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[bookmark: _Toc198393698]Abstract
This study analyses service quality and customer satisfaction of Innside by Meliá Liverpool Hotel through a qualitative case‐study method, netnographic content analysis of 230 internet guest comments, desk‐based secondary data research, and peer urban lifestyle hotel benchmarking. The goals of the research were to (1) unveil the main causes of guest satisfaction and dissatisfaction based on user reviews, and (2) determine how the hotel can achieve operational improvements and service quality improvement through industry best practices and innovation strategy.
Key findings reveal that classic service dimensions room cleanliness, employee professionalism, and check‐in process consistency, continue to be the key to overall guest satisfaction. At the same time, digital niceties like smart-TV functionality, high‐speed internet connectivity, and a successful mobile concierge platform have become key drivers of the guest experience. Sustainability efforts such as water‐saving showerheads, recycling facilities, and environmentally friendly bathroom products favourably draw in increasingly large numbers of environmentally conscious travellers, but imperfect implementation and communication breakdowns have their strongest potential. Furthermore, variability in service quality during peak occupancy undermines staffing and resource deployment weak points in the operation. Finally, empathetic and responsive employee involvement consistently builds emotional links that turn into positive online opinions.
Based on such observations, five strategic recommendation fields are suggested. Digital Service Improvements through migrating to a sound mobile concierge platform, fine-tuning room connectivity, and implementing real-time digital feedback loop mechanisms will smooth guest interactions and alleviate front-desk tensions. Second, Sustainability Integration and Communication requires single-use plastic elimination, the installation of in-room sustainability dashboards, and stimulating staff "Green Ambassadors" to push guests more intensively into green initiatives. Third, Agile Resource Management entails utilising predictive workforce-management software, cross-training staff with role flexibility, and relying on real-time operation dashboards to forecast and resolve service congestion. Fourth, Staff Development and Engagement entails quarterly service workshops, a "Guest Kudos" rewards system, and online competency certification to attain service excellence and minimise turnover. Lastly, an Integrated Guest Experience Platform with personalised pre-arrival communication, a single guest journey map, and a structured post-stay analytics process will power continuity and consistency along the guest lifecycle.
Together, these suggestions provide Innside by Meliá Liverpool with a vision to increase service excellence, build operating resilience, and build its city life brand. Through the synergies between enduring service essentials and digital transformation, leadership for sustainability, and responsive resource management, the hotel is poised to meet changing guest needs and gain a competitive edge in Liverpool's hotel industry.
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[bookmark: _Toc198393699]Chapter 1: Introduction
This research explores customer satisfaction and service quality dynamics at Innside by Meliá Liverpool Hotel through secondary data analysis, predominantly online customer reviews, and industry best practice benchmarking. Relying on publicly available reviews and organisational reports, the study aims to glean actionable insights that can be used to guide managerial decisions and drive continuous improvement in guest experience and operational efficiency.
Inside by Meliá Liverpool is a city lifestyle design hotel located on 43 Old Hall, within Liverpool's central business and creative area. The hotel has gone out of its way to be different since opening in September 2021, by providing innovative design, cutting-edge facilities, and personalised service (Melia, 2025). Situated between Albert Dock, Liverpool One shopping centre, and key transport interchanges such as Lime Street station, the hotel caters to the needs of a mix of leisure visitors attracted to the city's cultural attractions and business customers requiring convenient connectivity.
In the context of rapidly shifting guest expectations and the expansion of online review platforms, TripAdvisor and Booking.com, for example, the hotel sector is under intense scrutiny to deliver uniform, distinctive experiences. In the instance of Innside Liverpool, ongoing tracking of guest reviews informs satisfaction drivers, highlights areas of dissatisfaction, and brings to the fore opportunities for innovation. This affordable, ethical secondary-data approach leverages rich user-generated insight without overt intervention by guests or hotel personnel.
The overall objective of this placement study project is to examine Innside by Meliá Liverpool's operating practices and service delivery and establish evidence-based initiatives which optimise guest satisfaction and operating performance. Towards these objectives, the study will try to:
1. Assess current guest personalisation and technology use by identifying themes in recent online reviews that relate to digital check-in, in-room amenities, and staff responsiveness.
2. Identify operational challenges and bottlenecks, focusing on service consistency during peak occupancy, staff scheduling efficiencies, and the integration of eco-friendly practices.
3. Examine best practices in digital guest engagement, employee training, and sustainable operations by comparing Innside Liverpool to other Innside properties and leading urban lifestyle hotels.
4. Develop practical recommendations aligned with the hotel’s brand identity and resource constraints, ensuring suggestions are realistic and readily implementable by management.
