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Abstract
The aim of this research project was to investigate how the kitchen operations affect the customer satisfaction in a budget hotel taking IBIS London Elstree Borehamwood as a case study. The study was done to determine the success of the operational practices of the kitchen department. This included service quality, dining experiences and overall customer satisfaction. The study was conducted as a response to the growth in UK competition low-end hotel industry, where business efficacy and the stability in service delivery are vital to brand retention and satisfaction among the clients and the brand. Although food and beverage services are significant, limited investigation has been researched in terms of kitchen operations.
The research was based on a secondary qualitative research approach, where case study research methodology backed by thematic analysis was used. The information sources included academic journals, industry reports, hospitality publications and publicly available organisational information which covers the discussion related to the operation of the kitchen and guest satisfaction. Such a methodology maintained the ethical integrity by not requiring the primary data gathering, but permitting the in-depth analysis of the working practice with a real-world environment. The analytical models like PESTEL and SWOT were used to evaluate the internal operational and external environmental factors that influenced kitchen performance.
This research had four objectives which included evaluating the operational flow and the staffing needs at the kitchen area, evaluating the guest satisfaction standards in terms of food quality, hygiene and speed of service delivery. This also covered identifying the main operational areas of concern in the kitchen department and the possible economic solutions that could help to address the operational areas. The results indicated that the kitchen operations were a major factor in contributing to the satisfaction of the guests in a budget hotel. The smooth working flow proved to be a major factor in the speed and consistency of the services, especially during the peak hours of service. Procedure kitchen workflow alongside efficient communication between kitchen and front house staff were identified to decrease waiting periods and improve client dining.
The amount of staffing and efficiency in the workforce were other identified factors that determine performance in the kitchen. Staffing was lean which added pressure to operations, but cross-training and skill movement improved the situation, enhanced flexibility and service security. The quality of food, hygiene and accuracy of the service were observed to be the key aspects of satisfaction among the guests. The qualities of cleanliness and consistency were the most significant in shaping the perception of professionalism and trust towards the guests. Cost efficiency proved to be an operational pre-eminence, with results showing that cost sustainability could best be realised through optimisation of the process and not by service reduction.
According to these results, the research has suggested an array of viable recommendations specific to IBIS London Elstree Borehamwood. These were workflow optimisation, the cross-training of staff members, hygienic control, inter-departmental communication and the monitoring of performance. In general, the study identified that the management of the kitchen is a strategy that successfully contributes to the satisfaction of the guests in the budget hotels. It offered sufficient insights to implement major changes to the operations and services provision in the placement hotel.
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[bookmark: _Toc221182785]Chapter 1: Introduction
1.1 [bookmark: _Toc221182786]Research Aim and Objectives
Aim
This research aims to evaluate the impact of kitchen operations on guests’ satisfaction levels at budget hotels like IBIS London Elstree Borehamwood.
Objectives
· To assess the kitchen’s operational flow and staffing requirements for food preparation efficiency.
· To assess guests’ satisfaction standards regarding food in the kitchen by maintaining hygiene and speed.
· To identify core operational challenges in IBIS London Elstree Borehamwood hotel's dining experience for consumers.
· To recommend a more cost-effective and relevant solution for improving its operational standard.
1.2 [bookmark: _Toc221182787]Concise Background of the Research Project
The hospitality business in the UK has been seen to be quite competitive, especially in the low-end hotel market, where service differentiation is curtailed due to price factors. In this regard, food and beverage operations, particularly the performance of the kitchen, are vital in the determination of the satisfaction of the guests and the perception of the entire service. Client satisfaction directly depends on efficient kitchen operations, which lead to the quality of food, the standard of hygiene, speed of service and control of costs (Kee et al., 2025). IBIS has long been operational in the industry as a budget hotel and therefore remains efficient in its operations, which may demand the kitchen management as a prioritised operational task. Therefore, this study aims to bridge this gap by investigating the impact of the kitchen operations on determining the level of satisfaction of the guests in a low-end hotel setting.
1.3 [bookmark: _Toc221182788]Overview of the Case Study
The proposed study will utilise the case study approach based on the IBIS London Elstree Borehamwood as the subject. It is a budget hotel with a high presence in a competitive hospitality market in the UK (all.accor.com, 2025). The hotel serves an inclusive customer or clientele that encompasses business travellers, tourists and short-stay customers where efficiency, consistency and value for money are of paramount importance. The hotel food service delivery is heavily based on the kitchen department, especially in the breakfast provision and limited menu services (Sharma, 2025). Through this case study, the research will seek to acquire a detailed insight into the operations in the kitchen, staffing patterns, procedures and how this affects the guest satisfaction ratings within an actual hospitality environment.
[bookmark: _Toc221182789]1.4 Topic to be Explored
The main issue that will be investigated in the developed research consists of the connection between kitchen activities and customer satisfaction in low-cost hotels. The research identifies how operational workflow, staffing efficiency, hygiene practices and service speed affect the perception of guests on the quality of the foods served and their overall dining experience. With the help of secondary qualitative data, the study examines the operational issues in the kitchen of budget hotels and how they affect the delivery of service. The analytical models that will be used include PESTEL and SWOT, which can be used to evaluate environmental impacts and internal operational elements. The results are intended to help validate evidence-based suggestions to enhance the efficiency of the kitchen and the success of the guest satisfaction results.
 


