined with the practical realities in the industry by examining real-life service delivery and reception practices, offering real advice.


[bookmark: _Toc222343311]Chapter 2 Literature Review
[bookmark: _Toc222343312]Concept of Service Quality in the Hospitality Industry
Service quality in hospitality refers to the extent to which hotel services meet or exceed guest expectations, encompassing both tangible elements like facilities and intangible aspects such as staff behaviour, responsiveness, and communication (Anderson, 2025). It is a multi-dimensional concept that influences guests’ perceptions throughout their stay and shapes overall satisfaction and loyalty. Areej Fatma and Kumar (2024) identify a strong positive relationship between service quality and customer satisfaction, emphasising its importance in hospitality businesses. Crossman (2024) further notes that in boutique and mid-range hotels, guest satisfaction is more influenced by service encounters than physical facilities, highlighting the critical role of staff interactions in creating memorable experiences.
Singgalen (2024) explains that service quality interacts with other factors such as cleanliness, location, and perceived value to shape overall guest satisfaction, demonstrating that service is part of a holistic experience rather than a standalone factor. Furthermore, E-greenation.org (2026) reports that improved service quality contributes to increased hotel room occupancy rates, highlighting its commercial significance and the direct impact on hotel profitability and competitive positioning in the market.
[bookmark: _Toc222343313]Theoretical Models of Service Quality
Theoretical models of service quality provide structured methods for evaluating service performance and customer perceptions. P.J. et al. (2021) state that service quality models are essential tools for identifying weaknesses in hospitality service delivery. Shi and Shang (2020) emphasise that such models are particularly relevant in customer-facing departments like hotel reception.
[bookmark: _Toc222343314]SERVQUAL Model
The SERVQUAL model is one of the most widely used frameworks for evaluating service quality in service-based industries. It enables organisations to systematically assess customer perceptions and identify strengths and weaknesses in service delivery, particularly in customer-facing departments such as the hotel front office.
The SERVQUAL model assesses service quality using five dimensions: reliability, responsiveness, assurance, empathy, and tangibles. Utama (2024) validates the SERVQUAL-based Service Scale Quality in Hotels (SSQH) as an effective method for measuring hotel service quality. Dewi et al. (2022) apply SERVQUAL dimensions to front office services and find that staff behaviour and responsiveness significantly enhance guest satisfaction.
[bookmark: _Toc222343315]GAP Model
The GAP Model provides a diagnostic approach for understanding why service failures occur by comparing expected and perceived service performance (Özispa, 2025). It helps managers identify internal process weaknesses and communication issues that negatively affect service quality outcomes (Wu et al., 2021). The GAP Model focuses on identifying discrepancies between customer expectations and actual service delivery. Annarelli et al. (2020) explain that organisational resilience plays a key role in reducing service quality gaps, particularly during operational disruptions. This model is useful for analysing service inconsistencies within hotel front office operations.
[bookmark: _Toc222343316]Front Office Department in Hotel Operations
The front office department manages reservations, guest registration, information provision, and coordination with other departments. Sulastri and Hengky, (2025) describe the front office as the main contact point that shapes guest impressions. Koh and Yana (2021) highlight the importance of reservation management systems in improving front office efficiency. Liu and Liu (2021) explain that hotel management information systems enhance workflow accuracy at reception desks. Kumar (2021) further emphasises that information technology integration strengthens front office operational effectiveness. Chukwujekwu, (2025) also notes that standardised front office procedures improve service consistency.
[bookmark: _Toc222343317]Front Office Service Quality and Guest Satisfaction
Front office service quality plays a crucial role in determining guest satisfaction, as it often represents the first and last impression a guest experiences during their stay (Dewi et al., 2022). This includes prompt service, accurate handling of reservations, courteous communication, and efficient problem-solving, all of which contribute to a positive perception of the hotel. Ppb.ac.id (2026) confirms that responsiveness and assurance at the front desk significantly influence guest satisfaction levels. Anderson (2025) links high service quality with customer loyalty, showing that satisfied guests are more likely to return and recommend hotels. Wilson (2025) further argues that efficient front office operations enhance both guest satisfaction and overall hotel performance, highlighting the importance of well-trained staff and systematic processes in delivering a seamless and memorable guest experience.
