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Abstract 
The research project has the objectives to discuss about the Impact of Front Office Service on Guest Satisfaction in the context of Marriott Cardiff Hotel.  The front office staffs are responsible for creating a first and last impression for the guests. The behaviour of the staff decides the customer loyalty and brand reputation in every situation. A different type of customer interacts initially with the front office staff. It is their responsibility to make them understand the value of their service, exciting offerings, ensuring facilities and passing all the necessary information required by the customer. Several challenges may occur if the front office staffs are inefficient. 
It not only affects the brand reputation but also creates chances for negative reviews. Both the interview results and the findings of the secondary research explain a similar interpretation about this matter. According to the interview participants, keeping calm and positive behaviour while interacting with the rude customers becomes difficult for the staff when there are so many tasks to perform and peak hours are running. Employees of Marriott Cardiff are demotivated, and only proper appreciation and financial incentives can impact positively in this situation. Besides that, the organisation should incorporate new technologies so that the staff can better cooperate with the changing guest experiences. Using the brand reputation, the company leverages new technologies to enhance its opportunities as explained in this report. 
In the literature review section, it is stated that implementing an IoT-enabled room management system will be helpful in increasing energy efficiency. Strengthening the quality assurance and feedback mechanism can be beneficial for improving the front desk performance to gather and collect guest feedback via surveys, apps, or comment cards. The cost management and optimisation of the resource will also help in monitoring energy usage and water consumption to reduce utility costs.It will help in using inventory management systems to prevent wastage.The marketing and reputation management will help to promote unique hotel experiences through social media and local partnerships. It also helps in responding to the online reviews by addressing negative feedback. It can aid in collaborating with tourism boards and event organisers to attract guests. 
Findings have also discussed improving the communication and coordination, which is requiredfor implementing centralised communication platforms linking with the front office, housekeeping and maintenance. It can hold daily briefings to track guest requests and identify operational challenges. This strategy is also required to establish a tracking system for guest complaints and service requests. It has a major outcome for reducing errors, faster service, and getting a consistent guest experience. Leveraging the technology for operation will help in the automated booking and billing systems. 
Using the CRM systems will help to manage guest data and personalise marketing. Ensuring regulatory compliance and safety will help to get the regular audits and inspections and to ensure about hotel operations. Implementing the security measures and crisis management protocols can be helpful for operating the corporate standards. It is also required to prioritise the tasks, which is aligned with the unique characteristics of the property and to identify the guest demographics. 
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[bookmark: _Toc212650196]Chapter 1 Introduction
[bookmark: _Toc212650197]1.1 Research Background
The UK hospitality sector makes a good contribution towards the economic growth of the country, and it offers approximately £ 93 billion (UK Hospitality, 2025). The value of the UK hospitality market is 45,75,41,17,500.00 pounds sterling as per the data in 2025. By 2030, this sector is expected to grow with a 5.96% CAGR (Mordor Intelligence, 2025). Front office service means direct interaction with the customers. This department is vital for ensuring guest satisfaction in any hotel. Several factors decide this, such as the staff's professionalism, behaviour, politeness and ability to address customer queries (Wijayaet al., 2024). The first and last impressions on the front desk are responsible for any hotel’s reputation and the increased number of customers (Jawabreh, Al Fayoumi and Bareya, 2022). The Marriott Cardiff Hotel has a rating of 3.9 out of 5 based on the 2012 reviews (Tripadvisor, 2025). Some of the guests are expressing their discontent and grief with the poor staff quality at the hotel and its service. The customers are criticising the staff'sbehaviour, as they are inconsistent in their quality of service offered. 
The purpose of this research paper is to evaluate the role of front office service in enhancing guest experience. Challenges faced by this company in ensuring better service quality and the recommendations for improving staff behaviour and input will be explained in this context. The results of this paper not only help the company to improve its services but also guide other hospitality businesses to give importance to developing better front office service. 
[bookmark: _Toc212650198]1.2 Overview of case study
The Cardiff Marriott Hotel is located in Cardiff City Centre, near the Principality Stadium, and this 4-star hotel is a part of the Marriott International hotel chain. Headquartered in the United States, the company, founders of this company are J. Willard and Alice Marriott (Marriott, 2025b). This company has followed family leadership since its establishment in the year 1927 (Marriott, 2025a). Nearly 9,600 properties are run by this large hotel chain, which has its operations in more than 143 countries (Marriott, 2024). The total number of employees working under this brand is 377,000 (IBISWorld, 2025). This report will examine the role of the front office service providers in increasing customer satisfaction. The current challenges of this company related to front desk management and the solutions to resolve issues will be explained in this context. 
[bookmark: _Toc212650199]1.3Aim
The research project aims to discuss about the Impact of Front Office Service on Guest Satisfaction in the context of Marriott Cardiff Hotel.  
[bookmark: _Toc212650200]1.4Objectives
1. To identify the role of front office service in enhancing guest satisfaction at Marriott Cardiff Hotel.
2. To analyse the challenges that the Marriott Cardiff Hotel encounters due to poor front office service.
3. To recommend solutions to the Marriott Cardiff Hotel for improving its front office service, ensuring a positive experience for the guests. 
[bookmark: _Toc212650201]1.5Questions
1. What is the role of front office service in enhancing guest satisfaction at Marriott Cardiff Hotel?
2. What are the challenges that the Marriott Cardiff Hotel encounters due to poor front office service?
3. What are the recommended solutions to the Marriott Cardiff Hotel for improving its front office service, ensuring a positive experience for the guests?


