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Abstract 
Purpose 
The purpose of the research is to identify the role of receptionists in shaping customer trust and satisfaction positively in Novotel Birmingham Airport. The research objectives include assessment of factors shaping consumer trust and the role played by receptionists in shaping consumer satisfaction. The objectives also detail the challenges faced by receptionists in shaping consumer trust and satisfaction as well as recommend strategies to improve it. The research assesses key elements of consumer trust such as service quality, receptivity, and hygiene that drive customer loyalty. The problem statement depicts the issue of slow check-ins and checkouts that can be remedied by improving the skill competency of receptionists. 
Key findings 
The research has described the role of the receptionists for sharing customer trust and satisfaction rate in the Novotel Birmingham Airport. From the primary research, it has identified that customer experience and personalisation are major factors for developing trust and customer satisfaction in the hospitality sector. Most of the respondents gave positive responses on how hotel receptionists have shaped trust and customer satisfaction in the Novotel Birmingham Hotel. Empathy and active listening are major key actions that have been followed by the receptionists for increasing satisfaction level and trust in the hotel. From the survey research, it has identified that non-verbal and verbal communication are most appropriate for making strong connections with guests and gaining trust. Technological integrations have created issues for the Novotel group in the time of developing customers' satisfaction rate. 
The process improvement via the real-time updates and digital tools can be a better choice as per the survey responses from customers, that developed guest satisfaction and trust in the hospitality industry. Most of the respondents have agreed with making a strong coordination between receptionist and guest for developing customer services in the hospitality industry. The implementation of the real-time and digital updates is effective procedures for developing guest’s efficiency and satisfaction rate in the hospitality sector. From the thematic analysis, it has identified that effective customer experiences and personalisation have played a significant role for controlling customers’ satisfaction and developing trust in the hotel sector. Theme 2 has discussed that receptionists with verbal and non-verbal communication styles have played a significant role for developing guests' experiences. The lack of the technology integration issues has created challenges for the receptionists for managing operational efficiency for controlling guest experiences for the hospitality industry. A proper balance in between traditional customer services along with modern solutions has played a significant role for developing customer trust and satisfaction in the Novotel hotel. 
Recommendations
The implementation of the “AI-powered chatbots” can provide tailored booking experience for the hospitality sector’s receptionists for developing customer services and managing issues. This kind of personalised approach can develop customer loyalty and provide proper suggestions for them. Customised and personalisation approaches can be helpful for receptionists to manage guest experiences depending on interactions, behaviours and preferences based on hotel offerings. In addition, receptionists can follow user data, previous visiting experiences for offering personalised recommendations depends on the past behaviours and following individual’s preferences. 
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[bookmark: _moym40oq3h0p][bookmark: _Toc222847425]1.0 Introduction 
[bookmark: _gzre6aey1xea][bookmark: _Toc222847426]1.1 Background of the research project 
Receptionist plays a significant role for sharing customer’s trust and satisfaction by acting as a primary voice and face of an organisation. They are responsible for developing customer satisfaction, maintaining a clear communication with others and handling administrative tasks such as mail sorting and scheduling (Litchfield et al., 2022; Zhou et al., 2024; Schultz and Klungseth, 2022). 
[image: ]
[bookmark: _pnz67fc8obck][bookmark: _Toc222846507]Figure 1: Effective tools and techniques used for customer satisfaction improvement
(Source: The ASAP, 2026)
UK hotels invest around 26% in the channel management software, 32% on promotions on social media, 14% on digital platforms, and 31% in staff training (The ASAP, 2026). Receptionists can build consumer trust by acting as a central source of information, and their prompt, reliable and accurate call handling ways are helpful for building credibility (Morakinyo, 2025; Bigwanto, Prasetyo and Maella, 2024; Buhaieva, 2025). An efficient receptionist controls the flow of communications and visitors by reducing waiting times that leads to an improved efficiency rate. 
[bookmark: _u996bymaty3k][bookmark: _Toc222847427]1.2 Case study analysis based on hotel brand and location 
“Novotel Birmingham Airport” is a premier 4-star hotel located near “Birmingham airport terminals” for offering ultimate convenience for travellers. Soundproof and contemporary rooms are ideal for late arrivals, early flights and family stays along with amenities including a bar, restaurant, fitness centre and 24-hour room services (Accor, 2026).   
[image: ]
[bookmark: _pciu9ogn7tr9][bookmark: _Toc222846508]Figure 2: “Novotel Birmingham Airport”
(Source: Visit Birmingham, 2026)


[bookmark: _iuthg53droop][bookmark: _Toc222847428]1.3 Research aim/Purposes
The aim of this research is to explore the role of receptionists in shaping customer trust and satisfaction in Novotel Birmingham Airport. 
[bookmark: _evb6086b0aj][bookmark: _Toc222847429]1.4 Research questions
· What are the major factors that shape customers' trust and satisfaction in the hospitality industry?
· What is the role of the receptionist for shaping customer trust and satisfaction?
· What are the challenges faced by receptionists for managing customer’s satisfaction and trust in hotels?
· In what ways possible strategic pathways can be helpful for developing customer trust and satisfaction in the Novotel Birmingham Airport? 
[bookmark: _1pnk9pnwqad][bookmark: _Toc222847430]1.5 Research objectives
· To identify the factors for shaping customer trust and satisfaction in hospitality industry
· To explore the role of receptionist in shaping customer trust and satisfaction
· To find out the challenges for receptionist in shaping customer trust and satisfaction in hotels
· To recommend strategic pathways for increasing customer trust and satisfaction in Novotel Birmingham Airport
[bookmark: _cjc1x0syw7wb][bookmark: _on0luxew4kig][bookmark: _Toc222847431]
1.6 Problem statement 
“Slow check-in, check-out process, long wait times, and errors in the reservation from the side of the receptionist can cause frustration among customers.”  
This kind of operational inefficiencies are reducing customer satisfaction rate and creating trust issues in the hotel chain (Purwanto et al., 2025). Inaccurate reservations, long queues mainly in the time of check-in are the primary causes for the negative guest experiences. 
[bookmark: _xzl30mkpfw8n][bookmark: _Toc222847432]1.7 Research rationale 
Slow service and inappropriate operations teams are mainly responsible for the issues those are facing by the hotel chain. This kind of challenge reduces trust among customers, creates negative guest experiences and unnecessary delays for both guests and staff. Based on this context, this research is helpful for making a proper plan to define the areas of customer engagement in the hospitality sector. Appropriate customer satisfaction and hospitality in the Novotel Birmingham properly influence the hospitality business. It can be effective for generating new factors that can be applicable for maintaining future operations for the development of the customer satisfactions in the hospitality industry. 



[bookmark: _re4hom6du1wi][bookmark: _Toc222847433]2.0 Literature Review 
[bookmark: _g6tkxicnmlxx][bookmark: _Toc222847434]2.1 Factors shaping consumer trust and satisfaction in hospitality industry 
Positively shaping consumer trust and behaviour is necessary for businesses in the hospitality industry to improve customer loyalty. Service quality is a key mediating factor in the service industry as heightened service helps develop loyalty and positively shapes consumer brand identification (Silas et al., 2022; Al -Gasawneh et al., 2022). Service quality helps shape trust by offering personalised assistance to customers improving the rate of customer engagement. Similarly, consumer trust in hospitality brands is shaped positively by maintaining adequate hygiene and offering clean rooms to guests. Approximately 85% of guests show cleanliness as an influencing factor and is prioritised due to its impacts on health and safety (Singgalen, 2024; Kosta, 2024). Reviews by customers foster digital trust on service and acts as a mediating factor influencing customer trust and satisfaction. On the contrary, exaggerated fake reviews left by customers thwart perception of authenticity and decrease trust in hospitality service (Banerjee, 2022; Kang et al., 2022). Thus, hotels should work to implement these factors into their daily operations and supervise them for improving customer loyalty and gaining trust.
[image: ]
[bookmark: _rn9pebonleyd][bookmark: _Toc222846509]Figure 3: Average visitation stay on basis of engagement
(Source: Singgalen, 2024)
[bookmark: _82pqv2xdmgl4][bookmark: _Toc222847435]2.2 Exploring the role of receptionist in shaping customer trust and satisfaction 
Receptionists in hotels act as the first point of contact between customers and hotels hence influencing the initial brand perception of hotels. Enthusiastic staff members such as receptionists showing smiles to customers improve the initial conversational exchange and reinforce authentic service (Lechner et al., 2022; Jawabreh et al., 2022). A welcome smile sets a positive tone for communication in hospitality settings, improving customer satisfaction and increasing service expectations of customers. Similarly, effective problem resolution and processing check out and check-ins are part of the core responsibilities of receptionists. Receptionists manage all request and booking systems and utilise CRM software to process check-in and check outs for assessment of room occupancy (Mallia, 2022; Sampaio et al., 2025). 
Receptionists offer engagement to customers by offering information about available services and tours, reinforcing trust in service recommendations. On the other hand, Sweeny (2026) opined that receptionists under high stress often implicate fake smiles leading to a dishonest exchange with customers. Similarly, Ban et al. (2024) supported the notion by further detailing that receptionists facing high workloads often reciprocate negative behaviours, degrading consumer experiences. Thus, the receptionists in hospitality settings are primarily responsible for arranging service experiences for customers and their interactions should always be satisfactory.
[bookmark: _a0tp8sprt89u][bookmark: _Toc222847436]2.3 Challenges receptionists face in shaping customer trust and satisfaction in hotels
Key challenges that receptionists face in hospitality settings include the challenge of multitasking and high work pressure causing stress and issues of miscommunication. Receptions are often stressed by high workloads and being unable to meet customer expectations of urgency (Ban et al., 2024; Knights et al., 2024). The challenge negatively affects customer satisfaction and is a key reason for the unusually high attrition rates in receptionists. Furthermore, Xu et al. (2022) denoted turnover intentions of workers in hospitality settings are high and around 75% of employees have a short period of employment. As per the views of Wahua et al. (2024), growing development costs of staff training leads to a decline in yearly training regiments. This in turn affects service quality of customer interactions. Receptions receiving limited customer service training are unable to meet the needs of customers resulting in poor loyalty and satisfaction. 


On the contrary, digital skill development hubs and online learning platforms help support remote skill development and are useful for professional up skilling (Hoverd et al., 2025; Weng et al., 2024). Thus, offering training to receptionists, reducing potential workload and integrating a digital customer experience system to offer managerial assistance to receptionist duties, could solve the challenges.
[image: ]
[bookmark: _6l6pfxgc17si][bookmark: _Toc222846510]Figure 4: Challenges communicated by receptionists
(Source: Surmai, 2023)
[bookmark: _eykmzwwr97n5][bookmark: _Toc222847437]2.4 The influence of high-quality service on customer satisfaction and trust in hospitality business 
Personalisation of services is a key aspect of high-quality service that helps hospitality brands to facilitate actions attuned to customer needs and preferences. Personalization in service is implemented using AI and ML powered softwares that assess customer data and offer pre-emptive services (Ibrahim and Islam, 2024; Chakraborty et al., 2025). Personalisation of services helps hospitality brands improve customer satisfaction and a key part of personalisation includes determining customer preferences. 