[bookmark: _Toc221182790]Chapter 2: Literature Review
[bookmark: _Toc221182791]2.1 Introduction
This chapter critically reviews the knowledge in the literature that is associated with the operations of kitchens, guest satisfaction and the efficiency of operations in the hospitality industry, specifically with the budget hotels. It reviews the academic literature on the topic of kitchen workflow, staffing needs, food service quality, operational issues and the presented theoretical models. This review aims to develop a conceptual background of the study, determining gaps in the literature and the rationale behind the study of kitchen operations as a central determinant of guest satisfaction.
[bookmark: _Toc221182792]2.2 Assessment of the Kitchen’s Operational Flow and Staffing Requirements
The kitchen operation is considered a crucial factor of service efficiency and food quality in hospitality operations. Sachani et al. (2021) opined that appropriate workflow design can be used to make the food preparation, cooking and service delivery processes well organised to minimise any delays and operational errors. This is important in a budget hotel where restricted resources, number of personnel, optimisation of kitchen structure, and task distribution become essential. Research also indicated that a lack of sufficient staffing or a lack of insight into employee roles might lead to bottlenecks in service delivery, stress among employees and poor quality of food (Ali et al., 2025). Bisui et al. (2022) focus on efficiency in the staffing models that are directly related to the dependability of the meals being prepared and the speed of service. In this way, the efficient functioning of the operational process and the right number of employees are needed to secure the operating efficiency and guests’ satisfaction in low-end hotels. Operational practices in this context are those that are arranged in the kitchens like standardised forms in food preparation, proper task distribution, shift rotation, portion control, inventory system and adherence to food safety guidelines (such as HACCP principles). The staff training programmes, cross-trainings, hygiene certification programmes and compliance with organisational policies on service standards and health and safety are some of the preparation which support these practises.
[bookmark: _Toc221182793]2.3 Assessment of the Guests’ Satisfaction Standards Regarding Food in the Kitchen
The hygiene, level of food quality and speed of service are some of the key determinants of the guest satisfaction in hotel food services. Perdomo-Verdecia et al. (2024) believe that food service ceased to be the peripheral aspect of the overall experience of the guest, but became its core. Operations consistency, cleanliness and reliability in serving the customers take the centre stage as competitive differentiators in the budget hotels where the variety of menu and resource could be constrained.
Maslow Hierarchy of Needs can be applied to study the guest requirements. At the simplest level, physiological and safety needs are met by quality and hygienic food as guests want to receive safe clean and well-prepared food. Not being able to fulfil these basic needs means that people cannot get the pleasure of a greater level. On top of this, assurance, comfort and good emotional experiences are becoming sought after by the guests and this corresponds to belongingness and esteem needs. With its competitive hospitality environment, a hotel should thus go beyond the expectation with uniform quality, presentation, responsiveness and perceived value. Kini et al. (2025) state that subpar kitchen performance brings down the trust. Therefore, food safety high standards and precision in operations are a mandatory requirement to not only ensure compliance but also to retain the confidence of guests and competitive standing of hospitality businesses on low-cost hotels.
[bookmark: _Toc221182794]2.4 Identification of the Core Operational Challenges
The kitchen operations of the budget hotels are characterised by various operational challenges. The lack of resources, insufficiency in staff allocation and financial pressures tend to limit investment in pinpoint technologies of the kitchen and employee training. As stated by Afifi et al. (2022), there is a relatively high occurrence of operational inefficiency caused by a lack of coordination between kitchen and front-of-house staff. Also, high employee turnover in the hospitality industry led to the existence of skill gaps and poor service delivery (Ghani et al., 2022). Research has also shown that low-cost hotels find it difficult to juggle cost-effectiveness and food, gourmet, and cleanliness quality (Mukharjee, 2024). Such difficulties may bring adverse effects on the satisfaction of guests unless addressed successfully, and operational enhancement is one of the most important points of focus for budget hotel management.
[bookmark: _Toc221182795]2.5 Recommendation Regarding a Cost-Effective and Relevant Solution
The available literature implies that without spending a lot of money, operational improvements can boost the performance of the kitchen and can also contribute to a high level. The authors recommend staff cross-training and workflow optimisation as a way to enhance flexibility and efficiency (Adhikari, 2025). Standardisation of the processes, including the systematic food cooking techniques and sanitary measures, has been identified to minimise mistakes and waste (Chandimali et al., 2025). The strategies would be especially applicable to use in the budget hotels where funding constraints mean that viable and expandable solutions are required. The literature thus justifies the operational optimisation strategies as an effective tool for enhancing the satisfaction of the guests by facilitating better performance of the kitchen.
[bookmark: _Toc221182796]2.6 Conceptual / Theoretical Framework
[bookmark: _Toc221182797]2.6.1 PESTEL
	


Political
	The political environment can affect the operations of a kitchen in terms of government policies concerning food safety, hospitality licensing, and employment policies. In the UK, the laws that govern food hygiene are to be followed, and they have direct implications for the processes in the kitchen setting and staff training needs (Food Compliance HQ, 2025).