[bookmark: _Toc212650202]Chapter 2 Literature Review
[bookmark: _Toc212650203]2.1 Introduction
A literature review is a comprehensive summary and evaluation of the sources on a specific topic (Ritterbuschand Teichmann, 2023).It helps to provide an overview of the existing research by identifying the key researchers and theories. It highlights the gaps in knowledge for the new research. This chapter synthesises and analyses the sources by summarising the key findings and provides future directions. The main purpose of the chapter is to establish the context and identify gaps by evaluating the existing work. This chapter summarises the main findings of the literature for outlining and identifying the gap. It will provide a critical analysis of the existing research on a specific topic. 
[bookmark: _Toc212650204]2.2 The role of front office service in enhancing guest satisfaction
As per the view of Candraet al. (2023), the front office services of any hospitality business in the UK are responsible for creating a first impression on the customers. These staff members’ techniques for communication, ability to maintain efficiency and solve problems determine the overall positive experience for the guests. According to the opinion of Agripinaet al. (2025), service quality has a direct impact on the guest satisfaction of the hospitality industry. It is the key to establishing brand image and promoting customer loyalty. As the front office desk is the primary place for interacting with the guests, it shapes the customer experience and creates a memorable experience for them. As per SukmanaandMaryanti (2025), there is a significant role of tangible and intangible attributes in enhancing the guest evaluations. High ratings of any hotel show the motivation and dedication level of the existing staff, reflecting the concept of Herzberg’s Motivation theory. 
Wang (2025) said that the guest experience of any hotel depends on two interrelated factors the first one is the role of service staff on the front desk and the technologically innovative measures taken by the company. Adaptation to digitalisation and enhancing the digital literacy of the staff play a crucial role in this matter. According to Pujiatiet al. (2025), employee productivity has become a crucial factor in the hospitality industry as it marks the growth of the business. Asmara and Mohi (2024) again confirm the fact by saying that the front office department plays a major role in creating the first and last impression for the customers. In the opinion of Ozan (2025), front office executives face several issues, starting from the misbehaviour of the customers. Problems can be of different types, including indecent proposals. People coming from underdeveloped countries and having a poor guest profile affect the front office staff financially. According to Azzahra and Asshofi (2025), these staff members have made a great contribution to handling such customers politely and maintaining the good brand image of the company. 
[bookmark: _Toc212650205]2.3 The role of front office service in enhancing guest satisfaction at a UK hospitality business
As identified byDewiet al. (2022), the front office plays a major role in increasing guest satisfaction in the UK hospitality business.  It also handles the guest inquiry by coordinating with other departments and provides personalised services. The front office creates a positive and seamless experience to encourage repeat business and to get positive reviews with this. Front office staff are the first point of contact to make a good impression, competence, and it is responsible for creating a good impression, which influences the overall guest satisfaction. As per the view ofBalisthaet al. (2022), the Front office acts as a central hub for coordinating with other departments like housekeeping and maintaining and ensuring the requests of the guests. It helps in providing information on the local attractions by handling the reservations and offering benefit to the service added value. 
[bookmark: _Toc212650206]2.4 Challenges for the Hotel encounter due to poor front office service
As identified byClarahet al. (2023), poor front office service can lead to the challenges for a hotel, which include the loss of guest satisfaction and loyalty and damaging the reputation of the hotel. There is a rise of the operational challenge and issues identified with the reservation errors and with the billing mistakes. The other issues will include with increased complaints about the cleanliness and service and huge stress and workload for the staff due to the poor communication. As proposed byFuet al. (2022), some of the guest related issues and challenges include with decreasing the guest satisfaction with poor first impression. On the other side, lots of customer loyalty can lead to the loss of repeat business. Poor service can result in an online review by damaging the reputation of the hotel and having a huge impact on future bookings. The high-volume complaints also include the billing errors, room condition and failure of the general services of the front desk.
Bouchareb (2023) has stated that, there are operational and staff-related challenges found, which are related to the reservation and billing error, coordination and communication breakdown, and increased workload and stress, which lead to low morale. In a stressful work environment, a constant guest complaint can contribute to the high turnover. As proposed by Fuet al.(2022), there are financial and strategic challenges found with the loss of revenue, with the reputational management cost and difficulties for adapting to the change. Due to the inaccurate bookings and billing mistakes, major challenges and issues can increase frustration with time-consuming corrections. Staffs is forced to handle a high volume of complaints and to manage difficult situation, which lead to burnout and lower morale.Elzinyand Emam (2021) has identified that, poor front office service can hinder the ability of the hotel to adapt to the guest expectations and to identify new marketing trends. 
[bookmark: _Toc212650207]2.5 Solutions for the hotelto improve front office service by ensuring a positive experience for the guests
As identified by Mandićet al. (2023), improving the front office services in the hotel can enhance guest experience by streamlining the check-in and check-out with technology. Personalising the stays through staff training, data can help to empower all the employees and to handle all the challenges and issues with grace and efficiency. A proactive communication will be helpful for identifying the guest feedback and to make a strong impression, which is crucial for creating a positive and memorable. The streamlining process with technology can help to allow the guest a fast and convenient experience. According to Nangpiireet al. (2022), using a mobile app for the services can help to make reservations by requesting the room service and to receive local recommendations. The contactless solution will help to offer mobile payments and digital check-in to reduce the paperwork and wait time.Borghiet al. (2023) has suggested that, implementing a user-friendly system will help automate the tasks for managing the reservations and identifying the guest-facing activities. 
As identified byDas (2023), personalising the guest experience will help train all the staff on guest data and to anticipate the guest'spreferences. Providing a thoughtful experience will help focus on the local attractions based on the guest profile. Implementing a loyalty programme will help to offer and foster a deep connection with the guests. Ensuring a seamless and welcoming first impression can help greet all the guests with a warm, friendly gesture to set a positive tone for the stay. 
[bookmark: _Toc212650208]2.6 Theory
Push &Pull theory 
According to Duong et al. (2023), In the hospitality industry, the use of the Push & Pull theory will be helpful for identifying customer behaviour and for increasing personal motivation with the reputation and cultural attractions. This theory also helps to understand and identify the property for developing the target market by appealing to both types of motivators. In the Push factors, socio-psychological needs can help to identify the destination of a hotel and to identify the need for novelty, adventure and the new experience. In the Pull factors, there is destination and hotel attributes, which are hotel-specific, destination-specific and maintain the safety and security within the destination.Tahiret al. (2024) has stated that, the perceiving value also includes the competitive pricing and special offers. 
As opined by Stringamand Gerdes (2021), the challenges of the theory include intrinsic motivation and the dynamic nature of the internal drivers. In the Pull factor, the challenges include the influence of external variables for identifying the difficulties during the COVID-19 pandemic. In the competitive market, challenges are found with the inadequate explanation for repeated visits. 
Customer satisfaction theory 
As identified by Veal (2017), in the hotel industry, customer satisfaction also plays a major role in increasing the profit and growth of the business. In this context, expectation disconfirmation theory will help to identify initial expectations and to improve the performance and experience of the employees. In the positive disconfirmation, performance can exceed expectations, which leads to high satisfaction. Performance matches the expectation, which leads to the satisfaction of the customers.Urbański (2022) has stated that, in the negative disconfirmation, the shortcomings of expectations can lead to the dissatisfaction of the guests. 