Moreover, the front office department is strategic in terms of managing revenue and building customer relations. Good management of check-in and check-out procedures helps in lessening waiting time and boosting the satisfaction of the guests (Mahalakshmi and Bharath, 2025). Customer relationship management (CRM) systems enable the front office employees to document preferences of guests, personalise services as well as facilitating repeat visitation. In addition, proper communication between the front office and housekeeping, food and beverage and maintenance department will guarantee readiness of rooms and quick attention to the complaints of guests. (Boatemah, 2020) As the perceptions of service quality, the efficacy of operations, and the brand image of the hotel are heavily dependent on the performance of the front office employees, it is necessary to have well-trained staff that possesses high interpersonal and problem solving skills. 
[bookmark: _Toc222343318]Customer Handling Practices at the Reception Desk
Customer handling practices include communication, complaint management, and service recovery. Jawabreh et al. (2022) demonstrate that effective communication skills among front office staff significantly improve customer satisfaction. Sari et al. (2020) highlights that efficient and courteous check-in handling enhances perceived service quality. Shen et al., (2020) emphasises communicative hospitality practices, where respectful interactions strengthen guest relationships. Ni Made Nitha Balistha et al. (2022) show that combining e-service quality with personal interaction at the front office improves guest satisfaction.
[bookmark: _Toc222343319]Roles and Responsibilities of Reception Staff
Reception staff play a central role in shaping the overall guest experience, as they are often the first and last point of contact within a hotel. Their responsibilities extend beyond routine administrative tasks and require a balance of interpersonal, organisational, and problem-solving abilities (Zekry et al., 2023). Reception staff perform administrative, communicative, and problem-solving roles. Ņikadimovs and Ivanchenko (2020) identify a gap in soft skills such as communication and emotional intelligence within hospitality staff. Belias and Trihas (2022) emphasise that training front office employees improves service quality and adaptability, especially during organisational change. Papademetriou et al. (2023) link sustainable human resource management practices with improved service quality and customer satisfaction.
[bookmark: _Toc222343320]Challenges Affecting Front Office Service Quality
Front office service delivery is influenced by a range of operational and environmental factors that can affect employee performance and service consistency (Pujiati et al., 2025). These challenges require hotels to continuously adapt their processes and service approaches. Front office departments face challenges, including high workload, staff shortages, and technological change (Belias and Trihas, 2022). Baum et al. (2020) discuss how global crises disrupt hospitality operations and increase pressure on front office staff. Mandić et al. (2023) explore the challenge of balancing automated service delivery with human interaction. Aheleroff et al., (2021) similarly stresses the importance of maintaining personalised service alongside automation. Ratnoday et al. (2025) examine facial recognition technology in hotel check-ins, noting efficiency benefits but also concerns about reduced human contact.
[bookmark: _Toc222343321]Research Gap
Although extensive research exists on service quality and customer satisfaction in the hospitality industry, limited qualitative studies focus specifically on front office service quality in mid-range hotels. Many existing studies rely on quantitative survey methods and do not explore real-life reception practices or employee perspectives in depth. This study addresses these gaps by using a qualitative, placement-based case study approach to examine front office service delivery and customer handling practices at Cheltenham Chase Hotel.



[bookmark: _Toc222343322]Chapter 3 Methods
1.1 [bookmark: _Toc221367241][bookmark: _Toc222343323]Research Design and Approach
The study is based on a qualitative research design to understand complex human behaviours, experiences, and interactions. Qualitative research is well-suited for studying service quality and customer handling practices (Ellis and Hart, 2023; Agazu et al., 2022). It allows the researcher to gain an in-depth understanding of staff behaviour, organisational processes, and perceptions (Thornberg, 2022). This approach helps explore how employees interact with guests and how systems influence service delivery. This research focuses on understanding phenomena in their natural setting. This approach aligns with the study’s aim to assess the quality of services provided by the reception department at Cheltenham Chase Hotel. It also seeks to identify factors that affect interactions between staff and guests.