	


Economic
	The economic influences are also the major reason behind budget hotel kitchens, as the increasing inflation, rising food prices, and the cost of labour impact the overall operational budgets (Saine, 2025). Hence, the budget hotels should balance between cost-effectiveness, ensuring decent quality of the food and service within the required time to satisfy the guests.

	


Social
	Social issues are associated with the shifting tastes and behaviour of consumers. Tourists are becoming more aware of their hygiene, food safety and dietary needs as well as respectful sourcing of their food (Vukolić et al., 2025). These requirements not only mean that kitchens must change how they operate to sustain satisfaction and trust, but also require improvements in their daily operational practices.

	



Technological
	Some of the technological aspects involve the usage of kitchen equipment, order digitalisation systems and inventory management systems. Although those technologies may enhance efficiency and minimise the number of mistakes, low-budget hotels can be constrained in their budgets, which will prevent bringing such solutions on a large scale (Zahidi et al., 2024).

	


Environmental
	The environmental factors include issues relating to sustainability, like reduction of food waste, energy conservation and responsiveness in sourcing (Madanaguli et al., 2022). An increase in environmental consciousness puts pressure on hotel kitchens to go green without incurring a lot of expense in the operations.

	



Legal
	Business factors include legal requirements to adhere to the Health and Safety Acts, the Food Hygiene Acts, and employment regulations. Lack of compliance can lead to fines, loss of reputation and deterioration of confidence with the people that come to the restaurants (Bovay, 2022). Thus, ensuring that regulations are followed in the operation of the kitchen is significant.




[bookmark: _Toc221182798]2.6.2 SWOT
	


Strength
	The budget hotel kitchens usually have the strengths of standardised menus, lean food preparation methods and efficient utilisation of scarce resources (Waaje et al., 2024). These advantages allow the provision of regular services and control the costs, which is the key aspect in the context of budget hospitality.

	


Weakness
	The weaknesses are normally characterised by a lack of flexibility in its staffing, a lack of training budgets and dependency on well-established operational procedures (Heuser et al., 2022). These deterring flexibilities in high service seasons and other adverse impacts are changes in service speed and quality of food.

	


Opportunities
	The opportunity includes cost-effective strategies like cross-training of the staff, workflow optimisation and waste reduction strategies (Mondok, 2023). The strategies need not involve a huge amount of financial expenditure to boost efficiency in operations and satisfy the guests.

	


Threat
	The external threats involve the increasing competition in the low-end hotel industry, the escalating cost of operations and labour, and the inflated demands of the customers in terms of hygiene standards and food quality (Kariru, 2023). The lack of addressing such threats can lead to low satisfaction of guests and the loss of the competitive position within the markets.



The PESTEL and SWOT analysis has given an overview of internal and external forces that affect the kitchen operations at IBIS London Elstree Borehamwood. The political and legal environment through severe UK food hygiene, health and safety and employment laws has a direct influence on staff training, food-related processes and monitoring compliance (Bovay, 2022). On an economic front, increases in the costs of food and labour necessitate the handing out of costs by the hotel versus the quality of service and on a socio-economic front, customers are becoming increasingly demanding on high food hygiene and dietary awareness. These technological improvements like online ordering and on-site inventory could provide an efficiency benefit, but could be constrained by financial resources. Sustainability pressures on the environment require reduction of waste, as well as responsible sourcing. IBIS also enjoys the benefits of standardised menus and streamlined operational systems which have assisted in the encouragement of consistency and cost effectiveness, but staffing limitations and limited training funds are some of its weaknesses. There is a possibility of opportunities through cross-training and workflow optimisation, but the existence of a strong competition and an increase in the guest expectations is a major threat outside the firm.
[bookmark: _Toc221182799]2.7 Literature Gap
Although the existing studies provide a comprehensive coverage of the research element on the topic of guest satisfaction and food services quality in the luxury and five-star hotels, sufficient attention has not been given to the kitchen operations in a budget hotel. Most research has focused on the front-of-house services, having omitted the operational contribution of kitchen departments to the development of guest experience (Das, 2025). Besides, there are limited studies that specifically assess the utilisation of cost-effective kitchen improvements when based on secondary data. The gap implies the necessity of conducting specific case study research on the business operations of budget hotel kitchens like the IBIS London Elstree Borehamwood. This will help to improve the knowledge on how the efficiency of operations affects the satisfaction of guests and serves as an informative source of practical management initiatives.