[bookmark: _Toc212451893]Figure 1: Expectation-disconfirmation theory
(Source: Created by Learner)
[bookmark: _Toc212650209]2.7 Gap
In this literature review section, it could use more critical and argumentative analysis with different authors on the research topic. On the other side, there is a lack of statistical analysis found in the hospitality industry to identify guest satisfaction due to the poor performance of the front office department. It was also necessary to focus on the comparative analysis by providing different examples of the organisations. 
[bookmark: _Toc212650210]2.8 Summary
Literature review identifies the themes related to front office service, which create a significant impact on guest satisfaction. The key factors and findings of the chapter include the core service quality, personalisation, communication and identifying the impact on loyalty. This chapter identified different issues and challenges based on the front office of the hotels. Analysing and implementing different theories also helped to highlight the significance of the improvement of front office service on guest satisfaction in hotels. 


[bookmark: _Toc212650211]Chapter 3 Methods
[bookmark: _Toc212650212]3.1 Introduction
Research methods are considered the systematic strategies and techniques which collect and analyse data for identifying the response to the research question (Saunders, Lewis and Thornhill, 2012). It includes the research design, data collection technique and analysis procedure. 
[bookmark: _Toc212650213]3.2 Philosophy and Approach
Interpretivism is a research philosophy that has been selected here to aim to understand the lived experiences and perspectives of participants (IkramandKenayathulla, 2022). It emphasises understanding rather than explaining the front office department of the hotel. On the other hand, it is focused on the deductive approach, which is a logic-based method in research. This approach is focused on the existing information of the research based on the negative impact of the front office department of the hotels (Aliet al., 2021). The key principles of interpretivism are related to subjective reality to identify the holistic and contextual phenomena. It can also use positivist research philosophy for identifying the reality and focusing on the personal viewpoints of the research (Hooperet al., 2024). 
The advantage of the method is that it produces data which is rich in meaning and reflects the true experience for increasing motivation with one's own perspective. It provides an in-depth understanding of human behaviour and social process (Aliet al., 2021). The limitation of the philosophy is the subjectivity and reliability, which lead to the find a challenge. The associate technique is the interview process, which helped get a detailed and individual experience and perspective (Walliman, 2021). 
The advantage of the deductive approach is that it provides a clear and logical design with reliable and precise results. It allows the researchers to establish a cause-and-effect relationship through controlled experiments (Hallet al., 2023). The limitation of the approach is the rigidity with the full complexity of a situation. The associated techniques are controlled experiments with the existing journals and articles. It could also use an inductive approach for gaining information about the community, which leads to the formation of different theories (Taherdoost, 2021).  
[bookmark: _Toc212650214]3.3 Design and Strategy
This research used an exploratory design to identify the problem and to conduct a literature review to gain a deep understanding and to clarify the research problem. The advantages of the design are related to the flexibility and efficiency (Aithaland Aithal, 2024). The limitation of the research is that it helps to identify the inconclusive outcome and to reduce subjectivity for introducing research bias (Taherdoost, 2021). The qualitative data collection can be challenging for analysing the data compared to the quantitative data. The associated techniques are literature review, focus group and in-depth interview for analysing the existing research and to get the background knowledge of the research topic (Bryman, 2008). The descriptive research strategy helped provide a solid foundation for further research by gathering data and insight. This research can be incorporated with both of quantitative and qualitative data collection methods. The limitation of the strategy is that it cannot establish the cause-and-effect relationship, and it cannot determine the causal reasons behind the relationship and trends. In the alternative way, it could use an explanatory research design and case study strategy for explaining the key issues of front desk employees and their impact on the hotel (Mazhar et al., 2021).  
[bookmark: _Toc212650215]3.4 Data collection method and Data analysis
This research used both primary and secondary data collection methods by using interviews and a thematic table. Conducting the interview helped to get proper information from the participants. It also helped in gathering information with one-to-one conversations with detailed information, feelings and thoughts. Primary data is original data collected directly by the researcher for a specific research purpose (Azhariet al., 2023). Using the primary data helped to get the authentic information from the front desk department of Marriott Cardiff". It helped and allowed all the researchers to collect their own techniques. The key issues and challenges of primary data are that it is highly time-consuming (Bingham, 2023).
However, the secondary data collection method has been used for identifying the key concepts and themes based on the literature review part of the research (Maharani and Marsasi, 2024). Some of the issues and challenges of the secondary data collection method include finding proper and relevant articles based on the research topic. Collecting both types of data requires proper planning and execution to ensure the accuracy and reliability of the research (Weiet al., 2021). In this research, multi multi-approach has been used with both of the data collection methods. Consequently, it can use the mono method by using only the primary or secondary method to save time in the data collection (Thomas, 2022).  
[bookmark: _Toc212650216]3.5 Sampling
Purposive sampling is a non-probability sampling technique in which the researcher selects specific individuals or units intentionally based on their knowledge, experience, or relevance to the research objective (Kumatongoand Muzata, 2021). It has used purposive sampling to collect the participants from the front desk employees of Marriott Cardiff. This sampling is judgmental with selective and subjective sampling, which is unique for selecting the participants intentionally with specific characteristics, which are relevant to the research study. The associated techniques are selecting participants who are experts in the topic (Olawale et al., 2023). The limitation of the research is that it can create bias depending on the judgment of the researcher. It has taken 5 participants from the front desk department of Marriott Cardiff. 
[bookmark: _Toc212650217]3.6 Ethical consideration and summary
Ethical considerations ensure that research is conducted responsibly, safely, and with respect for participants by maintaining integrity and credibility (Nii Laryeafioand Ogbewe, 2023). This research followed all regulations for collecting journals and articles from the database. Engaging in ethical consideration, individuals and organisations can make more informed and justifiable decisions (Remler and Van Ryzin, 2021). It maintained the confidentiality and privacy of the information taken through the interview (Nii Laryeafioand Ogbewe, 2023). 
[bookmark: _Toc212650218]3.7 Gantt chart
	Serial Number 
	Tasks/ Week 
	Week 1 
	Week 2 
	Week 3 
	Week 4
	Week 5

	1
	Identifying aim, objective and research question 
	
	
	
	
	

	2
	Literature Review
	
	
	
	
	

	3
	Methods
	
	
	
	
	

	4
	Findings and Discussion
	
	
	
	
	

	5
	Conclusion and Recommendations
	
	
	
	
	


[bookmark: _Toc212451894]Figure 2: Gantt chart
(Source: Created by Learner)


[bookmark: _Toc212650219]Chapter 4 Findings and Discussion
[bookmark: _Toc212650220]4.1 Findings
[bookmark: _Toc212650221]4.1.1 Primary analysis
	[bookmark: _Hlk212028776]Q.1. For how many years have you been working at the Front Office department at Marriott Cardiff Hotel?

	Participant 1: For the last 5 years

	Participant 2: More than 10 years

	Participant 3:It hasbeen almost 15 years

	Participant 4: I have been working for the past 10 years

	Participant 5: more than 20 years

	Q.2 How do you handle different types of guests, and does it impact the brand reputation?

	Participant 1:I maintain composure and listen to the customer queries to offer them the best quality. Of course, it affects the company's reputation and customer loyalty.

	Participant 2:Handling with positive greetings and politeness is our priority. We always keep all the customers informed and help them to our ability to keep up the good company reputation. 

	Participant 3:We handle both polite and rude customers. We need to deal with all types of customers with positivity to minimise the negative impact on customer loyalty. 

