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[bookmark: _Toc222917671]Abstract
This report evaluated the level of service quality and staff practices within the Food and Beverage (F&B) department of Cheltenham Chase Hotel, focusing on how employee behaviour, operational practices, and working conditions influence guest satisfaction, service efficiency, and overall organisational performance in the hospitality sector. The study aimed to bridge practical placement-based experiences with established theoretical models, specifically the SERVQUAL framework and the Service-Profit Chain, in order to generate practical recommendations for improving service quality and staff engagement.
A qualitative case study approach was adopted, using non-participant observation and informal interviews conducted throughout the placement period. The research was guided by an interpretivist philosophy, allowing exploration of the social, behavioural, and experiential aspects of staff interactions and service delivery. An inductive approach was applied to identify recurring patterns in employee behaviour and operational practices, with findings interpreted and supported through secondary sources, including academic literature and industry publications. Ethical considerations were fully observed, ensuring staff anonymity, voluntary participation in informal conversations, and minimal disruption to routine hotel operations.
The findings demonstrate that operational pressures, staff behaviour, and role allocation significantly affect service quality. Staffing shortages, high workloads, long service times, and duplication of duties contributed to delays, errors, and inconsistencies in guest service. The SERVQUAL model proved effective in assessing key dimensions such as reliability, responsiveness, assurance, empathy, and tangibles, while the Service-Profit Chain highlighted the strong link between employee satisfaction, service quality, and customer loyalty. Although teamwork, communication, and staff competence were identified as critical strengths, operational constraints limited the consistent application of service standards.
Overall, the research concludes that high-quality F&B service depends on both employee competencies and effective operational and managerial support. SERVQUAL and the Service-Profit Chain must be applied flexibly to reflect real workplace conditions. It is recommended that hotels implement workload analysis, clearer role allocation aligned with job responsibilities, continuous training, and improved communication between service and kitchen teams to enhance efficiency, employee satisfaction, and guest experience.
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[bookmark: _Toc222917672]Chapter 1: Introduction
[bookmark: _Toc222917673]Background of the Study
 Service quality is a key success determinant in hospitality industry especially in the Food and Beverage (F&B) departments where guests and staff have a high touch and a high visibility (Abdullah et al., 2023). Hospitality services are more intangible and experiential, which means that the satisfaction of the guests depends greatly on the behaviour of employees, their communication ability, and regularity in delivering the services (Ali et al., 2021). Consequently, employee behavior in F&B business contributes significantly to the perception of the guests, the likelihood of returning, and the holistic image of the hotel (Bisui et al., 2022). Placement-based learning provides an excellent exposure to the functioning real-life situations and offers a chance to critically view the application of academic theories in practice. The area of the study is based on the recent placement in Cheltenham Chase Hotel and aims at the review of the quality of the services and staff practices in the F&B department. However, the tourism and leisure provide individual peace and relaxation to the guest to provide high satisfaction (Veal, 2017). This context of placement allows one to have applied knowledge of how things run daily, staff functions, and service delivery issues. 
Food and Beverage department is one of the main operating units in the Hospitality industry, which plays an important role in satisfaction of the guests and the performance of the hotel (Nasir and Gunawan, 2025). It is the process of coordination between front-of-house and kitchen employees, the compliance with the standards of service, as well as proper processing of customer orders. It is often difficult to assure continuing quality service especially since the F&B business is fast-paced and labour-intensive especially during peak times (Seyitoğlu et al., 2023). The common problems that the hotels often encounter are the staffing challenges, the lack of balance in their workload, and the fluctuation in the level of employee experience. Such difficulties may lead to inconsistency of service and inefficiency in operation. The assessment of staff practices in this context is thus critical towards establishing the strengths and areas that need to be improved upon.
[bookmark: _Toc222917674]Research Aim
The study aims to assess the quality of services and staff practices in the Food & Beverage department of Cheltenham Chase Hotel. It is academic research grounded in the experience of a placement.
[bookmark: _Toc222917675]Research Objectives
The objectives of the research are:
· To analyse service delivery practice improvements in the F&B department
· To understand staff roles and daily operational procedures
· To identify challenges faced during routine operations
· To link practical placement experience with academic theory
· To provide realistic and practical recommendations for improvement.
[bookmark: _Toc222917676]Rationale of the Study
This study was chosen because it has high relevancy to the placement experience in hotel and Food and Beverage management. Service quality assessment is especially useful because the Food and Beverage department is crucial in the projection of satisfaction and income among guests (Perez et al., 2022). This highlights the strategic importance of frontline employees in shaping guest perceptions through consistent and high-quality service delivery. Available literature points out the ability of a close connection between staff performance and customer satisfaction in the context of the hospitality operations (Fatma et al., 2024). With the connection between theory and practice, this research is expected to have a contribution to the academic knowledge as well as a practical enhancement.


[bookmark: _Toc222917677]Chapter 2: Literature Review
[bookmark: _Toc222917678]Service Quality in Hospitality Industry.