[bookmark: _Toc221182800]Chapter 3: Methods
[bookmark: _Toc221182801]3.1 Overview of the Case Study Methodological Approach
The secondary data was the sole research approach, which made this study rely on the qualitative case study methodology. The case study method was chosen because it provided an opportunity to study kitchen work concerning the real-life situation in the hospitality industry, with a particular concentration on the IBIS London Elstree Borehamwood hotel. Bryman (2008) suggests that the case study research was exceptionally appropriate in studying contemporary organisational practises in their natural environment. The analysis of the kitchen operational processes, staffing level and the quality of services offered by the organisations was conducted with the help of the academic literature, reports of the industries and the publicly available information about organisations. The use of secondary qualitative data only was ethical because it allowed a thorough assessment of the impact that kitchen operations had on the satisfaction of the guests in a budget hotel setting. Also, contextual information on actual working conditions in the kitchen, staff dynamics, service demands and hygiene behaviours were observed during the informal working experience at IBIS London Elstree Borehamwood. This adds further support to the secondary information with the practical appreciation of the working dynamics.
[bookmark: _Toc221182802]3.1.1 Advantages, Limitations, and Associated Techniques
The methodology has provided an opportunity to combine several sources of secondary data, and this facilitated the triangulation and enhanced the validity of the results. The use of secondary data also saved time, cost and ethical issues that the primary data collection process mainly involves (Bryman, 2008). This method was, however, restrained by the information available and the magnitude of the available information, which may not have captured the full picture of the internal operations (Silverman, 2011). Also, the results obtained with only one case study could not be generalised to the overall hospitality industry. The thematic analysis was used as the main analytical method, which allowed identifying, organising and analysing recurring trends concerning kitchen efficacy, staffing, hygiene and satisfaction of guests.
[bookmark: _Toc221182803]3.2 Other Significant Methods Employed 
Besides the case study method, the qualitative thematic analysis method was used in analysing the secondary data collected. This approach was chosen because systematic coding and categorisation of text data on academic sources, industry publications and organisational reports were to be made simpler (Marshall, 2015). The concept analysis also helped in identifying the main themes due to research purposes, such as the operational flow, the quality of service and cost-efficiency.
[bookmark: _Toc221182804]3.2.1 Discussion of Their Relevance and Application
The thematic analysis was appropriate because it allowed integration of various secondary data to form logical analytical themes (Veal, 2006). This approach aided important contrasts of theoretical perspectives and operational activities in hospitality. The combination of a case study methodology and thematic analysis increased the level of analysis and still made it appropriate to the design of the secondary research (Saunders et al., 2012). On the whole, such techniques were useful to make evidence-based findings about the situation in the kitchen and satisfaction with the guests' stay in a budget hotel setting. 


 


[bookmark: _Toc221182805]Chapter 4: Findings and Discussion
[bookmark: _Toc221182806]4.1 Findings
[bookmark: _Toc221182807]4.1.1 Introduction
This section outlined the evidence of the secondary qualitative research that was carried out in this placement-based research project. The analysis was conducted in a systematic form using a thematic review of the academic materials, industry publications and publicly available data on the facilities of the hospitality industry that are related to kitchen operations and guest satisfaction in affordable hotels. An analysis has been done on operational practices usually linked to the budget hotel kitchens with specific reference to the IBIS London Elstree Borehamwood.
This section aims to report and describe the main findings that arise from the analysed data without interpretations and critical oppositions with the existing theories. The results were grouped into four themes that indicated key elements of operation that affected guest satisfaction. These topics were the flow of operations and efficiency in the kitchen, the capability of the staff and the workforce, quality of food and hygiene standards and cost-effective and consistent service delivery. The combination of these themes gave an organised interpretation of the impact of kitchen operations on customer satisfaction in a low-end hotel setting.
[bookmark: _Toc221182808]4.1.2 Details on the Project Findings / Results
Theme 1: Kitchen Operational Flow and Efficiency
The research showed that the flow of kitchen operations was one of the determinants of efficiency and customer satisfaction with services in the context of low-cost hotels (Beeyani, 2024). Secondary data revealed that organised working processes and well-established working processes helped in quicker service delivery and minimised delays in the peak seasons (Varma, 2025). Kitchen activities at the low-end hotels like IBIS London Elstree Borehamwood were observed to have been highly dependent on standard practices in order to accommodate a high number of guests with a small physical space. 
The discussion showed that all the inefficiencies in the flow of operations, such as bad coordination of the food preparation and service stages, were linked with it taking too much time to wait and inconsistent service provision. Small layouts of kitchen characteristic of low-end hotels were identified to add to the possibility of overcrowding and interference with workflow, especially during the breakfast service (Duffy, 2025). Such organisational limitations necessitated the proper sequencing of tasks to ensure efficiency in services.
The results also noted that there was effective communication between the staff in the kitchen and the front of the house to facilitate the running of the service. There exists a more reliable service delivery where the communication channels can be easily understood, and fewer guest complaints concerning delays were minimised (Naeem et al., 2024). On the other hand, the failure of effective communication enhanced the chances of operational errors and unhappy guests. All in all, an effective flow of operations in the kitchen was determined to be crucial in ensuring that speed, accuracy and pleasant experiences of guests during dining.
Theme 2: Staffing Levels, Skill Allocation, and Workforce Efficiency
The realised staffing and an effective workforce were found to be a big force towards kitchen performance and customer satisfaction. The results indicated that typical budget hotel kitchens had poor staffing that necessitated them to serve as employees to serve various roles in the process of service delivery (Rickwood, 2023). Such a strategy was identified to put pressure when it comes to operations, especially when the demand is high. The result of the analysis has shown that a good allocation of skills has a positive impact on the accuracy of service and the efficiency of its operations (Waqanimaravu and Arasanmi, 2020). The error in food preparation and delayed service time was minimised when employees were tasked with work within their skills and experience. Nevertheless, understaffing and lack of training led to more work pressures on an individual, thus contributing to poor service speed and reliability.
Staff turnover in the hospitality industry was another problem that was identified as constant. The results implied that a high turnover rate of the staff was a contributing factor to gaps in skills and a lack of continuity in the operations (Codling et al., 2022). The cross-training practices were cited as one of the strategies that enhanced flexibility in the workforce, which enabled the staff to cover various roles when the need arose. Multi-skilled staff in kitchens were observed to be more prepared to handle any form of unexpected absenteeism and demand fluctuations (Nasirian et al., 2024). In summary, the results showed that effective workforce arrangements and effective use of skills played a pivotal role in ensuring the performance of the kitchen and bringing about a stable quality of service in a low-end hotel setting.