The qualitative approach to be used in this research is personal observation and informal interviews with reception employees in the course of the placement term. Personal observation enables the researcher to experience first-hand some of the day-to-day operations, the behaviour of the staff and the way they interact with the guests (Chand, 2025). This gives specific and descriptive data that is not possible to record using surveys (FitzGerald and Mills, 2022). These observations are supplemented by informal conversations with the staff that provide information on the daily processes and how the staff views service practices.
1.2 [bookmark: _Toc221367242][bookmark: _Toc222343324]Case Study Methodology
The study approach that is used in the study is a case study approach with a special emphasis on Cheltenham Chase Hotel. Case studies are suitable especially in hospitality research as they enable the deep study of the real organisational processes in a constrained environment (Ghanad, 2023). By focusing on one hotel, the research digs deeper into the quality of service delivered by the reception department, staff practices and operational issues. The case study approach has a number of benefits. First, it ensures that a complex environment is studied in detail within a specific context, which enables the researcher to study how staff, guests, and management practices interact. 
In addition, it allows the adoption of a variety of data sources, which improves the credibility and reliability of the findings through triangulation Olawuyi and Kleynhans (2025). Also, case studies are dynamic and responsive, and the researcher will be able to act in alignment with observations and address emerging themes. Nevertheless, case study methodology has its own flaws. The results of one hotel cannot be applicable in all the hospitality contexts since the service practices and organisational cultures can have some differences among different properties. Besides, due to the robustness of the data used, the observational ability and interpretation of the researcher may also be subjective.
1.3 [bookmark: _Toc221367243][bookmark: _Toc222343325]Data Collection Methods
The use of secondary sources of data is meant to supplement the primary observations and give a theoretical basis for analysis. These are academic journals, textbooks, reports in the hospitality industry and internet databases. Secondary data assists in putting the findings into perspective with the overall trends in the industry, service quality models and best practices in handling customers (Singu, 2024). They also assist in the validation of the observation findings with previously created research.
1.4 [bookmark: _Toc221367244][bookmark: _Toc222343326]Ethical Considerations
The research design is focused on ethical issues. It is important to ensure confidentiality and anonymity of the hotel, staff, and guests (Fakfare et al., 2024). The observational data and discussion notes will be safely managed and will not provide any personal identifiers. Since the research is not based on any formal interviews and questionnaires, it has weak risk to the participants. The study also complies with the professional ethics of research in the hospitality field as it does not intrude on the lives of the observations, and the staff are free to take part in informal interviews.



2 [bookmark: _Toc222343327][bookmark: _Hlk221285812]Chapter 4 Findings 
[bookmark: _Toc222343328]Theme 1: Front Office Efficiency, Improving Reception Services for Guest Satisfaction
According to Sudiarta et al. (2025), support this topic by stating that continual staff training is a significant element in improving the quality of services of the front office. The authors support their positions based on the conceptual and skills-based approach, stating that the skills of receptionists to be qualified in terms of active listening, empathy, quick issue resolution, and regular follow-up will help to handle customers effectively. Their research points out that the front office employees lack these competencies and are hardly able to handle complaints of the guests and service expectations. 
This has a direct connection with the Cheltenham Chase Hotel, where the presence of trained reception personnel can be more suited to address any issues of concern to the guests professionally, alleviate dissatisfaction and improve the perceived standards of service offered by the hotel reception desk. On the other hand, the author Bristol-Alagbariya et al. (2022) stated in their article that performance management systems are a tool of enhancing the consistency and accuracy of the provided services. Embracing an analytical approach based on management and systems, the authors describe how a standardised approach to operations and constant performance monitoring reduce mistakes in operations and improves service reliability (Cosa and Torelli, 2024). With respect to customer handling at the Cheltenham Chase Hotel, these systems assist with reception staff in providing homogeneous levels of service when there is high-pressure customer-related work, such as the peak-time check-in. This guarantees that customers will receive reliable and efficient services, and this is a boost to trusting the reception processes of the hotel. 