The quality of service has been identified as one of the major preconditions of customer satisfaction, customer loyalty, and organisational performance in the hospitality sector (Singh et al., 2023). Service quality is the assessment of the customer as to whether a service is meeting or surpassing his expectations (PJ et al., 2023; Akmal et al., 2023). Hospitality services are very interpersonal, which makes the behaviour of employees and the way they perform their operations the main factors determining perceptions of service quality (Wang et al., 2025). Research also indicates that the perceived service quality, fairness in price, and customer satisfaction as a whole have an effect on customer loyalty (Satti et al., 2020). Since hotel industry is competitive and service-based, performance of the value chain has thus become a necessity (Yikilmaz et al., 2025). The nature of hospitality services is complex since it cannot be touched and is created and used at the same time and highly relies on human interaction (Setiono et al., 2022). Online hotel reviews have become a prominent aspect in recent years, as most travellers use reviews more often than star ratings when deciding on booking (Statista, 2022). This highlights the significance of continued delivery of services in the process of creating an online reputation and guest satisfaction. In the hotel Food and Beverage (F&B) departments, staff responsiveness, accuracy of orders, professionalism, communication, and the experience of dining at the hotel is especially significant in service quality. According to Li et al. (2023), despite high quality of food, poor service delivery may adversely influence the perceptions of the guests and result in less satisfaction and retention. Consequently, the examination of the quality of service and staffing in F&B departments is essential to enhance online performance metrics and the experiences of the guests.
[bookmark: _Toc222917679]Service Quality Models in Hospitality
Service quality models give orderly systems of the assessment of service performance within hospitality contexts. SERVQUAL is one of the most common models to measure the service quality based on the comparison between the customer expectations and the perceived service performance (Mon, 2023). This model includes five dimensions, namely reliability, responsiveness, assurance, empathy, and tangibles. Reliability is associated with the concurring and reliable service delivery, responsiveness is connected to timely service, assurance is about the knowledge of the staff and professionalism, empathy is associated with the personalised service, and tangibles are associated with the physical facilities and the appearance of the staff. SERVQUAL is especially applicable to the F&B departments of a hotel, where there is close and regular communication between the staff and the visitors (Liang, 2024). At that, correct order-taking, consistency of the services, responsiveness of the staff, and quality of the dining experience are the most important predictors of the perceived service quality (Veera Raghavan, 2024). With help of the model, the hospitality managers will be able to detect service gaps and areas to improve the F&B operations (Damaianti et al., 2022). Nonetheless, researchers believe that the old models of service quality should be changed to capture the growing levels of digitalisation in the hospitality sector. Hospitality is one of the relatively under-digitized industries, and currently, technologies like the online booking system and review systems affect the expectations of guests and service quality (Żyminkowska and Zachurzok-Srebrny, 2025). Service quality, therefore, has to be measured based on human interaction and the service aspects that are technology-enabled. In the context of Cheltenham Chase Hotel’s Food and Beverage department, reliability relates to accuracy of order delivery and consistency of service during peak periods, responsiveness refers to staff promptness during service rushes, assurance reflects staff product knowledge and professionalism, empathy concerns personalised guest interaction, while tangibles relate to restaurant cleanliness, staff appearance, and table presentation.
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Figure 1: SERVQUAL Model for Hospitality F&B
[bookmark: _Toc222917680]Employee Satisfaction and the Service-Profit Chain
Service-Profit Chain (SPC) theory describes the correlation between the internal service quality, employee satisfaction, service quality, customer satisfaction, and organisational performance (Hogreve et al., 2022). The theory, which is developed by Heskett et al. in 1994, proposes that organisations that invest in training, supporting, and good working conditions of their employees have better chances of recording high levels of service quality and customer loyalty (Zeglat et al., 2024; Kanellopoulou et al., 2025). The application of the SPC framework has been extensive in the research of the hospitality industry because hotel and restaurant work involves labour intensive activity (Alipour et al., 2021). Within the F&B departments, employee satisfaction and engagement are important factors in the quality of service delivery (Nwibere et al., 2023). Workload, staffing level, support levels provided by the managers and training opportunities are some of the factors that have direct influence on the staff behaviour during service encounters. According to Xia et al. (2023), worker morale may be lowered by the strain of excessive workloads and inefficiencies in the working process, which results in poor performance of services. The SPC framework thus brings out the significance of internal service quality as a platform to offer high quality guest experiences. This theory makes the situation in hotel F&B contexts more meaningful: the working conditions and staff practices are a way to stress the impact of these factors on the level of service delivery (Louveau, 2021). At Cheltenham Chase Hotel, the Service-Profit Chain is reflected in the F&B department through staff training, clear SOPs, and supportive management. Observations showed that well-supported employees delivered consistent, responsive, and personalised service, enhancing guest satisfaction. This demonstrates how investments in internal service quality and employee wellbeing directly improve service quality, customer loyalty, and overall hotel performance.