Theme 3: Food Quality, Hygiene, and Service Accuracy
The quality of food and hygiene were found to be the major issues of satisfaction among the guests when dining in a budget hotel. The results showed that guests had heavy stress on cleanliness, food safety, and consistency, especially in hotels which had fewer options of food services (Zinn et al., 2024). The secondary data revealed a strong impact of the practice of hygiene on the perception of professionalism and trust in the hotel brand by the guests.
The review has identified that the rigorous food safety control measures and hygiene had a beneficial effect on the guest experiences and diminished the reputational risks. A lack of cleanliness or food handling was shown to significantly affect guests' confidence (Segbedzi et al., 2023). Budget hotels were demonstrated to make use of the standardised food preparation procedures to ensure they meet the health standards, as well as maintain uniform food standards.
The accuracy of the services, such as filling orders correctly and getting portions, also proved to be one of the critical determinants of guest satisfaction. Mistakes during food preparation or presentation were linked to the negative perception and low levels of satisfaction in the guests (Díaz-Farina et al., 2023). The results indicated that visitors were sensitive to small issues with food or hygiene, and that it would affect their overall experience at the restaurant (Zhu et al., 2024). Good food standards and hygiene standards were thus cited as one of the most important operational priorities.
	Theme Identified
	Example Guest Comment (Paraphrased)
	Operational Link

	Cleanliness
	“Breakfast area was clean and well organised.”
	Hygiene standards

	Service Speed
	“Staff were quick even during busy breakfast.”
	Workflow efficiency

	Food Quality
	“Fresh and hot breakfast options.”
	Food preparation control

	Accuracy
	“Order was correct and served promptly.”
	Staff training and communication





Theme 4: Cost Efficiency and Consistency of Service Delivery
The cost efficiency has been identified as overriding operational priorities in the budget hotel kitchen. The result indicated that DEA was on tight financial grounds, thus food costs, labour expenses, and the level of waste had to be precisely managed (Chauhan et al., 2021). The common strategies used to support cost-effective operations were standardisation of menus, portion control, and inventory management. Nevertheless, the evaluation revealed that extreme cost-cutting solutions might negatively affect the quality of the payment and the satisfaction of the guests (Yang et al., 2024). Declines in the staffing skills or ingredient quality were related to the slow delivery of services and decreased uniformity in the quality of food (Pimentel et al., 2022). The results indicated that cost-effectiveness was most effective when attained by process optimisation as opposed to service reduction.
Workflow optimisation and staff improvement were identified to improve the control of costs that could be sustained, and the results did not worsen service quality. Consistency and reliability in food service were also found desirable to guests, especially in a budget hotel setting, where the aspect of value-based expectations was the focal point (Olawuyi and Kleynhans, 2025). The aspect of workflow optimisation at IBIS London Elstree Borehamwood was seen through breakfast service where there were designated roles of staff whose presence minimised delays and enhanced efficiency in replenishment. There was informal feedback of staff indicating that cross training helped in the ease of cover during peak personnel. External comments made by the guests included services such as efficient service and well-organised breakfast that cost control may have been attained through process efficiency instead of taking control and lowering the service quality.
[bookmark: _Toc221182809]4.1.3 Summary of Findings
The results suggested that the operation of the kitchen is the key and multifaceted contributor to the satisfaction of the guests in the environment of the budget hotels. It was found that the control of the workflow was the key to the timely provision of services, minimised delays and operational stability at the times when people were needed most. Integrated interaction between the kitchen and front-of-house activities was also linked to the smoother service delivery and better dining experience (Anwar et al., 2024). The quantity of staff and the distribution of skills played a bigger role too since the lack of staff added pressure to operations and cross-training and task allocation provided assistance in the continuation and efficiency of the services.

