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[bookmark: _Toc212575604]Abstract
The study is a critical analysis of the guest satisfaction determinants of the Food and Beverage (F&B) services of Hotel Indigo Bath which is a boutique hotel situated in the heritage city of Bath in the UK. The study will focus on understanding how the quality of the food, the competence of the staff and ambiance that has been enhanced by the use of technology can affect the satisfaction of the guests and their loyalty and how these two can affect the customer experience in totality. The theoretical frameworks adopted in the study are the SERVQUAL Model and the Expectancy-Disconfirmation Theory that are used to investigate the relationships existing between service quality, emotional engagement and technological innovation in the present hospitality setting.
The research is based on the secondary research of the scholarly literature available, the hospitality reports, and the case evidence. The findings have demonstrated that three areas, including quality of food and menu planning, staff professionalism and emotional intelligence and ambience with technological adjustments are the pillars of guest satisfaction in boutique hotels. They found that an appreciation of quality, recurring, and innovative F&B services resulted in formulation of emotional and sensorial attachment of the guests in conformity with operational accuracy and value generation. Moreover, the importance of employee skills that have the potential to help in service delivery, particularly in empathy, professionalism and communication, were also discovered as having a significant between-service delivery and customer emotion ability that can make ordinary dining experiences more personalized service experiences.
The other revelation that happened is in connection to the shift of purpose of ambience and decor that is beyond an aesthetic experience but a psychological stimulants that influences the mood, comfort and social networking of the hosts. It is further observed that the interior design and lighting, along with the spatial arrangement, complement the brand recognition and authenticity, particularly when reminiscent of the local culture and attitude of Williams-Sonoma towards healthiness. Hotel Indigo Bath, in this instance, implies that it will be in a position to enhance its perception of place by making it locally inspired through design motifs and materials, environmental-friendly, and digital means to make the hotel more personalized. The technological incorporation has become a revolution that will add value to the ambience and practicality. The use of technology, including IoT-based kitchen systems, predictive guest analytics, and smart energy management systems, can be used to create more opportunities to focus on satisfying the visitor with the use of transparency, personalization, and sustainability. However, the results also confirm the significant point that technology should improve and not substitute human warmth in hospitality relationships.
On the managerial side, the research recommends that the leaders of the hotel should follow a middle way approach that combines the humanistic approach to service provision and digital transformation. The focus on genuine and empathetic staff-guest relationships should be followed by prioritizing emotional intelligence and communication training of the staff as well as technological investments to avoid losing authenticity and empathy. Furthermore, the cooperation with the suppliers locally and sustainable sourcing have to be reinforced to support the community and environmentally responsible behaviour. Experience differentiation as part of blending heritage, culture, and innovation is one strategy that Boutique hotels can use to achieve competitive positioning. Hotel Indigo Bath can use this approach to achieve its goals.
Theoretically, the study builds on the SERVQUAL dimensions, including tangibility, reliability, responsiveness, assurance, and empathy by incorporating the technological adaptability and emotional ambience as the modern extension of service quality. Equally in the Expectancy-Disconfirmation paradigm, it confirms that the contemporary guest contentment is more inclined to shaped perceptions of innovation, openness, and customization, in addition to the conventional service anticipations.
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1. [bookmark: _Toc212575605]Chapter 01: Introduction
0. [bookmark: _Toc212575606]Background 
Hospitality industry and particularly in the example of small boutique hotels as in Hotel indigo bath pays significant emphasis on food and beverage (F&B) services as one of the pillars of the guest experience. The higher the degree of competition, the higher the desired services, menu plans, and a good ambience among the natives (Darmawan and Grenier, 2021). The food, the service of the employees, and the ambience are considered to be among the most significant details about a stay that makes it memorable (Ali et al., 2025). F&B is a major factor to determine the level of satisfaction among guests, and therefore, understanding the operating environment of these services makes a difference in maintaining a competitive edge in hospitality (Davis et al., 2018).
0. [bookmark: _Toc212575607]Problem Statement
Despite the significant role that quality of F&B services plays in the overall experience of the entire guest, there is a paucity of literature on the effect of these services directly on the level of satisfaction within the hotels in reference to the industry of boutique hotels, such as Hotel Indigo Bath. The trends of the preceding study have concentrated mostly on the larger hotel chains as contrary to the details of the smaller hotel: the boutique (Soto Setzke and Krcmar, 2021). Therefore, there is the need to examine the impact of service quality, menu selection, environment, and worker performance on customer satisfaction in this kind of establishment (Abdullah et al., 2022).
0. [bookmark: _Toc212575608]Research Aim
The purpose of the study is to measure the impact of food and beverage (F&B) services on the level of guest satisfaction at Hotel Indigo Bath, where service quality, menu selection, atmosphere and staff performance are the key factors that influence the total experience of the guest.
0. [bookmark: _Toc212575609]Research Objectives
1. To determine the F&B operations components that lead to guest satisfaction or dissatisfaction.
1. To assess the relationship between service delivery, food quality, and customer expectations at Hotel Indigo Bath.
1. To propose recommendations on enhancing F&B services to enhance overall satisfaction and loyalty of the guest.
0. [bookmark: _Toc212575610]Research Rationale
The impacts of food and beverage operations on satisfaction among the guest are critical in making sure that service delivery in the latter hotels can be improved. It is likely that the proposed research will address the gaps in the literature as it explores the operational aspects of F&B services in Hotel Indigo Bath which can provide information concerning how to enhance service delivery.