Similarly, staff competence also influences high quality service in hospitality businesses since experienced staffs are able to improve customer service. Competent staff provides customers with needed information and offers rapid resolution of issues improving guest experiences (Gunawardana et al., 2024; Limna and Kraiwanit, 2023). Competent staff members such as receptionists offer customers high-quality service and in return are reciprocated improved customer loyalty and promise of repeat visitations. Contrarily, the challenge of staff shortage affects high quality service provision in the hospitality sector due to a dominantly high attrition rate (Innerhofner et al., 2024; Grigoryan et al., 2024). Low wages, irregular working hours and poor labour management practices are among the core issues leading up to staff shortage. 
[bookmark: _smklnmb44jdr][bookmark: _Toc222847438]2.5 Conceptual Framework 
[image: ]
[bookmark: _7rr5oqsdancs][bookmark: _Toc222846511]Figure 5: Conceptual Framework
[bookmark: _irr50ib69uox]

[bookmark: _Toc222847439]2.6 Theoretical Underpinning 
2.6.1 Value perception theory
The Value perception theory or the theory of perceived value is a customer service theory that details the intrinsic value of service to customers necessary for businesses to attain competitive advantage. As per the views of Blut et al. (2024), the customer’s level of perceived value in a service often determines its worth instead of its monetary value. The theory depicts a customer-centric service approach applicable for businesses that prioritise customer need satisfaction. The theory is applicable in the research since it supports receptionists to learn about customer needs and offer personalised service. Differentiation through value and customer relationship management is key elements of the value perception theory detailing the necessity of offering customers high-quality experiences (Pekrun, 2024; Roh et al., 2022). Thus, the theory would be applied to the research and determinants of customer satisfaction would be assessed that could be fulfilled by receptionists.
2.6.2 Kano’s model of customer needs
[image: ]
[bookmark: _Toc222846512]Figure 6: Factors of Kano’s model
The Kano’s model of customer needs is a model of customer satisfaction that helps determine the applicability of need priority in improving service. As per the views of Du et al. (2022), Kano’s model operates on the dimensions of achievement and satisfaction depicting three dimensions of needs. The expected and normal needs are the baseline expectations of customers whereas the exciting needs include areas wherein unidentified needs are prioritised. Kano’s model denotes that needs under the exciting quadrant impose customer loyalty and their presence improves the likelihood of a purchase (Santhoshkumar et al., 2022; Zhou and Yao, 2023). Thus, it can be denoted that the model is helpful in the research to help receptionists identify areas of service that could help address customer needs pre-emptively to improve service and develop customer loyalty. 
[bookmark: _ts1p7qc99mcv][bookmark: _Toc222847440]2.7 Literature gap 
Effective research includes assessment of literature and identification of key gaps in said literature that could affect qualitative judgement (Collins and Hussey, 2014; Cottrell, 2014). A major gap evident across the literature is that the articles explore customer trust and satisfaction determinants by only considering the receptionist job roles. Similarly, articles such as Ibrahim and Islam (2024) and Chakraborty et al. (2025) depict innovations applicable in the hospitality industry but it fails to depict the challenge faced by receptionists due to lack of technical knowledge. Limited priority has been given to the two areas discussed citing them to be the key gaps in evident literature. 


[bookmark: _5bz0zfo3zc9b][bookmark: _Toc222847441]3.0 Methodology 
[bookmark: _ym2l78uj14fx][bookmark: _Toc222847442]3.1 Research Design
Research design is a strategic framework that outlines the procedures and methods for measuring, collecting, and analysing data for answering the research question. Three main types of the research design include explanatory, exploratory, and descriptive research design (Veal, 2006). Among those, explanatory research design has been followed in this research study for examining the current phenomena, in-depth analysis, theory testing and clarifying the specific reason behind the trends.  
[image: ]
[bookmark: _y6psijxols04][bookmark: _Toc222846513]Figure 7: Research Onion
(Source: Saunders, Lewis and Thornhill, 2012)


This design helps researchers to investigate how specific receptionists' behaviours such as professionalism, friendliness, and efficiency in the time of check-in directly cause high trust and customer satisfaction. This type of research design allows for more detailed and deeper analysis of the research topic by understanding the root causes analysis of the issues (Silverman, 2011). This research design helps to analyse how receptionist actions in the peak times and service failure affect final customer’s experiences. 
[bookmark: _jjlbth6btaxs][bookmark: _Toc222847443]3.2 Participants or Subjects
In the time of conducting primary research, data has been collected for the 50 employees by asking them 10 questions via online survey. Questions have been asked of 50 employees who are currently working in the reception units in different hotels of the Novotel hotel chain. 
[image: ]
[bookmark: _mlqs07irgoq0][bookmark: _Toc222846514]Figure 8: “Purposive sampling”
(Source: Research-Methodology, 2026)


Purposive sampling method has been followed in the research study that allowed researchers to select participants from the Novotel hotel chain. It is widely used “non-probability” techniques that integrate into the mixed and qualitative methods research as it focuses on the contextual and detailed understanding (Tajik, Golzar and Noor, 2024). The reason for selecting this specific sample type as it offers flexibility, cost-efficiency, and ability for targeting information-rich cases. 
[bookmark: _fskxehzgvpc6][bookmark: _rgcbew25ifj1][bookmark: _Toc222847444]3.3 Data Collection Methods 
Data collection refers to the procedure of collecting information from relevant sources for solving research problems. In this research, both primary and secondary data collection methods have been used for collecting relevant information regarding the importance of receptionists for developing customer trust and satisfaction. Primary data collection method has been used in the research that is based on the involvement of collecting original data by the researcher for understanding subject matter.
[image: ]
[bookmark: _joktt083hr1o][bookmark: _Toc222846515]Figure 9: Comparison between primary and secondary data 
(Source: Ajayi, 2023)
In this research, survey has been conducted for collecting first hand sources of information from participants. Secondary data refers to previously collected and published data by other organisations, researchers and government agencies (Diamantopoulos and Schlegelmilch, 2002). The reason for selecting this data collection method is for its easy accessibility and allows researchers to analyse existing data from online databases. Secondary data mainly comes from the established, large, and validated datasets that ensures higher quality and minimising researcher bias (Grbich, 2006). Therefore, this kind of data collection method is helpful for defining how receptionists act as a major role for organisations and its outcomes by analysing existing literature, case studies, and organisational reports. 
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[bookmark: _lrvivwijpcya][bookmark: _Toc222846516]Figure 10: Qualitative research contributes to the research programs 
(Source: Ayre, and McCaffery, 2022, p.2)
Research strategy is a systematic and systematic plan that provides guidance to the researcher in analysing, collecting and interpreting data for answering to the research questions. In this research study, both qualitative and quantitative research strategies have been used for ensuring that research is valid, feasible and aligned with business objectives. 
[bookmark: _y41cdwggubzi][bookmark: _Toc222847445]3.4 Data Analysis
Statistical analysis has been conducted for surveys among 50 employees of the Novotel hotel chain. Moreover, thematic analysis has been conducted for secondary data analysis process. Thematic data analysis helps researchers to systematically analyse, identify, and report recurring patterns in the data (Marshall, 2015). In addition, eight secondary sources have been selected for conducting thematic analysis. 
[bookmark: _t1kpo0bhwdkk][bookmark: _Toc222847446]3.5 Ethical Considerations
“Data protecting act 2018” has been followed for the primary data collection process mainly for securing employee data that have been analysed from the survey. In the time of secondary data collection, academic integrity has been maintained by acknowledging original authors for avoiding plagiarism. 





[bookmark: _ig9kprbjxndt][bookmark: _Toc222847447]4.0 Findings and Discussion 
[bookmark: _Toc222847448]4.1 Primary research (Survey)
Q1. 
[image: Forms response chart. Question title: Q1. What is your age? . Number of responses: 50 responses.]
Graph 1: Responses on age of participants 
The survey is conducted among 50 employees from different hotel chains of Novotel Birmingham, where the age of employees ranges from 25-45 years. 42% of responses have aged between 30-45 years, where the higher age required for high-level experiences in hotel services. 


Q2. 
[image: Forms response chart. Question title: Q2. How long have you been associated with Novotel Birmingham Hotel?. Number of responses: 50 responses.]
Graph 2: Responses on association of employees to the brand
There are 44% of responses having 3-5 years’ experience, associated with Novotel Birmingham hotel. The year of association with a similar brand signifies the progression of employees from operational to supervisory positions. The role of receptionist at Novotel Hotel requires a substantial year of experience to offer better customer services to improve trust and guest satisfaction. 


Q3. 
[image: Forms response chart. Question title: Q3. In your opinion, what are the major factors that shape customer satisfaction and trust in the hospitality industry?. Number of responses: 50 responses.]
Graph 3: Responses on major factors shaping customer satisfaction and trust 
44% of the responses state that personalisation and customer experiences are the major factors that shape customer satisfaction and trust in the hospitality industry. Personalisation shapes guest satisfaction and trust by transforming customer stay into tailored experiences for guests to feel valued. 


Q4. 
[image: Forms response chart. Question title: Q4. Do you think the role of hotel receptionists is pivotal to shaping guest satisfaction and trust in Novotel Birmingham Hotel?. Number of responses: 50 responses.]
Graph 4: Responses on role of receptionist
The question answers the role of hotel receptionists in shaping guest trust and satisfaction in Novotel Birmingham Hotel. 72% of the respondents have strongly agreed that receptionists in hotels act as the primary point of customer contact, shaping their satisfaction level and trust. This is associated with delivering an efficient, personalised service.  


Q5. 
[image: Forms response chart. Question title: Q5. In your opinion, which receptionist action is the most significant to increase the trust and satisfaction level of guests in Novotel Birmingham Hotel? . Number of responses: 50 responses.]
Graph 5: Responses on significant receptionist action  
In the context of increasing customer satisfaction and trust, 56% of respondents said that active listening and a sense of empathy are the most important actions by receptionists to build a connection with customers. A sense of empathy and active listening allow receptionists to improve customer experiences by resolving complaints and queries regarding service quality.  


Q6. 
[image: Forms response chart. Question title: Q6. Which communication style is most appropriate in building rapport with guests, building their trust  in Novotel Birmingham Hotel? . Number of responses: 50 responses.]
Graph 6: Responses on appropriate communication style 
Effective communication styles are important in hotels to build customer trust, build rapport. 48% of respondents agree that maintaining consistency in verbal and non-verbal communication is important to create a welcoming environment for guests to feel comfortable and delighted with their stay. 


Q7. 
[image: Forms response chart. Question title: Q7. What is the challenge you believe faced in hotels to welcome guests improving customer experience and satisfaction?. Number of responses: 50 responses.]
Graph 7: Responses on faced challenge in hotels 
In terms of challenges, 48% of participants stated that technology integration is the critical challenge faced in hotels to improve customer experiences. Technology integration is a hurdle for hotels, which require extensive technical training to offer digital solutions to improve guest experiences.  