On the same note, Asgeirsson et al. (2024) provide a quantitative and empirical study of the front office service quality through the analysis of service quality and reputation versus organisation performance in the hospitality industry. They find that customer-quality interactions result in a strong impact on the reputation of hotels and the loyalty of the guests (Thi et al., 2021). The present research enhances the topicality of the subject because it proves that professional and polite reception practices relate not only to the operational needs but also to the strategic assets (Sousa, 2020). In the Cheltenham Chase Hotel, the quality of front office service is a significant factor in ensuring good perception of service by the guests, repeat business and long-term business performance. Furthermore, Khan (2024) goes further with the discussion and notes the importance of an innovative process and collaboration across departments in improving customer handling practices. Based on a conceptual framework with industry illustrations, the author maintains that a perfect co-ordination between the reception, housekeeping, concierge and maintenance departments leads to the smoothing of service delivery (Dasgupta et al., 2024). This is more so applicable to the Cheltenham Chase Hotel where reception staffs are saddled with the responsibility of interacting with other departments in order to adequately address the needs of the guests. This type of cooperation will make the services more efficient, will decrease the number of delays, and will promote the overall experience of the guest. To sum up, the discussion has shown that staff training, performance management systems, service and cross-departmental teamwork are elements that influence the quality of front office service and customer handling practice at the Cheltenham Chase Hotel. The collective contributions of the four authors indicate clearly that theoretical futures are correlated with practical front office processes to ensure that the results of guest satisfaction and organisational success are high.
[bookmark: _Toc222343329]Guest Handling and Communication Practices
Employees always observed the standard procedures of greeting, such as maintaining eye contact, smiling, and welcoming the visitors to the premises. These actions have a positive effect on establishing a friendly and professional experience in the reception desk. Ali et al. (2021) state that the style of communication has a significant influence on how the guest rates the quality of service. Most guests’ interactions were polite and understanding; this was most notable when employees engaged with fatigued or irritated guests. As stated by Safitri et al. (2021) Receptionists were usually very active listeners who were able to recognize the concerns of the guests and promise them that their problems would be taken care of. This understanding attitude assisted in calming the tensions between the guests, and it promoted collaborative relationships. 
The degree of empathy, however, exhibited different levels according to workload and time pressure. Following the research conducted by Amin et al. (2025) Communication was more transactional during busy times with minimal personal interaction. Krause et al. (2023) states that the employees recognized the value of compassionate service, the pressure of operating decreased their chances of providing interactions of high quality at all times. Ni (2024) states that the reception work used to include handling guest requests and enquiries. Employees were seen answering the broadest variety of requests, such as room changes, early check-ins, late check-outs, transport details, and local recommendations. Easy requests were addressed effectively, and were sometimes resolved on the spot. More intricate orders like room upgrades or extraordinary requirements were to be coordinated with housekeeping or the management (Putri et al., 2025). Though personnel were willing to help, there were delays in some cases that were caused by system constraints or a lack of information between departments. This emphasized the reliance of the quality of front office services on support systems and internal coordination.
[bookmark: _Toc222343330]Complaint Handling and Service Recovery Practices
These concerns were normally brought up on the check-in or check-out, adding extra workload to the check-in staff already waiting in line. Sulastri and Hengky (2025) indicate that the front office functions as an intermediary between guests and other departments. Response rate and efficiency also differed according to the type of complaint and the availability of staff (Jeanpert et al., 2021). Small matters like wrong billing or omission of facilities were usually sorted out swiftly at the reception desk. More complicated issues, especially those that involved housekeeping or mending, took longer time to resolve. The Observational studies done by Mandić et al. (2023), delays at times resulted in apparent guest dissatisfaction as staff tried to keep guests updated. This implies that responsiveness is a significant variable in determining how guests view fairness and quality of service in situations of complaints.