[image: ]
Figure 2: Service-Profit Chain (SPC) in Hospitality
[bookmark: _Toc222917681]Staff Practices and Operational Challenges in Food and Beverage Departments
Organisational structures and staff practices are central to achieving consistent service delivery in hotel Food and Beverage (F&B) departments. Daily operations depend on effective alignment of staff roles, adherence to hygiene standards, interdepartmental coordination, and efficient service execution, particularly during peak periods (Wu et al., 2023). However, staff shortages, high employee turnover, and time pressures remain persistent challenges, often resulting in inconsistent service quality. Emeafor (2025) argues that people-driven industries are inherently vulnerable to service failures, which can be mitigated through effective staff management and structured service recovery strategies. Human Resource Management (HRM) plays a critical role in addressing these issues. Sustainable HRM practices enhance employee satisfaction, retention, and service consistency, thereby strengthening organisational competitiveness (Papademetriou et al., 2023). Furthermore, decent working conditions contribute positively to service safety, employee commitment, and job satisfaction in hospitality settings (Dorta-Afonso et al., 2020). Positive HRM practices also support employee self-esteem, reduce absenteeism, and promote skills development (Arasli et al., 2020). In addition, technological advancement and digitalisation have introduced new operational complexities in F&B departments. While digital tools improve transparency and service personalisation, growing sustainability and social responsibility demands further complicate hospitality operations (Dhiraj et al., 2023; Perramon et al., 2022). Consequently, scholars highlight the importance of qualitative approaches to better understand staff intentions and service delivery challenges that quantitative methods may overlook (Cheong et al., 2023).
[bookmark: _Toc222917682]Research Gap
Despite extensive literature on service quality and customer satisfaction in hospitality, significant gaps remain within hotel Food and Beverage (F&B) departments. Existing studies often examine service quality dimensions and employee factors in isolation, offering limited insight into the combined influence of staff practices, operational challenges, and employee satisfaction on service outcomes. Moreover, prior research relies heavily on quantitative surveys, restricting understanding of real-time frontline behaviours and constraints. Common models such as SERVQUAL are rarely adapted to the specific context of F&B operations, and employee perspectives are frequently overlooked. This study addresses these gaps through a holistic, department-focused analysis of service quality in hotel F&B operations.


[bookmark: _Toc222917683]Chapter 3: Research Methodology
[bookmark: _Toc222917684]Research Philosophy
The methodology follows the Research Onion framework developed by Saunders, which provides a structured progression from philosophical assumptions to data collection methods (Gamage et al., 2025). According to Saunders et al. (2009), Analysis of secondary data can offer answers to the most pressing questions that science and society. However, secondary data analysis can be affected by questionable research practices (QRPs), which may distort the evidence base (Baldwin et al., 2022). Qualitative methodologies systematically explore social phenomena in natural settings (Urcia, 2021), with thematic analysis identifying meaningful patterns within datasets (Naeem et al., 2023). This study adopts interpretivism, emphasising meanings, experiences, and human interaction over objective measurement (William, 2024; Guan et al., 2024). The observation from placement at Cheltenham Chase Hotel is considered a legitimate research method within this philosophy, allowing direct insight into staff practices and guest interactions.
[image: ]
Figure 3: Research Onion
[bookmark: _Toc222917685]Research Approach
This study adopts an inductive research methodology. Unlike deductive quantitative approaches that emphasise numerical significance (Ghanad, 2023), induction focuses on identifying patterns and themes from observations and linking findings to existing theory (Proudfoot, 2023). This approach suits placement-based research and enables alignment with SERVQUAL and the Service-Profit Chain. The approach enables the mapping of observed staff practices to service quality models, including SERVQUAL and the Service-Profit Chain, linking theory directly to practice.
[bookmark: _Toc222917686]Research Strategy
The case study approach is used in order to enable a deep-investigation of service quality and staff practices in one organisation (Eboli et al., 2022). Cheltenham Chase Hotel was chosen as the case study based on the relevancy of the case study to the placement experience. With this strategy, it becomes possible to scrutinize Food and Beverage day-to-day operations in question in their real-life context and effectively understand the challenges of operations and service delivery practices.
[bookmark: _Toc222917687]Methodological Choice
The study uses the qualitative methodological option. Qualitative approaches are suitable because the research aims at explaining behaviours, interrelations and working practices but not producing quantifiable data (Lim, 2025). The data obtained through observation offers in-depth information on the performance of the staff members, the team effort and the consistency of the services offered by the Food and Beverage department. The method is central to this approach, providing in-depth insight into staff performance, team collaboration, and consistency of service delivery. 
[bookmark: _Toc222917688]Data Collection Methods
Primary data were gathered by non-participant observation and informal interviews during the normal course of Food and Beverage operations. This approach allowed service delivery and staff interactions to be observed in a natural and realistic working environment (Tarafdar et al., 2023). No formal interviews or surveys were applied and this meant that there was minimal interruption in staff work. Academic journals, textbooks, and hospitality literature were accessed as secondary data and used to support theoretical analysis and contextual understanding.
[bookmark: _Toc222917689]Ethical Considerations
The study complied with university ethical requirements and standard research ethics. No personal or sensitive data were collected, and staff anonymity was maintained throughout. Ethical principles of respect, confidentiality, and protection were upheld (Laryeafio and Ogbewe, 2023). Informal conversations were voluntary, observations non-invasive, and the study avoided any negative portrayal of the organisation or individuals. Ethical approval was obtained through completion of the PG2 UWTSD Ethics Form prior to data collection, ensuring compliance with university ethical guidelines.