Passing of food, cleanliness and accuracy of service were found to be important aspects that affected the perception of food, hygiene and accuracy in services among the guests. Adherence to food safety practises was correlated with the increase of professionalism and customer trust (Wang et al., 2025), whereas the minor breaches of cleanness or cooking were connected to the unfavourable levels of satisfaction (TAŞTAN and SOYLU, 2023). Among the operational priorities, the cost efficiency was revealed and process optimisation, but not service reduction was identified as a typical mechanism (Prakash et al., 2022).
[bookmark: _Toc221182810]4.2 Discussion
[bookmark: _Toc221182811]4.2.1 Introduction
This section has critically addressed the findings of the research in context to the available literature and the theories investigated in the literature review. The objective of this discussion was to deduce how kitchen operations determined the guest satisfaction in the setting of a budget hotel, which was deeply related to the IBIS London Elstree Borehamwood. The results were compared with previous studies in the hospitality field to find the areas where the analytical models of PESTEL and SWOT were used in assessing both the internal aspects of operation and external environmental factors. This section also discusses the research aims and objectives, investigated practical and managerial implications of budget hotel operation, identifies the limitations of the study and suggests meaningful examples on how future research and improvement can be made. This discussion was a holistic explanation of how kitchen operations influence the situation of guest satisfaction in budget hotels by combining empirical evidence based on the findings with the learnt theory.
[bookmark: _Toc221182812]4.2.2 Interpreting and Analysing the Research Findings
The results revealed that the flow of activities in the kitchen was a key factor influencing service efficiency and satisfaction of the guests, adding incredible insights to the body of literature in the hospitality industry. Past research focused on the fact that standardised processes and structured workflows will limit the delays in the services and improve the reliability of operations (Sundari et al., 2024). These arguments were supported by the findings in this study, as they revealed that effective flow of operations increased food delivery on time and service delivery was uniform in the environments of budget hotels. Operational efficiency seems to have been a critical factor in influencing positive dining experiences in the environment of IBIS London Elstree Borehamwood, as the volumes of guests and the lack of cooking space were especially significant (Pramanick, 2024). Thus, substantiating the fact that workflow optimisation was the key factor of good cuisine experiences.
Human resources and workforce efficiency were also discovered to have a considerable influence on kitchen operations, which agreed with the previous studies that human resource management in hospitality operations is vital. The results showed that a shortage of staffing created pressure on the workload, and there was a risk of inconsistency in the service delivery to customers, especially during peak hours (Piso, 2022). Nevertheless, cross-training and competent talent distribution were effective in alleviating these challenges due to the flexibility of the workforce (Menezes et al., 2025). This was in line with the fact that multi-skilled employees augment service dependability and operational endurance as presented by Iunius (2025). In low-cost hotel facilities where the financial restrictions do not permit a significant growth in the staffing, the workforce efficiency was identified as a major strategic aspect of guest satisfaction.
The quality of food, hygiene and the precision of service turned out to be the key drivers of guest satisfaction, which confirms the previous studies according to which food service became the main part of the hotel experience instead of a side product to it (Xu et al., 2025). These results were consistent with those of Singh (2024), who suggested that the level of hygiene and food consistency has a significant impact on the trust and loyalty of guests. Since the menus of the budget hotels are frequently minimal, any inconsistency in the quality or cleanliness of the food that is served will become more conspicuous to the customers (Elshaer et al., 2025). Thus, it was implied in the discussion that keeping high standards of hygiene was not only a law but also a strategy to preserve the brand image and guest trust.
The issue of cost efficiency became a predominant theme in the operation, which was due to the financial nature of budget hotel operations. It was demonstrated that the use of cost control measures like menu standardisation and portion control was highly employed to secure profitability (Zainol et al., 2023). However, the discussion also showed that too much cost-cutting may decrease the quality of service. Tan et al. (2024) contend that the effectiveness of services should be balanced with operational efficiency. Maximisation of the process, as opposed to reducing the services, was thus found to be a more sustainable way of attaining cost efficiency without reducing the satisfaction of the guest (Mitev et al., 2025). This observation showed the sophistication of running a kitchen business in low-end hotels, where money limitations and service demands should be very balanced.
[bookmark: _Toc221182813]4.2.3 Addressing the Research Topic, Objectives, Questions, Exploring Implications, Acknowledging Limitations and Pointing Out Valuable Areas 
The study question was to find out the effect of the kitchen operations on the guest satisfaction in a low-cost hotel setting, and the results of the study gave a clear indication that kitchen performance had a big effect on the dining experiences of the guests. The initial research question that concerned the evaluation of the operational flow in the kitchen and the number of employees required was answered by identifying workflow efficiency and workforce adaptability as the process power. As the discussion demonstrated, the swift process of operations and the proper allocation of staff helped to achieve the speed and consistency of the services, which directly translated into the creation of positive guest perception.
The second goal, which looked into the guest satisfaction criteria in terms of food quality, hygiene and the accuracy of services, was realised as well. The results have substantiated the unanimous findings that cleanliness, consistency and reliability were the factors appreciated by the guests (Wąsowicz-Zaborek, 2024).