There were procedures of problem-solving and escalation that were typically under hotel policy (Sudiarta et al., 2025). Receptionists dealt with preliminary complaints where they could, and referred problems to supervisors or managers where necessary. Employees seemed confident to deal with everyday issues but less confident to work with upset or confrontational guests. In the professionalism had to be upheld by managerial intervention to achieve resolution. The Adham (2023) finding shows that procedural knowledge did not pose any problems, but the advanced skills of conflict-handling might be enhanced with specific training. Reactions of guests to service recovery initiatives were mixed. According to Barimov (2025) Guests who had been promptly explained, apologized, or offered reactive gestures like a room change or a free service were usually satisfied, despite the fact that the original issue was serious. On the other hand, those guests who felt delayed or miscommunicated complained of frustration and displeasure. 
[bookmark: _Toc222343331]Operational Challenges Affecting Front Office Service Quality
According Alobaidi (2020) number of operational issues were noted to influence the regularity of the front office service quality. One of the greatest pressures was workload, especially during peak check-in and check-out periods. The few levels of staffing meant that the receptionists were expected to multitask and perform phone calls, guest requests, system upkeep, and complaint concerns at the same time (Asogwa et al., 2025). Skill limitations and training were also cited to be contributing factors. Munawir and Suseno (2024) indicates that employees had high-levels of basic operational skills, inconsistencies in experience level influenced service delivery. The new employees were also dependent on the other senior employees to guide them and this at times hindered service delivery (Atiku et al., 2023). Moreover, low levels of training in development of advanced communication and conflict management lowered the confidence of the staff to resolve hard-to-serve guest cases without supervision. This implies that it should be trained continuously to enhance technical and soft skills in the reception team.
The issues that affected front office efficiencies and guest management were technology related. Other studies by Yazdeen and Zeebaree (2022) shows that there is need to have reservation systems and management software but it was not user friendly or always compatible with other departmental systems. At times, delays in the system, and inaccuracy of data would confuse at check-in or billing. The limited control of staff resulted in the dissatisfaction of guests regardless of staff attempts especially when technical problems arose. The Renaldo et al. (2022) studies shows that the dependence on technology can help facilitate and impair the quality of services in case systems are not optimized. The issue of time had a direct reference in the quality of service, especially when the business was in its peak operation times. As noted by Olorunsola et al. (2022) Employees were expected to be faster than service-oriented, but this minimised chances of any meaningful interaction with the guests. Although efficiency is necessary in front office work, time pressure was too much, which inhibited the provision of sensitive and deep personalised service. 

[bookmark: _Toc222343332] Discussion 
This discussion critically interprets and analyses the research findings with regard to the existing literature on front office service quality and the guest handling practice within the hospitality industry. The discussion centres on the reception department of Cheltenham Chase Hotel, and the study is done using a qualitative case study, which is based on placements. Discussion covers research topic and objectives by comparing the observed practices to theoretical models and empirical studies, as well as discussing the implications of the same on the operations of the hotel, limitations of the study, and areas of particular significance to the enhancement of front office performance at the placement hotel. The results show that operational efficiency has a significant impact on the quality of front office service at Cheltenham Chase Hotel, and it has a direct relationship with the quality of service in terms of check-in, check-out, reservation processing, and communication with other units. 
This agrees with the existing literature that underlines the front office as the most crucial point of contact between the hotel and its guest, creating a positive or negative impression of the entire experience (Sulastri and Hengky, 2025). The results of the observation at the placement underline the idea that the effective reception processes are the things that positively affect the guest satisfaction and support the opinion that service encounter is at the core of the hospitality experiences, not the physical facilities only (Crossman, 2024). The results also coincide with the service quality theory, especially the SERVQUAL model, where reliability and responsiveness are among the dimensions affecting guest perceptions (Utama, 2024). The reception staff at Cheltenham Chase Hotel could, as a rule, provide the correct information, bookings could be made efficiently, and the guests' queries could be answered in a timely manner. 