0. [bookmark: _Toc212575611]Research Significance 
The performance outcomes of the current study will offer Hotel Indigo Bath with reasonable recommendations on how to enhance the F&B services, guest satisfaction, and brand loyalty. It will also contribute to the deficient literature on F&B operations in boutique hotels in the scholarly field and will offer instrumental facts to the hospitality industry.
[bookmark: _Toc212575612]

1. Chapter 02: Literature Review
1. [bookmark: _Toc212575613]Introduction to Literature Review
The literature review aims at explaining the current volume of literature on the topic of food and beverage (F&B) operations and its influence on guest satisfaction in the hospitality sector. By conducting constructs of theories related to the Expectancy-Disconfirmation Theory regarding the quality of services, the SERVQUAL model as well as Kano Model, this section will attempt to provide a reasonable ground on the finding of the meaningful elements of F&B service that can deliver satisfaction among the guests. It also reveals the gaps in the existing literature, i.e., in the sphere of the boutique hotels, and the post-pandemic problems the F&B industry is facing.
1. [bookmark: _Toc212575614]Theoretical Foundations
1. [bookmark: _Toc212575615]SERVQUAL Model
The SERVQUAL model is one of the service quality models created by Parasuraman, Zeithaml and Berry; it comprises five critical aspects of service quality namely tangibility, reliability, responsiveness, assurance and empathy. Such dimensions are also especially relevant to the food and beverage (F&B) service delivery, since it influences the experience of a guest directly (Davis et al., 2018). Tangibility is a concept that addresses all aspects of the physical aspect of service provision such as cleaning of bonuses and the appearance of staffs and the physical buildings (Veal, 2006). To illustrate, food presentation and restaurant ambience are considered as influential factors in determining quality perception of customers in F&B, reliability is linked with the ability to meet customer expectations particularly about quality of food and when it is received in good time (Aboubakr and Bayoumy, 2022). The eagerness of the personnel to help the guests and serve them in a short period of time is called responsiveness and can directly affect guest satisfaction (Abdullah et al., 2022; Silverman, 2011). The ability of the staff to induce confidence in the guests is referred to as assurance and the concern and care offered to the customers as personalised is referred to as empathy which is a key contributor to loyalty (Ali et al., 2025).
1. [bookmark: _Toc212575616]Expectancy-Disconfirmation Theory
The customer satisfaction will be determined according to the Expectancy-Disconfirmation Theory, which assumes that the difference between pre-service expectations and post-service perceptions causes it (Gimeno-Arias et al., 2021). When service is of higher quality than anticipated, the customer gets positive disconfirmation and satisfaction (Chatterjee and Ghatak, 2022). Conversely, absence of conformity to the service turns out to be dissatisfaction due to adverse disconfirmation. Regarding F&B, then possibly, the anticipation of the fine dining experience by a customer is associated with the quality food service and high quality of food (Mohseni et al., 2021). The visitor is likely to report contentment with them in case it matches or even exceeds their expectations which will enhance their overall perception of the hotel in general (Del Chiappa et al., 2017).
1. [bookmark: _Toc212575617]Food and Beverage Operations in Hospitality
2. [bookmark: _Toc212575618]Core Components of F&B Operations
The variety of core segments that comprise the F&B operations has a direct influence on the satisfaction of the guests. The menus form a fundamental factor in shaping the experiences of a guest when it comes to dining (Tahir et al., 2024). The created menu must be based on what the customer wants and not offer too much variety and specialty (Mahafzah et al., 2020). Quality of the food is the most vital; it has always been investigated that the guests are going to gauge their satisfaction with the quality of taste, freshness and the manner food is served (Ali et al., 2025). Also, the primary ones are hygiene and food safety (Gunawan, 2022). According to the authors, properly performed sanitation practises and food handling has to characterise the F&B services to ensure trust as well as prevent unpleasant experiences (Rachman and Hapsari 2024).
2. [bookmark: _Toc212575619]Role of Ambience and Décor
Fambul and big-screen setting in an F&B setting significantly contribute to the meal experience. The decor of the interior of a boutique hotel such as Hotel Indigo Bath must be in line with expectations and the hotel brand. Another article conducted by Davis et al. (2018) also highlights the need to create a hospitable environment to enhance the sensory experience, i.e., the lighting, music, and the sitting position. The decoration makes the tone, in addition to offering the perceived value of the meal. An appealing and soft environment will result in the increase of the likelihood of returning to and referrals (Jia et al., 2024).
2. [bookmark: _Toc212575620]Staff Training and Customer Interaction
The staff training and interactions with customers are components of the F&B affairs that also involve guest satisfaction. According to Mahafzah et al. (2020), trained staff can have the capacity to foresee the desires of its guests, provide them with a personalised service, and handle complaints, which enhances the customer experience. The other major part of communication has a role to play in F&B service (Agag et al., 2024). The aspect of being attentive and courteous compels clients to expect the services that are offered to them, and therefore, the absence of the expectations tends to cause dissatisfaction (Gimeno-Arias et al., 2021). Furthermore, the increase in customer satisfaction and revenue can be achieved with the help of the training on the upselling technique, knowledge about the product and customer care (Davis et al., 2018).