The third goal aimed at determining the most critical challenges of the operations was met by determining the limitations of staff, space, cost pressures and high turnover rates. The SWOT and PESTEL frameworks were also used to analyse these challenges. In the SWOT analysis, the balanced strengths were those of standardised operations and cost efficiency, and the weaknesses were limited staffing flexibility. Some of the opportunities found were associated with the staff cross-training programmes and process optimisation, and the threats were found in the form of increasing operational costs and increasing the expectations of the guests (Jun et al., 2024). In PESTEL, the legal and economic forces, along with other factors, were identified that reflected a strong impact on the kitchen operations, especially the issues related to food safety and inflationary forces.
This study had serious practical implications for the budget hotel management. The conversation indicated that hotel managers ought to focus on optimising workflow, cross-training of staff and proper hygiene management, which would improve the work of the kitchen without significant financial expenditure (Anumudu et al., 2025). These plans were in line with the practical skills requirements of the module as they showed how the theoretical skills could be implemented in actual hospitality settings.
On the other hand, the research also had to reveal shortcomings which have to be discussed. The use of only secondary qualitative data hindered the possibility to intricately gain information on first-hand operations or guest opinion that is unique to IBIS London Elstree Borehamwood. Also, the revealed case study was not sufficient to define the generalisability of the research results to the broader hospitality industry. Placement-based research studies have time constraints that led to the limitation of the data analysis scope.
Despite these shortcomings, the study offered some essential information on how the kitchen business in the budget hotels works and suggested future research areas. Primary data collection can be used in future research by interviewing staff or conducting surveys with guests to develop a better understanding of the operations of the institution (Chand, 2025). There are also opportunities for making comparative studies across the various brands of budget hotels, which may increase generalisability and draw conclusions about the industry as a whole.
On the whole, this discussion has revealed that kitchen operations were very critical in determining guest satisfaction in a budget hotel setting. The study was an effective assessment of internal operational practises and external environmental factors by incorporating empirical results with the previous literature and analysis. The discussion was thus successful in meeting the research aim and objectives, as well as providing practical and academically based information in relation to hospitality management as practice.
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[bookmark: _Toc221182815]5.1 Conclusion
The purpose of the research was to determine the effects of the kitchen functions on the satisfaction of guests in a low-end hotel, IBIS London Elstree Borehamwood, as a case study. Using a secondary qualitative research design, the research examined the effect of operational variables in the kitchen department on the quality-of-service delivery, perception of the guests, and general eating experience. The research has explored the lack of studies on the hospitality literature that have focused primarily on front-of-house activities of the hospitality industry at the expense of back-office activities, including kitchen management.
The results proved that kitchen activities were determinant towards the satisfaction of guests in budget hotels. Lean kitchen operation flow was identified as a key factor in determining speed and consistency in the service. Following a structured workflow, efficient task grouping, and management between kitchen and front house staff turned out to be mostly helpful in minimising wait times at the service and improving the dining experience of the guest (Rodríguez and Samaniego, 2023). Operation efficiency in a budget hotel setting, where the lack of capacity and resources is typical, was found to be the key to ensuring that one could deliver satisfactory services during rush hours. Anthropogenic outcomes supported the rationale of process design and workflow management as the strategic instrument, but not necessarily as the operational issue.
The kitchen performance had also been noted to have been significantly contributed to by the staffing level and the efficiency of the workforce. It was established in the study that the average number of employees in the kitchen of the budget hotels was quite low, meaning that their operations were strained by fewer employees, and the work pressure became very high. Nevertheless, there were efficient skills distribution and cross-training activities that alleviated these problems by enhancing flexibility and continuity in the services (Rickwood, 2023). This observation was especially true in the case of the budget hotels, where the finances do not permit the elevation of staffing levels.
An important factor that came out as a priority in defining the guest satisfaction was the quality of food, hygiene and accuracy of the service. The study established that guests put a great emphasis on cleanliness, food safety and consistency, especially in low-end hotels where the options of food are few. Hygiene compliance increased the confidence of the guests and supported good brand images (Rana and Meena, 2025). The breach in food quality and hygiene could defeat the satisfaction and destroy the reputation. The results underlined that the kitchen hygiene and service accuracy were not only the regulatory requirements, but also the key elements of the management of guests' experience.
It was found that cost efficiency was the prevailing operational priority in the decision-making of the kitchen. The analysis has revealed that the incorporation of cost control mechanisms like menu standardisation, portion control and reduction of waste were the key strategies of revenue generation that budget hotels applied to stay afloat. However, the results indicated that when cost cutting is excessively done it may have an adverse impact on the service quality and guest satisfaction when done in excess. Optimisation of the processes and efficiency of the workforce was the best way of sustainably cutting costs, and not at the expense of the service provision (Quintás et al., 2023). Through this conclusion, the strategic operational management became significant in balancing between financial performance and service quality.
