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Abstract 
Chapter one provides a brief introduction to the research paper. It includes the background of the research by providing relevant information regarding the hotel industry of the UK while aligning with the Delta Hotels by Marriott Swansea. Additionally, the problem statement, as well as the significance and the scope of this research paper is also addressed. A visual representation of the thesis structure is provided so that a clear overview can be derived.  
The chapter is a literature review of service quality and guest satisfaction existing within the UK hotel industry, with particular reference given to the Delta Hotels by Marriott Swansea. It talks about the size of service quality, issues regarding consistent service quality, real improvement techniques, and theories that apply. Reviews present a base of the analysis of how the quality of the service can affect guest satisfaction.
Chapter three underscores the methodological approach of this research. It describes the case study approach, interpretivism philosophy, inductive approach, and exploratory design. The research uses secondary qualitative data and thematic analysis. Ethical issues are also considered. These methods help understand service quality and guest satisfaction clearly and simply.
Chapter 4 reveals the results and discussion of the research conducted on the quality of service and satisfaction of guests in Delta Hotels by Marriott Swansea. The data were discussed by applying thematic analysis and grouped together into four themes, namely, the importance of service quality, the effect of the dimensions of service quality, the difficulties in being consistent, and the measures to improve it. The results indicate that service quality has a high impact on online reputation, guest satisfaction, and loyalty. The discussion is based on making interrelations between the results and the available literature and theoretical models. In general, it is important to note that the chapter acknowledges the fact that constant and high-quality service delivery is a priority towards improving the guest experience and competitive positioning in the UK hotel sector.
Chapter 5
In this chapter, the conclusion and recommendations of the research on the quality of services and guest satisfaction at Delta Hotels by Marriott Swansea are provided. It provides a summary of the most important findings and indicates that the quality of provided services greatly influences the satisfaction of guests, loyalty, and the reputation of the hotels. The chapter greatly emphasizes reliability, responsiveness, assurance, empathy, and tangibles to influence the guest experience. Others have also been identified by it, like the staff turnover, seasonal changes in demand, and operational inefficiency. Based on these findings, recommendations are presented, which are rather practical to improve training, employee motivation, the use of technology, feedback regimes, and the management of facilities to ensure high levels of uniformity in service delivery and competitiveness in the long term.

[bookmark: _pjytcspken22]

[bookmark: _30id7gw9j3w5][bookmark: _Toc223103384]Chapter 1: Introduction
[bookmark: _bxwkqnth2uhy][bookmark: _Toc223103385]1.1 Research Background
The hotel industry in the UK is a competitive industry. Most hotels strive to deliver superior service so that they can win and maintain their customers. Service quality refers to the extent to which a hotel meets the expectations and needs of the guests (Anabila et al.,2022). Customers feel satisfied when they are served with courtesy by the staff, clean rooms, quick check-in services, and quality food. This satisfaction has been termed as guest contentment and a high guest contentment has led to repeat patronage and favourable online reviews.
Delta Hotels by Marriott Swansea is a leading hotel in Swansea, a and the outlet is managed by the international brand known as Marriott International. The hotel serves business travellers, tourists and families. Similar to other hotels in the UK, it will have to maintain high standards of service to stay in the competitive market area (Siwek, 2022). The guests today review hotels online and on social media. Little failures in service delivery can have a negative effect on the image of the hotel. As a result, the question of the relationship between service quality and the satisfaction of the guests in this hotel should be researched.
[bookmark: _aqh3ecriw8vn][bookmark: _Toc223103386]1.2 Problem Statement
Within the UK hotel industry, customers expect to receive quality services at any given moment. However, sometimes hotels face the problem of shortages of employees, poor service, or slow service to customers (Xue et al.,2022). The challenges have the ability to reduce the satisfaction of guests.
Delta Hotels by Marriott Swansea can also have a challenge in ensuring the continuity of service quality. Guests may either post a negative review or switch to another accommodation in case the quality of service is unstable. Thus, the careful evaluation of the quality of the services in this hotel and its effect on the satisfaction of the guests is justified. 
[bookmark: _1qjhzwcj7b2b][bookmark: _Toc223103387]1.3 Aim and Objectives 
Aim
To evaluate service quality and guest satisfaction at Delta Hotels by Marriott Swansea and identify key areas for service improvement within the UK hotel context.