Q8. 
[image: Forms response chart. Question title: 


Q8. What interdepartmental process improvement do you think would be efficient to improve guest trust and satisfaction  in the Hospitality industry?. Number of responses: 50 responses.]
Graph 8: Responses on interdepartmental process improvement 
In terms of improvements, 58% respondent’s state implementation of digital real-time updates can be integrated as interdepartmental improvement to improve guest experiences. Implementation of real time updates in hotels would require cloud-based systems; automate booking to make the process seamless and convenient for customers. 

Q9. 
[image: Forms response chart. Question title: 


Q9. How far do you agree that coordination between receptionist and guest ensures a smooth  customer experience in hotels? . Number of responses: 50 responses.]
Graph 9: Responses on coordination between guest and receptionist 
76% participants strongly believed that coordination between guest and receptionist ensures a better customer experience in hotels. A well-built coordination between receptionist and guest offers better customer services in the hospitality industry. 


Q10. 
[image: Forms response chart. Question title: Q10. How do you envision the evolution of the role of receptionist in the future, impacting  Novotel Birmingham Hotel?. Number of responses: 50 responses.]
Graph 10: Responses on evolution of role of receptionist in future  
The role of receptionist has evolved from administrative tasks to strategic management. Based on the responses, 40% of participants state that the evolution of the role of receptionist in the future can be transformed by making a shift from administrative to strategic management, by integrating technology to improve guest experiences. 


[bookmark: _Toc222847449]4.2 Secondary research (Thematic)
Theme 1: Personalisation and customer experiences are major factors to shape customer satisfaction and trust in hospitality industry 
[image: ]
[bookmark: _Toc222846517]Figure 11: Prevalence of personalisation in UK hotels 
(Source: Future market insights, 2025)
The business landscape has undergone transformation with the rise of technology and increased customer demand for personalisation. In the hospitality industry, personalisation has become a strategic tool to enhance customer loyalty and their experiences. As evidenced by Onibokun et al., (2023), the hospitality industry has facilitated personalised communication such as tailored customer offers, customised greetings based on the previous visitation, resulting in higher customer satisfaction and repetition of businesses. Novotel Birmingham Airport hotel offers convenience to customers with an accessibility of 24 hours room services, setting a delightful tone for their accommodation. 


Novotel offers 24 hours front desk services for resolving any customer queries to improve customer satisfaction (Novotel-Birmingham-airport, 2026). Based on the above figure, the in-hotel personalisation is forecasted to present 34.6% market revenue in 2025, driven by hotels improving guest experiences through customised, tailored services (Future market insights, 2025).  
The provision of warm and respectful services, personalisation, and the hospitality industry can turn ordinary customer visits into memorable experiences. Collins (2023) stated that in the competitive landscape, delivering an exceptional customer experience is the paramount to achieve sustained long-term success within the hospitality sector. In the UK, the hospitality sector has transformed from a traditional role towards technological transformation with personalisation and automation taking a central role (Hotel management network, 2025). Customers tend to expect a seamless and personalised experience to meet their travel needs. The shift in the hospitality sector in the receptionist role has accelerated by personalisation, enhancing customer touchpoints and improving guest interactions. 


Theme 2: Receptionist with various communication styles play a pivotal role to improve guest experience, at front offices 
[image: ]
[bookmark: _Toc222846518]Figure 12: Tools used by UK hotels to attract guest experiences 
(Source: Hinton, 2023)
In the hospitality sector, customers tend to enjoy an unforgettable and pleasant stay where the whole hospitality experience is shaped by communication styles and interpersonal skills for receptionist, front line employees. As a highly service oriented and competitive profession, the hospitality industry measures communication and interpersonal skills quality of front line staff impacting on guest experiences. The figure shows different tools and investments hotels take to attract guest experiences in the sector (Hinton, 2023). 


These tools range from management software, offering targeted discounts, staff training, investments in communication styles and digital platforms to improve guest experiences. As postulated by Bigwanto et al., (2024), effective communication in the hospitality sector includes interactions with guests that are empathetic, problem solving and proactive aligned to the organisational messaging.  
Receptionists are considered as the primary point of contact for visitors that are shaping the communicative experience. The capacity and interpersonal skills of receptionists are responsible to provide information to customers and solve their queries. Novotel Birmingham Airport hotel has worked with local organisations to strengthen visitor propositions and deliver better services for people. Wilson (2025) further stated that quality of hotel services is dependent on front line employees, who interact with guests. Ongoing training, motivational incentives, and recruitment of front line workers are important for them to maintain consistency in service delivery.     


Theme 3: Lack of technology integration challenges receptionist to balance operational efficiency for optimal guest experience in hospitality industry
[image: ]
[bookmark: _Toc222846519]Figure 13: Challenges faced in hotel sector UK in dealing with customer experiences
(Source: Schwarz, 2025) 
In the era of technology innovation is transforming rapidly, the hospitality sector is no exception. The hospitality sector faces challenges in adopting technologies including staff training requirements, costs, and integration issues with the existing operating systems. As postulated by Das (2023), the rapid pace of technological shift demands hotels to constantly invest and adapt to technology for improving guest experiences, streamline operations. 


However, the hotel sector faces challenges in integrating new technologies with existing systems, leading to issues with interoperability, compatibility, and seamless integration to hinder effectiveness of technical solutions. The rapid technical changes require staff to adapt new technologies that can be a significant challenge in the sector. The above figure suggests that the hospitality sector experiences challenges regarding rising operational cost, technological integration, and managing regulations across business operations. 
The pandemic has observed a sudden shift in technology adoption across the hospitality industry (Schwarz, 2025). But keeping pace with technological changes and integration can present challenges for the industry including upfront cost, training expenses and change management issues among employees. For receptionists, successful integration of technologies would require planning to ensure these technologies deliver better experiences to guests, and maintain consistency in service delivery. Mandić et al., (2023) asserted that lack of training and support; complexities in user support provide potential risks for implementing technologies to improve customer experiences. Inadequate training on new technologies can reduce user trust where extensive training programs can help to increase adoption of technology for front desk workers.   


Theme 4: Balancing traditional customer services with modern digital solutions would be a strategic pathway for increasing customer satisfaction and trust in Novotel Birmingham hotel  
The provision of customer service excellence is the cornerstone of achieving success in the hospitality sector, ensuring guest satisfaction, driving repeat business and building customer trust (Buhalis and Moldavska, 2022). While technology integration has improved customer experiences with personalisation and operational efficiency, human touch has remained important to build connection with guests. For Novotel Birmingham Hotel, a balanced approach can be a strategic pathway to integrate technology for enhancing organisational performance and be connected with guests. At Novotel Birmingham, customer-led strategy and managing destination campaigns has maximised revenue and explored quality opportunities in the business operations (Visit Birmingham, 2026). The company supports, attracts, and leverages new opportunities that businesses bring to improve their services. Technology has become a key competency for the organisation in reinvesting experiences of visitors and revolutionising the service delivery in the hospitality sector.   


[bookmark: _Toc222847450]4.3 Discussion
Discussion based on research objectives 
Based on the first objective of the study, the key factors for shaping customer satisfaction and trust within the hospitality sector are personalisation and customer experiences. The findings from the survey indicate that improving customer satisfaction and personalisation are major factors that can solve customer queries with a customised approach. Bhuiyan (2024) stated that AI-driven personalisation lets travel industries to customise experiences, accommodation of customers to offer a seamless customer experience. AI-powered chatbots in the hospitality sector provide tailored booking experiences for receptionists to improve customer services and prevent issues and burden. A personalised approach can boost customer loyalty, where receptionists at Novotel Birmingham Hotel can offer personalised recommendations and suggestions for customers. The implementation of personalised services in the hospitality sector to increase guest satisfaction level, personalisation, and customisation approach can help receptionists to tailored guest experiences based on the behaviour, interactions, and preferences with the hotel offerings. Giannoukou (2024) claimed that the shift in technological advancements help hospitality sectors to become responsive, customer centric and relevant throughout the customer journey. In order to adapt the evolving expectations of customers, receptionists can defend their digital competitive positions in the travel and hospitality sector. Collins (2023) further addressed that customer experience management (CEM) is the strategic approach that has been adapted by businesses to manage and improve interactions between the brand and customers. 


Digital technologies in the form of personalisation integrated in CEM strategies can help to optimise customer touchpoints from initial booking to post feedback to become engaged with customers. For instance, receptionists can utilise customer data, their previous visits to offer personalised recommendations based on past behaviours and meeting individual preferences.            
As per second objectives, the role of receptionist is to employ various communication strategies to improve customer trust and satisfaction in the hospitality sector in the UK. The primary research has been observed that verbal and non-verbal cues and active listening skills can help receptionists to build rapport with customers. In the hotels, clear verbal communication is important to reduce misunderstanding, and ensure a positive customer experience. For receptionists, verbal communication is important to understand their expectations and offer a pleasant stay at the hotels. As evidenced by Tragoolsawang et al., (2025), the most important expectation standards for receptionists are communicative competence and communication skills, integrated with better customer services. Communicative competence is the central element for receptionists to maintain professionalism and meet the expectations of guests. 
For Novotel Birmingham Hotel, receptionist and hotel staff play an important role to drive profitability within the hotel industry and become standardised to making a lasting impression on guest services. Non-verbal communication is facial expressions, body language, and gestures of the receptionist that can affect guest interactions and make guests feel valued and welcomed. 


The hospitality sector takes proactive steps to improve guest experiences by improving active listening skills and a sense of empathy to empower customers. As Bigwanto et al., (2024) stated the necessity of cultivating a culture of excellent communication among receptionists has been brought to light in the hospitality sector. Hotels invest in communication based training, development programs including conflict resolution, and active listening can outperform their performance by improving overall service quality and guest satisfaction level. For Novotel Birmingham Hotel communication touchpoints, including mobile applications can provide a direction towards online booking platforms and improving guest services. 
Aligned to the research objective, technology integration is a major challenge faced by hotels to offer seamless customer interactions in the hospitality sector. The outbreak of the pandemic has shifted the nature of work in the hospitality sector, which is now obliged to integrate technology to bring itself up to date with growing demand for technology and digital solutions. As asserted by García-López et al., (2025), the technological ecosystem of hotels relies on incorporating data, technology, software to operate daily operations, and communicate with customers using online chatbots and 24/7 support services. Novotel Birmingham Hotel has 24/7 customer service support to handle customer queries and handle their problems. The traditional human touch in providing customer services has been time consuming, where technology integration can make receptionists more efficient to improve guest experiences and optimise operational efficiency. 


It can be observed that excellent customer service in hotels goes beyond a simple transaction of communication, rather building a connection with customers, leaving a positive impression (Hudson and Hudson, 2025). The findings suggest that integration challenge, operational cost, resistance of employees to bring new changes is potential technological challenges within the hospitality industry. The effective management of the operational cost combined with managing labour cost as a direct impact on financial performance. Managing rising o operational expenses with technology integration can affect profitability of the sector. On the other hand, the pandemic has shifted traditional work patterns towards a digital platform that continues to offer opportunities for hotel sectors to improve operational efficiency, cutting costs and meet the demand of customers. It poses as a challenge for hotel sectors to keeping pace with technological change and implementing technologies present challenges due to lack of adoption of staff or customers (Schwarz, 2025). For Novotel Birmingham, Hotel, successful integration of technology needs effective planning to ensure benefits from return on investments.          