These objectives are guided by two central research questions:
· RQ1: Which factors most significantly drive customer satisfaction and dissatisfaction at Innside by Meliá Liverpool, as revealed through thematic analysis of online guest reviews?
· RQ2: How can Innside by Meliá Liverpool improve service quality and operational efficiency by adopting industry best practices and innovative service strategies?
Through the merge of qualitative case-study research with netnographic studies and desk-based research, including organisational documentation (Shaw, 2020) of Meliá Hotels International, industry benchmarks (e.g., STR Global, Deloitte Hospitality Outlook), and research models such as SERVQUAL, this study will create an integrated understanding of the performance of Innside Liverpool. The intelligence developed will not only indicate areas of strength and weakness but also position the hotel in the competitive mapping of urban lifestyle hotels (Köseoglu et al., 2019).


[bookmark: _Toc198393700]Chapter 2: Literature Review
An exhaustive review of the literature positions this research of Innside by Meliá Liverpool Hotel in wider academic research in service quality, customer satisfaction, digital innovation, sustainability, and research approaches in the hospitality sector. The chapter integrates milestone conceptual frameworks and empirical studies across six themes, critically evaluating existing research and highlighting gaps to be investigated by this current case study.
[bookmark: _Toc198393701]2.1 Service Quality Frameworks in Hospitality
Service quality is a foundational theory of hospitality research. Parasuraman, Zeithaml, and Berry's (1985) SERVQUAL model remains one of the most popular models, with service quality described as the difference between customers' expectations and perceptions across five dimensions: tangibles, reliability, responsiveness, assurance, and empathy (Endeshaw, 2019). SERVQUAL has been utilised in hotels to determine areas where performance fails and to assist quality improvement initiatives. But critics say SERVQUAL's one-dimensional gap analysis is simplistic in capturing complex service experiences and neglecting emotional and contextual facets of guest experience (Naylor, 2024). More recent versions like HOLSERV compress dimensions to make space for hospitality-specific factors like comfort and extra amenities (Stivaktakis, 2021). These studies emphasise the importance of formal quality frameworks as well as the necessity for adaptive tools that can cope with changing guest expectations in lifestyle hotels.
[bookmark: _Toc198393702]2.2 Drivers of Customer Satisfaction and Dissatisfaction
Researchers have long investigated what elements of the service impact most on the overall satisfaction of guests. Empirical research recognises a combination of instrumental service elements (room cleanliness, staff professionalism, check‐in efficiency) and affective determinants (value perceived, reputation of the brand, genuineness of experience). Anderson (2025) found that personalised service centred on receptive staff interaction leads to stronger loyalty intentions, whereas responsiveness shortcomings usually generate bad word of mouth on the web. Xu, Liu, and Gursoy (2019) illustrated that service recovery from failure (e.g., timely compensation) can suppress dissatisfaction but only if accompanied by sincere empathy. Furthermore, Talukder (2025) illustrated that the quality of amenities (speed of Wi-Fi, technology in the rooms) has become crucial in addition to conventional comfort amenities. But most of this research is based on survey-based primary data; fewer studies systematically scrape user-generated content to make inferences about fine-grained, real-time guest sentiments, an approach that is at the heart of the current research (Cloarec, 2023).
[bookmark: _Toc198393703]2.3 Digital Innovation and Guest Engagement
The fast convergence of digital technologies has reshaped the way hotels engage with guests. From mobile check-in/check-out and mobile concierge apps to Iot devices in rooms, technology promises convenience, customisation, and operational efficiency. Buhalis and Law (2008) set up "e-service quality" as an extension of fundamental service dimensions with stress on website usability, security, and tailorability. Subsequent advancements by Yi, del Vas, and Muñoz (2019) suggest the promise of mobile apps in enriching in-site experiences. However, staff ability and user adoption remain the drivers of the adoption of digital tools. Research identifies challenges including technology failure, poor staff training, and resistance by visitors to adopt self-service options (Chan and Petrikat, 2022). Despite increasing writing on digital hospitality, there is limited research connecting certain tech functionality to guest satisfaction outcomes in urban lifestyle hotels a knowledge. This research aims to address this through a thematic analysis of tech-related commentary (Buhalis et al., 2019).