Objectives
· To examine the importance of service quality in influencing guest satisfaction within Delta Hotels by Marriott Swansea.
· To analyse the impact of service quality dimensions on overall guest satisfaction and guest experience.
· To identify the key challenges faced by the hotel in delivering consistent service quality.
· To propose practical strategies to mitigate identified service quality challenges and enhance guest satisfaction.
[bookmark: _fwftkdn4g12a][bookmark: _Toc223103388]1.4 Research Significance
The study is relevant to the hotel industry as well as the UK industry in general. It will also help Delta Hotels by Marriott Swansea to know how the quality of services offered to customers perpetuates their satisfaction. Customer satisfaction allows managers to make effective decisions that enhance services (Lepistö et al.,2024). The results will also present useful information related to the service quality in the UK hotel setting, which will enlighten other hotels to enhance their service provisions. 
[bookmark: _ad6jwpnuup7b][bookmark: _Toc223103389]1.5 Scope of the research 
This study will be limited to Delta Hotels by Marriott Swansea in the United Kingdom. It analyzes the quality of services and the satisfaction of the guests in this particular hotel. The research will cover areas of an operation of the front desk, room cleanliness, staff behaviour, food service, and overall experience with the guests. Guests will be the source of information, and it may be possible to collect information on the personnel, as well, to understand their attitudes (Mustafa et al.,2023). The study will not be applied to other hotels or even in international circumstances. 
[bookmark: _mflgo0hh1p9j][bookmark: _Toc223103390]1.6 Thesis structure 
[image: ]
[bookmark: _txp15q23mh7i]Figure 1.6: Structure of the thesis
(Source: Created  by the author)



[bookmark: _2xjf25uz77lr][bookmark: _Toc223103391]Chapter 2 Literature Review
[bookmark: _lysm2iuhktqm][bookmark: _Toc223103392]2.1 Introduction
The chapter presents an exhaustive literature review of all the available literature on the topic of service quality and guest satisfaction in the hotel industry in the United Kingdom, and specifically at Delta Hotels by Marriott Swansea. It discusses the importance of service quality, its key dimensions, challenges facing its maintenance, improvement opportunities, and relevant theoretical frameworks to expound the relationship between service quality and customer satisfaction.
[bookmark: _7u3amsq2ns6d][bookmark: _Toc223103393]2.2 Importance of service quality in influencing guest satisfaction within Delta Hotels by Marriott Swansea
The quality of service is one of the primary factors of guest satisfaction in the hotel sector (Preziosi et al., 2022). Within the competitive business environment of the United Kingdom, the institutions are forced to provide superior services in order to attract and retain customers. In the case of Delta Hotels by Marriott Swansea, the quality of services is an important parameter in forming perceptions and experiences among the guests. 
[image: ]
[bookmark: _zan5vmtedriy]Figure 1: The importance of guest satisfaction in the hospitality industry
(Source: Athanasopoulou et al., 2023)
Visitors expect to receive perfectly clean rooms, friendly service, timely check-in services, and quality facilities. The guests are then oriented to induce satisfaction, especially when these expectations are fulfilled or exceeded (Athanasopoulou et al., 2023). As a result, when guests are satisfied, they often write positive reviews, refer their friends to the accommodation facility, and come back the following time. On the other hand, the poor service industry triggers complaints, negative reviews, and brand losses. Trust and loyalty are also strengthened by service quality. A stable, predictable service gives the impression of importance and respect to guests, which strengthens the involvement of emotions and customer loyalty (Anderson, 2025). Additionally, well-established service quality also strengthens the well-known brand image of the hotel according to the global standards of Marriott.
[bookmark: _e9xju91efkw][bookmark: _Toc223103394]2.3 Impact of service quality dimensions on overall guest satisfaction and guest
Experience 
The evaluation of the service quality is traditionally conducted in five main dimensions, which comprise reliability, responsiveness, assurance, empathy, and tangibles. These dimensions have a direct impact on guest satisfaction and the whole experience. Reliability refers to the appropriate and consistent provision of the services undertaken; an example of this is proper reservation control and timely room service that will enhance trust (Anderson, 2025). Responsiveness has to do with how fast the staff responds to requests or concerns of guests; the faster the service, the more convenient and satisfied they are. 