In the hotel industry, advancing technology capabilities have trained its consumers to expect a higher degree of personalisation while interacting with brands. Guests of hotels and other hospitality businesses demand one and one interaction, tailored to their individual needs and preferences. Meeting objectives of the study, a combined approach of human touch with technology integration can be a strategic pathway for hotels to increase customer satisfaction level and trust in Novotel Birmingham Airport hotels. Novotel Birmingham Hotel can leverage technologies such as customer analytics, AI-powered virtual assistants, and feedback mechanisms to address customer queries. Cheong and Law, (2023) suggested that innovative technologies help to achieve maximum efficiency through automation services. 
The advantage for a smart hotel is to increase financial gain from improved productivity and lowered personnel costs. Chatbots, for instance, communicate better than human work due to the use of multiple languages. Technology is reshaping the hospitality sector, making service faster, where businesses can embrace innovation to create a seamless experience for customers from booking to check out (SHMS, 2026). For customers, using chatbots can improve the role of the receptionist to reduce the waiting time of guests and provide individual services a customer may require or prefer. Therefore, an integrated smart hotel approach can be paramount to identify customer perceptions and improve guest services and experiences.  


Integration of SWOT and PESTLE
Assessment of internal business environment through SWOT, the strengths of Novotel Hotel lies in its professional services, prime locations and establishing a brand reputation. Novotel Hotel at Birmingham provides a blend of style, comfort, and family space in the heart of the city centre. The organisation serves as an ideal accommodation to host professional events, available to assist customers (Accor, 2026). The brand can utilise its strengths to explore opportunities in leveraging digital innovation to improve guest experiences. There are opportunities for Novotel to utilise artificial intelligence, data analytics, and machine learning to gain valuable customer insights to meet their preferences. This would allow receptionists to create personalised experiences to improve guest trust and satisfaction level. The shift from traditional customer services to digital solutions is a strategic imperative for businesses to thrive in the competitive landscape. Novotel can embrace new technologies to differentiate itself from other competitors and create a long-lasting relationship with customers. The modification from a traditional administrative work towards customer centric services can boost operational efficiency and build guest trust. The key areas for Novotel is to implement personalised greetings to make customers feel welcomed and valued, use technology to reduce customer waiting times and make the booking process seamless. This can also empower receptionists as front line workers to resolve customer complaints effectiveness while anticipating customer preferences and needs.    


In the hospitality sector, corporate health regulations and government policies have defined the role of receptionist post pandemic (Capcon Limited, 2024). Considering the political factor from the PESTLE framework, government strategies support industries in the hotel sector from setbacks such as pandemic. Financial aids such as loans, grants, and schemes play an important role for hospitality businesses to invest in technology from the funding sources. The global push towards new business practices, Novotel Hotel can invest in technologies to improve customer services. Receptionists of the organisations can be a part of training programs to utilise technologies, securing a strategic advantage, and maximise operational efficiency and profitability. In terms of social factors, customers of the hotel industry are driving towards personalised, customised options specific to individual preferences and needs. It is reported that 85% of travellers prefer personalised experiences, based on the trends of data analytics. 72% of customers are likely to return to businesses that offer personalised services (LSPM, 2026). With technology integration in the form of chatbots, 24/7 support services front receptionists can offer welcoming, seamless experiences to guests and build their trust. With the continuation of the hospitality industry, Novotel Hotel can invest in technological factors to offer personalised services. 
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[bookmark: _qidptzf11iq][bookmark: _Toc222847452]5.1 Conclusion of findings and key points from research 
The research details the role of receptionists in shaping consumer trust and satisfaction in Novotel Birmingham Airport. The objectives of the research included the key factors shaping consumer trust, the role of receptionists in shaping trust, challenges faced, and strategic recommendations. The findings in the Literature review denote the factors such as service quality and cleanliness positively impacting customer loyalty rates. The literature details upon the role of receptionists in hotels such as acting as the first contact point, offering information on services and handling customer queries. The challenges of high work stress and miscommunication are stated to be the key factors leading up to high rates of worker attrition. The theoretical section depicted the value perception theory and its role towards prioritising customer needs. The theoretical section also depicts the necessity of pre-emptively meeting customer needs to improve service as per Kano’s model. Thus, the findings from the literary section detail upon the core traits of receptionists, the challenges they face and the relevance of people-management in hospitality settings.
The findings used a mixed method approach wherein both primary quantitative and secondary qualitative data were integrated to support data triangulation. The survey was conducted with a sample of 50 receptionists detailing on a 10-question questionnaire designed based on research objectives. The primary findings detailed that receptionists of Novotel believed that customer experience and personalisation are the core traits of customer service that are practised by receptionists. 


An exceedingly high number of respondents (72%) believed that hotel receptionists are pivotal for shaping guest satisfaction, showing how receptionists take pride in their service provision. The findings detailed multiple actions undertaken by receptionists in Novotel to improve trust such as empathetic conversations, prompt resolution of customer issues and service personalisation. The findings denoted that receptionists prioritised verbal communication and proactive service was highly preferred by customers of Novotel. The survey helped identify key challenges receptionists face such as technology integration, handling customer expectations and ensuring responsive operational efficiency. The service improvement areas that were highly supported in the primary findings included real-time customer updates, unified guest profile access, and frequent coordination between guests and customer. Thus, the primary findings mainly exemplify that the role of receptionists would shift from administrative to strategic and be improved via technology integration in the future.
The secondary findings utilised a thematic analysis by including eight articles to support the analysis. Theme 1 detailed the elements of personalisation and customer experiences positively shaping trust and satisfaction in the hospitality industry. The second theme detailed the various communicational styles used by receptionists such as interpersonal communication to improve engagement. The findings detailed those empathetic interactions with customers helps improve the brand image and service expectations of hospitality businesses. The third theme detailed the challenge of lack of technology integration leading to issues in offering high quality service expectations. 


The integration of technological changes in hospitality businesses requires service workers like receptionists to have impeccable technological skill to be able to operate software’s. The secondary findings detailed that achieving a balance between traditional service and digital one would help improve trust of customers in Novotel Birmingham Airport by offering pre-emptive need fulfilment of customers.
[bookmark: _h0tq5ezb6t6w][bookmark: _Toc222847453]5.2 Linking with objectives 
Linking with objective 1
The first objective detailed upon the key factors that shape consumer trust and satisfaction in the hospitality industry. The objectives are met under the primary findings under Question 3 depicting factors like interaction, service quality, and safety. The secondary findings also show achievement of the objective under theme 1 denoting personalisation and customer experiences as the key factors. The literature review also details upon the determinants of the objective by stating additional factors such as perceived cleanliness of rooms and hygiene. Thus, the outcomes of objective 1 are met thoroughly throughout both findings and the literature respectively.
Linking with objective 2
The second objective details the role of receptionists in hospitality settings and the methods used to improve service quality. The objective is met under primary findings particularly under questions 4 and 5 detailing their core responsibilities and viable duties for receptionists. The secondary findings also detail upon the objective under the second theme wherein an interpersonal communication style of receptionists is prioritised. The Literature section details that receptionist key duties include processing check-ins, handling booking and interacting with customers.


Linking with objective 3
The third objective entails the challenges receptionists face in shaping consumer trust and loyalty. The primary findings particularly under question 7 details upon this aspect by showing key challenging areas of the research. The areas depicted in the survey to be challenges include technology integration, managing customer expectations, and ensuring operational efficiency. The secondary findings section on thematic analysis also meets the objective under the third theme. The theme details that technology integration challenges are evident in hospitality businesses wherein minimal staff training is provided, affecting morale, and productivity.
Linking with objective 4
The fourth objective aims to identify strategies relevant for receptionists to improve customer satisfaction and trust in Novotel Birmingham Airport. The fourth objective is met under the primary findings under questions 10 and 9 detailing upon areas of future improvement. The areas detailed upon in the recommendations include shift from administrative to strategic management, technology integration, and digital CRM systems. The secondary findings further denote that a mix of traditional and modern elements of customer service could benefit Novotel Birmingham Hotel to improve service delivery.
[bookmark: _w3lkt8rf7347]

[bookmark: _Toc222847454]5.3 Recommendations
· Empowerment through behavioural training
The receptionist staff in Novotel Birmingham Airport can be empowered to improve their existing skillset by offering them behavioural training. Behavioural training is necessary for customer-oriented services such as hospitality businesses helping improve customer service and reinforcing positive behaviours. Novotel Birmingham Airport could either develop its own digital training platform or utilise existing training service providers to train reception staff in people management. For example, all employees at the Four Seasons hotel receive mandatory behavioural training from HRM and a retraining session at year-end to improve customer service quality (Four Seasons, 2025). The example shows that training staff in behaviour is given high priority to maximise service quality. The reception staff of Novotel Birmingham Airport can be trained in key areas of positive behaviour such as empathy, emotional awareness, and communication to help improve customer experiences. Development of empathy could help reception staff account for the emotional state of customers and offer empathetic behaviours. The key benefit of the recommendation would be that the customer centric behaviours of the staff would be improved significantly and it would lead to improved guest experiences. Thus, Novotel Birmingham Airport could seek to develop a new online training platform offering digital courses for reception staff to learn facets of consumer behaviour and improve customer engagement significantly.


· Virtual chatbots to support receptionist job role
Integration of innovative elements into the operations of Novotel Birmingham Airport could help to improve the job role of receptionists and increase customer trust and engagement. One example of such an innovative element is virtual chatbots that could help receptionists to gauge consumer needs. Chatbots are digital assistants that help in conducting smart communication with customers to record their responses and support service development. The global market for chatbots integration in the hospitality market is on growth at a CAGR of 17.2% and is estimated to be valued at around 1.73 billion USD by 2033 (Dataintelo, 2025). The chatbots integrated within the hotel could help collect-personalised data about customers that in turn could be used to make the job role of receptionists easier. The data provided by chatbots could help receptionists make personal arrangements and develop high levels of customer loyalty. Chatbots can help receptionists learn about customer preferences that could be used during interpersonal communication to connect with customers. Thus, Novotel could seek the services of a SaaS brand and integrate chatbots into its hotel infrastructure to improve customer management prospects of receptionists. 
· Proactive guest management using Data analytics
Proactive guest management involves the process of anticipating the needs of customers and fulfilling them before a customer has a need to ask. Novotel Birmingham Airport could integrate proactive guest management services within its infrastructure by utilising data analytics. Receptionists could support data analytics by offering customers a detailed digital checklist during check-in, helping collect interpersonal consumer data and drive engagement. For example, Marriott Hotel uses Oracle’s Cloud Analytics service to improve customer service (Oracle, 2025). 
The data analytics platform of the business could help draw personal management insights about each customer and the way to improve visitations. The receptionists of Novotel Birmingham Airport could seek to utilise the data gathered from data analytics software and use it to support proactive guest management. Customers would be highly satisfied by proactive management if their needs during visitations are anticipated and arrangements are made prior to asking. Receptionists could arrange personalised arrangements and include surprises for each customer to create a memorable brand experience and invoke customer loyalty. Thus, it can be detailed that adopting proactive guest management could help the business to improve the service of its reception staff and ensure heightened service demand.
· Offering receptionists decision-making autonomy
Receptionists in hotels often have very limited autonomy and operate on the whims of managers. Novotel Birmingham Airport could offer its receptionists complete ground-level autonomy for making decisions that would speed up the efficiency of customer processing and service. As per the views of Purnomo (2025), receptionists act as the first point of contact between customers and employees and thus play a key role in service interaction. Oftentimes, customers that require managerial consent for approval offer receptionists interpersonal requests. Decision making autonomy could be provided to receptionists helping maximise service applicability. 