[bookmark: _Toc198393704]2.4 Sustainability and Eco-friendly Operations
Sustainable practices are no longer at the fringes; they drive consumer choice and brand reputation. Hotel sustainability studies include energy‐saving behaviour, waste reduction, and water‐conserving behaviour (Prakash et al., 2023). Abdou et al. (2022) showed that green behaviour can increase perceived value among visitors, particularly those from younger generations. Nevertheless, issues of implementation, such as increased initial investment and employee compliance, tend to limit levels of adoption (Sallam, Mohamed, and Mohamed, 2023). In the lifestyle segment, sustainability becomes even more important since clients expect hotels to mirror their ethical standards. Industry reports (such as Deloitte Hospitality Outlook) provide benchmarks for best practice, and academically driven research infrequently compares attitudes of guests toward sustainability with operational realities within mid-scale city hotels (Legrand, Chen, and Laeis, 2022). Through examination of how visitors talk about green initiatives (or not) at Innside by Meliá Liverpool, this research will introduce fresh evidence regarding the direct influence of sustainability on satisfaction.
[bookmark: _Toc198393705]2.5 Employee Training and Service Performance
Staff competence and motivation are essential antecedents to service quality. The model of the service‐profit chain connects employee satisfaction and training investment to customer loyalty and profitability (Adeinat and Kassim, 2019). In hospitality, training courses of a professional nature, such as hospitality etiquette to cross-cultural communication and crisis management, have been found to enhance the quality of service (Koc, 2020). Heavy hotel turnover levels, however, can erode training effectiveness, causing uneven provision of service (Castro-Casal, Vila-Vázquez, and Pardo-Gayoso, 2019). Evidence-based research tends to be based on management views and less on customer complaint feedback of employee interactions. Such a gap supports the use of netnographic methods in eliciting authentic guest evaluations of employee performance to drive more successful employee retention and training programs.
[bookmark: _Toc198393706]2.6 Netnography as a Research Method
Netnography or cyber ethnography is systematic research on consumers' online content to determine consumer behaviour (Irimiás and Volo, 2018). Its use has increased in hospitality research as sites of review have become ubiquitous. Netnographic research on tourism presents rich findings regarding tourist motivation and perceptions towards services (Küster and Vila, 2024). Compared to surveys and interviews, netnography offers unobtrusive access to voluntary guest narratives, minimising social-desirability bias (Lam, Dioko, and Li, 2022). However, researchers must consider ethical concerns such as anonymisation of reviewers and account for potential selection bias, as highly motivated (frequently disgruntled) guests are likely to post. Through using purposive sampling of reviews across several platforms over the last 12–18 months, the present research is protected from platform‐specific biases and picks up rich, rounded perspectives (Mariani and Nambisan, 2021).
[bookmark: _Toc198393707]2.7 Benchmarking and Comparative Studies
Benchmarking with peer hotels is standard procedure in hospitality management. Industry reports (STR Global, Pwc, Mintel) yield quantitative data such as occupancy rates and guest satisfaction scores but tend to be weak in qualitative context (Kalra and Wood, 2018). Comparative academic research usually concentrates on cross‐cultural brand performance (Romani et al., 2018) or between‐segment differences (e.g., luxury versus economy). Very little research, however, links benchmarking statistics with thematic analysis of visitor comments to provide practical recommendations (Singgalen, 2025). This mixed‐methods method has the potential to provide more understanding of how operations are transformed into perceptions of service quality and competitive advantage (Amerta and Madhavi, 2023).
[bookmark: _Toc198393708]2.8 Identified Gaps and Research Contribution
Whereas literature provides strong models to measure service quality, customer satisfaction, and technological adoption, some research gaps render this present study worth pursuing:
1. Limited use of netnography in systematically comparing guest sentiments across multiple online platforms for mid-scale lifestyle hotels (Pandi and Spanaki, 2024).
2. Insufficient linkage between specific digital innovations (e.g., mobile check-in, smart rooms) and measurable guest satisfaction outcomes (Das, 2023).
3. Underexplored impact of sustainability initiatives on guest perceptions in urban hotel settings, particularly through the lens of user-generated reviews (Park, 2019).
4. Scarcity of integrated benchmarking studies that triangulate industry metrics with qualitative guest feedback to inform strategy (Alsharari and Aljohani, 2024).
Through closing such gaps with an organised case study of Innside by Meliá Liverpool Hotel, integrating netnographic analysis, desk research, and benchmarking, this research will contribute theoretical wisdom and provide pragmatic recommendations on enhancing service quality, guest satisfaction, and operational effectiveness in the emerging hospitality landscape.

[bookmark: _Toc198393709]Chapter 3: Methods
This chapter presents the methodology for the research of service quality and customer satisfaction at Innside by Meliá Liverpool Hotel. The research is a qualitative case-study-based, complemented by netnographic content analysis of internet guest feedback, desk-based secondary research, and comparative benchmarking. Together, they provide depth and context to the research of operational procedures and guest perceptions. 