[image: ]
[bookmark: _nocfyxsmv3w7]Figure 2: The Dimensions of Service Quality
(Source: Elmadag et al., 2025)
Confidence relates to the knowledge, ability, professionalism, and skills of the staff in generating confidence. When the staff members behave politely and professionally, the clients feel safe and honored. Empathy is the attribute of personalised service and understanding of individual needs of the guest; warm communication and customised service take the experience to another emotional satisfaction (Elmadag et al., 2025). Tangibles refer to the physical aspect, such as the cleanliness, the decoration, and the equipment in the room, and the clean appearance of the room injects a favourable first impression. Strong performance in these dimensions would increase the chances of the guests declaring high satisfaction, and deficiencies in any of the dimensions could negatively impact the entire experience. Based on this, Delta Hotels by Marriott Swansea should focus on all the dimensions of service quality that will allow a balanced and positive customer experience.
[bookmark: _o4p0dndk52wq][bookmark: _Toc223103395]2.4 Key challenges faced by the hotel in delivering consistent service quality 
It is quite challenging to be able to deliver the same level of service across the hotel sector. One of the most common challenges is a high turnover of employees; the high employee turnover would destroy the uniformity of the services offered because the new staff might be inexperienced and untrained (Goda Baddage, 2025). 
[image: ]
[bookmark: _1nfh9r10967]Figure 3: Hospitality Industry Challenges
(Source: Sami, 2025)
The changes in seasonal demands also complicate the situation; in places with a high number of tourists, like Swansea, high rates of occupancy during peak seasons put a strain on the employees, who may slow down and decrease the level of services offered. Compliance with standardised service procedures under a global brand structure is also a challenge; being part of the Marriott group, Delta Hotels must follow a high level of brand regulation at the same time meeting the demands of local customers who might not comply with the global requirements (Sami, 2025). The service delivery may be affected by technological problems such as failures in booking systems, payment, or room instrumentation, hence leading to dissatisfaction among guests. In addition, social media feedback and controlling online reviews attract a constant monitoring process as well as immediate reaction. 
[bookmark: _u03ksfd5238r][bookmark: _Toc223103396]2.5 Practical strategies to mitigate identified service quality challenges and enhance guest satisfaction 
Delta Hotels by Marriot swansea can adopt several realistic approaches to overcome the issues with service quality. The most important, though, is regular employee training programs, this develops the employee competencies, confidence, and a sense of what service standards are like, and tin his way, the new or existing employees will have the capability to provide uniform quality (Gutterman, 2023). Second, the seasonal pressures on the workforce could be mitigated with the help of efficient workforce planning; recruiting temporary employees during the seasonal burst will decrease the work pressure and stress of employees (Bulog and Krolo, 2022). Thirdly, by implementing customer feedback systems, the hotel will have the capability to track service performance, online reviews, and guest surveys, which will highlight areas of weakness and opportunities to improve, whereas quick actions that occur in response to complaints will indicate a passion to ensure customer satisfaction. 
[bookmark: _c4zw0upefyu0][bookmark: _Toc223103397]2.6 Theoretical Framework 
This research is based on the SERVQUAL model and the Expectation-Confirmation Theory (ECT). The SERVQ model explains the service quality by using five dimensions, namely, the reliability, responsiveness, assurance, empathy, and tangibles, where the gap between the expected and actual service performance determines the level of customer satisfaction (Dzakwan and Ubit, 2025). Expectation-Confirmation Theory states that one is satisfied when service performance is exactly what the customer expected or even exceeded it; he/she gets dissatisfied when the service performance is less than expected (Vijay, 2025). At Delta Hotels by Marriott Swansea, the expectation of guests is pre-established with details about the quality of rooms and the behaviour of the staff, as well as the general service delivery. In case the hotel meets or surpasses these expectations, positive confirmation will follow, and this will trigger satisfaction and loyalty. 