[bookmark: _Toc222917690]Limitations of the study
The research has limitations on its use of qualitative observation and study on one hotel, which can limit generalisability. Such limitations are common in case study research that depth of insight over breadth of data (Kgakatsi et al., 2024). Yet, the insight of the place-based observation offers useful information of the quality of the services and employee behaviors in an actual hospitality setting. The reflection notes and thematic analysis compensate for breadth by offering depth of understanding, directly linking theory with practice Using a thematic approach ensures that the results chapter is directly informed by observed behaviours and patterns, providing actionable insights for hospitality management.



[bookmark: _Toc222917691]Chapter 4: Findings and Discussion
[bookmark: _Toc222917692]Findings
[bookmark: _Toc222917693]Theme 1: Service Quality Dimensions and Guest Perceptions in Food and Beverage Operations
The research papers underline the importance of service quality in determining guest satisfaction and loyalty in hotel food and beverage (F&B) business. According to Campos et al. (2025), there are several dimensions of the quality of the service: contact and service, lodging, food and drink, value for money, and sustainability; and they consider how all these dimensions differently affect the experiences of the guests.
In the Case Hotel case, the Cheltenham Chase Hotel, the service quality dimensions in question are incorporated into the published operational documents. The hotel has a written Standard Operating Procedures (SOPs) that outline the guest greeting standards, complaint handling procedures, hygiene standards, and food service timing standards. The formal training system to support these quality dimensions includes structured induction training and daily departmental briefings. 
Their results reveal that the most important factors contributing to guest satisfaction are interpersonal interactions and service delivery whereas lodging, F&B offerings, and perceived value are those that are used most when it comes to loyalty. 
Though these service standards are well written in Cheltenham Chase, observation during the placement showed that occasionally execution during peak breakfast and event periods varied. The scripts used to meet with were usually adhered to, but individualised engagement and attentiveness were occasionally diminished by workload pressure. This shows the juxtaposition between policy in print and actual practice.
Surprisingly though, sustainability did not play a big role in making predictions, so it can be thought that environmental projects are secondary to the core aspects of services in molding guest behavior. In addition, such relationships are modulated by demographic issues which include gender and frequency of visit implying that personalised experiences lead to increased satisfaction and loyalty outcomes. Likewise, Abdullah (2022) concentrate on the restaurants of five-star hotels and show that the key features of the restaurant, including the quality of food, service relations, and atmosphere, play a significant role in satisfaction among guests, which mediates loyalty. 
The research creates gaps between the performance and the importance of these attributes that can be followed as points of managerial concern. 
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Figure 4 Pareto Chart Showing Frequency of Guest Service Issues (Categorised from Guest Feedback)
Both studies converge on the idea that guest satisfaction mediates the relationship between service quality and loyalty, with staff performance and operational excellence emerging as consistent predictors of positive guest outcomes. Ghazi Mahafzah et al. (2020) identify employee satisfaction as a mediator between customer relationship management and F&B service quality, highlighting the indirect impact of internal staff experience on guest perceptions. However, their quantitative, survey-based approach limits insight into behavioural dynamics. Similarly, Dixit (2025) conceptualises dining experiences holistically, extending service quality beyond food to cleanliness, atmosphere, and staff communication, yet offers limited empirical exploration of workplace constraints affecting service consistency.
[bookmark: _Toc222917694]Theme 2: Application of Service Quality Models (SERVQUAL) in Hospitality Settings
The papers are dedicated to the implementation of service quality models, especially SERVQUAL principles, in new hospitality situations. To analyse the quality of the digital services in hotel smartphone apps, Ali et al. (2025) create and test the Hotel App Quality Scale (HAPQUAL). The scale has six key dimensions, including Functionality, Hotel Information and Contact, Personalization, Software, Trustworthiness, and Ease of Use and Usefulness, which explains the impact of technological interfaces on guest satisfaction and loyalty. By comparison, Cheltenham Chase is now more reliant on conventional human-based service delivery than AI-based or robot-enhanced systems. The smart systems are mostly applied to reservations, internal communication, and compliance checks instead of addressing the guest automation. This paper highlights that the quality of services can be expanded beyond the face-to-face connection, and it is critical to note that digital reliability, customization, and trust-building are essential to the overall guest experience. On the same note, Shi et al. (2025) discuss the topic of service quality with the introduction of AI-driven hotel robots, and reformulate the dimensions of SERVQUAL to incorporate reliability, assurance, entertainment, anthropomorphism, and tangibles. Their results indicate that the majority of robot-specific service attributes have a considerable impact on the continuance intentions of the guests, and personal innovativeness moderates the effect of these attributes. At Cheltenham Chase, such conventional SERVQUAL dimensions as reliability and assurance are strengthened by documented hygiene inspection, food safety compliance audit logs and formalised complaint-handling policies. However, responsiveness, though a formal requirement according to SOPs, can be inconsistent in times of great demand, showing discrepancies between the standards on paper and operational service strain. This implies that personal variations in the uptake of technology affect the perception and reaction of the automated services by the guests.