The findings and discussion were useful in meeting the research objectives. The analysis of kitchen operation and staffing demands was an indicator of the significance of efficiency and the capabilities of the workforce (Pramanick, 2025). The standards on guest satisfaction involving quality of food, cleanliness and accuracy of the services within the hotel were identified and analysed clearly. Among the analytical models applied to the study of core operational issues, such as the lack of personnel, space and cost pressures, were the frameworks of PESTEL and SWOT. Lastly, the research formed an effective basis to inform effective recommendations on cost-effective and practical solutions based on the hospitality hotel setting.
The research had a number of limitations, even though it contributed to it. The use of only secondary qualitative data did not allow the option of gaining first-hand information about the experiences of guests or employees working in the IBIS London Elstree Borehamwood kitchen. The fact that a single case study was used also restricted the range of generalisation of the findings to the larger hospitality industry. Also, time limitations were part of the placement-based research that restricted the data analysis. These limitations were, however, alleviated by the use of believable and varied secondary sources, which served as backing for a strong and ethical research design.
Conclusively, this research showed that operations in the kitchen constituted a key factor in determining satisfaction by guests in low-end hotels. The research presented a good insight into the strategic significance of managing the kitchen, as the relationships between operational efficiency, workforce management, inspections on food quality, inspections on food hygiene, constraints on costs and the interconnections were highlighted. The results added to knowledge in the field of hospitality management and provided a practical background on how to enhance the level of operational performance and customer satisfaction in the budget hotel setting.
[bookmark: _Toc221182816]5.2 Recommendations
Following the findings, insights and placement experience during this research, there exist several practical and cost-effective recommendations in an attempt to assist IBIS London Elstree Borehamwood to optimise its kitchen processes and increase guest satisfaction. These suggestions are to be realistic, scalable and should be in connection with the operations of the budget hotels.
To begin with, the area of prioritisation should be workflow optimisation in the kitchen department. Hotel management should periodically review kitchen layouts and the sequence of tasks so as to reduce congestion and delays in serving clients, especially at the peak breakfast times (Rana and Meena, 2025). These can be as simple as changing the way the roles are assigned during service and ensuring that there is better coordination between the preparation and service areas, which do not necessitate a great deal of financial expenditure to initiate. Standard operating procedures such as setting up breakfast, food safety (HACCP-based controls), the temperature logging, cleaning schedules, stock rotation (FIFO) and the setting up of specific roles in service and the certifiable hygiene training adherence provide a clean workflow implementation.
Secondly, the cross-training and skill development of the staff should be reinforced. Existing training is done in accordance with the Accor standards such as the hygiene certification and role-based training. Nevertheless, the cross-training is not conducted as well and may improve the flexibility of the operations. With the weaknesses mainly due to the staffing constraints experienced by low-end hotels, a multi-skilled employee base would increase resource capacity and resilience (Xue et al., 2022). The kitchen staff should be trained to hold various positions, as this would enable the hotel to respond better to any demand fluctuations and minimise the inconveniences caused by the absence of certain staff. Periodic refresher training on service consistency in terms of accuracy in food preparation and hygiene methods would also contribute to better services.
Thirdly, hygiene control and food quality control ought to be a strategic option. The hotel would maintain a high level of observation of food safety rules and hygiene standards. Periodic in-house audit and hygiene checks can be used to isolate the possible hazards before they influence customer satisfaction. The focus on cleanliness and regularity when preparing food will strengthen the trust of the guests and the safety of the hotel brand (Rodríguez and Samaniego, 2023). Hygiene standards must clearly assign particular responsibilities to the kitchen staff.
Fourthly, process improvement should be an element that brings about cost efficiency as opposed to service minimisation. The hotel is advised to reduce food waste by ensuring that it manages inventory, controls portions, and forecasts demand (Karakas, 2021). Settlement of the menu should also be adopted where necessary, but this should be reviewed occasionally to make sure that the food quality is not at stake. Cost reductions would result in long-term savings of money, and no guest experience would be harmed by the time-consuming waste analysis and service bottlenecks analysis (Quintás et al., 2023).
Fifthly, there should be improved interaction between the front-of-home and kitchen teams. Effective communication helps in the easy delivery of services as well as minimising mistakes (Thakur and Bhardwaj, 2023). Short pre-service discussions may be used to set some objectives, clarify the engagement and answer possible operational challenges. Better communication may also facilitate faster problem resolution in the line of service, which will have a positive impact on the perceptions of the guest (Talukder and Kumar, 2025). The communication is currently done through Shift briefings, messaging employee groups, service handovers and direct interaction between kitchen and front-of-house staffs.
Lastly, the monitoring of performance should become part of the activities in the kitchen. The hotel ought to set forth performance indicators based on the speed of the services, quality of food and adherence to the hygienics (Hasbi et al., 2024). These indicators should be reviewed consistently, and they would help the management to provide continuous improvement and proactively respond to arising concerns. Online reviews and other comments submitted by online visitors in the food service industry need to be tracked in order to detect trends and areas that need to be addressed.
Overall, the recommendations are based on low-cost solutions that are realistic about the nature of operation in IBIS London Elstree Borehamwood. The hotel is able to reinforce performance in the kitchen and increase customer satisfaction by enhancing work performance through workflows, workforce capability, ensuring high levels of hygiene and cost efficiency versus service delivery. These strategies would facilitate operational effectiveness in the long term and reinforce the competitiveness of the hotel in the low-cost hospitality segment.
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