[bookmark: _nofjlga5u2ak][bookmark: _Toc223103398]2.7 Conceptual Framework
[image: ]
[bookmark: _6anj84darjx1]Figure 4: Conceptual Framework
(Source: Self-created)
[bookmark: _sdzbhaqp2r1w][bookmark: _Toc223103399]2.8 Literature Gap 
A great number of investigations focus on the quality of services in large international hotel chains, but there is still a lack of empirical research directly related to the Delta Hotels by Marriott Swansea (Horozhankina et al., 2024). The literature that is currently available is mostly generalised in its approach to the UK hotel industry trends, failing to run a specific case study. Also, several studies measure service quality, but they do not research strategies that can be used to enhance quality. There is also limited research that directly links SERVQUAL dimensions to guest experience in mid-scale hotels located in the city of the UK regions.
[bookmark: _cz9om8udaq8e][bookmark: _Toc223103400]2.9 Summary
The chapter has reviewed the literature on service quality and guest satisfaction, defined the critical dimensions, discussed the challenges and ways of improving the situation, and provided the relevant theories and models. It has also highlighted the research gaps that are there. This will be followed by the second chapter, where the research methodology will be outlined to examine the quality of the services offered by Delta Hotels by Marriott Swansea.
[bookmark: _94u67q3mnce][bookmark: _Toc223103401]Chapter 3: Methodology
[bookmark: _uq6d0uhuk97m][bookmark: _Toc223103402]3.1 Introduction 
Chapter three outlines the way the research was done. The research employs a case study approach in exploring the issue of the quality of services and customer satisfaction at Delta Hotels by Marriott Swansea. The methodology clarifies the philosophy of the research, methodology, design, data gathering, data analysis, and the considerations of ethics. 
[bookmark: _91ss2jsn18ie][bookmark: _Toc223103403]3.2 Research Philosophy
The study is in line with the interpretivist school of thought. Interpretivism involves an understanding of the feelings, opinions, and experiences of individuals  (Junjie and Yingxin, 2022). Additionally, interpretivism allows the investigator to capture such differing points of view in detail. It focuses on meanings and human behaviour. The main advantage of this philosophy is the fact that it entails offering of a comprehensive insight (William, 2024). Contrastingly its drawback is that the results can be subjective, and thus not necessarily relevant to all hotels.
[bookmark: _j9uz40luszwc][bookmark: _Toc223103404]3.3 Research Approach
The research takes an inductive process. An inductive approach entails the use of data as a starting point and then generating ideas or conclusions out of such data (Bingham, 2023). It does not initiate a theory that is established beforehand. This is a beneficial method since the research will examine real-life guest experiences, and any innovative findings on the aspects of service quality can be made based on the data. The shortcoming is that the conclusions have been made exclusively based on the collected data, and they might not be entirely generalisable.
[bookmark: _og56jmi0hpqn][bookmark: _Toc223103405]3.4 Research Design
The study employs exploratory research. The use of exploratory research is used when there is a need to understand a topic better (Olawale, 2023). The quality of services and the satisfaction of the guests may be complex, hence requiring exploration. This design will allow flexibility as the researcher is able to explore the challenges faced by the hotel, as well as find possible solutions. 
[bookmark: _523zdyba64d][bookmark: _Toc223103406]3.5 Data collection method
Qualitative data are retrieved in the study through secondary means. The secondary data are the ones that is already existing, like online reviews of the guests, company reports, academic journals, and industry reports about the quality of the service. Qualitative data lays emphasis on words, views and experiences as opposed to figures used (Isangula et al.,2024). The benefit is in saving time and cost, along with the possibility to analyze a massive number of reviews of the guest. The weakness lies in the fact that the researcher does not have control over the way the original data was gathered.
[bookmark: _8awv6oawd0p3][bookmark: _Toc223103407]3.6 Data Analysis technique
The thematic analysis is used to analyse the data. Thematic analysis involves the process of discovering shared themes or patterns of the data (Naeem et al.,2023). As an example, such themes can be staff behaviour, cleanliness, response time, and comfort. It is a simple approach that is adequate in qualitative study since it helps to be able to arrange a lot of information to the distinct themes. The interpretation is, however,r dependent on the comprehension of the researcher, which might bring on board the researcher's bias.
[bookmark: _q3a0yz5j0xo][bookmark: _Toc223103408]3.7 Ethical Consideration
Research is highly concerned with ethical issues. No confidential data has been used in this study since only publicly available data has been used. All the academic sources are referenced correctly to prevent plagiarism. The study is carried out honestly and fairly, and all research data is used in an academic context.