	Participant 4:We are trained and instructed to follow the modern customer service operations. Yes, it contributes largely to our company's reputation.

	Participant 5:We try our level best to offer the customers maximised support and assistance. Sometimes it becomes difficult to handle all customer queries, causing inconsistent service quality. Not all the staffs work with the same dedication and motivation.

	Q.3 What are the key complaints that you received frequently while handling guest behaviour?

	Participant 1:Noise complaints

	Participant 2:Uncomfortable room conditions

	Participant 3:Poor housekeeping and room conditions

	Participant 4: not being able to fulfil customer expectations.

	Participant 5:Inadequate facilities

	Q.4 What are the main issues behind the inability to address these issues,in your opinion?

	Participant 1:inconsistent training and performance standards

	Participant 2:Understaffing and high workload

	Participant 3:Lack of preventative maintenance

	Participant 4:Poor internal communication

	Participant 5:Inadequate technology and infrastructure

	Q.5 What do you recommend to solve these internal issues you identified?

	Participant 1: Enhancing the training and performance management system using AI and new cutting-edge technologies.

	Participant 2: offer flexibility and support to employees to enhance their motivation to work.

	Participant 3:Implementation of a strict and robust preventative maintenance program

	Participant 4: Establishing clear communication channels and conducting regular assessments.

	Participant 5:Upgrade technology and infrastructure


Table 1: Interview Results
(Source: Created by the learner)
[bookmark: _Toc212650222]4.1.2 Secondary analysis
	Strength
	Weaknesses

	1. Marriott International is popular for its well-trained staff. 
2. The front desk operators handle all the key functions like check-ins, reservations, and problem resolution. Both positive and negative guest experiences depend on this operational department. 
	1. Marriott International and its properties have the problem of service inconsistency.
2. The internal training gap is another major challenge in the company.

	Opportunities
	Threats

	1. Integrating the latest innovative technologies, using the well-trained staff, it can achieve better customer loyalty.
2. A systematic approach by collecting feedback and addressing service gaps, the company can enhance its reputation. 
	1. The UK hospitality market has intense competition, and inconsistency in operation may affect its customer base.
2. Changing guest experience may pose a threat to the company to manage guest expectations. 


Table 2: SWOT analysis
(Source: Created by the learner)
Findings
According to the SWOT findings, Marriott Cardiff Hotel, being a property of Marriott International, has good internal assets. The skilled workforce of this hotel should be utilised to get a strategic position and overcome the external challenges significantly. The company should implement a new training procedure to maintain the good service standards and reduce excessive pressure on the existing staff. Maintaining the same quality of service in all locations is a critical task, and the company needs to adjust its strategic measures to employ a balanced approach for all locations. The company needs to use the technology integration as an opportunity to enhance the customer experience. Proper training of the staff is highly essential in this matter. Application of the digital tools not only helps the Marriott Cardiff Hotel enhance its procedures but also aids in getting better customer loyalty. 
PESTLE analysis of the UK hospitality industry
Political Factor	
The political stability index of the UK has 0.51points, which has declined. High-quality service quality, in this matter, is of great importance, influenced by the current political landscape of hospitality businesses (The Global Economy, 2025). 	
[image: ]
[bookmark: _Toc212451895]Figure 3: UK GDP growth
(Source: ONS, 2025)

Economic Factor	
The gross domestic product (GDP) of the UK is 744.73 billion U.K. Pound Sterling in 2025, which shows good economic growth (The Global Economy, 2025). It decides the consumer spending abilities, affecting operational cost management processes of any hospitality business. 	
Social Factor	
The unemployment rate of the UK is 4.11 per cent, which shows the increased significance of implementing robust employee motivation strategies (The Global Economy, 2025).  	
Technological Factor	
The innovation Index of the UK is 59.10, which shows a decline from the past (The Global Economy, 2025). Businesses in the hospitality industry need to adopt new innovative technologies to improve customer satisfaction and get a competitive edge. The UK is still less innovative in comparison to other well-developed countries in this matter. 	
Legal Factor	
The Employment Rights Act 1996 and the Equality Act 2010 in the UK establish the importance of giving priority to employee facilities for better customer service quality (Gov.UK, 2025).	
Environmental Factor
The Air Quality Index in the UK is 41, and the government has stressed the significance of maintaining sustainability, which affects the operational cost of any hospitality business (IQair, 2025). 
Findings and key implications
According to the above table of PESTLE analysis, political stability matters a lot in enhancing the business operations, ensuring guest safety. Businesses need to implement robust security protocols to manage guest safety in the condition of political instability. Moreover, the economic condition of the country affects the pricing, discounts, offering, employee incentives and profitability. Adding facilities for staff motivation is compromised if the economic condition is poor and the consumer's purchasing power is low. Considering the UK landscape, the political and economic environments are supporting the business operations of this hotel. The company should invest in staff training, offer them incentives or acknowledge them for offering good service. Moreover, the growing significance of technology and innovation creates pressure on the hospitality businesses to incorporate new technologies for better business outcomes. Besides that, the stress on environmental regulations also needs to be noted, and the business activities, transparency of operations, and decisions affect the brand reputation of any business. Considering the PESTLE factors helps to understand the key areas that the company should focus on to get more opportunities for business expansion. 
	Themes
	Title
	Author
	Year
	Findings

	Impact of front desk service on guest expectations
	Guest Preferences and Future Challenges in the post COVID-19 scenario-an exploratory study of hotel front office department.
	Bharti, R. and Sharma, S. 
	2023
	The front office operations in the UK have been updated with innovative technologies with evolving market trends. The front office service plays a crucial role in offering accurate information required to handle customers efficiently. 