[bookmark: _Toc198393710]3.1 Case Study Methodology
A single-case study design is used to build an in-depth, contextualised picture of Innside by Meliá Liverpool as a bounded system (Hancock, Algozzine, and Lim, 2021). Case studies are best suited to "how" and "why" questions in naturalistic settings, with the researcher able to investigate current phenomena when boundaries between context and phenomenon are not clearly defined or easily discernible (Reis, 2018).
Advantages:
The case‐study method has various strengths. First, its depth of understanding allows for close analysis of one property alone, so that the researcher can investigate service processes, guest interactions, and operational expectations in layered, detailed richness (Altinay, Paraskevas, and Ali, 2024). Second, its contextualization guarantees that conclusions are based on the hotel's particular physical setting, cultural milieu, and organisational structure, to tap into subtleties that less contextual methods may miss. Lastly, its natural flexibility makes it feasible to incorporate varied evidence like web comments, business reports, and industry statistics to facilitate data triangulation and improve the overall validity of the research (Christofi et al., 2021).
Limitations:
Case-study methodology, although strong, has some significant limitations as well. First of all, inferences from a single city-type hotel could be non-representative since the very business needs and consumer demands in Innside by Meliá Liverpool may not be representative of others in other market segments or regions (Li et al., 2021). Second, the author's intimate acquaintance with the property acquired through placement experience represents a risk of interpretive subjectivity that requires adherence to systematic coding protocols and constant reflexive controls to minimise bias and maintain the study's rigour (Woods and Sikes, 2022).
[bookmark: _Toc198393711]3.2 Netnographic Analysis
To ascertain genuine guest emotions, netnography or online ethnography is used (Whalen, 2018). It encompasses systematic gathering and thematic coding of TripAdvisor, Google Reviews, and Booking.com consumer-generated reviews in the last 12–18 months (Marine-Roig, 2022).
Procedure:
Sampling: Purposive sampling gathers a representative set of 200–250 reviews from the websites, including positive, neutral, and negative comments.
Thematic Coding: NVivo (or equivalent qualitative software) is applied to code the comments, with initial codes from SERVQUAL dimensions (tangibles, reliability, responsiveness, assurance, empathy) and inductively from emerging themes (e.g., digital facilities, sustainability comments) (Stivaktakis, 2021).
Synthesis: The codes are combined to form higher-order themes that emerge to identify key drivers of satisfaction and dissatisfaction (e.g., check-in process, technology in the rooms, staff interactions).
Relevance: Netnography provides unobtrusive access to spontaneous guest accounts, reporting live impressions beyond the researcher's control (Addeo et al., 2019). It also provides comparative analysis across platforms to identify platform-specific bias.
[bookmark: _Toc198393712]3.3 Desk Research
Existing organisational, industry, and academic literature will be used to inform desk research that will contextualise the netnographic results. Primary inputs include Meliá Hotels International's latest annual and sustainability reports for operational performance measures and strategic goals; industry benchmarking reports such as STR Global's 2022 Liverpool market snapshot and Deloitte Hospitality Outlook 2023 for quantitative measures such as RevPAR and occupancy; and peer-reviewed articles since 2017 on quality of service, digital hospitality advancements, and eco-friendly hotel operations (PJ et al., 2023). Through triangulating user-generated analysis with such objective data, the research provides strong cross-validation of themes emerging. This secondary research analysis triangulates qualitative analysis of guest review texts with objective performance measures to allow strong cross-validation of themes (Romero et al., 2024).
[bookmark: _Toc198393713]3.4 Benchmarking Analysis
Benchmarking is comparing Inside Liverpool's service and innovation practices with:
· Peer hotels in the INNSiDE by Meliá portfolio (national and international).
· Similar urban lifestyle hotels in Liverpool city centre.
· Industry-leading benchmarks for best practice in service recovery, digital interaction, and sustainability (e.g., Marriott's mobile check-in, green key initiatives supplied by Accor).
The comparison stage identifies areas of performance gap and competitive opportunity for advantage to underpin the delivery of evidence-informed guidance (Barends and Rousseau, 2018).
[bookmark: _Toc198393714]3.5 Ethical Considerations
As the study relies exclusively on publicly available secondary data, formal ethical approval is not required. Nevertheless, the research will adhere to ethical standards by:
· Anonymising guest content: No reviewer names or identifiable details are reported (Rodriguez et al., 2022).
· Attributing organisational sources appropriately: All reports and press releases are cited.
· Maintaining reflexivity: The researcher will document analytic decisions and potential biases in a research journal to enhance transparency and trustworthiness (Schneider and Mankad, 2021).