[bookmark: _vntkcwfiowun][bookmark: _Toc223103409]3.8 Summary 
The chapter also explains the methods of research used in this study. The study adheres to an interpretivist school of thought, inductive, and exploratory research. It invigorates secondary qualitative information and thematic examination, and study. The ethical standards are followed to the latter. The metrics are considered to be suitableforn comprehending service quality and satisfaction of guests in the chosen hotel.


[bookmark: _2i9lfliumrwj][bookmark: _Toc223103410]Chapter 4 Findings and Discussion
[bookmark: _kp10bp1nlpjj][bookmark: _Toc223103411]4.1. Introduction
This chapter presents the results of the research on the quality of services and customer satisfaction of the Delta Hotels by Marriott Swansea. The processes of analysing data were based on thematic analysis in terms of the research objectives. The themes were obtained through the secondary sources, such as customer reviews, corporate reports, and scholarly literature related to the United Kingdom hotel industry. The findings have been grouped into four major themes, namely the importance of the quality of services, the impact of the service quality dimensions on the satisfaction of the guests, the difficulties involved in maintaining a similar level of service quality, and the way to increase the level of guest satisfaction. The exposition of each theme is done in a clear manner and is directly connected with the objectives of the research.
[bookmark: _orfsdz1d2m09][bookmark: _Toc223103412]4.2 Findings 
[bookmark: _t7zwbnfmbear][bookmark: _Toc223103413]4.2.1 Thematic analysis 
Theme 1: Importance of Service Quality in Influencing Guest Satisfaction
The initial theme focuses on the revolutionary status of service quality in determining the guest satisfaction within Delta Hotels by Marriott Swansea. The results provide evidence that the quality of services is critical to the experiences of the guests and satisfaction rates in general (Agarwal and Dhingra, 2023). Customers expect to be provided with clean rooms, spotless rooms, friendly personnel, and prompt services. Customers get satisfaction when these expectations are met, and also have a greater tendencies of returning. Service quality refers to the activities of the services and the interactions between the staff and their guests. Polite behaviour, professional communication, and willingness to help make a significant impact on customer perceptions (Abdullah et al., 2022). Many guests are willing to receive individual service, which could include remembering individual preferences or responding in time to special requests. Such small actions result in the establishment of a positive emotional connection with customers. The other necessary aspect is reliability. 
[image: ]
[bookmark: _ksgun274iv1w]Figure 1: The Impact of Service Quality on Customer Loyalty
(Source: Gonu et al., 2023)
Customers will want the facility to live up to their expectations, be it the quality of services they promise in terms of the quality of the rooms, the food served by the facility, or the additional services. Delivering consistent and reliable services will increase the level of confidence of customers, thereby fueling customer loyalty and good word-of-mouth recommendations (Gonu et al., 2023). In the hotel industry in the UK, competition is extremely high; thus, maintaining a high quality of services is imperative to survive and grow. The results also highlight the importance of the quality of service, as having a positive review can help attract more people, as positive reviews have a direct influence, and negative experiences may negatively affect the image of the hotel (Tien and Huong, 2023). Overall, the results confirm that guest satisfaction depends mostly on the quality of services; customer loyalty and business achievements can be improved by maintaining high standards.
Theme 2: Impact of Service Quality Dimensions on Overall Guest Satisfaction and Experience
The second theme offers an analytical perspective on the extent to which the various dimensions of the quality of service affect the satisfaction of the guests. The main service quality aspects have been found as reliability, responsiveness, assurance, empathy, and tangibles (Mamakou et al., 2024). Reliability entails the provision of services as promised. The customer will demand that the rooms are completed in time and the auxiliary services proceed without a problem; high reliability instils confidence in the establishment to fulfil the clients ' needs. Responsiveness refers to how quickly and effectively the staff responds to the requests of the guests. Quick check-in and out processes, fast room service, and instant solution of any problems increase satisfaction with the guests, and slowness orthe  same time lag causes frustration. Trust is associated with the competence of the staff, professional competence, and the ability to develop trust (Singh et al., 2023). When the employees are well-trained and confident in themselves, guests feel relaxed and experience an increase in exposure to satisfaction and an additional experience. 