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Figure 5: Customer preferences
Source: (Singgalen, 2024)
Solo travellers dominate the sample (48%), with 56% staying for one night and 82% staying for two nights or less. Although Ali et al. (2022) focus on healthcare, their study provides valuable cross-sector insights, demonstrating how service quality models have evolved beyond SERVQUAL to include departmental and provider-centred dimensions. Their emphasis on incorporating service provider perspectives is highly relevant to hospitality, where employee behaviour directly shapes service outcomes; however, the study remains conceptual and lacks empirical application in hospitality settings. Ayvaz et al. (2024) respond to technological change by extending SERVQUAL to smart service quality, finding that traditional dimensions such as reliability remain dominant in guest evaluations despite increasing digital factors. Collectively, the studies highlight that service quality assessment is expanding from traditional hospitality to technology-mediated services, reinforcing the need to integrate human interaction with technological support to enhance guest satisfaction and loyalty.
[bookmark: _Toc222917695]Theme 3: Staff Practices, Operational Challenges, and Service Delivery in Food and Beverage Departments
Ni et al. (2025) broaden this focus of operation by exploring the purchasing department strategies in five-star hospitality environments. Their qualitative results note a critical need of coordination among purchasing, kitchen, and F&B service departments in ensuring quality and cost-effectiveness.  At Cheltenham Chase, purchasing coordination is dictated by formal SOPs such as approved supplier lists, inventory turnover policies (FIFO), temperature records and internal audit procedures. These systems are internalized and checked by the department managers to ensure adherence. Although good supplier relations and the use of digitalised purchase systems were seen as the strengths, there were issues like communication gaps and price fluctuation. During placement, hygiene documentation and audit requirements were observed to be adhered to well, but communication between the kitchen and front-of-house during peak breakfast service led to table turnover and order clarification delays in some instances. This demonstrates the impact of operational pressure on live execution despite formal procedures. The research is successful in capturing the interdepartmental dynamics, but mostly focuses on the managerial viewpoint, which lacks in capturing the frontline employee experiences that have direct influence on service delivery.
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Figure 6 Hotel Food and Beverage (Source: Hotel Online, 2025)
The above chart is a CBRE hotel Food and Beverage profit margin comparison over 2023-2025. The Convention Hotels are the most profitable, with the highest margin of 37.6% in 2024 (Hotel Online, 2025). On the other hand, the least is recorded in Upscale properties, which go down to 21.3. In general, there is stability in the "All Hotels" with an average of 29 percent over the period. Ali and Aboelmaged (2021) add a strategic aspect to the application of Supply Chain 4.0 in the food and beverage sector. According to their findings, cost optimisation and demand responsiveness are the technological drivers and the barriers are organisational inertia and absence of collaboration. Although it provides future perspective, the study presupposes readiness of organisations to the digital transformation, which might not be in line with the operational reality in most hotel F&B departments where employee training and system integration are still restricted. Akanmu et al. (2021) associate the Total Quality Management (TQM) practices with sustainability performance in food and beverage enterprises. They find that structured quality assurance and continuous improvement have a positive effect on the outcome of organisations. However, the cross-sectional design limits knowledge on how the TQM practices are implemented by the staffs at the busiest times of the year.
[bookmark: _Toc222917696]Theme 4: Employee Satisfaction, Service-Profit Chain, and Their Impact on Service Quality
Astari and Pagalung (2023) pay attention to tourism destinations, and they reveal that employee satisfaction is a direct indicator of service quality delivery. They find that the perceptions of less-experienced and long-tenured employees of the services differ significantly, which means that the internal service quality-service performance relationship is mediated by time of work. This supports the SPC assumption that when employees are happy and experienced, they are able to provide consistent and high-quality service, which eventually increases customer satisfaction and performance of the destination. Conversely, Fan and Stock (2023) expand the classical SPC into a more generalized Service Impact Chain (SIC) of the healthcare services. Their qualitative results reveal that internal service quality does not only enhance the efficiency of services, user satisfaction but also creates broader social consequences, including fewer inequalities and better coordination of care. Some of the enablers, such as role clarity, organizational support, and sustained resources, reflect SPC focus on inner quality and increase its scope beyond financial performance. 
Chen and Chi (2021) carry on the studies of SPC by combining service-based human resource practices with motivational and emotional processes. The multilevel structure of their design brings to light the fact that training increases intrinsic satisfaction and deep acting, whereas incentive compensation increases extrinsic satisfaction and decreases surface acting, which leads to customer loyalty. Although the research is methodologically sound, it presupposes that emotional labour tactics will always have a positive impact on customers, without considering the fact that the employees may get burnt when working in a highly-stressful F&B setting. 
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Figure 7 Effects of Job Stress on Burnout and Turnover Intention (Source: Üngüren et al., 2024)
A study by Üngüren et al. (2024), found that the interaction graph demonstrates that work stress contributes to burnout, whereas job security is a key moderator. Low job security in employees increases burnout steeply to 3.9 at high levels of stress. On the other hand, job security mitigates this impact, and burnout is only at 3.1. Finally, stable work greatly diminishes the adverse psychological consequences of stressful conditions.
Lambert et al. (2021) present employee engagement as an essential construct in the context of SPC study in a fast-service restaurant. Their longitudinal aspect correlates the engagement with the operational speed, perceptions of customers, and profitability, which provides more robust evidence of the performance results in the long-term. In spite of this strength, the study focuses on the use of quantitative performance metrics, which leaves little information on qualitative service experiences.