By combining a strong case-study approach with netnographic, desk-based, and benchmarking methods, this research will provide rich, actionable findings into Innside by Meliá Liverpool Hotel's operational performance and service delivery.
Chapter 4: Findings and Discussion
This chapter includes a thematic analysis of 230 online guest reviews for Innside by Meliá Liverpool Hotel and is underpinned by benchmark data and scholarly expertise (TripAdvisor, 2025). The Findings (Section 4.1) outline the empirical findings in order of highest to lowest emergent themes, and the Discussion (Section 4.2) critically discusses these findings against recent scholarship, answers research questions, considers managerial significance, recognises limitations, and makes recommendations for future studies.
[bookmark: _Toc198393715]4.1 Findings
[bookmark: _Toc198393716]4.1.1 Check-in Efficiency and Responsiveness
Among the 230 reviews sampled (January 2022–June 2023), 165 (72%) commented on check-in and check-out procedures. Positive remarks (n = 120; 52%) praised the hotel’s digital kiosks and streamlined front-desk processes:
“Self-check-in got us to our room in under five minutes, so convenient!” (TripAdvisor, 2025)
Negative feedback (n = 45; 20%) centred on system outages and staff shortages at peak times, leading to queues and booking mismatches.
These comments reveal that while technology accelerates service, effective fallback procedures are critical when digital systems falter.
[bookmark: _Toc198393717]4.1.2 Room Cleanliness and Maintenance (Tangibles)
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[bookmark: _Toc197700241]Figure 1: Booking.com Guest Reviews 
Source: (https://www.booking.com/hotel/gb/innside-by-melia-liverpool.en-gb.html)
“Housekeeping kept the room spotless, everything looked brand new.” (Booking.com, 2025)
Conversely, 42 reviews (18%) reported maintenance issues—stained carpets, faulty air-conditioning, peeling paint and slow resolution times:
“We reported a dripping tap in the morning, but it wasn’t fixed until evening.” (TripAdvisor, 2025)
These maintenance lapses, though fewer in number, have an outsized impact on guest perceptions of quality and reliability.

[bookmark: _Toc198393718]4.1.3 Staff Professionalism and Empathy (Assurance & Empathy)

Staff interactions were noted in 178 reviews (77%). Positive narratives (n = 135; 59%) emphasised proactive, friendly service and personalised gestures.
Negative accounts (n = 43; 18%) described curt or inattentive behaviour during busy periods, particularly at breakfast and check-out (TripAdvisor, 2025).
[bookmark: _Toc198393719]4.1.4 Digital Amenities and Guest Engagement
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[bookmark: _Toc197700242]Figure 2: Tripadvisor.com Guests Reviews 
Source: (https://www.tripadvisor.in/Hotel_Review-g186337-d21506871-Reviews-INNSiDE_by_Melia_Liverpool-Liverpool_Merseyside_England.html)
Digital amenities—Wi-Fi quality, smart TVS, and mobile app features appeared in 112 reviews (49%). Positive feedback (n = 80; 35%) highlighted reliable internet and easy streaming:
“Strong Wi-Fi and seamless casting made movie night effortless.” (Booking.com, 2025)
However, 32 reviewers (14%) faced connectivity drops or found the hotel app cumbersome for room service orders and local recommendations, indicating areas for technical refinement.
[bookmark: _Toc198393720]4.1.5 Sustainability Practices and Guest Perceptions
Sustainability comments were present in 68 reviews (30%). Many guests (n = 50; 22%) appreciated visible eco-initiatives, water-saving fixtures, recycling stations, and biodegradable toiletries:
“Great to see solar-powered corridor lights and refillable shampoo bottles.” (TripAdvisor, 2025)
A minority (n = 18; 8%) criticised the use of single-use plastics and lack of on-site recycling guidance, suggesting the need for more explicit communication around green efforts.
[bookmark: _Toc198393721]4.1.6 Peak-Period Service Consistency
Consistency of service at peak-occupancy periods was mentioned in 94 reviews (41%). Favourable feedback (n = 60; 26%) reflected efficient staffing and prompt housekeeping on weekdays. Unfavourable feedback (n = 34; 15%) mentioned elevator delays, breakfast lines, and weekend delayed room servicing, reflecting variability in operational performance.
[bookmark: _Toc198393722]4.2 Discussion
Evidence from guest review data is robustly correlated in analysis with the SERVQUAL construct identified within the literature review, i.e., responsiveness, empathy, and tangibles. . Using Parasuraman et al.'s SERVQUAL model, guest feedback on room cleanliness and staff professionalism may be directly equated using the reliability and assurance dimensions. Adverse comments during peak periods also indicate responsiveness failures. This theoretical foundation lends richness to service deficiency explanation and informs actionable resource and service improvement development, especially where emotion sensitivity and implementation intersect.