The key benefits of service autonomy for receptionists are that they have a better understanding of consumer needs. The improved understanding of consumer needs could help receptionists take decisions that positively influence loyalty. This could involve decisions such as room upgrades, additional service add-ons, service personalisation, or hosting private events. The hotel would need to offer its reception staff with managerial training to support the recommendation. Thus, the recommendation would improve the service quality of the hotel, improve customer engagement, and heighten efficiency of customer processing respectively.   
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Q1. What is your age? 
Q2. How long have you been associated with Novotel Birmingham Hotel?
Q3. In your opinion, what are the major factors that shape customer satisfaction and trust in the hospitality industry?
Q4. Do you think the role of hotel receptionists is pivotal to shaping guest satisfaction and trust in Novotel Birmingham Hotel?
Q5. In your opinion, which receptionist action is the most significant to increase the trust and satisfaction level of guests in Novotel Birmingham Hotel? 
Q6. Which communication style is most appropriate in building rapport with guests, building their trust in Novotel Birmingham Hotel? 
Q7. What is the challenge you believe faced in hotels to welcome guests improving customer experience and satisfaction?
Q8. What interdepartmental process improvement do you think would be efficient to improve guest trust and satisfaction in the Hospitality industry? 
Q9. How far do you agree that coordination between receptionist and guest ensures a smooth customer experience in hotels?  
Q10. How do you envision the evolution of the role of receptionist in the future, impacting Novotel Birmingham Hotel? 
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APPLICATION FOR ETHICAL APPROVAL – INTRODUCTORY NOTES

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. A researcher may not be covered by the University’s insurance if ethical approval has not been obtained prior to commencement.

The University follows the OECD Frascati manual definition of research activity: 
“[C]reative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. 
As such this covers activities undertaken by:
· Members of staff (academic staff or support staff);
· Individuals holding honorary title from the University;
· Postgraduate research students;
In all of these cases ethical review is required regardless of discipline.

The individual undertaking the research activity is known as the lead researcher.

Ethical approval is not required for routine audits, performance reviews, quality assurance studies, testing within normal educational requirements, and literary or artistic criticism. 

For most projects you will only need to complete sections in the main part of the form. A few projects will need more detailed ethical consideration and will need you to fill in sections in an appendix. At some points in this form you will be asked questions about your research in the following way:

	1
	Does your research involve <<something specific>>?
	YES
	Click to continue to appendix <<N>>
	NO
	Continue to the next section

	2
	Have you completed appendix <<N>>? 
	YES
	☐
	NO
	☐



Clicking in the appropriate box will take you to the appropriate location in the text. At the end of each appendix is a box. Clicking on this will return you to the question that originally took you to the appendix.

	
	
	
	
	


	Return to the main form



NB These clickable links will only work if you are editing the document in the desktop version of Word, not the browser version. Please download and save the form before editing it.

Guidance notes are provided as comments or as text IN GREEN throughout this form. Please ensure that the comments are removed and that the green text is replaced by your own text or removed as appropriate BEFORE submitting this form.

Please ensure that you have read the UWTSD Research Ethics and Integrity Policy and the UWTSD Research Data Management Policy BEFORE submitting this form.




APPLICATION FOR ETHICAL APPROVAL
SECTION A: About You (Lead Researcher)
	1
	Full Name:
	

	2
	Tick all boxes that apply:
	Member of staff:
	☐
	Honorary research fellow:
	☐

	
	Undergraduate Student
	☐	Taught Postgraduate Student
	☐	Postgraduate Research Student
	☐
	3
	Institute/Academic Discipline/Centre:
	


	4
	Campus:
	


	5
	E-mail address:
	


	6
	Contact Telephone Number:
	


	7
	Project Title
	
Exploring the role of receptionists in shaping customer trust and satisfaction in Novotel Birmingham Airport

	8
	Proposed Start Date
	

	Proposed End Date
	


	For students:

	9
	Student Number:
	

	10
	Programme of Study:
	

	11
	Director of Studies/Supervisor:
	



SECTION B: Grant or Contract Funding 
	1
	Has your research been awarded, applied for, or intend to apply for external funding?
	YES
	Click to continue to appendix 1
	NO
	Continue to the next section

	2
	Have you completed appendix 1? 
	YES
	☐
	NO
	☐



[bookmark: SEC_C]SECTION C:  Internal and External Ethical Guidance Materials
	Ethical Guidance Documents
Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific codes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.

	1
	UWTSD Research Ethics & Integrity Policy
	☒
	2
	UWTSD Research Data Management Policy
	☒

	3
	UWTSD Open Access Publications Policy
	☒

	4
	UWTSD Export Control Policy 
Required if Appendix 8 completed
	☐
	5
	UWTSD Trusted Research and Innovation Policy 
Required if research is taking place outside the UK
	☐

	6
	[List any other relevant documents here]
	☐




[bookmark: SEC_D]SECTION D: External Collaborative Research Activity 
	1
	Does your research involve collaborating partners at another institution or organisation?
	YES
	Click to continue to appendix 2
	NO
	Continue to the next section

	2
	Have you completed appendix 2? 
	YES
	☐
	NO
	☐



[bookmark: SEC_E]SECTION E: Details of Research Activity
	Aims, Vision and Approach of the Research (maximum 200 words per section)
Please outline what are you hoping to achieve with your proposed work and how will you deliver it?

	1
	Research aims and objectives

	· Aim of this research is to explore the role of receptionists in shaping customer trust and satisfaction in Novotel Birmingham Airport
· Objective
· To identify the factors for shaping customer trust and satisfaction in hospitality industry
· To explore the role of receptionist in shaping customer trust and satisfaction
· To find out the challenges for receptionist in shaping customer trust and satisfaction in hotels
· To recommend strategic pathways for increasing customer trust and satisfaction in Novotel Birmingham Airport


(this box should expand as you type) 

	2
	Vision

	This research is beneficial for making a plan to identify the areas of customer engagement in hospitality industry. It can generate new factors, which can be applicable in future operations for improved customer satisfaction and hospitality in aviation industry. Improved hospitality and customer satisfaction in Novotel Birmingham can potentially influence the hospitality business. 




(this box should expand as you type)

	3
	Approach

	Both the primary survey and secondary thematic analysis will be used for conducting this research. 10 questions will be asked to 50 employees, who are currently working in reception units in various other hotels of Novotel Hotel Chain. On the other hand, 8 secondary sources will be selected for conducting thematic analysis. These objectives as well as methodological approaches are required for outlining and conducting proper data collection process. However, lack of finance and inadequate sources of primary and secondary data can raise issues. 

	4
	Location of research activity
Identify all locations where research activity will take place.

	
This research activity will be taken place in the UK






	5
	Will any of your research be undertaken outside of the UK?
	YES
	Click to continue to appendix 3
	NO
	Continue to the next section

	6
	Have you completed any of appendix 3? 
	YES
	☐
	NO
	☐



[bookmark: SEC_F]SECTION F: Research Methods 
	Will the research activity include:
	YES
	NO

	[bookmark: _Hlk153204538]1
	Use of a questionnaire or similar research instrument?
	☒
	☐

	2
	Use of interviews?
	☐
	☒

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☒
	☐

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☒
	☐

	Details of any other primary data collection method: Primary survey with Google Form
	
	



SECTION G: Research Participants 

	Research participants include people who will be taking part in your research as providers of research data (e.g. being interviewed, answering questionnaires, or doing user testing of hardware or software). This includes animal participants.

	1
	Does your research involve human or non-human participants?
	YES
	Continue this section
	NO
	Click to continue to section N




	Participant numbers and source
How will you ensure an appropriately convened sample group in order to meet the aims of the research? Give details for subgroups separately, if appropriate. How will any potential pitfalls, for example dual roles or potential for coercion, be addressed?

	1
	How many participants will be recruited and how was the number decided upon?
	
50 responses will be selected due to avoiding complexity and having a moderate number of respondents


	2
	Who will the participants be?
	Employees who are currently working in reception desks of Hotels under Novotel Hotel chain

	3
	How will you identify the participants?
	Participants will be identified as per their departments of working.

	4
	Will you be excluding any groups of people, and if so what is the rationale for that?
	Employees who do not have any experience in working reception units. 

	5
	Will the research involve any element of deception?  If yes, please describe why this is necessary and whether participants will be informed at the end of the study
	No

	6
	Describe whether participants will be able to withdraw from the study, and up to what point (eg if data is to be anonymised). If withdrawal is not possible, after a certain point, explain why not. 
	Yes

	7
	How long will the participant have to decide whether to take part in the research?
	1 week 

	8
	What arrangements have been made for participants who might have difficulties understanding verbal explanations or written information, or who have particular communication needs that should be taken into account to facilitate their involvement in the research?
	Written communication





SECTION H: Research with Vulnerable People 
	1
	Are your participants classed as vulnerable people?
	YES
	Click to continue to appendix 4
	NO
	Continue to the next section

	2
	Have you completed appendix 4? 
	YES
	☐
	NO
	☐



[bookmark: SEC_I]SECTION I: Research Involving Animals 
	1
	Are your participants non-human animals?
	YES
	Click to continue to appendix 5
	NO
	Continue to the next section

	2
	Have you completed appendix 5? 
	YES
	☐
	NO
	☐



[bookmark: SEC_K]SECTION J: Research with the Prison Service or the Probation Service
	1
	Are your participants staff or offenders within the Prison Service or the Probation service?
	YES
	Click to continue to appendix 6
	NO
	Continue to the next section

	2
	Have you completed appendix 6? 
	YES
	☐
	NO
	☐



[bookmark: SEC_J]SECTION K: Health and Social Care Research
	1
	Are your participants selected due to their health or social care needs?
	YES
	Click to continue to appendix 7
	NO
	Continue to the next section

	2
	Have you completed appendix 7? 
	YES
	☐
	NO
	☐



[bookmark: SEC_L]SECTION L: Types of Personal Data
	Personal Data
Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 and the Data Protection Act 2018)?
	YES
	NO

	[bookmark: _Hlk153191083]1
	Personal data means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants and transcription of such are considered to be personal data.
	☐
	☐

	
	If you ticked YES, provide a description of the data and explain why this data needs to be collected:
	
	

	



	Special Category Data 
Does the research involve the processing of special category data (as defined by the General Data Protection Regulation 2016 and the Data Protection Act 2018)?
	YES
	NO

	[bookmark: _Hlk153206093]2
	Racial or ethnic origin
	☐
	☒

	3
	Political opinions
	☐
	☒

	4
	Religious or philosophical beliefs
	☐
	☒

	5
	Genetic, biometric or health data
	☐
	☒

	6
	Sex life or sexual orientation
	☐
	☒

	7
	Trade union membership
	☐
	☒

	If you ticked YES to any of questions L2-L7, provide a description of the data and explain why this special category data needs to be collected to support the research and that it is in the public interest to do so:

	8
	N/A

	9
	Please describe how the research has been designed to gather the minimum amount of personal data necessary for the specified research purpose:

	N/A

	10
	Demonstrate that the processing is not likely to cause substantial damage or distress to individuals and that their interests will be safeguarded:

	N/A

	11
	Demonstrate that the data will not be used to take any action or make decisions in relation to the individuals concerned:

	N/A

	12
	Data should be anonymised wherever possible, either at point of capture or once collated. If the data cannot be anonymised, and if pseudonymisation is not possible, demonstrate why the that is possible.  If special category data cannot be anonymised, explicit consent to share that data must normally be obtained.