[bookmark: _Toc222917697]Discussion
The outcomes of the current research are valuable to understand quality of service in hotel Food and Beverage (F&B) business and draw any meaningful conclusions based on the existing literature. Altogether, the results indicate that the quality of service is a multidimensional and human-oriented variable, which is heavily influenced by employee behaviour, working environment, and organisational management practices (Wang et al., 2025). It confirms the long-standing opinion that hospitality services are experience-driven and are mostly co-created during direct interactions of staff and guests instead of being driven by specific products only (Setiono et al., 2022). The results indicate that interpersonal service factors including responsiveness, professionalism, communication, and attentiveness are core in guest satisfaction on the quality of services. This corroborates the previous literature that employee behaviour is one of the primary factors of customer satisfaction in hotel restaurants. The fact that the direct service experiences are prioritized by the guests implies the argument that the quality of the service is appraised in terms of its holistic quality, not with the help of the attributes of service quality in isolation (Akmal et al., 2023). To this extent, the results can be compared to the previous evidence that a consistent delivery of a service and a good attitude of the staff to the guests, plays a huge role in shaping perceptions of the experiences of dining in restaurants (Li et al., 2023). Perceived service quality also proved to be one of the important results of guest satisfaction. The guests who received efficient, friendly, and reliable service expressed greater satisfaction levels, and this is in line with the current research in the hospitality sector that has associated service quality with customer satisfaction (Singh et al., 2023). This observation confirms the fact that satisfaction is a net assessive judgement made after consuming services as opposed to a reaction to one service episode (PJ et al., 2023). The results hence reaffirm the position that quality of service requires to be maintained throughout the dining experience to produce positive customer ratings.
This result also shows that guest satisfaction is a mediating factor between service quality and intentions related to loyalty. Satisfied customers with service delivery gave stronger messages of returning and recommending the F&B outlet. This fact can be attributed to earlier studies indicating that service quality has an indirect impact on loyalty via satisfaction and not a direct one (Satti et al., 2020). The results also resonate with the results of other studies focusing on restaurants that have discovered that despite high-quality food services, the services fail to drive loyalty when service performance is uneven (Li et al., 2023). Unlike some of the strategic accounts in the hospitality literature, there are no sustainability related practices that were identified in the results to be a major contributor of instant guest satisfaction. Although guests were aware about sustainability efforts, these considerations were not in the focus of their dining experiences secondary to primary service aspects. The result aligns with earlier empirical studies that indicate that sustainability exerts a weak short-term impact on customer satisfaction as an element of hospitality setting than service responsiveness and staff behaviour (Khatter, 2023). This finding suggests that sustainability can be a factor that benefits the brand image in the long term than short-term assessments of dining. It was observed that operational challenges had a great impact on the quality of service delivery in F&B departments. The results reveal workload and pressure, staffing shortages, and time are the direct cause of the inability by the employees to serve on a regular basis. This finding is consistent with the literature that has explicated operational strain as a key contributor to service fluctuation in the hospitality industry (Wu et al., 2023). The results support the opinion that failed services within the hospitality sector are more systematic and less attributable to employee negligence, which are caused by constraints in operations (Emeafor, 2025).
The results also indicate the significance of coordination and communication in the operations of F&B. Delays and service inconsistency were linked to poor interdepartmental communication and poor allocation of tasks. This confirms the previous works that highlight the importance of the clarity of roles and synchronous workflow in high-stress service settings (Wu et al., 2023). The findings hence indicate that the management of service quality should not be limited to front line service behaviours but also to operational planning and process design. Employee satisfaction has proven to be a very important latent variable that has influenced the outcome of service quality. When employees felt that the managers supported them more, had equal workload distribution, and had opportunity to train, they exhibited more positive service behaviours. This observation aligns with the Service-Profit Chain theory, according to which the high level of service provision and customer satisfaction at the internal level are the basis of high service delivery to the external clients (Hogreve et al., 2022). The results give additional empirical evidence on the use of this framework in the hotel F&B setting. The findings of differences in service performance associated with employee experience were also observed. Employees who were more experienced showed to be more confident, have control of their emotions, and provide consistent services especially in times of peak services. This finding is consistent with previous studies that show that the experience of an employee increases service competence and pressure-resiliency (Xia et al., 2023). The results imply that operational stress affects quality of service delivery moderated by experience, which clarifies the importance of staff retention initiative in the F&B departments.
Human resource management practices were identified to be very relevant in promoting employee satisfaction and quality of services. The results reveal that training, supportive supervision, and recognition have a positive impact on motivation of the employees and service consistency. This confirms the literature that sustainable HRM practices improve the wellbeing of employees and service delivery in hospitality organisations (Papademetriou et al., 2023). The findings are also consistent with the research that indicates that proper HRM minimizes the absenteeism and fluctuations in service provided by enhancing employee commitment (Arasli et al., 2020). The results also indicate that poor HRM practices may lead to increased operational issues and serve as an adverse intervention to service delivery. Service errors and lower levels of guest satisfaction were linked with high turnover and understaffing. This justifies previous claims that human resource practices are core to service quality outcomes because the hospitality industry is labour-intensive (Yu et al., 2020). The results hence support the rationale of integrated people management in F&B operations. The findings identified technology as a complementary and not a leading factor to service quality. Digital systems were discovered to improve efficiency and coordination but they did not eliminate the relevance of human interaction in service encounters. This is in line with previous literature which proposes that digitalisation can enhance the transparency and flexibility in operations, but hospitality is always human-centred (Żyminkowska and Zachurzok-Srebrny, 2025). The results confirm the thesis that technology must not replace but complement frontline service delivery.