	
	Guest service experience in eco-centric hotels: a content analysis.
	Olorunsola, V.O., Saydam, M.B., Arasli, H. and Sulu, D. 
	2024 
	As per this source, eco-friendly practices are being prioritised for achieving better guest satisfaction in the UK hospitality businesses. It is the role of front desk operators to explain and communicate the eco-friendly measures they have adapted to the customers to enhance brand image. 


Table 3: Thematic analysis 1
(Source: Created by the learner)
Key implications
The above table explains that, the key factors that affect the guest experience are keeping in mind the customer preferences, better hygiene maintenance, use of technology and others. 

	Challenges due to poor front office service.
	Contemporary issues and challenges facing the hospitality industry.
	Kumar, S., Kapoor, B. and Shah, M.A. 
	2024
	The source presents information about the different challenges faced by the hospitality companies, including the inability to adapt to the latest technologies, changing customer expectations and others. 

	
	Working conditions in the hospitality industry: the case for a fair and decent work agenda.
	Giousmpasoglou, C. 
	2024
	According to this source, several issues affect the working productivity of the employees of hospitality businesses. These are heightened work pressures, income instability. 


Table 4: Thematic analysis 2
(Source: Created by the learner)
Key implications
The above table implies that, Poor front office services lead to reputational damage and a reduced number of loyal customers. 

	Strategies to improve front desk service 
	Front Desk: How Training and Development Can Increase Productivity and Reduce Stress. 
	Jetson, J.O.I. 
	2024
	Training and development a good initiatives for enhancing employee productivity.

	
	Digitalisation and IT strategy in the hospitality industry
	Wynn, M. and Lam, C. 
	2023
	Information Technology and the digitalisation process for improving the infrastructure for the service desk have been suggested in this study. 