Equally, digital innovation and sustainable concerns emanating from findings would be enhanced with theory-informed explanation. Buhalis and Law's (2008) "e-service quality" model is mindful of the growing application of mobile applications and smart-room technology in guest satisfaction. Guest irritation with substandard app experience or unstable Wi-Fi captures shortfalls in perceived digital reliability, an element of service quality too easily neglected. Moreover, appreciation by the guest of green practices also fits green perceived value theory, according to Abdou et al. (2022). Linking the above models directly to guest comments provides a more formalised account for digital and sustainability feedback and raises argumentation beyond descriptive narrative.
[bookmark: _Toc198393723]4.2.1 Core Drivers of Satisfaction and Dissatisfaction (RQ1)
The saliency of speed of check-in, cleanliness of the room, and empathy of staff is consistent with service-quality drivers identified (Anderson, 2025) and is consistent with Lee and Lee, (2019) discovery that reliability and assurance were consistent predictors of guest loyalty. But digital benefits hitherto sidelined now step forward as major drivers of satisfaction, and substantiate Martínez, Sequera, and Gil, (2024) argument that "e-service quality" allows competitive differentiation for modern hospitality. Negative outliers within each theme show that individual isolated mishaps have a considerable bearing on overall guest feeling and online standing.
[bookmark: _Toc198393724]4.2.2 Enhancing Service Quality through Innovation (RQ2)
Our comparison between peer urban lifestyle hotels shows that mobile concierge integrated digitally active market leader hotels utilise platforms to provide live chat support, mobile key check-in, and individualised content streams (Forman and Udvaros, 2023). Inside Liverpool's app underperforms and is sometimes difficult. Leverage of robust, easy-to-use digital concierge tools would help alleviate peak-season tension by facilitating self-service back/check-in and in-app ordering of housekeeping or maintenance services (Melián-González, 2019).
[bookmark: _Toc198393725]4.2.3 Sustainability as Value-Add and Brand Enhancer
Customer satisfaction with green offerings supports Luu's (2022) finding that transparency in the sustainability efforts drives perceived value among younger, more environmentally conscious visitors. Discontinuity with service and failures in communication negatively impact the reputation of the hotel as green, though. Execution of open signs in rooms, digital dashboards of sustainability outcomes, and environmental program scripting staff would mainstream Eco practices within the guest journey and substantiate brand alignment against Meliá's corporate social responsibility goals (Carvalho, Paiva, and Silva, 2019).
[bookmark: _Toc198393726]4.2.4 Operational Efficiency and Peak-Period Management
Peak of service in peak occupancy times is a typical resource-allocation problem in city-centre hotels (Singgalen, 2024). Predictive analytics, drawing on past reservations, event calendars, and local demand behaviour, can assist in dynamic staffing rosters and housekeeping management, reducing guest waiting time and consistency. Cross-training staff to perform an assortment of tasks (e.g., front-desk support in the breakfast period) can also improve flexibility and responsiveness (Chobili, 2019).
[bookmark: _Toc198393727]4.2.5 Integrating Findings into a Holistic Improvement Strategy
The synergistic strategy, a convergence of digital innovation, sustainability, and people management, is the path to sustainable service excellence (Sharma and Kohli, 2024). For example, an app can remind visitors of green actions on check-in, allow guests to select their preferred frequency for housekeeping, and offer real-time interaction with employees, thus personalisation combined maximising the utilisation of resources. Training sessions should include digital-service processes with soft-skills training to prepare employees to the point where they can manage both the human and technical sides of guest experiences (Negro, 2022).
[bookmark: _Toc198393728]4.2.6 Limitations and Future Research
Netnography gets real guest feedback but will include a skewed set of extremes in opinions since reviewers are very pleased or very displeased (Kim and Park, 2023). Single-case design lacks generalisability, especially with non-urban or non-European settings. Additional research may include mixed-methods obtaining netnographic data and then synthesising this with guided surveys or interviews to validate themes and approximate their relative effect on satisfaction. Comparative multiple-case analyses between Meliá hotels could also reveal how organisational culture and host-country market conditions affect service performance (Guix, 2019).
Through cross-referenced thematic analysis with industry benchmarks and scholarly models, this study identifies both long-term service needs and innovation requirements for Innside by Meliá Liverpool (Nascimento et al., 2024). By addressing digital, operational, and sustainability challenges through an integrated improvement model, the hotel can drive guest satisfaction, enable brand promise, and help with competitive positioning in Liverpool's dynamic hospitality scene.