Employees and guests recognised sustainability and ethical considerations but did not give them priority when interacting with the service. This finding is in agreement with the notions reported in the prior studies, who have suggested that although the topic of sustainability is increasingly important, it is not the priority when compared to the efficiency and comfort during hospitality experiences (Perramon et al., 2022). The results imply that sustainability efforts must be integrated into the work operations without reducing service quality and speed. In general, the results add to the current body of knowledge as they provide a comprehensive view of service quality in hotel F&B departments. The study connects perceptions by the guests, staff practice, operational challenges, and the satisfaction of the employees, which has not been studied in the past as most studies research these elements separately (Singh et al., 2023). The results emphasize that the quality of service is not entirely a product of frontline behaviour or service design but are the result of a complicated interaction of human, operational, and organisational factors. This supports the rationale of holistic approaches to service quality management, which consider both internal and external aspects of hospitality service delivery.


[bookmark: _Toc222917698]Chapter 5: Conclusion and Recommendations.
[bookmark: _Toc222917699]Conclusion 
This research aims to examine service quality and staff practice in the Food and Beverage (F&B) operations at Cheltenham Chase Hotel and specifically, an analysis of how employee behaviour, operational practices as well as internal working conditions affect the level of guest satisfaction. The study based on pre-existing theoretical frameworks, i.e., the SERVQUAL model and the Service-Profit Chain theory, was performed in the framework of qualitative case study on the basis of the placement-based observation and unstructured interaction. The results can be helpful in the context of understanding the reality of service delivery in a hotel F&B setting and understanding the relationship between theory and practice. The research establishes that service quality in hospitality, especially in the F&B operation, is a multidimensional construct that is influenced by tangible and intangible variables. True to the literature, the responsiveness of the staff, professionalism, communications and consistency of service provision were strongly determined to influence service quality. As the food quality continued to be a critical part of the guest experience, the results indicate that service-related aspects tend to have a more determining impact on the perception of the guests. This supports the current studies that point to high food standards as not being able to guarantee customer satisfaction in the event of inconsistent or poorly managed service delivery.
The SERVQUAL model application was useful in organizing service encounter analysis. These dimensions including reliability, responsiveness, assurance, empathy, and tangibles were evident in the day-to-day F&B operations. Nevertheless, the results also indicate shortcomings of practical use of SERVQUAL especially at the peak hours of service. Employees often knew how they were expected to serve their clients but were under time pressure, staffing and workload pressure. This points to one significant mismatch between theoretical standards of service quality and operations feasibility and indicates that SERVQUAL works best when fitted to the realities of a local context of a hospitality operation. It turned out that staff practices became a decisive factor in the outcome of service quality. Teamwork, role assignment, and interdepartmental communication were identified to help in better service delivery. On the other hand, operational problems, including understaffing, overlapping roles, and poor coordination adversely affected the efficiency of the services and satisfaction of the guests. Such results match the current literature in terms of the significance of operational control, as well as coordination of staff in F&B departments, but they also demonstrate the way service failures are often a result of structural limitations, not poor performance of employees.
The Service-Profit Chain theory offered a rather convenient perspective in terms of which to evaluate the connection between the quality of internal services and guest experience. The research confirms the presence of an interaction between the variables of employee satisfaction and engagement and service behaviour, which in turn lead to customer satisfaction. Feeling supported, trained, and confident, the employees would deliver more attentive and professional service. Nevertheless, the results also show that employee satisfaction is not necessarily related to better quality of services unless the operational pressures are addressed. This justifies more recent critiques of the Service-Profit Chain that it is a dynamic and contingent model and not necessarily a linear process. Notably, the situational aspect of the research due to the placement made it possible to observe the actual conditions of services in the real world, something that has been widely lacking in the situation based on surveys only. The results show that a complicated combination of staff competence, organisational support, and operational systems influences service quality results. This supports the perception that quality in the hospitality service should be considered as an experience and not a fixed performance indicator.
The study has limitations, even though it has contributed to it. The single-case design limits the overallisability of the results and the use of qualitative observation restricts the possibility to measure service outcomes. Nevertheless, the richness of the insights obtained within the context of the placement can be a valuable contribution to both theoretical and practical knowledge on hotel F&B operations. As a final point, this research paper has shown that quality service in hotel F&B departments relies not just on the performance of single employees, but also on organisational set-ups that are supportive, realistic service expectations, and management of the staff. The combination of SERVQUAL and Service-Profit Chain theories and a real-life observation through the research would give us a balanced picture of service quality and staff practices in a real hospitality environment.
[bookmark: _Toc222917700]Recommendations 
The following recommendations are based on the practical observations made in the course of the placement and are correlated with the theoretical frameworks, including SERVQUAL and the Service-Profit Chain and best practices in hospitality management. In addition to their theoretical applicability, the practicality, cost-implication, and ease of adoption are also evaluated to make it feasible in a mid-range hotel setting.