1. [bookmark: _Toc212575621]Guest Satisfaction and Loyalty
Guest satisfaction is one of the components of customer retention. It has been found out that satisfied customers are more likely to be returning and refer others to the hotel. The quality of food and beverage services is directly related to satisfaction and, therefore, loyalty (Naini et al., 2022). The indicatively, the survey undertaken by Abdullah et al. (2022) revealed that customer loyalty is high in the restaurants at five-star hotels where the quality of food and service has not declined. The outcome of said loyalty is the repeat business and positive word-of-the-mouth referral, which are important in solidifying competitive edge in the hospitality industry (Del Chiappa et al., 2017).
1. [bookmark: _Toc212575622]Post-Pandemic Service Challenges
The COVID-19 has altered the consumer needs within the hospitality industry drastically, particularly those that concerned hygiene and safety. The future perspective of contactless services in terms of the advancements of mobile ordering and payment systems to decrease physical interaction with customers has increased (Davis et al., 2018). Besides, the emphasis on local buying and sustainability is enhanced as the guests are more conscious of the impact on the environment. According to DSouza and Sardesai (2024), an additional cause of the staffing challenge is the pandemic which many hotels can hardly find and keep competent staff members, and this factor also preconditions the quality of the services. Such challenges have pushed some of the facilities to make improvisations at a rapid pace by incorporating new operating processes to match the evolving customer needs (Venkatakrishnan et al., 2023).
1. [bookmark: _Toc212575623]Identified Gaps in the Literature
Even though a lot has been covered in researching on F&B operations in major hotels and resorts in this country, there is a lack of studies that specifically comment on the case of the boutique hotels. Furthermore, the literature regarding the significance of the staff training and menu innovation when it comes to defining the satisfaction of the guests in the small scale F & B operations, is extremely limited. The presence of such gaps in the literature implies that the research on the topic of staff interaction, personalization, and menu customization is necessary in the context of the boutique hotels, which form the basis of the guest experience on Hotel Indigo Bath.
1. [bookmark: _Toc212575624]Chapter Summary
This chapter has surveyed the theoretical underpinning on which the research of F&B activities in hospitality is performed. The problem of factors leading to guest satisfaction could be discussed using SERVQUAL model, Expectancy-Disconfirmation Theory and Kano Model. The literature review helped to identify in addition to the gaps in the literature research, the key themes being the relevance of food quality, ambience and staff training besides the gaps in the literature research specifically on the case of a boutique hotel like Hotel Indigo Bath. The basis of this understanding will be constructed in the next few chapters where we will discuss facts and empirical processes of this study.


1. [bookmark: _Toc212575625]Chapter 03: Research Methodology
2. [bookmark: _Toc212575626]Introduction
The chapter presents the research method that would be applied in the study The Role of Food and Beverage Operations in Shaping Guest Satisfaction: Evidence on Hotel Indigo Bath. It outlines the philosophy of the research, approach, data collection and data analysis methods and ethical issues. The process of methodology provides the context between theory and data and renders the findings valid and repeatable (Davidavicianiene, 2018). Another way that the proposed study will learn is how the quality of food, service offered, ambience and staff performance influence the satisfaction of the customer, via the systematic and evidence based secondary research design that is in home with the proposed objective of the academic placement project.
2. [bookmark: _Toc212575627]Research Philosophy and Approach
The philosophy and approach of the research are founded on the interpretivist philosophy and inductive approach. The interpretivism is highly subjective in terms of the human experiences in order to assist in the exploration of the perceptions of the guests to food and beverage (F&B) operations (Patel and Patel, 2019). The philosophy is appropriate since the research is focused on the personal and emotional aspects of the dining experiences and cannot be measured (Collis and Hussey, 2014). The inductive process does not allow falsification of putdown theories, but allows the themes to come out on the literature. According to Snyder (2019), the literature-based research facilitates the development of conceptual information and patterns of information relying on existing literature, thereby, is a suitable source of the analysis of the level of guest satisfaction.
2. [bookmark: _Toc212575628]Data Collection
The study relies on qualitative secondary data which is in the form of academic articles, hospitality journals and reports the industry releases (Saunders et al., 2012). The databases of Google Scholar, ScienceDirect and the International Journal of Hospitality Management were taken into account. The technique based in this office ensured that credible information could be collected without spending money and time working in the field. As Snyder (2019) pointed out, literature reviews increase the validity because they critically synthesise peer-reviewed evidence. The data reflects such considerations as the quality of the food, the development of a menu, the service provision and the contact with employees, which are the key concerns of guest satisfaction.
2. [bookmark: _Toc212575629]Data Analysis
The data was analysed with the help of the thematic analysis and identified recurrent patterns and themes in the literature. Similar to Patel and Patel (2019), it was through coding and categorization that the interpretation of the effects that F&B operations have on satisfaction was realized. The SERVQUAL model served a purpose that offered an avenue of application of service quality dimensions (reliability, assurance, empathy, and tangibility) relating to the dining experiences.
2. [bookmark: _Toc212575630]Ethical Consideration
The ethical practices were also enforced by ensuring that all the materials used were used appropriately, referenced and purely scholarly (Cottrell, 2014). The research work involved a secondary data, therefore minimal chances of ethical issues. It centred on honesty, precision, and transparency.