[image: ]
[bookmark: _4rgr6ua5jpo8]Figure 2: The Dimensions of Service Quality
(Source: Demirel, 2022)
Empathy means caring, personal attention; the guests appreciate employees who understand and satisfy their needs and perceive a visitor or guest not only as an unnamed customer but as a unique individual as well (Lin et al., 2023). Empathic relations put in place emotional satisfaction. Tangibles refer to the physical appearance of the premises, such as the cleanliness of the room, contemporary furniture, comfortable bedding, and attractive decor, among other physical attributes; these qualities have a strong persuasive power on the minds of the guests. The results show that all these dimensions are synergistic to create the overall experience of the guest; any of the dimensions in the absence performs negatively towards the total satisfaction (Demirel, 2022). Hence, the hotel should endeavour to ensure that everything that increases guest satisfaction is done justly to maintain the high degree of satisfaction.
Theme 3: Key Challenges in Delivering Consistent Service Quality 
The third theme determines the difficulties that Delta Hotels by Marriott Swansea experienced in terms of the quality of services provided at regular intervals. The major challenge is that of staffing shortages and high rates of employee attrition (Akram et al., 2022). Recruitment and retention of personnel is a very tedious exercise in the UK hospitality industry; the loss of an experienced staff member is likely to reduce the quality of services. 
[image: ]
[bookmark: _96d1wxwznmp6]Figure 3: Challenges in Maintaining Consistent Service Quality
(Source: Zygiaris et al., 2022)
Training and development are also another area of concern; employees do not receive frequent training, and they might be unable to deliver services as per expectation expected, and the inter-departmental communication lack will lead to delays or errors in service delivery (Zygiaris et al., 2022). The changing customer expectations, which are especially high with online platforms and social media, increase their scrutiny; the reviews and ratings cause guests to compare the establishments as well as to spread negative feedback quickly, thus increasing the pressure on the managers to maintain high standards at all times. Service quality is also influenced by operational issues such as equipment maintenance, cleaning, and technology infrastructure systems. The erosion of the guest experience in relation to technical problems in booking infrastructures or delays in housekeeping processes (Ahmed et al., 2023). The results show that these difficulties directly affect the consistency of service provision; when they are misvalued, they may stifle the level of guest satisfaction and tarnish the image of the hotel.
Theme 4: Strategies to Mitigate Service Quality Challenges and Enhance Guest Satisfaction 
The fourth theme focuses on feasible plans to improve the quality of service and the satisfaction of guests. This has been achieved through a major effort in upgrading the programmes of staff training and development (Rane, 2023). Through systemised training, employees would understand the standards of service delivery and improve their communication skills to deliver their best and to handle complaints well. Employee engagement and retention are another imperative consideration; lack of incentives, career growth opportunities, and a positive work atmosphere will help reduce turnover, and satisfied staff provide better service (Roncally et al., 2024). These working advantages have additional solutions; through online reservation systems, digital feedback systems, and customer relationship management systems, operational efficiency can be enhanced, and in addition, the level of guest satisfaction can be tracked. 
[image: ]
[bookmark: _wnt0vho46b84]Figure 4: Ways to increase customer satisfaction
(Source: Sukhu and Bilgihan, 2023)
The management ought to consistently gather and incorporate the guest reviews; the insight into the opinion of the patrons would ease the determination of areas that need to be improved upon, and a quick response to the complaints would be indicative of service excellence (Singgalen, 2025). A firm internal communication among departments will guarantee smooth operations of the organisation; housekeeping and front desk can collaborate so that less time is spent on room preparation. Lastly, it is important always to be very clean and also observe the best standards of facility maintenance; cleanliness, regular inspection, and quality assurance will ensure that standards are met even after several years (Sukhu and Bilgihan, 2023). Overall, the combination of these measures gives Delta Hotels by Marriott Swansea the ability to overcome the obstacles and improve the satisfaction of its guests, which strengthens the competitiveness of this company in the UK hotel market.