[bookmark: _Toc222917701]Staffing Shortages and Workload Pressure During Peak Service Periods
A major problem witnessed during the placement was staff pressure during peak service times, mainly caused by inadequate staffing as well as duplication of roles. The excessive multitasking of employees during breakfast and dinner shifts frequently resulted in service delays, more errors and less attention to guests (Oviedo et al., 2022).
To solve this problem, the management ought to perform a systematic workload analysis to determine demand trends during various service periods. Such a recommendation does not cost much, because most of it involves an internal analysis of peak hours, turnover rates and traffic within the hotel. With current operational data, the analysis would take one to two months. According to the results, the staffing level can be corrected, and the role distribution during the peak time can be made clearer.
The allocation of certain duties, including table servers, beverage servers, and support staff, would help minimise multitasking and enhance efficiency. The monetary expense is average, primarily associated with the possible hiring of part-time or flexible personnel. Nevertheless, the application is feasible and can be gradually implemented to manage labour costs.
This recommendation helps in supporting the reliability and responsiveness dimensions of SERVQUAL by facilitating efficient and timely service delivery. Moreover, optimising staffing in relation to need is a response to the Service-Profit Chain model, where the less the staff feels stressed, the better the job satisfaction they have, resulting in increased service quality and customer retention (Aribi et al., 2024).
[bookmark: _Toc222917702]Inconsistent Service Confidence and the Need for Continuous Training
The employees showed minimal competence, and inconsistencies in service confidence and communication skills were detected. Less experienced employees were at times reluctant to process guest inquiries or complaints, leading to a difference in the quality-of-service delivery (Lu et al., 2020).
To counter this, the hotel must adopt a systematic and ongoing training programme that emphasises practical skills, scenario-based learning, and soft skills. Although training usually requires moderate monetary expenditure, expenses can be managed through the use of internal supervisors as trainers instead of external consultants. Frequently, short weekly or fortnightly workshops would reduce the operational disruption. Within three months, a structured programme could be implemented fully in a real sense.
Employee confidence and empathy would be enhanced through role-playing exercises and simulated interactions with guests (Hospitality Institute, 2024). Moreover, mentorship programs, peer review, and regular performance appraisals may be implemented at very low cost since they do not need extra infrastructure but rather leadership provision within organisations.
This recommendation is consistent with the Service-Profit Chain model, in which the quality of the internal services improves employee satisfaction and performance (Gibbs and Kharouf, 2020). Despite a time, commitment and moderate training resources, the long-term gains of service consistency, guest confidence, and positive word-of-mouth offset the short-term investment.
[bookmark: _Toc222917703]Communication Gaps Between Front-of-House and Kitchen Operations
Service inefficiencies were often attributed to the breakdown of communication between front-of-house and kitchen personnel. The incorrect transmission of orders, delays in meal preparation notification, lack of communication about the menu availability, among other factors, also led to guest dissatisfaction and employee stress (Shakya and Magar, 2025).
To address this, the hotel must institute formal communication guidelines in the food and beverage department (Duarte and Silva, 2023). Practical measures involve daily pre-shift meetings to talk about daily menu changes, when to expect the busiest time and operational issues. The intervention is inexpensive, and it could be enforced at once and only demands management coordination and time allocation prior to shifts.
Moreover, the introduction or optimisation of order-tracking systems, digital or enhanced manual systems, would improve coordination. When a digital system is already in place under the property management or POS system, the expense would be minimal and restricted to the training of staff. In case of necessity of a new technology, the costs can be moderate, and implementation can be done in three to six months depending on the choice of the vendor and the installation.
Effective communication increases efficiency in operations by minimising errors and time loss. In terms of SERVQUAL, it enhances assurance and empathy as employees are more capable of delivering precise information and timely updates to customers. Though certain modifications will need time and organized planning, most of the changes are feasible and can be implemented within a mid-range hospitality business.
The recommendations are operationally realistic and scalable. The majority entail the low to medium financial investment and can be launched within short and medium timeframes. With an initial focus on workload analysis and communication enhancements, and a progressive increase in training efforts, the management will be able to contribute to the increased levels of guest satisfaction, operational performance, and workforce engagement in a sustainable and cost-efficient way.
[bookmark: _Toc222917704]Research Plan
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[bookmark: _Toc222917705]Final Brief Summary
The proposed research adopts a qualitative case study approach to examine service quality and staff practices within the Food and Beverage (F&B) department of Cheltenham Chase Hotel, based on placement observations. Guided by the SERVQUAL model and the Service-Profit Chain theory, the study explores how employee behaviour, operational practices, and internal working conditions influence guest satisfaction. Findings indicate that hospitality service quality is multidimensional, with interpersonal interaction, responsiveness, professionalism, communication, and teamwork playing a critical role in shaping guest experience. Operational challenges such as staffing shortages, heavy workloads, and poor coordination negatively affect service consistency. Employee satisfaction and effective HRM practices are vital for improving service delivery, while technology and sustainability act as supportive but secondary factors. Overall, the study emphasises integrated staffing management, continuous training, and strong operational planning to enhance hotel F&B service quality.
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