This aligns with the study of Dewi et al. (2022), who discovered that the overall performance of front office staff greatly contributes to the satisfaction of the guests in cases when the services are provided in a consistent and professional manner. The availability of standard operating procedures and digital systems also helped to facilitate a smoother service delivery, which is why Kumar (2021) points out that the information systems are able to enhance the front office workflows to improve the accuracy of the workflow. Nonetheless, the results also established that the efficiency of the front office did not remain the same at all times during the operations. The peak check-in and check-out periods resulted in more work per head of staff and a slight delay. This is in line with the description of the GAP Model of service quality gaps, where organisations are unable to live up to the guest expectations due to operational constraints (Annarelli et al., 2020). Despite the good intentions of the hotel in terms of service delivery, staffing, and pressure of workload, sometimes it influenced actual service delivery. 
On the same note, Krause et al. (2023) noted that when employees are pressured to perform operations, they are less likely to provide high-quality service on a regular basis, despite the intentions to deliver high-quality service. Therefore, although front office efficiency at Cheltenham Chase Hotel is typically productive, it is weak during times of high need. The use of communication and interpersonal skills turned out to be one of the primary strengths of the reception team and contributed to the formation of guest experiences. The results indicated that employees used courteous words, effective communication and professional etiquette when communicating with guests. This goes a long way in supporting Jawabreh et al. (2022), who declare communication skills as one of the major sources of guest satisfaction during front office work. The recorded application of warm greetings, relaxed voice, and active listening helped to create the welcoming ambience, which is an indispensable feature of positive perceptions of guests in hospitality settings.
Other positive influences on the interactions with the guests were non-verbal communication, including eye contact, facial expressions, and open body language. Ali et al. (2021), who point out the robust impact of the communication style on perceived service quality. The trust and assurance were also nurtured by consistent professional appearance and behaviour of the reception staff, which reflected the dimensions of SERVQUAL aspects centred on empathy and assurance (Shi and Shang, 2020). These results prove that personal skills count as much as technical efficacy in providing front office services of high quality. Despite these advantages, the results showed that there were incidences where the quality of communication was compromised during rush hours, especially when complicated enquiries were involved, where senior employees had to be consulted. 
This caused short delays and a slow flow of communication. This is in line with Ņikadimovs and Ivanchenko (2020), who find gaps in soft skills and decision-making confidence among the employees of the front office, in particular, when they are under pressure. Although the overall communication performance was high, the results indicate that constant training may assist the staff to keep high standards of communication even when they are under the strongest operational pressure. The way of handling customers and complaint management in Cheltenham Chase Hotel was mostly informal and situational. The results revealed that trivial complaints like delay to have rooms ready or billing issues were normally addressed directly by front office workers by means of apologies, explanations or even simple corrective measures. This compares to Sari et al. (2020), who established that timely and polite processing of complaints improves the perceived quality of service. The same researcher adds that proper explanations and minor compensatory gestures are often effective in regaining guest satisfaction despite the presence of initial service failures (Barimov, 2025).
Nevertheless, due to the absence of a formalised system of complaints, there was a weak consistency when dealing with more serious problems. Juniors did not have much power in handling complaints that involved pay or policy exceptions, which needed to be channelled to the supervisors. This observation aligns with Adham (2023), who states that frontline employees might have procedural knowledge, but a lack of conflict-management skills and empowerment can impede effective service recovery. Mandić et al. (2023) also emphasize that a slow response during complaint management is a significant cause of higher dissatisfaction among guests, even when employees are trying to explain the changes. Therefore, although Cheltenham Chase Hotel has shown strong frontline problem-solving of small-scale problems, the results prove that better service recovery results would be achieved with more distinct complaint handling frameworks.
One of the significant factors that influenced the quality of the front office service was found to be operational challenges. The greatest challenge experienced during the placement was during the peak time work pressure.
There were also training gaps, mainly when it came to the new employees who needed to be supported when they had to work with complex booking systems or strange requests by the guests. This dependence on the older employees added to the delay in service and inefficiency in operations. Such results correspond to Belias and Trihas (2022), who assert the need to constantly train in enhancing the flexibility and consistency of services and the front office. Having varying levels of training may lead to the inconsistency of service delivery because of the dynamic nature of the hospitality industry, where most guests expect high-quality services. Front office efficiency was also challenged by technology related issues. The problems related to reservation systems, errors in data entry, and the absence of system integration led to confusion when making a check-in and billing. This confirms that Yazdeen and Zeebaree (2022) established the presence of a negative impact of non-user-friendly systems on service performance. 