	N/A

	13
	If special category data cannot be anonymised, will you obtain explicit consent to share that data?
	YES
	NO
	N/A

	
	
	☐
	☒
	☐



SECTION M: Participant Information and Consent 

	Information for participants
It is normally expected that those participating in research should do so having given their informed consent. If this is not appropriate or practical, explicit justification must be provided, in line with prevailing disciplinary conventions.  Please note however, that informed consent to participate in the research is separate from consent to process (e.g. collect, analyse, store, reuse or share) personal data, as the University’s lawful basis for processing personal data in research activities is part of its ‘public task’. 
	YES
	NO
	N/A
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	Will you obtain written consent for participation?
	☒
	☐
	☐

	2
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	3
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	4
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	5
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☐

	6
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	7
	Will participants be made aware of how you will treat any information that may reasonably by considered as confidential? 
	☒
	☐
	☐

	8
	If your research requires your participants to sign up for a service provided by an external company or organisation will you inform them that their data may be stored and processed outside UWTSD?
	☒
	☐
	☐

	9
	Will you give participants the UWTSD Privacy Notice for Research?
	☒
	☐
	☐

	If you have answered NO to any of questions M1-M8, please provide justification detailing why this is necessary for the research.  

	10
	N/A

	Informed consent: Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before the research begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded. 

	11
	N/A

	Confidentiality: Confidential information refers to information that can be related to an identifiable individual, whether living or deceased, which is not in the public domain and which is given with the expectation that it will be kept confidential.  Under Common Law when an individual entrusts a researcher or research team with confidential information, the team must handle this in line with ‘reasonable expectations’. In other words, confidential information should only normally be shared when there would be ‘no surprises’ for the individuals concerned. Where participants would not expect the researcher to be sharing their confidential information with others, researchers can manage their expectations by informing them of their intentions (e.g. in the participant information sheet or during discussions about participation) and asking them if they are happy with these plans. They should understand what is being proposed and what this might mean for them, before they decide whether the researcher can share their confidential information with others.  

	Please detail how you will treat confidential information:

	12
	N/A

	Copies of any written consent form, written information and all other explanatory material should accompany this application. If you have included these then please list the documents included here.

	13
	Sample information sheets and consent forms are available from the University ethical review intranet page at https://intranet.uwtsd.ac.uk/research/research-integrity-and-ethics 


	14
	Consent form attached?
	YES
☒
	NO
☐
	N/A
☐



SECTION N: Research with Potential Military Application
	1
	Does your research have any potential military application?
	YES
	Click to continue to appendix 8
	NO
	Continue to the next section

	2
	Have you completed appendix 8? 
	YES
	☐
	NO
	☐



[bookmark: SEC_O]SECTION O: Use of Artificial Intelligence Tools
	Use of generative AI and other AI-based tools
There are a number of ethical issues relating to the use of generative AI and other AI-based tools, including data security, output bias, and output errors. In general you should assume that any generative AI or other AI-based tool that you pay to use is more secure and accurate than one which is free to use.

Will the research use AI tools to do any of the following:
	YES
	NO
	N/A

	1
	Capture data?
	☐
	☒
	☐

	2
	Generate and/or edit text?
	☐
	☒
	☐

	3
	Generate graphics?
	☐
	☒
	☐

	4
	Generate video?
	☐
	☒
	☐

	5
	Generate sound/music?
	☐
	☒
	☐

	6
	Generate code?
	☐
	☒
	☐

	7
	Generate synthetic data?
	☐
	☒
	☐

	8
	Analyse data?
	☐
	☒
	☐

	9
	Analyse personal or sensitive data?
	☐
	☒
	☐

	10
	Classify data?
	☐
	☒
	☐

	11
	Do you intend to use the free version of any AI tools?
	☐
	☒
	☐

	If you have answered YES to any of questions O1-O11, please provide justification detailing why this is necessary for the research.  

	12
	




Section P: Research Data Management Plan

	1
	Data Summary

	· Primary data and information from survey and secondary data from journals and articles

	2
	Responsibilities

	· Researcher and research guide will be responsible for data safety

	3
	Assessment of existing data

	· Limited secondary data, extracted from the oral interview of employees, who have work experience in reception

	4
	Management and curation of data

	· Primary data collection will be used for collecting responses and Google Scholar will be used for secondary qualitative information. 


	5
	Quality assurance of data

	· Safe servers will be used and data will be stored in personal devices of researcher. 

	6
	Short-term data storage

	· Short-time data will be maintained through sheets in personalised computation devices


	7
	Long-term data storage and preservation 

	· Long-term data will be storage in notebook and folders in personal computation devices


	8
	Documentation and metadata

	· High quality data will be documented through word files and excel sheets

	9
	Data sharing

	· The data will be shared to the research guide via email. 

	10
	Copyright and intellectual property ownership

	· I, as a researcher will get the ownership of intellectual property and copyright of collected data and analysis. 

	11
	Resources

	· I need resources such as personalised computation device and access to digital database such as Google Scholar to continue the research. 



SECTION Q: Risk Assessment 

	
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them. 

If you have completed a full risk assessment (for example as required by a laboratory, or external research collaborator) you may append that to this form.  

	1
	Full risk assessment completed and appended? 
	YES
	NO

	[bookmark: _Hlk152919011]
	
	☒
	☐

	Risks to participants, researchers, and the University 

	2
	Social risks: disclosures that could affect participants standing in the community, in their family and their job.
	YES
	NO

	
	
	☒
	☐

	Risk: Data Protection Issue
	How will you address any risks?
Firewall management for data safety


	3
	Legal risks: activities that could result in the participant, researchers and / or University committing an offence; activities that might lead to a participant disclosing criminal activity to a researcher which would necessitate reporting to enforcement authorities; activities that could result in a civil claim for compensation
	YES
	NO

	
	
	☒
	☐

	Risk: Information breaching risk
	How will you address any risks?
Ensuring safety of data

	4
	Economic harm: financial harm to participant, researcher and / or University through disclosure or other event.
	YES
	NO

	
	
	☒
	☐

	Risk: Lack of proper funding
	How will you address any risks?
Cost effective measures will be followed



	5
	Reputational risk: damage to public perception of University or the University / researchers’ reputation in the eyes of funders, the research community and / or the general public.
	YES
	NO

	
	
	☒
	☐

	Risk: Data Theft can hamper authenticity standards
	How will you address any risks?
Data Safety management



	6
	Safeguarding risks:  Risk to young people, vulnerable adults and / or researcher from improper behaviour, abuse or exploitation. Risk to researcher of being in a comprising situation, in which there might be accusations of improper behaviour.
	YES
	NO

	
	
	☐
	☒

	Risk: No risk found 
	How will you address any risks?
N/A



	7
	Sensitive, embarrassing or upsetting topics. If research activity may include sensitive, embarrassing or upsetting topics or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities.  
	YES
	NO

	
	
	☐
	☒

	

	
	Health and safety risks

	8
	Location hazards: for example: fire; visiting or working in participant’s homes; working in remote locations and in high crime areas; overseas travel; hot, cold or extreme weather conditions; working on or by water. Also hazardous work locations, such as construction sites, confined spaces, roofs or laboratories. For overseas travel, researchers will need to check country / city specific information, travel health requirements and consider emergency arrangements as part of their research planning. In all cases the University’s International Travel Policy must be followed.
	YES
	NO

	
	
	☐
	☒

	Risk: No risk found
	How will you address any risks?
N/A



	9
	Activity hazards: for example: potentially mentally harmful activities; distressing and stressful work and content; driving; tripping, or slipping; falling from height; physically demanding work; lifting, carrying, pushing and pulling loads; night time and weekend working.
	YES
	NO

	
	
	☐
	☒

	Risk: No risk found
	How will you address any risks?
N/A


	10
	Machinery and equipment: for example: ergonomic hazards, including computer workstations and equipment; contact with electricity; contact with moving, rotating, ejecting or cutting parts in machinery and instruments; accidental release of energy from machines and instruments.
	YES
	NO

	
	
	☒
	☐

	Risk: Battery failure
	How will you address any risks?
Backup computing device


	11
	Chemicals and other hazardous substances: the use, production, storage, waste, transportation and accidental release of chemicals and hazardous substances; flammable, dangerous and explosive substances; asphyxiating gases; allergens; biological agents, blood and blood products. 
	YES
	NO

	
	
	☐
	☒

	Risk: No risk identified
	How will you address any risks?
N/A

	12
	Physical agents: for example: excessive noise exposure, hand-arm vibration and whole body vibration; ionising radiation; lasers; artificial optical radiation and electromagnetic fields
	YES
	NO

	
	
	☐
	☒

	Risk: No risk identified
	How will you address any risks?
N/A


	13
	Environmental risks: for example: accidental spillage of pollutants, damage to local ecosystems
	YES
	NO

	
	
	☐
	☒

	Risk: No risk identified
	How will you address any risks?
N/A





SECTION R: Disclosure and Barring Service

	Disclosure and Barring Service

	1
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	
	Does your research require you to hold a current DBS Certificate?
	☐
	☒
	☐

	2
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	




[bookmark: SEX_S]SECTION S: Declaration
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Policy which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 


	1
	Name of applicant
	

	2
	Electronic or written signature of applicant:
	

	3
	Date
	

	4
	Name of Director of Studies
	

	5
	Electronic or written signature of Director of Studies:
	

	6
	Date
	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	1
	☒
	I have read the guidance notes supplied before completing the form.

	2
	☒
	I have completed all relevant sections of the form in full.

	3
	☒
	I have attached a copy of the Participant Information Sheet (PIS) or Consent Form

	4
	☒
	I have attached a completed copy of the Trusted Research and Innovation Checklist (where applicable)

	5
	☒
	I have attached a full risk assessment (where appropriate) 

	6
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice

	7
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Data Management Policy

	8
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Export Control Policy

	9
	☒
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Open Access Research Policy

	10
	I have completed the following appendices:
	1
	☒
	2
	☒
	3
	☒
	4
	☒

	
	
	5
	☒
	6
	☒
	7
	☒
	8
	☒



	
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.