[bookmark: _Toc198393729]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc198393730]5.1 Conclusion
This research aimed to explore service quality and customer satisfaction drivers at Innside by Meliá Liverpool Hotel based on a qualitative case‐study methodology supported with netnographic analysis of web customer comments, desk‐based secondary research, and peer property and best practice benchmarking. Two key research questions underpinned the inquiry: (1) What are the strongest determinants of guest satisfaction and dissatisfaction at Innside by Meliá Liverpool, as they emerged from thematic analysis of online comments? and (2) How does the hotel achieve service excellence and operational efficiency through best-practice alignment and innovation strategies?
Key Finding 1: Core Service Dimensions Remain Fundamental
230 guest-review analysis reinforced that established service-quality constructs service reliability, staff responsiveness, physical tangibles like cleanliness, and assurance/empathy expressed by staff, most strongly affect total satisfaction. Efficient check‐in processes and sanitary, hygienic rooms elicited the strongest positive sentiment, corroborating long-term hospitality research evidence defining reliability and tangibles as prime motivators of quality. When these basics fail them through faulty booking systems, postponed maintenance, or insufficient staff, customers were inordinately dissatisfied, illustrating the "if you can't get the basics right, the rest won't matter" rule of service management.
Key Finding 2: Digital Amenities Are a New Satisfaction Frontier
In addition to more conventional drivers, digital amenities surfaced as a significant, independent topic. Quick, consistent Wi-Fi and easy-to-use in-room tech (smart TVS, USB charging stations) greatly enhanced the guest experience, while spotty connectivity or cumbersome mobile-app functionality quickly dissolved goodwill. This observation supports emerging e-service quality scholarship in hospitality that posits technology has progressed from being an instrumental back-office enablement to a front-of-house interface influencing guest impressions. Guests increasingly anticipate seamless digital engagement—mobile check-in/out, ordering through an app, digital room management—making technology a core component of service provision.
Key Finding 3: Sustainability Resonates with Guests, But Communication Lags
Around 30% of reviews mentioned the hotel's sustainability efforts. Actionable steps such as water-saving devices, recycling facilities, and refillable amenities elicited admiration for demonstrating a commitment to the environmental values of the guests. But an equally vocal minority pointed fingers at single-use plastic and inadequate clear communication about green behaviours. That represents a twofold opportunity: to elevate implementations of sustainability and to educate guests on-property through signage, electronic and associate communications, and associate communication. Successful implementation of sustainability will not only drive corporate responsibility objectives but as a value for the brand in an up-and-coming, environmentally conscious demographic.
Key Finding 4: Peak-Period Consistency Requires Smarter Resource Management
Local activities and weekend afternoons presented service uniformity with patchiness. While weekday service would otherwise run smoothly, peak times offered elevator lines, breakfast rushes, and housekeeping or maintenance delays. These traffic jams in operations illustrate that manual scheduling and fixed staff models can't cope with varying demand. Predictive allocation of resources using occupancy forecasts and real-time intelligence can level service streams without relaxing the hotel's service standards even under stress.
Key Finding 5: Staff Professionalism Drives Emotional Connection
Guest stories repeatedly underscored the value of warmth, attentiveness, and personalised gestures from staff. Where staff were able to anticipate needs in advance, recalling coffee orders, providing local knowledge, or fixing problems in advance, guest loyalty and word-of-mouth improved. Guest impressions were disproportionately defamed, however, by sporadic episodes of brusqueness or inattentiveness, commonly the product of understaffing. This reinforces the service-profit chain concept: motivated, empowered staff deliver excellent guest experiences, which in turn drive financial performance and brand equity.
Together, these results deliver a detailed snapshot of Innside by Meliá Liverpool's service environment. The hotel performs well on fundamental service provision and fosters long‐term guest‐staff relationships, but it needs to advance its digital and sustainability features and adopt more reactive operating customs to remain competitive. Most importantly, the embedding of these elements greater than discrete programs will dictate the hotel's path in an urban lifestyle category with increasingly changing guest preferences.
By triangulating guest-generated data with industry standards and academic models, the research informs both scholarly knowledge and managerial practice. Scholarly, it extends the research on e-service quality and sustainability to the case of a mid-scale city centre hotel lifestyle brand, showing how digital services and green practices intermingle with traditional service dimensions. Managerially, it provides unambiguous strength and weakness diagnostics, providing a firm foundation for evidence-based interventions.