[bookmark: _vord3so9dy5p][bookmark: _Toc223103414]4.3 Discussion
[bookmark: _fpuwvtcbdu6g][bookmark: _Toc223103415]4.3.1 Discussion Based on Qualitative Analysis 
It was based on qualitative analysis using four themes, namely the importance of service quality, the effects of the dimensions of service quality, the problem of service maintenance, and the methods of service improvement. Such themes give a clear picture of how the quality of services is a factor that triggers guest satisfaction at Delta Hotels in Swansea, Marriott (Ali et al. 2021). Based on the results presented in Theme 1, it is proven that service quality has a potent impact on the satisfaction of guests. The main services appreciated by the guests include clean rooms, hospitable personnel, a comfortable environment, and quick service. When such expectations are fulfilled, visitors get to be happy and satisfied, and the chances of returning and making positive recommendations are higher (Valk and Yousif, 2023). Customers may write good online reviews because of positive experiences, and this can help the hotel in improving the hotel image. 
Theme 2 is focused on the 5 service quality dimensions that are reliability, responsiveness, assurance, empathy, and tangibles. The results validate the fact that reliability and responsiveness are especially essential. The expectation of the guests is to have easy booking procedures, correct reservations, and efficient check-in and check-out procedures. They also demand that staff have a quick response to requests or issues (Mouzaek et al. 2021). Guarantee and compassion add to emotional satisfaction when employees act in a professional, courteous, and understanding manner; guests feel appreciated and cherished. The tangibles like cleanliness, modern design, and comfortable furnishings create a great first impression. 
Theme 3 is used to show the main issues encountered by the hotel (PJ et al.  2023). The common problems are high staff turnover, seasonal demand, and technical issues. Employees, when they are experienced in high season periods, may feel under pressure, hence the service delivery slows down. The new or less experienced employees might experience difficulties in maintaining the service standards. The booking-system errors can also decrease the satisfaction of the guests because of technological issues (Koc, 2020). Theme 4 talks of the realistic measures in improving the quality of service. The issues can be addressed through regular training of employees, encouraging them, having the appropriate workforce planning, and using technology effectively. Service becomes consistent when the management listens to the feedback and encourages the staff (Yeong et al. 2022). On balance, the qualitative results prove the necessity of the consistent quality of service delivery as the key element to enhance the satisfaction and loyalty of guests.
[bookmark: _7srchbhi8k8l][bookmark: _Toc223103416]4.3.2 Discussion Based on Literature Review
The debate, founded on the literature review, helps to justify the qualitative results of this research. Earlier studies have cited the quality of services as being among the most critical elements that affect the satisfaction of guests in the hotel sector. These conclusions find support in the results of this study and therefore show that customer loyalty and brand reputation at Delta Hotels by Marriott Swansea are directly influenced by the quality of its services (Papademetriou et al. 2023). The SERVQUAL model explains the quality of service on the basis of five dimensions, namely reliability, responsiveness, assurance, empathy, and tangibles. These dimensions are clearly indicated by the qualitative findings. 
It is also written in the literature that the importance of assurance and empathy in enhancing emotional satisfaction. Hospitality employees should be professional and show interest in an individual customer by engaging with them in a personal way, and in this way, the guest feels honoured and at ease (Noorani, 2024). These insights are reflected in the findings of this study since guests value positive communication and personalised care. The physical space, including clean rooms and attractive design, also has a great impact on the first impressions, which proves the fact that physical facilities are also critical in terms of customer perceptions (Mosimanegape et al. 2020). Even Expectation Confirmation Theory (ECT) supports the results. This theory states that satisfaction is achieved when the performance of the service meets or surpasses the expectations of the guests. The findings of the qualitative research indicate that customers who get high-quality services leave good reviews and become loyal. In turn, a lack of expectations results in dissatisfaction. This is what is known as a clear-cut linking theory and the real results of Delta Hotels by Marriott Swansea.
Other challenges brought up in the literature include staff turnover, seasonal demand, and technology issues that were also identified in the findings and thus showed consistency between theory and practice (Alzoubi et al. 2021). The strategies that have been identified in this study are similar, hence strengthening the reliability of the study. Generally, the discussion proves that the findings of the research highly agree with the literature bases and theoretical frameworks. The quality of services continues to be the most important aspect that can affect the satisfaction levels of guests in the UK hotel sector.