Renaldo et al. (2022) also observe that though technology may improve service delivery, failure of the systems will lead to dissatisfaction amongst guests which is beyond the control of the staff. These findings also have a big implication for Cheltenham Chase Hotel. Enhancing workforce planning and time-flexible staffing schedules in high seasons would decrease the pressure on workload and contribute to the preservation of the same quality of services. The increased training programmes on communication skills, handling of complaints, and use of systems would decrease the level of confidence among the staff and minimise the dependence on the seniors. These would boost front office activities and improve guest satisfaction, loyalty and reputation of the hotel. Although this study has contributed to it, it has a number of limitations. The study is also founded on a single case study, and therefore, the findings can hardly be generalised to other hotel settings or any other hospitality setting. The practices of the services and the organisational cultures are varied in the properties, specifically across the hotel categories. 
The qualitative research methodology used personal observation and informal conversations, which can result in the subjectivity of the researcher. The research was also not accompanied by formal guest feedback, which might have given an extra insight into the perception of the guests regarding the quality of service. Finally, the discussion shows that efficiency, communication skills, complaint handling techniques, as well as the state of operations, determine front office service quality and the practice of handling guests at Cheltenham Chase Hotel. Although the hotel demonstrates good interpersonal service and ability to solve informal problems successfully, there are still issues of staffing levels, pressure of work, regularity of training and organised complaint management.


[bookmark: _Toc222343333]Chapter 5 Conclusion and Recommendations
The present research was aimed at examining the quality of front office service and guest handling practices at the reception department of Cheltenham Chase Hotel, through a qualitative case study methodology based on a placement approach. The study aimed at identifying the relationship between reception operations, communication between the staff, management of complaints, and the overall challenges related to the operations and their effect on the guest satisfaction and the overall quality of the services provided in a mid-range hotel setting. The study is more than just scholarly because it connects practical placement observations with proven theories of hospitality like the SERVQUAL and GAP models to offer both a scholarly and practical insight. On the whole, the results prove that the front office department is very important in influencing the perception and experiences of the guests. Reception staff are the initial and the last point of contact, and thus they highly affect the first impressions of the guests, their continued satisfaction and their overall impressions of the hotel. 
The research indicates that in case the front office operations are efficient, well-coordinated and backed by effective level of communication, the guest is bound to feel welcomed, appreciated and content with their stay. This confirms what other scholars have proposed that service experiences like experiences at hospitals are key to positive experiences of a facility, not just facilities themselves. Among the most important study findings is that the front office efficiency is one of the direct contributors of the guest satisfaction. Check-in, check-out, reservation, billing and answering guest queries were professional and well-arranged daily reception activities at Cheltenham Chase Hotel. The digital systems and standard operating procedures were elements used to ensure that the staff did these tasks correctly and uniformly when there were no extremes in the operating conditions. These results are in line with the service quality theory, especially the SERVQUAL dimensions of reliability and responsiveness which emphasizes on the significance of proper and prompt service provision.
Nevertheless, the paper also arrives at the conclusion that the efficiency of the front office is not always the same. The pressure of work during the peak times like the periods of high check-in and check-out rates was high and the limited number of staff members did not help. This sometimes resulted in time wastage, less personal communication and dependence of the senior employees to make decisions. Considering the GAP Model approach, it is an example of service delivery gap with the hotel being unable to satisfy the expectations of the guests due to the limitations of operational capabilities in spite of the positive intentions to provide the service. This informs that the front office operations with regard to the staffing, planning of workload and operational support are among the most important factors affecting the efficiency. The reception team demonstrated high communication and interpersonal skills as one of their strengths. The conclusion made of the study is that professional communication styles such as the use of polite language, a calm tone, active listening, and positive body language were very critical in establishing a friendly atmosphere in the front desk. 