[bookmark: _Toc198393731]5.2 Recommendations and Practical Strategies
[bookmark: _Toc198393732]5.2.1 Digital Service Enhancement
To develop the digital service competency, Innside by Meliá Liverpool initially needs to extend its mobile concierge platform into a mature third-party version, which naturally integrates support for mobile check-in/check-out, digital room keys, in-app chat support, and location-based reminder services (Mairinger, 2018). This feature development will not only alleviate front-desk loads during peak hours but also free tech-savvy guests to self-coordinate their stay with minimal disruption. This is complemented by in-room connectivity being optimised through the use of an enterprise-class Wi-Fi provider for establishing consistent, high-speed network coverage across the entire property. An actual audit and firmware refresh of smart TVS and USB/charging stations will also have digitally enabled touchpoints optimised to today's guest experience. Finally, with an electronic feedback loop posting brief satisfaction questions within the app or on in-room tablets soon after key interactions, there will be immediate issue detection and resolution, reducing the occurrence of negative post-stay reviews and improving overall guest sentiment.
[bookmark: _Toc198393733]5.2.2 Sustainability Integration and Communication
Improving the hotel's sustainability image is not so much about further sophisticated green initiatives as about further transparent communication (Hashmi, 2024). Inside Liverpool needs to remove the final remnants of throwaway plastics with refillable dispensers for toiletries and floor-based water fountains, thereby minimising plastic use to an absolute minimum and keeping its brand promise of being environmentally friendly. To promote transparency of the initiative to the guests, the hotel may introduce in-room digital dashboards on the smart-TV or mobile app that highlight sustainability performance metrics such as energy conserved, waste-mitigation rates, and partnerships with local green organisations (Talukder, 2025). Second, a "Green Ambassador" staff-led program would train alternate staff to address guests directly about green practices at check-in and in public areas, creating an ethos of environmentalism and guest interaction.
[bookmark: _Toc198393734]5.2.3 Agile Resource Management
In the case of inconsistency of service in peak season, there has to be a shift towards predictive and elastic resource planning. The application of an employee-management system considering historical history of booking patterns, market event calendars, and forecasted weather will facilitate dynamic staffing recommendations based on anticipated occupancy levels, which will minimise overstaffing cost as well as service congestion (Emily and Oliver, 2022). Along with this, a strict cross-training program needs to prepare front-desk staff to staff food & beverage outlets and housekeeping staff to staff guest-facing operations. The job flexibility ensures that, with sudden peaks, employees can be redeployed where demand is greatest. To tie all these interventions together, the hotel must develop an in-real-time operations dashboard that combines real-time occupancy levels, room-service order intake, maintenance requests, and housekeeping status (Cobanoglu et al., 2021). Through such transparency, managers can identify and solve operational problems before the guest experience is affected.
[bookmark: _Toc198393735]5.2.4 Staff Development and Engagement
Regular staff development and recognition culture are the secret to service excellence maintenance (Khan, 2024). The Quarterly Service Excellence Workshops will emphasise soft skills like empathy, active listening, and personalised services alongside technical know-how like application support and tech troubleshooting in the room. The workshops will uphold brand standards and conduct consistent guest interaction at every touchpoint. To further encourage the team, the hotel can implement a "Guest Kudos" program that publicly posts favourable guest comments and rewards excellent employees, thus reinforcing drivers of guest satisfaction and turnover reduction. Lastly, having a Digital Competency Certification for all front-line employees will ensure that all employees are properly equipped with the required skills to assist the hotel's digital technologies, ensuring quicker first-contact resolution and fewer technology-related complaints (Das, 2023).
[bookmark: _Toc198393736]5.2.5 Integrated Guest Experience Platform
A fully differentiated guest experience needs end-to-end personalisation and integration. Before arrival, the hotel must use guest profile information gathered at booking to provide personalised pre-arrival packages like room upgrades, late-checkout facilities, or eco-packages matching their interests through email and in-app alerts (Marcus, 2025). Such proactive service makes a positive impression and pushes ancillary revenue. While creating a Unified Guest Journey Map, the hotel will be able to define and segment all the touchpoints from reservation through post-stay follow-up so that the hotel can align them consistently across digital channels as well as human touchpoints. Lastly, a standardised post-stay analytics process where review data by month is broken down by trends and issues occurring will establish an ongoing feedback loop, whereby the hotel can refine operational processes as well as staff training based on immediate guest feedback (Sthapit and Björk, 2020).
By invoking such reciprocal actions encouraging electronic services, creating sustainability strength, accepting variable asset management, financing development of people, and incorporating visitor experiences Innside by Meliá Liverpool is at a point where it can level up the service provision performance degree, maintain the company brand with strength, and achieve permanent competitiveness in the resilient hospitality environment of Liverpool.
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