2. [bookmark: _Toc212575631]Chapter Summary
The chapter has presented a design of thematic analysis, inductive, thematic and using secondary data, design. This approach will be credible in a line of Snyder (2019) and Davidavicianene (2018) and yield the results, which will guide F&B operations to enhance guest satisfaction in Hotel Indigo Bath. 


1. [bookmark: _Toc212575632]Chapter 04: Results and Analysis 
3. [bookmark: _Toc212575633]Introduction
The chapter reflects the findings and thematic analysis of the literature of food and beverage (F&B) operations/guest satisfaction at Hotel Indigo Bath. It examines three main themes; the quality of food and menu, competence of staff and ambience with technology based on the secondary qualitative evidence.
3. [bookmark: _Toc212575634]Thematic Analysis 
1. [bookmark: _Toc212575635]Theme 01: 
Guest satisfaction in the food and beverage (F&B) industry has always been primarily dependent on the quality of food and menu design, with special consideration to the core of the business, a boutique hotel like Hotel indigo bath. Efficiency and innovation in food operations, as well as consistency in service provision, all relevant to high food quality, are factors that create the excellent guest experience (Geminarqi and Purnomo, 2023; Marshall, 2015). The literature indicates that operational management in the field of F&B does not simply rely on the culinary competencies but also on the structured practices that will result in the quality, cleanliness, and sustainability of the value chain (Chatterjee et al., 2024). This operation in the case of boutique hotels is converted into designing distinctive and high-end menus, which convey authenticity whilst still providing consistency in the flavor and the presentation of the food (Mun et al., 2021).
The focus on food freshness, food safety, and food hygiene is regarded as critical elements of guest satisfaction as they precondition sensual and psychological understanding of the quality of services (Demir and Dincer, 2020). In addition to the taste of the food, guests consider that hygiene is the measure of the general professionalism of a hotel (Geminarqi and Purnomo, 2023). Thus, food safety will be on the global hospitality standards, because operational excellence and systematic management of the kitchen can help to achieve it. Also, some of the latest technologies and instruments, like Internet of Things (IoT) sensors, allowed improving real-time quality control and temperature regulation in current F&B environments, reducing the risks of contamination and food waste (Ali et al., 2023; Mainardes et al., 2023).
The menu design is very critical in determining how creative and valued by the guest the menu is. Fortunately, well-organized menus reflect an equal balance between traditional and modern food, which is inclusive of different eating habits (Saryatmo, 2021). It is mentioned in the literature that digital supply chain solutions can be adopted to streamline procurement and ingredient management and provide seasonal and sustainable menu innovations (Bayona-Saez et al., 2017; Kim et al., 2022). This flexibility helps serve customers-based initiatives as menu development is based on the changing eating habits like plant-based foods or allergen-free cuisine. Boutique hotels use these strategies to keep differentiation and customized experiences in their guests (Mun et al., 2021).
Besides the actual cuisine, the technological change has also renegotiated the course of interaction that the guests have with the menu provisions. As an example, transparency, speed, and accuracy in order-taking are enhanced by using the Point-of-Sales (POS) systems and digital menus, which reduces human error and maximizes the satisfaction (Ramos and Castro, 2017). DSouza and Sardesai (2024) also note that contactless digital systems and AI-enabled menu customization have turned out to be essential elements to embody operational efficiency and guest convenience in post-pandemic hospitality settings. Surveillance of guest information is also incorporated in such systems to be able to tailor menu items to individuals to enhance the experience of a memorable and personalized dining experience (Lavorato and Piedepalumbo, 2023).
In addition, technologies of Industry 4.0 have also supported the real-time alignment of the kitchen, inventory, and services to improve food delivery time and eliminate operational inefficiencies (Demir and Dincer, 2020). The implementation of frameworks of digital transformation has demonstrated a considerable improvement in quality management and the interaction with guests as a part of F&B activities (Chatterjee et al., 2024). Similarly, computer-generated intelligence facilities, including intelligent ordering platform and robotics, already began supporting human chefs in making uniform high-quality meals (Ivanov and Webster, 2023). These technologies provide a level of automation and creativity in that innovation and technology help in the development of culinary art instead of eliminating it.
Finally, the concept of open innovation promotes relationships among suppliers, chefs, and local manufacturers to constantly update the menu (Bayona-Saez et al., 2017). These types of collaboration will guarantee the menus dynamic, sustainable and culturally authentic. With the ongoing digitalization of the F&B industry, the incorporation of intelligent operational systems and innovative planning of the menu have to keep up with the changes in the boutique hotels business. Overall, the integrated effect of quality management, electronic advancement, and open co-operation is what constitutes the issue of food excellence in the contemporary context. Nevertheless, guests want not only delicious but also transparent, technologic and ethical preparation of food, and this is why the quality of food and menu design has become the core center of satisfaction of the guest in the modern hospitality industry.
1. [bookmark: _Toc212575636]Theme 02:  Staff Competence and Service Interaction
The experience and professionalism of workforce and their interactions with customers are the keystone to their satisfaction in the food and beverage (F&B) sector, including the Hotel Indigo Bath. The literature employing trained, emotionally intelligent, and tech-enabled employees is used at all times as a source of guest commitment, and functioning eminence (Cousins et al., 2019). Competent staff can convey the technical expertise to the emotional appeal that brand an average service into a unique and remarkable guest experience. Staff competence extends further than the performance of the task to include empathy, flexibility, communication, and effective use of new digital tools to improve service performance (Wei and Simay, 2023).