Table 5: Thematic analysis 3
(Source: Created by the learner)
Future Implication
This table suggests that the Integration of new technologies and offering training to the front office staff are essential strategies to implement.
[bookmark: _Toc212650223]4.2 Analysis
[bookmark: _Toc212650224]Findings and analysis of the interview results
The interview participants for this research have been working for more than 15 years, and some of them have been working for the last 10 or 5 years. All the experienced front office staffsis the key participants in this interview process. 
In this primary analysis, findings all the participants have responded differently and brought to light several inconsistent areas that need improvement for a better guest experience. As the entire interview attendants are experienced, they offered insightful perspectives on the service quality issues that gave the research a proper direction to solve those issues consecutively. 
Secondly, it was asked of the interview attendants what their way of handling guests is and its impact on the brand. The first participant explained that they try to be calm and handle the customer queries with excellent active listening skills. These have a direct contribution to customer loyalty and brand reputation. The second participant said that front office service providers treat every customer with politeness and greetings to create a positive first and last impression. The next participant highlighted the fact that there are both polite and rude customers they need to handle. The key priority is to keep all the customers informed and assist all the customers with all types of support. Participant 5 explained that service quality becomes inconsistent due to increased workload, and handling multiple types of customers sometimes becomes difficult for them. This may affect the company's reputation and result in a negative guest experience for some of the customers. 
The responses highlight the individual, capabilities for handling guests and represent the operational flaws. The first three participants showed their proper fundamental understanding of the guest handling practices. In this matter, the key attributes include empathy, communication, active listening and maintaining professionalism in every situation. They are part of an efficient customer-focused team that handles difficulties with grace. A major vulnerability has been explored by the response of the fifth participant, who is experienced for 20 years. It demonstrates the use of a reactive strategy in the peak hours. It can be perceived that inconsistency is the prime factor that affects the brand reputation. 
The third question was about the type of complaints they receive at the front desk. The first participant mentioned the noise complaints; the second one mentioned the uncomfortable room conditions. The third participant repeated saying the problem of room conditions and poor housekeeping. Participant 4 again highlighted these issues altogether, saying that they are unable to meet customer expectations. The last participant highlighted the inadequate facilities in the company. 
The response of the fourth participant, who said they are unable to fulfil the guest experience, can be considered as a critical synthesis of the others’ problems. The frequent complaints about the poor room condition, poor housekeeping show the demotivated staff behaviour. A root cause analysis is highly required to address these multiple forms of problems. In the interview, the fourth question was asked about the inner cause of the identified complaints or issues that persisted in the hotel. The five participants explained the five different perspectives on the internal issues. Inconsistent training and performance standards, Understaffing and high workload, and Lack of preventative maintenance are the three major issues. Besides that, the fourth and fifth participants mentioned poor internal communication and improper technology infrastructure. 
The five problems identified in the interview results are interconnected with each other. Reasons for the subpar behaviour and several weaknesses of the company are the inadequate training arrangement and lack of initiatives for a better performance track. Poor line of interaction is another significant issue that exacerbates the problems within the internal environment. Lack of integration of the advanced technology and initiatives towards staff upgrade affects the service quality of this hotel, which also needs to be addressed. 
The last question was about the recommendations for reducing the intensity of the identified internal issues. In the interview, the first employee said that a detailed and advanced-level training program, including an AI-led performance management system, should be incorporated by the company. The second employee highlighted the need for improving managerial policies to offer enough flexibility to the employees. Preventative maintenance program havesuggested by the third participant, while the fourth employee suggested establishing clear communication channels by conducting regular employee assessments. Upgrading technology and infrastructure is the main thing that the company should focus on, according to the opinion of the last participant.
[bookmark: _Toc212650225]Secondary analysis
According to Bharti and Sharma (2023), flawless guest service requires the incorporation of the evolving trends and adaptation of changing practices into the operational areas, and the front office department is no exception to that. Inability to fulfil the customer expectations by the front service providers creates a negative experience for them. It not only affects customer loyalty but also impacts negatively on the company's reputation and reviews. As per Olorunsolaet al. (2024), positive word of mouth is another factor that affects customer loyalty. The service desk operators communicate the key initiatives and the facilities employed by the hotel to increase the satisfaction level of the customers. Making the customers understand the role of managing sustainability initiatives and their commitment towards sustainability also helps to create a sense of awareness and a positive image of the company in the eyes of the customers. 