The behaviours contributed to building trust, assurance and empathy, which are the fundamental features of good service quality. The guests that intermingled with reception employees were seen to be calm and content when the employees were patient, understanding and professional even in difficult predicaments. Simultaneously, the investigation demonstrates that the quality of communication was different in relation to time and workload pressure. Communication was less individualistic and more transactional during the busy times. The personnel were polite and professional, but they did not have time to be empathetic and detailed as much. This draws a crucial conclusion of the research: good interpersonal skills are in themselves not sufficient to ensure high-quality service in case operational conditions do not favor their application. Training and improved workload management are the only way to go therefore as long as communication standards can be maintained under pressure.
Another important corner that was examined in this study was complaint handling and service recovery. The research concludes that Cheltenham chase Hotel does an average job dealing with petty guest complaints at front desk. Small problems like billing mistakes, room being ready late, or minor housekeeping problems could be easily solved by apologizing, explaining or performing some simple form of corrective measures. Overall, these efforts increased the satisfaction of the guests in a positive way, which means that timely and considerate service recovery can rekindle the satisfaction even following the service failures. This goes in line with the current studies that propose that service recovery can be effectively used to mitigate negative perceptions and secure guest loyalty. Nevertheless, the research also finds that the manner in which complaint handling is done is not formal and consistent especially when it comes to issues that are more serious or complicated. The reception staff were usually demanded to send complaints to supervisors or managers, which led to delays and frustration of guests in some cases. 
There seemed to be a lack of confidence in dealing with emotionally loaded or confrontational situations, especially among the junior staff. This observation indicates the lack of empowerment and developed conflict management capabilities. In the absence of any definite complaint-handling structures and levels of authority, service recovery is more like a matter of individual decision-making than of standardized benchmarks. It may cause unequal guest satisfaction and confusion of staff. The challenges about operations were identified as a major determinant of the front office service quality. The greatest identified challenges were workload pressure, staffing limitation, training gaps and technology related problems. 
Technology was also cited as a facilitator and hindrance in the front office activities. Although the reservation and management systems facilitated the optimization of the processes, sometimes the delays in the system, inaccuracies in data and the absence of integration created confusion during the check-in and billing processes. The researchers also conclude that use of technology without proper optimisation of the systems and staff training may hurt the quality of services despite positive staff attitudes and intention. This proves that user-friendly systems and sufficient technical training should be used to ensure technological efficiency in order to prevent disruption of services. Overall, this paper makes the conclusion that the front office service quality in Cheltenham Chase Hotel is determined by the combination of operational efficiency, communication skills, practices of complaint handling as well as organisational support. 
[bookmark: _Toc222343334]Recommendation 
These recommendations aim to enhance the efficiency in operations, communication abilities, handling complaints, staffing, and development of staff but are not ambitious to apply in a mid-range hotel setting.
· To enhance the quality of front office services and guest handling practices at Cheltenham Chase Hotel, some viable and practical suggestions are given according to the results of the study. 
· To improve the workforce planning and staffing flexibility at the time of peak. The results showed that the pressure of workloads at the peak check-ins and check-outs decreased the work efficiency and individual attention. The adoption of flexible shift scheduling, part-time support staff, or on-call employees during high-demand times would alleviate the burden on the reception staff. It would enable workers to sustain the quality of service, reduce delays and offer guests a more personalised and friendly experience.
· To increase the consistency in service delivery, the hotel must invest in regular and systematic training programs for the front office employees. Although the demonstration of staff communication skills was high, gaps were identified in the processing of complicated bookings and atypical requests made by guests. Ongoing training on reservation systems, problem-solving, and service recovery techniques would increase the confidence of the staff members and minimise the dependency on senior employees. They should also have refresher training so that the standard of service is upheld at all shifts.
· To improve handling of guest and complaint processing, Cheltenham Chase Hotel needs to come up with a more formalised complaint handling system. The lack of standard procedures restricted uniformity in handling serious complaints, even though informal resolution was appropriate in minor cases. The implementation of specific rules concerning the escalation, documentation, and follow-up of complaints would.
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