Online transformation of the F&B processes has brought new demands on employee expertise. As explained by Koebnick et al. (2020), this transition to Industry 4.0 means the employees are supposed to incorporate digital business models in their day-to-day activities, where service decisions are made with data-based insights. This is being reflected in the use of smart tablets as the ordering system by the staff, menu predictions analytics, and AI-assisted guest profiling in a boutique hotel. Implementation of these tools will be affected on proper use that is based on extensive staff trainings which develop some element of technical literacy and confidence. According to Wei and Simay (2023), artificial intelligence implementation in the F&B industry will be affected by employees, whose eagerness to use the intelligent systems will help in fostering the efficiency of the process without reducing the human touch in hospitality.
Besides, the simplification, which is technologically facilitated, contributes to enhancing customer relation. According to Hariyanto et al. (2025), digital platforms have the potential to optimize the front-of-house operations so that the staff can devote more time to emotional interactions instead of the administrative functions. An example is when automation is used in the billing or reservation system and thus waiting time is minimized hence enhancing guest satisfaction. In a similar vein, the study conducted by Cheng et al. (2024) demonstrated a direct correlation between the responsiveness of the staff and the communication and customer loyalty in the F&B restaurants. By giving employees real time operational data, they will be able to predict better the needs of guests adapting the delivery of their services to the expectations.
The utilization of blockchain technologies in the F&B supply chains has also impacted the interaction among the staff and their responsibility. According to Jang et al. (2024), transparency and traceability are created through adoption of blockchain, where employees are expected to convey and explain such value propositions to guests. Employees become brand ambassadors in that way and describe the sustainability of sourcing and ethical behaviors, which builds the perceived authenticity of the services. Similarly, as Kholaif et al. (2023) demonstrate, the recovery in green supply chains following the COVID-19 pandemic is strongly dependent on the staff awareness regarding digital traceability tools and big data analytics, which is an indication of a hybrid between operational competence and environmental responsibility.
Also, technological and scientific inventions have transformed the way of staff ensuring consistency in quality. Ronquest-Ross et al. (2018) note that sophisticated applications of food science require employee upskilling so that standards within preparation and presentation can be maintained. Simultaneously, as Park et al. (2024) prove, the food processing industry is now using membrane technologies that need staffing with the advanced thinking of the novices of sustainability practices to maintain freshness and hygienic conditions. This science, sustainability, and service connectivity earns the trust of the guests and proves operational competence of the hotel.
There has also been the influence of digitalization in the manner in which the staff interacts with customers by using outsourced and online service platforms. As See-Kwong et al. (2017) elaborate, outsourcing to delivery services helps to redistribute the staff roles in such a way that they have the responsibility of ensuring customer communication and quality control beyond the restaurant premises. Such a hybrid model of service requires the flexibility of communication and adaptation of technologies to maintain customer satisfaction on both online and offline platforms.
The Supply Chain 4.0 has strengthened the significance of making staff decisions based on data. According to Ali and Aboelmaged (2022), the willingness of employees to communicate with digital ecosystems is the factor that defines the efficiency with which F&B establishments can apply the principles of Industry 4.0. Having staff members who can interpret system analytics allows them to quickly deal with the feedback of guests, as well as fix problems and propose menu changes. Likewise, Vitsentzatou et al. (2022) emphasize that the digital transformation of the marketing mix presupposes the staff to employ real-time online insights to tailor the experiences with the services, in particular, in a boutique setting where personalization is the keystone.
Lastly, leadership and digital training will be needed in equipping the staff to handle the changing guest expectations. With the industry still adopting technology in conjunction with hospitality, the competence of employees should no longer be limited to the service delivery idea, but instead, problem-solving, system navigation, and relationship intelligence should be seen (Cheng et al., 2024). As a combination of AI, blockchain, and Industry 4.0 systems, the elements of human empathy and technological fluency have become a new way to define the skillset of F&B employees (Köbnick et al., 2020). To sum up, employee capability and interpersonal communication have now been turned into strategic differentiator in the boutique hotels i.e. the technological adaptation, emotional intelligence and operational responsiveness of employees all combined have become the manifestation of how the visitors view the quality and authenticity of their dinner experience.
1. [bookmark: _Toc212575637]Theme 03: Ambience, Décor, and Technological Adaptation
The customization of food and beverage (F&B) services, including the atmosphere, furniture, and technology, have been regarded as the most important ones as regards satisfaction of the guests and the emotional involvement. Such features of a boutique hotel like Hotel indigo Bath are not merely the features of the visual and sensorial identity of this firm, but the features of the experience of the guests overall. The guest can be affected by the eating areas, physical and digital, as they change the perception of the value and the authenticity of the offered service to the guests, provided by the service providers (Cousins et al., 2019; Mamakou et al., 2023). The current hospitality dictates that ambience should correspond to the brand image, the appeal of a particular culture, and the technological comfort that will provide a smooth and enjoyable eating experience (Das, 2025). Similarly, Akacaova (2025) says that one of the mediums of corporate identity should be interior design, hence, decoring is a medium of communication and narrative of a company with the background of heritage, style and values. Some of the solutions that can be utilized to the Hotel Indigo Bath to highlight the sense of place and emotional authenticity consists of the local historical motives, the sustainability of the materials, and warm lights.