According to Kumaret al. (2024), the hospitality businesses in the UK face several complications or problems related to standardisation, evolving customer expectations and others. Besides that, another significant challenge highlighted is the employee turnover problem due to demotivation and insufficient internal policies. If the workers do not get enough support and facilities, they cannot work with effort and do not feel willing to give extra input. Giousmpasoglou (2024) highlighted several employee demotivational problems that affect the service quality in the hospitality businesses. Increased work pressure and limited income opportunities are some of the factors that makes the employees demotivated. 
[bookmark: _Toc212650226]4.3 Discussion
The findings of the literature review suggest that the front office staffs play a crucial role in enhancing the brand reputation of any hospitality business. Similar findings can be observed in both primary and secondary findings. Review of the literary sources reflects the fact that handling of the guest inquiry requires good cooperation between the different operating teams. The behaviour of the front office staff decides if the company will get positive reviews from the company or not, and encouraging repeat purchases is another part of their duty, as perceived from the findings of the literature review. The key challenges that the hospitality businesses face are due to poor behaviour and input from the front office staff. The findings of the literature review also match with the results of both primary and secondary analysis, which also stress the facts such as issues related to brand image, guest satisfaction and others. 
As per Wynn and Lam (2025), IT and digitalisation, strategies can be a good solution for improving the service quality. The strategies that can be used to mitigate the issues perceived through poor front office service are adding personalisation features for customers upgrading technologies. the push and pull theory of demand has been emphasised in the literature review to change the exclusivity of the offers for the customers and to get their attention. For creating a future-ready workforce, the company can add automation and establish feedback mechanisms to improve its internal operations. Continuous assessment of the internal processes using root cause analysis will help the company to identify the areas for improvement and implement measures for better results. Arranging advanced training and upgrading infrastructure by incorporating new cutting-edge technologies within the service operations are highly necessary for this hotel to improve guest experience and prepare a resilient front desk staff. 
In the literature review, Das (2023) identified that personalisation and offering customers unique offerings can help to improve their satisfaction rate. in this matter, the findings of the literature review also highlight the significance of offering a thoughtful experience. This can be done by focusing on the local attractions, depending on the profile of the guests. Other significant solutions for enhancing customer satisfaction are implementing a loyalty program as per the findings of the literature review section. Moreover, all the measures offered in literature, primary and secondary results are beneficial enough to create a seamless experience for the consumers. In this matter, the front office staffs needs to welcome the guests with warm greetings and ensure they remain calm in every conflictual situation. 
[bookmark: _Toc212650227]4.4 Future Implication
The future implications for the research on the role of front office staff in enhancing the business operations of Marriott Cardiff hotel are that it bridges the gap between service delivery and the promised statements by the company. The findings of the research paper focus on staff training, which will help similar hospitality businesses to understand the key actions that they should emphasise. Establishing service benchmarks will be easier with the application of the findings of this research paper (Junita et al., 2024). 
[bookmark: _Toc212650228]4.5 Limitation
The limitation of this research paper lies in the fact that it has conducted interviews with just 5 front office staff. A larger sample size can help gather more accurate results (Ahmed, 2024). Focusing on both primary and secondary types of data has potential for biased conclusions (Konno et al., 2024). Comparing and critically analysing vast data, combining the results of both primary and secondary analysis, is a critical task (Marzi et al., 2025). Self-bias is a problem that can be observed in such matters, and it is challenging the researcher to complete the research without any biased oversight (Devers, 2025). 
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[bookmark: _Toc212650230]5.1 Conclusion
Key findings 
Identifying the role of front office service 
According to the first objective, the front office is the heart of hotel operations and serves as the primary point of contact between guests and the hotel. At Marriott Cardiff Hotel, the front office plays a pivotal role in shaping first impressions by ensuring smooth operations and delivering personalised services. It has a significant influence on guest satisfaction.This research has identified the role and importance of the front desk employees in a hotel for making a first impression and to ensure about the guests. Efficient check-in or check-out procedures can reduce waiting times and enhance convenience for all guests.