[bookmark: APP_1]APPENDIX 1 – Grant or Contract Funding

	A1.1
	Has your research been awarded external funding?
	YES
	☐
	NO
	☒

	A1.2
	Have you applied for funding / awaiting decision?
	YES
	☐
	NO
	☒

	A1.3
	Are you intending to apply for funding?
	YES
	☐
	NO
	☒

	A1.4
	[bookmark: _Hlk152243903]Funding Body
	

	A1.5
	Lead institution (grant holder)
	

	A1.6
	If awarded, grant reference
	

	A1.7
	If awarded, grant value
	

	A1.8
	If awarded, start date and duration
	



	
	
	
	
	


	Return to the main form






[bookmark: APP_2]APPENDIX 2: External Collaborative Research Activity

	INSTITUTION 1                        

	[bookmark: _Hlk152247185]A2.1
	Name
	


	A2.2
	Researcher name and position 
	


	A2.3
	Role in project (e.g. co-investigator)
	


	A2.4
	Contact e-mail address
	


	A2.5
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☒
	☐

	[bookmark: _Hlk152841402]
	
	




	INSTITUTION 2                      

	A2.6
	Name
	


	A2.7
	Researcher name and position 
	


	A2.8
	Role in project (e.g. co-investigator)
	


	A2.9
	Contact e-mail address
	


	A2.10
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☒
	☐

	
	
	




	INSTITUTION 3                       

	A2.11
	Name
	


	A2.12
	Researcher name and position 
	


	A2.13
	Role in project (e.g. co-investigator)
	


	A2.14
	Contact e-mail address
	


	A2.15
	External Ethical Approval
Please detail the ethical approval required and arrangements for this partner. See Section 14 of the UWTSD Research Ethics and Integrity Policy. If approved, please supply confirmation. 
	Obtained?
	YES
	NO
	PENDING

	
	
	
	☐
	☒
	☐

	
	
	




Add additional collaborators as needed

	
	
	
	
	


	Return to the main form


[bookmark: APP_3]


APPENDIX 3: Research Undertaken Outside of the UK

	A3.1
	Research activity outside of the UK
If research activity will take place overseas, you are responsible for ensuring that local ethical considerations are complied with and that the relevant permissions are sought. Specify any local guidelines (e.g. from local professional associations/learned societies/universities) that exist and whether these involve any ethical stipulations beyond those usual in the UK (provide details of any licenses or permissions required). Also specify whether there are any specific ethical issues raised by the local context in which the research activity is taking place, for example, particular cultural and/or legal sensitivities or vulnerabilities of participants. Describe the measures you have taken to comply with these and provide evidence of approvals etc. If you live in the country where you will do the research then please state this. If you have a local research supervisor or research advisor then please give their contact details here.

	
N/A


(this box should expand as you type)

	A3.2
	Responsible Research and Innovation
If research is taking place overseas please refer to the UWTSD Trusted Research and Innovation Policy and complete the Trusted Research and Innovation Checklist and submit it with this form.

	A3.3
	Confirm that you have read the Trusted Research and Innovation Policy
	☒



	If you are a postgraduate research student working with a research supervisor or research advisor at your local university then you do not need to fill in any more sections of this appendix.
If you are working in a research collaboration with an overseas partner please complete the remaining sections of this appendix.
	Return to the main form


[bookmark: _Hlk160779412]
	Organisational Details

	A3.4
	Name of Organisation 

	N/A

	A3.5
	Country where organisation is based:

	N/A

	A3.6
	Registration number and name of registration body (examples of relevant registration bodies are government, tax, corporation, charity, educational authority):

	
N/A
(this box should expand as you type)

	A3.7
	What is the legal status of the organisation? (for example: public university, private university, charity, private company, non-profit making company, government research organisation, independent research organisation) Please include the date of foundation. Note: We may be required to ask for evidence of this at a later stage.

	
N/A
(this box should expand as you type)

	A3.8
	Is your organisation affiliated to any other organisation? (i.e. is the organisation legally part of a larger organisation or a group of larger organisations).

	
N/A
(this box should expand as you type)

	A3.9
	Name(s) of investigators in the organisation who will be responsible for the collaborative research and innovation 

	
N/A
(this box should expand as you type)




	About New Partners

	A3.10
	Why does a partner want to work with you?

	N/A

(this box should expand as you type)

	A3.11
	What are they expecting in return for their financial support or involvement?

	
N/A
(this box should expand as you type)


	A3.12
	Is the organisation associated with a country which may be viewed as hostile to the UK or one which has different democratic and ethical values from our own? If you have ticked YES, please briefly describe below how you will maintain the UK’s democratic and ethical values within the research.
	YES
	NO

	
	
	☐
	☒

	N/A


(this box should expand as you type)

	A3.13
	Has due diligence into the partner identified any involvement in research on behalf of the military or police with links to a hostile state? If you have ticked YES, please summarise below how you will prevent information from this research from being released to these organisations.
	YES
	NO

	
	
	☐
	☒

	
N/A

(this box should expand as you type)

	A3.14
	Set within the context of any information gained from due diligence, could your research be misused or have unintended applications which would be negative? If you have ticked YES, please summarise below how this might occur.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)

	A3.15
	Are there any legal, regulatory or university policy constraints on undertaking your research with this partner? If you have ticked YES, please summarise these below.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)

	A3.16
	Having considered the answers to questions A3.10-A3.15, are there potential reputational or ethical risks to you or the university? If you have ticked YES, please summarise these risks below.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)




	About Research Relationships
	YES
	NO

	A3.17
	Are the terms of any proposed Memorandum of Understanding (MoU) in keeping with the expectations of your department and university?
	☐
	☒

	A3.18
	Are you providing existing intellectual property (IP), research data, confidential or personally identifiable data to the project? If so, how is this going to be protected?
	☒
	☒


	
The researcher will collect primary data (survey responses)

(this box should expand as you type)

	A3.19
	Who will own any IP that is generated?

	
The researcher and guide
(this box should expand as you type)

	A3.20
	What plans do you have in place for protecting the resulting IP?

	Protected in digital database and it should be kept to the safe locker in University

(this box should expand as you type)

	A3.21
	What contractual requirements are you able to put in place to protect the interests of your academic institutions?

	N/A

(this box should expand as you type)

	A3.22
	What access will the research partner have to your IT network? If they do have access, what broader visibility might this provide?

	N/A

(this box should expand as you type)

	A3.23
	Is there any physical separation or protection required between research in similar fields?

	N/A

(this box should expand as you type)




	About Existing Partners

	A3.24
	Would proceeding with the research raise potential conflicts of interest with existing research partners? If you have ticked YES, please explain these conflicts below.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)

	A3.25
	Have you spoken with your existing partners about any potential conflict of interest? If you have ticked YES, please briefly summarise their response(s) below.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)

	A3.26
	Does any non-disclosure agreement for this project include an expectation that you will need to provide visibility to existing partners? If you have ticked YES, please explain below how this will be managed.
	YES
	NO

	
	
	☐
	☒

	


(this box should expand as you type)

	A3.27
	Will this research breach any existing contractual agreements that you, your department or university already have? If you have ticked YES, please explain below how this will be managed.
	YES
	NO

	
	
	☐
	☒


	


(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_4]APPENDIX 4: Research with Vulnerable People

	Will the research involve data processing involving the following data subjects:
	YES
	NO

	A4.1
	Children under 16
	☐
	☒

	A4.2
	Adults with learning disabilities
	☐
	☒

	A4.3
	Adults with other forms of mental incapacity or mental illness
	☐
	☒

	A4.4
	Adults in emergency situations
	☐
	☒

	A4.5
	Prisoners or young offenders
	☐
	☒

	A4.6
	Those who could be considered to have a particularly dependent relationship with the investigator, e.g. members of staff, students
	☐
	☒

	A4.7
	People who have not given their explicit consent to participate in the project
	☐
	☒

	A4.8
	People engaged in illegal activities
	☐
	☒

	A4.9
	Any other people who can be considered vulnerable in the context of this project
	☐
	☒

	Please justify the inclusion of the above people (if applicable), explaining why the research cannot be conducted on non-vulnerable people.

	A4.10
	

N/A

(this box should expand as you type)

	Please give details of extra steps taken to assure the protection of vulnerable people participating in the research.  You should describe any arrangements to be made for obtaining consent from a legal representative.

	A4.11
	

N/A

(this box should expand as you type)

	It is the researcher’s responsibility to check whether a DBS check (or equivalent) is required and to obtain one if it is needed. Please confirm:

	A4.12
	DBS Check required? 
	YES
	NO

	
	
	☐
	☒

	A4.13
	DBS certificate obtained? 
	YES
	NO
	N/A

	
	
	☐
	☐
	☒



	
	
	
	
	


	Return to the main form



[bookmark: APP_5]APPENDIX 5: Research Involving Animals
	The use of animals in research is tightly governed and monitored by law and by the Home Office, specifically under the Animals (Scientific Procedures) Act 1986 and its accompanying codes of practice and processes. The Act regulates procedures that are carried out on protected animals for scientific or educational purposes that may cause pain, suffering, distress or lasting harm. Under the Act, a protected animal is ‘any living vertebrate, other than man, and any living cephalopod’. The University does not hold a Home Office issued Establishment Licence and therefore researchers must ensure that any proposed work involving animals is either exempt from the Act or falls outside of its scope. Exempted research, for example involving routine veterinary practice or clinical veterinary research, may still require external ethical approval from the Royal Society of Veterinary Surgeons. When undertaking collaborative research involving animals, the UWTSD Research Ethics Committee must be assured that the partner institution(s) conform to the appropriate regulatory framework or legislation, and have approval from their local Research Ethics Committee. Any such work must follow the guidance of the National Centre for the Replacement, Reduction and Refinement of Animals in Research, known as the 3Rs.  In all cases, advise must be sought from INSPIRE for any proposed research involving animals, either at UWTSD, or by research collaborators in partnership with UWTSD. This should be at the very early stages of research design, so that an appropriate due diligence exercise can be undertaken.

	Will the research involve any work with any of the following animals (including observation in their natural habitat)
	YES
	NO

	[bookmark: _Hlk156319509]A5.1
	Any living vertebrates, other than humans?
	☐
	☒

	A5.2
	Any living cephalopods?
	☐
	☒

	A5.3
	[bookmark: _Hlk156462984]Has INSPIRE undertaken an initial due diligence exercise?
	☐
	☒

	A5.4
	[bookmark: _Hlk156464303]Due diligence assessment appended to this application?
	☐
	☒

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. 

	[bookmark: _Hlk156464347]A5.5
	
N/A

(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_6]APPENDIX 6: Research with Staff or Offenders in Prison Establishments and Probation Services 

	Research with staff and/or offenders in prison establishments, the Probation Service or within His Majesty’s Prison and Probation Services requires additional approvals.