The problem of lighting and decks sufficiently exists because the atmosphere is now related to the enclosing of emotions and psychological characteristics which have an impact on the feelings of the guests. The outcome of the building design characteristics including music, colour tone as well as spacing produces a sense of comfort and belonging particularly in the loneliness economy where social experiences are quite of an emotional aspect. The complements of an ambience are technological adaptation whereby it would bring efficiency, customization and innovation. As Mangifera and Mawardi (2022) suppose, the digital transformation of the F&B industry will make its mark on its performance and profitability, as with the help of technology, the activities of the business are mediated, including the experiences of the guests. An additional article that emphasizes the importance of enterprise software, such as SAP S/4HANA in improving its efficiency in managing inventory, guest analytics, and other operations in a manner that would allow members of staff not to spend much time on entering the data but, instead, on the atmosphere and customized service offered by the organization. These kinds of systems would help a hotel to create synergistic digital ecosystems and technology that can be found to be more complementary, as opposed to dominating, sensory proprieties. Ajmera et al. (25) extend the concept by introducing the concept of the AI-controlled circular economy where the reasonable regulation of the resources and the smart service of waste make it a welcoming eco-friendly space that draws the interests of the guests with an eco-friendly mind.
Sustainability and energy efficiency have very close connections with the aesthetic aspect of ambience, as well. Bhadbhade and Patel (2020) show that the systems of great energy consumption and technologies that reduce carbon exist not only to save on operational costs but also help to improve the atmosphere through the creation of environmentally friendly comfort. The environment is designed to offer a serene health-conscious atmosphere through green lighting, HVAC systems, and renewable building materials, which are in line with the global trends in sustainability. This viewpoint is consistent with Nam et al. (2018) who present service open innovation as the combination of technology and innovative approaches in service design that enable the F&B business enter to continually modify its interior and digital environment to match the changing customer demands.
The combination of technological and aesthetic innovation also helps to make the phenomenon of the F&B experience dynamic as Pandey (2023) explains that the service delivery, ambience, and innovation are interconnected. Immersive digital screens, ambient soundscapes, and customizable sitting configurations allow the boutique hotels to enhance the extent of interaction of the guests and stand out among traditionally known chains. This is reaffirmed by Akinwale (2020) who notes that although small F&B organizations have been using technology in support of ambience creation and providing service uniformity in times of crisis, like the COVID-19 lockdown, the companies reported notable resilience in their performance and loyalty of guests.
Furthermore, there will be a combination of futuristic and emotionally touching ambiance because of the combination of innovation and human-focus design. According to Punj (2018), technological innovation should not override human warmth as it would result in sterile environment. Therefore, the ideal F&B environments combine a sensorial design with the flexibility of digital interactivity to create a feeling and yet be efficient in operations (Groene and Zakharov, 2024). When ambiance, decorations and technologies are unified then the guests also see the hotel as not only a service but as an experience curator (Bhadbhade and Patel, 2020).
To conclude, the literature confirms that ambience and décor have been made to develop beyond issues of aesthetics to critical means of differentiation complemented by technological adjustment. Hotel Indigo Bath can provide the customer with a way to experience the place through AI-delivered systems, digital transformation, sustainable design, and emotionally intelligent decor, which are beyond the traditional hospitality (Wu et al., 2023; Akacaova, 2025). These reactive settings contribute to the ultimate fulfillment, loyalty to the brand, and feeling of attachment, making ambience and technology indispensable as the pillars of guest experience in the contemporary F&B sector (Mangifera and Mawardi, 2022).
3. [bookmark: _Toc212575638]Critical Discussion
According to the analysis, guest satisfaction of food and beverage (F&B) operations in a boutique hotel relies on the combination of product quality, service competency, and ambience through the use of technology. Individuals like Geminarqi and Purnomo (2023) talk about how the quality of food and the menu design will form the pillar to operational success, as these can determine both a customer- please satisfaction and customer loyalty. According to Mun et al. (2021), the higher the consistency and authenticity of the F&B offerings provided by the operations in a boutique hotel, the more the guests will be emotionally engaged with the brand. In that respect, Demir and Dincer (2020) claim that the implementation of Industry 4.0 technologies will assist in standardizing the food quality and safety to remain reliable in every case of guests visiting a restaurant.
Chatterjee et al.  (2024) explain that the technologic transformation of F&B systems can bring the hotel well beyond people expectations providing a high standard of control, which is again in line with the Expectancy-Disconfirmation Theory, according to which the result of being satisfied comes as a result of the level of perceptions better than the expectations. In a similar manner, Ali et al. (2023) report that the use of IoT applications increases the levels of transparency and accuracy in the cooking process giving visitors trust in the hygiene and quality. Such results prove that the contemporary satisfaction is not also grounded on the taste, but on the perceived professionalism and technological ability of each serving contact.
The second competency theme on staff shows direct influence that behaviour and emotional intelligence of the employees has on the perceptions of the guests. According to Cousins et al. (2019), hospitality employees need to compromise professionalism with warmth to provide service experiences that a customer will remember. Koehnick et al. (2020) report that the digital transformation of the F&B industry requires employees who are capable of working in the highly developed systems without affecting interpersonal communication. On the same note, Wei and Simay (2023) observe that artificial intelligence may enhance but cannot substitute human empathy that is still the focus of the hospitality experience. Jang et al. (2024) also explain that blockchain tools enhance a sense of transparency, but it is communication within the staff that will turn this digital credibility into human credibility. These views uphold the fact that technology supplements service and does not replace emotional interest.