Additionally, they help in ensuring accurate room assignments and communicate the availability in advance. The front desk is also responsible for handling overbooks or last-minute changes smoothly, minimising guest inconvenience. There is a significant impact on guest satisfaction for increasing the accuracy and flexibility in reservations the reliability and trust.The front desk is also responsible for providing information about local attractions, dining, transportation and events.It helps all the guests with special arrangements like tickets, restaurant bookings or transportation.In order to manage the guest complaints and requests, front office staff act as the first responders to any guest issues, which are related to the room facilities, services, or billing.They are also responsible for identifying effective problem-solving and prompt response,demonstrating professionalism and care.In order to maintain the guest relation and personalisation, maintaining the records is necessary by maintaining the records of guest preferences, loyalty program status, and feedback.
This research makes a great contribution to hospitality management,and it also helps in gathering knowledge about the role and impact of the front office department in a hotel on the customers. 
Analysing the challenges 
As per the second objective, due to the poor front office service, a huge dissatisfaction can be increased in the hotel, which leads to negative reviews. It can delay and affect the room availability and scheduling for housekeeping and maintenance.The poor communication between the departments can create problems with the lack of coordination between the front office and other departments, like housekeeping and maintenance can result in service delays.There is a huge impact found, which has a major impact on the lack of coordination between the front office and other departments, like housekeeping and maintenance can result in service delays. For example, staff shortages and communication gaps have been identified as significant challenges in hospitality, which lead to service delays and unhappy guests. Inadequate staff training and professionalism can be impactful for decreasing loyalty with poor service, which can deter guests from returning or recommending the hotel.
In the security concerns, the challenge can be increased to identify inadequate security measures at the front desk, which can compromise the safety of the guests. The negative online review and reputational damage can be increased with the negative review and the loss of revenue. Addressing these issues through improved training, streamlined processes, and enhanced communication can lead to a more positive guest experience and improved operational efficiency.
Recommended solutions to the Marriott Cardiff Hotel 
According to the third objective, personalising the guest experience by improving the performance of the front office employees can help to mitigate the issue and challenges (Srivastavaand Kumar, 2021). Moreover, the staff training and development will help in conducting regular training programs on guest service etiquette, communication skills and problem-solving. Training of the staff on cultural sensitivity can help to handle international guests effectively (Akgunduzet al., 2022). Introducing cross-training can manage multiple front office functions efficiently. Streamlining the check-in and check-out process will help to reduce waiting times and provide a proper arrival or departure experience. Enhancing the communication and coordination will help to hold the daily briefing meetings for the front office and key departments. It can help to get faster responses to guest requests and with consistent service delivery (Abdel‐Hamidet al., 2022). 
[bookmark: _Toc212650231]5.2 Recommendation and Practical Strategies
Enhancing the front office efficiency can help streamline front office operations and improve guest satisfaction. In the practical strategies, it can implement digital check-in or check-out systems to reduce the waiting times. The staff training and development will also be useful for conducting regular customer service and hospitality training. It will also help in providing cross-departmental training to enhance flexibility (Dewiet al., 2022). Encouraging staff can help to attend workshops or online courses on trends in hotel management. The practical outcome of the strategy will be higher staff competency, motivation and professional service (Safitriet al., 2021). Optimising the guest experience and personalisation will help to maintain a guest preference database for repeat visitors. Additionally, offering personalised services like preferred room setup, amenities, or special occasion recognition will help to fulfil the satisfaction level of the employees. It is beneficial to introduce loyalty programs or incentives to encourage repeat bookings. It has a huge positive impact found for increasing strong guest satisfaction and retention (Nii Laryeafio and Ogbewe, 2023).  
Offering regular training can help to identify a structured plan for delivering the training with additional skills like time management, customer communication and organisation (Pujiatiet al., 2025). Creating a comprehensive hotel operation will help all the hotel managers and owners to get the best practices with the team. Utilising the guest review and identifying the positive review will help to influence an effective check-in procedure for the entire team. Leveraging the reception with the team's expertise and leading the training session will help with professional development to stay updated with the new tools and techniques and to enhance the front office operation (Balisthaet al., 2022). 
This research can be applied beyond the Marriott Cardiff to guide and develop a training programme and to improve service protocols by making informed strategic decisions. Focusing on the customer experience also helps the staff managers, as the hotel can develop a consistent and high-quality service for enhancing guest satisfaction, which leads to the positive reviews and increases loyalty. 
[bookmark: _Toc212650232]5.3 Implications for future research
This research study will help balance technology with human interaction in hotels. It will explore the gaps from the perspective of different stakeholders and extend the research scope to include other hotels. 
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