	Will the research involve any of the following?
	YES
	NO

	A6.1
	Staff in prison establishments
	☐
	☒

	A6.2
	Offenders in prison establishments
	☐
	☒

	A6.3
	The Probation Service
	☐
	☒

	A6.4
	His Majesty’s Prison and Probation Services
	☐
	☒

	All researchers wanting to conduct research with staff and/or offenders in prison establishments, the Probation Service regions or within HM Prison and Probation Service (HMPPS) Headquarters are required to formally apply for research approval to the HMPPS National Research Committee (NRC). Before doing so, INSPIRE must undertake an initial due diligence exercise. If you have not contacted INSPIRE, please do so immediately. If YES to any of the above, please confirm:

	A6.5
	[bookmark: _Hlk156464314]Has INSPIRE undertaken an initial due diligence exercise?
	☐
	☒

	A6.6
	Have you applied to the HMPPS National Research Committee (NRC)?
	☐
	☒

	A6.7
	Has HMPPS National Research Committee approval been granted? If yes, please append to this application. 
	☐
	☒

	A6.8
	Due diligence assessment appended to this application?
	☐
	☒

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. 

	A6.9
	


N/A


(this box should expand as you type)



	
	
	
	
	


	Return to the main form





[bookmark: APP_7]APPENDIX 7:  Health and Social Care Research 
	All health and social care research must have a sponsor as defined by the Health Research Authority UK Policy Framework for Health & Social Care.  The University will under no circumstances act as the sponsor of health and social care research (i.e. that which requires approval by a NHS Research Ethics Committee). In all cases, therefore, an appropriate collaborating partner must lead the research.  Any health and social care research therefore requires an initial due diligence exercise, which will be undertaken by INSPIRE. The purpose of the due diligence exercise is to ensure that the University has the capability to undertake the research, either independently or in collaboration with research partners. This will include advice on suitable collaborative arrangements and the appropriate involvement of UWTSD researchers in the proposed research study.  This is likely to apply to the following areas:

	Will the data processing involve:
	YES
	NO

	A7.1
	Participants who have been recruited on the basis of medical and health conditions, life stage or other physical or mental attribute.
	☐
	☒

	A7.2
	Participants who will engage in physical exercise, activity or exertion of any kind, or who use exercise equipment, assistive devices or other apparatus for the purposes of the research study. This includes interventions that are minimally invasive.
	☐
	☒

	A7.3
	Patients and users of the NHS (including NHS patients treated in the private sector).
	☐
	☒

	A7.4
	Individuals identified as potential participants because of their status as relatives or carers of patients and users of the NHS.
	☐
	☒

	A7.5
	Patients who are cared for in private and voluntary sector nursing homes.
	☐
	☒

	A7.6
	Confidential patient information.
	☐
	☒

	A7.7
	Clinical trial of a medicinal product or medical device.
	☐
	☒

	A7.8
	Access to organs or other bodily material of past and present NHS patients, or any material consisting of or containing human cells.
	☐
	☒

	A7.9
	Use of human tissue (including non-NHS sources) where the collection is not covered by a Human Tissue Authority licence.
	☐
	☒

	A7.10
	Foetal material and IVF involving NHS patients.
	☐
	☒

	A7.11
	The recently deceased under NHS care.
	☐
	☒

	A7.12
	NHS staff or premises.
	☐
	☒

	A7.13
	Practising midwives conducting a clinical trial.
	☐
	☒

	A7.14
	Investigational medicinal product.
	☐
	☒

	A7.15
	Medical devices that are not CE-marked or CE-marked medical devices that have been modified or are being used for a new purpose.
	☐
	☒

	A7.16
	Exposure to ionising radiation.
	☐
	☒

	A7.17
	Other health and social care related research.
	☐

	☒


	Please specify 
N/A



(this box should expand as you type)
	
	

	Researchers proposing to work on projects involving health and social care research must check whether their study meets the HRA definition of research and whether it should undergo ethics review by a NHS Research Ethics Committee. If you have answered YES to any of questions A7.1-A7.17 then this is likely to be the case and sponsorship by a third party will be required. This can be checked via the Health Research Authority’s Decision Tool : https://www.hra-decisiontools.org.uk/research/  

	A7.18
	Does the research meet the HRA definition of research?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☒

	A7.19
	Is the Research being sponsored by a collaborating partner?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☒

	A7.20
	Has NHS ethics approval been granted?
	YES 
	NO
	N/A

	
	
	☐
	☐
	☒

	A7.21
	Has INSPIRE undertaken an initial due diligence exercise?
	YES 
	NO

	
	
	☐
	☒

	Please provide a summary of the due diligence exercise, noting arrangements for compliance with the necessary regulatory frameworks and legislation. Please append the full due diligence assessment from INSPIRE. If you have not contacted INSPIRE, please do immediately. 

	A7.22
	
N/A



(this box should expand as you type)



	A7.23
	Have you been granted NHS ethical approval?
	YES
	Click to continue to Section R
	NO
	Return to the main form






[bookmark: APP_8]APPENDIX 8: Export Control for Research with Potential Military End Uses
	Export controls apply to the physical, electronic or oral transmission outside the UK of applied research, sensitive technology, software and equipment that could potentially be misused, either directly or indirectly, for military purposes. These legal controls are a serious obligation and UWTSD researchers must actively manage the risks of these being misused to fuel conflict, threaten national security, support terrorism and crime, violate human rights or proliferate Weapons of Mass Destruction.  UWTSD’s Export Control Policy provides a clear six step process to determine if your research is covered by export controls. Please complete the following screening to judge if you need to compete a full export control assessment. If you are in any doubt, then please contact INSPIRE. Any research in UWTSD involving the following high-risk areas must be screened.
Will the research involve:

	Defence
	YES
	NO

	A8.1
	Military equipment and munitions
	☐
	☒

	A8.2
	Defence equipment, including satellites
	☐
	☒

	A8.3
	Technical data, including some border and port information
	☐
	☒

	A8.4
	Dual use research
	☐
	☒

	Materials and Technologies
	YES
	NO

	A8.5
	Nuclear materials, facilities and equipment
	☐
	☒

	A8.6
	Chemicals, microorganisms and toxins
	☐
	☒

	A8.7
	Electronics design, development and production
	☐
	☒

	 A8.8
	Computers
	☐
	☒

	A8.9
	Telecommunications
	☐
	☒

	A8.10
	Sensors and lasers
	☐
	☒

	A8.11
	Navigation and avionics
	☐
	☒

	A8.12
	Marine technology
	☐
	☒

	A8.13
	Composite materials
	☐
	☒

	A8.14
	Aerospace and propulsion
	☐
	☒

	Sensitive Information
	YES
	NO

	A8.15
	Cryptology
	☐
	☒

	A8.16
	Counterterrorism
	☐
	☒

	A8.17
	Counternarcotics
	☐
	☒

	A8.18
	Cyber-related
	☐
	☒

	A8.19
	Non-proliferation
	☐
	☒

	A8.20
	Transnational criminal organisations
	☐
	☒



	Genetic Resources
	YES
	NO

	A8.21
	Genetic material of actual or potential value
	☐
	☒

	A8.22
	Organisms, or parts thereof
	☐
	☒

	A8.23
	Populations (or organisms)
	☐
	☒

	A8.24
	Other biotic components of ecosystems
	☐
	☒

	A8.25
	Domesticated or cultivated species in which the evolutionary process has been influenced by humans
	☐
	☒



	Will you be exporting military or dual-use technology, now or possibly in the future? This information may take many forms, including:
	YES
	NO

	A8.26
	Physical transfer of goods, technologies, material or equipment
	☐
	☒

	A8.27
	Blueprints
	☐
	☒

	A8.28
	Plans
	☐
	☒

	A8.29
	Diagrams
	☐
	☒

	A8.30
	Models
	☐
	☒

	A8.31
	Formulae
	☐
	☒

	A8.32
	Tables
	☐
	☒

	A8.33
	Engineering designs and specifications
	☐
	☒

	A8.34
	Manuals and instructions
	☐
	☒

	A8.35
	Software
	☐
	☒

	A8.36
	Know-how
	☐
	☒



	Will your project transfer technology using any of the following physical methods?
	YES
	NO

	A8.37
	USB flash drives
	☐
	☒

	A8.38
	Portable hard drives
	☒
	☐

	A8.39
	Laptops
	☒
	☐

	A8.40
	Tablets
	☐
	☒

	A8.41
	Intangible forms by using electronic media, such as email, phone storage and cloud file sharing
	☐
	☒

	A8.42
	Physical exports
	☒
	☐



	Will your project involve any of the following?
	YES
	NO

	A8.43
	Oral transfer by phone or videoconferencing or presentations
	☐
	☒

	A8.44
	Travelling overseas for any purpose, while unintendingly carrying any of the above.
	☐
	☒

	A8.45
	Will you be hosting foreign visitors?
	☐
	☒





	If you answer YES to any of questions A8,1-A8.45 then you should complete a full export control assessment and append that to this application. Before doing this please contact INSPIRE who will advise further.
	YES
	NO

	A8.46
	Full export control assessment required?
	☐

	☒


	A8.47
	Full export control assessment completed?
	☐

	☒


	A8.48
	Full export control assessment appended?
	☐

	☒




	
	
	
	
	


	Return to the main form
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Q1. What is your age?

50 responses

@ 25-35 years
@ 35-45 years
@ Above 50 years
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Q2. How long have you been associated with Novotel Birmingham Hotel?
50 responses

@® 1-2 years
@ 3-5 years
@ More than 5 years
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Q3. In your opinion, what are the major factors that shape customer satisfaction and trust in the

hospitality industry?

50 responses

@ Service Quality and Staff Interaction

@ Personalisation and Customer
Experience

@ Safety, security and consistency in
services
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Q4. Do you think the role of hotel receptionists is pivotal to shaping guest satisfaction and trust in

Novotel Birmingham Hotel?
50 responses

©® VYes
@ Maybe
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Q5. In your opinion, which receptionist action is the most significant to increase the trust and

satisfaction level of guests in Novotel Birmingham Hotel?
50 responses

@ Active Listening and sense of Empathy
@ Prompt resolution of customer issues
@ Personalisation
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Q6. Which communication style is most appropriate in building rapport with guests, building their

trust in Novotel Birmingham Hotel?

50 responses

@ Consistent Verbal/Non-Verbal
Communication

@ Proactive & Responsive

@ Maintain professionalism, when handling
complaints
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Q7. What is the challenge you believe faced in hotels to welcome guests improving customer

experience and satisfaction?
50 responses

@ Technology integration
@ Managing customer expectations
@ Ensuring operational efficiency
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Q8. What interdepartmental process improvement do you think would be efficient to improve

guest trust and satisfaction in the Hospitality industry?

50 responses

@ Implementation of digital, real-time
updates
@ Unified Guest Profile Access

@ Automated Communication for front
offices
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Q9. How far do you agree that coordination between receptionist and guest ensures a smooth

customer experience in hotels?
50 responses

@ Agree
@ Neutral
@ Disagree
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Q10. How do you envision the evolution of the role of receptionist in the future, impacting Novotel

Birmingham Hotel?

50 responses

@ Shift from Administrative to Strategic
management

@ Technology Integration to modify
physical guest services

@ Digital CRM and Proactive Guest
Relations
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