The third theme is on ambience and decorum as emotional stimulant of satisfaction. As explained by Wu et al. (2023), the arrangement of the atmospheric impact on the mood and social connection of the guests and the interior aesthetics communicated the brand and authenticity. Moreover, Mangifera and Mawardi (2022) postulate that the concept of ambience has been transformed by digital transformation, which incorporates smart systems that help turn the lighting, temperature, and sound buildings up and down as desired by the guests. Groene and Zakharov (2024) observe that AI-based predictions enable a manager to predict the demand and dynamically prepare the dining environment.
3. [bookmark: _Toc212575639]Chapter Summary
The analysis found out that traveler satisfaction with the food, professionalism of staff, and immersive technology-enhanced ambience drive the guest satisfaction. Collectively, the aforementioned themes reveal that to provide a memorable dining experience and secure customer loyalty and maintain regular competitiveness in the current hospitality environment, any hotel, including boutique hotels, will have to combine its operational excellence, emotional appeal, and digital innovation.

1. [bookmark: _Toc212575640]Chapter 05: Conclusion and Recommendation
4. [bookmark: _Toc212575641]Summary of Findings
The results of this study highlight that three major factors that influence guest satisfaction in the food and beverage (F&B) operations are quality of food and menu; staff competence and interaction and ambience combined with technological innovation. All these dimensions in their unique ways help to create the overall experience of a dining establishment and shape the loyalty of the guests, especially that of Hotel Indigo Bath. Cousins et al. (2019) suggest that organised F&B activities are the cornerstones of the image of a hotel and their direct influences on service quality. It indicates that higher food quality and careful menu design generate a high level of emotional and sensory attachment of guests. Measures such as consistency, hygiene, and creativity were found to be critical determinants of satisfaction, which can be interpreted in terms of the operational accuracy concept, increasing the perceived value (Das, 2025).
Further, the study established that the performance of staff is equally vital in the conversion of standards of service into an unforgettable service experience. According to Rachman and Hapsari (2024), personalized service and empathy of staff enhance dining to a process that goes beyond the regular interaction with the staff and becomes the process of building relations. It was also found in the analysis that technological adaptation in the F&B operations (related to AI integration, automation, and sustainability tools) provides a substantial improvement in efficiency and personalization of services. This observation aligns with the claims of Ajmera et al. (2025), who explain that with the help of AI-based systems, the creation of a circular economy is encouraged by reducing waste and efficiency optimization of processes.
The second psychological aspect of satisfaction that was discovered to be potent was also the ambience and the decor. Akçaova (2025) notes that interior design branded with the comment of the hotel increases authenticity and emotional attachment. On the same note, Wu et al. (2023) emphasize that the lighting, music, and spatial layout of an atmosphere determine social comfort and the mood of guests. Hence, a combination of aesthetics, service delivery, and digital transformation will become a comprehensive model of F&B excellence. Essentially, Hotel Indigo Bath case indicates that the element of innovation, human touch, and experiential design presented better satisfaction to guests and competitive edge in the low-end hotel market.
4. [bookmark: _Toc212575642]Research Implications
This study has several implications, both in terms of academic theory and its practical implications to the hospitality industry, in general. Theoretically, this study enacts and adds to the existing frameworks including SERVQUAL Model and Expectancy-Disconfirmation Theory introducing the current technological and emotional aspects. As Baglieri (2018) explains, the modern hospitality management has to rely on the operational excellence and emotional experience engineering to turn service delivery to an art form. This paper establishes the fact that the current concept of guest satisfaction does not only entail tangible quality but also the emotional immersion and the interactive experience.
On the managerial aspect, the results indicate that hotel managers need to invest in technology and human beings. The leaders of the F&B industry are also urged to incorporate the latest technologies, including AI-powered predictive mechanisms and sustainability-based applications, to simplify operations and minimize human error (Ajmera et al., 2025). Nonetheless, human capital cannot be replaced. According to Pandey (2023) despite the digital environment, personal service warmth continues to be the best determinant in affecting the perceptions of a guest. Managers are then called upon to strike a balance between being innovative and being sensitive, which sees emotional intelligence being incorporated in employee training programs.
The study operationally means that a differentiation of boutique hotels can be exercised using ambiance and décor. According to Akacaova (2025), corporate identity design strengthens brand narration, establishing a feeling of engagement to the guests. Moreover, Folktales of F&B presents a discussion of how the F&B offerings should be strengthened to match destination culture, which becomes especially helpful in a heritage city, Bath. So, the fusion of cultural story and design development enables the establishment of the immersive experiences provided by the boutique hotels, that makes them appealing to the visitors returning and makes their connection to the brand more solid.
Lastly, the study would be relevant to the sustainability debate in hospitality. Operations driven by AI and green supply chains can greatly decrease the amount of waste and energy use and boost the perception of environmental responsibility of customers (Ajmera et al., 2025). The implementation of the principles of the circular economy in the activities of the boutique F&B can guarantee long-term resilience, economical approach, and branding.
4. [bookmark: _Toc212575643]Research Limitations
The study has a number of limitations even though it is deep. First, it is based mostly on secondary qualitative data, which are, though abundant in theoretical information, might not be empirical evidence by guests or employees. Primary field data may be used to gain a more authentic insight into service dynamics and customer sentiments, as it will be explained by De Bruyn and Chibili (2019). The compatibility of behavioural response measurement is hampered by the fact that the lack of real-time observation and analysis is by survey basis.
Second, the study is geographically and contextually restricted at hotel indigo bath only in the UK, a mid-size hotel, which limits the extent of the study results to larger and international hotel chains. Fernandes (2024) states that the perception of F&B operations is highly dependent on the local market conditions and cultural aspects, as the findings can vary across global settings. Also, the target of the study, i.e. the boutique hotels are not representative enough to understand the complexities of operations in the large-scale resorts or franchised hotels.
Another weakness is because technology evolves at a high rate. As Punj (2018) talks about, the cycle of innovation in the F&B sector continues to shorten, and the results regarding a particular digital tool can be rendered obsolete rather fast. The post-pandemic recovery of the hospitality industry is still changing the expectations of the guests and it is possible to believe that the tendencies reflected in the given category are likely to change in the coming years very quickly. As Ajmerar et al. (2025) also observe, the elements of AI and circular systems demand constant technological changes, and some small institutions might not be able to maintain them.
Finally, the research directly does not examine in-depth the financial implications of these strategies given that it predominantly deals with both managerial and operational parts. As it can be seen, according to Mangifera and Mawardi (2022), digital transformation and design innovation usually require considerable funds, and small hotels can be limited in their finances to apply such sophisticated systems. The subsequent studies are, therefore, to investigate how cost and value are balanced in the process of effecting F&B transformation strategies.
4. [bookmark: _Toc212575644]Research Recommendation
First, in their bid to attain the desired success, boutique hotels need to implement an integrated food quality, service excellence, and designing the experience framework. The article by Cousins et al. (2019) is about seamless alignment of kitchen, service, and management departments that is a source of operational harmony and efficiency. The development of training programs must not be reduced to the levels of technical training but should also be on the area of communication, emotional intelligence, and digital literacy. This will train the employees to be ready to work in hybrid environments with both human empathy and automation (Das, 2025).
Secondly, investment in smart technologies and sustainability systems should be performed. Ajmera et al. (2025) state that AI tools will be introduced so that assistance could be given in the situation of predictive analytics and waste management, as well as efforts of the circular economy. This increases the level of efficiency in the process due to the application of such technologies, the brand image is also made attractive to the green customers (Akacaova et al., 2025). The Indigo Bath hotels can also count on data analytics as a method of estimating their guests wants, develop specialized menus and automatically order them.
Fourth, cooperation among the management, the suppliers, and the designers are supposed to be promoted. Pandey (2023) mentions that the interdepartmental cooperation supports the innovation and uniformity of quality. The collaboration with the local suppliers will also increase their sustainability and involvement with communities; such a view can be echoed by Rachman and Hapsari (2024) who state that service excellence is based on ethical sourcing and authentic hospitality.
Lastly, the validity of the conceptual findings of this research ought to be empirically tested by future researches that are committed to employing mixed methods, surveys, interviews and field observations to arrive at particular conclusions on the study (Wu et al., 2023). Quantitative analysis with the qualitative interpretation by De Bruyn and Chibili (2019) suggests a better understanding of what determines guest satisfaction. Furthermore, longitudinal research would be able to measure the future impact of digital transformation on the activities of the F&B.


4. [bookmark: _Toc212575645]Conclusion
To sum up, the study shows that food and beverage activities are not just functional units, as they are experience generators that lead to guest satisfaction, loyalty, and competitive advantages in boutique hotels. The research determined that the combination of food quality, competence of the staff, ambience and technology have a multidimensional service ecosystem defining the guest experience. According to Das (2025), the art of F&B service requires the ability to achieve precision of operations and creativity and emotion appeal. Examples of this balance can be movements to the boutique hotels such as Hotel Indigo Bath with its individualized service with innovative design and sustainable technology.
The findings also confirm that hospitality is undergoing digital transformation. According to Ajmera et al. (2025), AI, automation, and the application of the principles of a circular economy can help hotels be run in a more efficient and sustainable manner. Nevertheless, human warmth cannot be absolute since it is talked about by Pandey (2023) and states that all the technologies have to add to it, rather than to substitute the close interaction that is inherent to the hospitality industry. 
Tactically, this study ends with the conclusion that the requirement of the current strategic stance of the hotel bottiques is that they take the form of a synergistic strategy that incorporates operational management, innovation, and human interaction in the design. Hotels can design genuinely and emotionally resonant spaces by referring to the notion of corporate identity and interior design (Akacaova, 2025) and focusing on sustainable innovation (Punj, 2018). Moreover, according to Baglieri (2018), the long-term differentiation in the competitive market is guaranteed by the design of the guest experience that is technologically and emotionally combined to create a distinction.
Finally, this research can be added to the ever-expanding knowledge that guest satisfaction is a concept that constantly changes and evolves as a result of the integration of tradition and technology. F&B business has now become the core and the image of hospitality excellence. Hotels that share the values of sustainability, innovation, and empathy will not just be able to increase overall satisfaction with guests, but also gain long-term relevance in the fast-changing hotel environment.
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