The debate, founded on the literature review, helps to justify the qualitative results of this research. Earlier studies have cited the quality of services as being among the most critical elements that affect the satisfaction of guests in the hotel sector (Rabiul et al., 2025). These conclusions find support in the results of this study and therefore show that customer loyalty and brand reputation at Delta Hotels by Marriott Swansea are directly influenced by the quality of its services. The SERVQUAL model explains the quality of service on the basis of five dimensions, namely reliability, responsiveness, assurance, empathy, and tangibles. These dimensions are clearly indicated by the qualitative findings (Vo et al.  2020). As an example, the guests appreciate service reliability, including proper booking and timely room readiness, which confirms the fact mentioned in the literature that reliability is a source of trust. Similarly, responsiveness can improve the convenience and minimise the frustration a guest may develop, thus improving satisfaction.
It is also written in the literature that the importance of assurance and empathy in enhancing emotional satisfaction. Hospitality employees should be professional and show interest in an individual customer by engaging with them in a personal way, and in this way, the guest feels honoured and at ease (Kapogianni, 2025). These insights are reflected in the findings of this study since guests value positive communication and personalised care. The physical space, including clean rooms and attractive design, also has a great impact on the first impressions, which proves the fact that physical facilities are also critical in terms of customer perceptions. Even Expectation Confirmation Theory (ECT) supports the results (Al Karim, 2021). This theory states that satisfaction is achieved when the performance of the service therefore meets or surpasses the expectations of the guests. The findings of the qualitative research indicate that customers who get high-quality services leave good reviews and become loyal. In turn, a lack of expectations results in dissatisfaction. This is what is known as a clear-cut linking theory and the real results of Delta Hotels by Marriott Swansea.
Other challenges brought up in the literature include staff turnover, seasonal demand, and technology issues that were also identified in the findings and thus showed consistency between theory and practice (Ali et al. 2021). Lastly, training, feedback systems, and employee motivation are recommended as solutions in earlier studies. The strategies that have been identified in this study are similar, hence strengthening the reliability of the study. 
[bookmark: _1fsrj5tvfw9h][bookmark: _Toc223103417]4.3.3 Overall Discussion 
The literature review alongside the findings of the thematic analysis make the whole discussion provide a complete picture of the service quality and guest satisfaction in Delta Hotels by Marriott Swansea. The findings confirm the fact that the quality of services is the most significant factor determining the level of guest satisfaction in the hotel. The literature and the qualitative results confirm that when service is as expected, and even more so, it is an upward trend where satisfaction and loyalty are increased (Gopi and Samat, 2020). To begin with, the research establishes that customers place a great premium on the clean rooms, friendly employees, cosy rooms, and timely services. These service components are the basis of a pleasant experience. Such perceptions satisfied will make guests more willing to refer to the premises again, as well as refer friends and relatives, which underlines the thesis of the direct correlation of the quality of services and customer retention and a positive word-of-mouth.
Second, service quality has five dimensions: reliability, responsiveness, assurance, empathy, and tangibles, and they each have an instrumental role to play in determining the guest experience. The issues of reliability and responsiveness are especially relevant since they ensure the smooth functioning of service provision (ABDELDAIEM, 2025). Along with it, assurance and empathy also foster emotional satisfaction via guaranteeing to the guests the feeling that they are respected and valued. Initial impressions are formed by tangibles (cleanliness and modern facilities). As explained in the discussion, each of the dimensions should work together; a lack of satisfaction in one of the dimensions can suppress the overall level of satisfaction.
Thirdly, the paper identifies key areas of operational difficulty, such as employee turnover, seasonal pressure, and a deficiency in technology. These issues slow down the processes of ensuring the service of a consistent quality. The employees can be highly stressed during peak periods, which also has a negative impact on the performance of the service. The malfunctions in work, or, conversely, the lack of effective communication between departments, can also have a harmful effect on the experience of the guest. Lastly, the discussion outlines the most feasible strategies in the form of continuous personnel training, employee motivation, staff planning, effective use of technology, and continuous monitoring of customer reviews (Li et al. 2020). The strategies can help in reducing service gaps and improving performance. The results clearly show that the internal management practices can successfully be refined, thus increasing guest satisfaction. 
[bookmark: _qmeemjj395c0][bookmark: _Toc223103418]4.4 Summary 
The chapter engaged in the presentation and discussion of the research on the service quality and satisfaction of the guests in the Delta Hotels by the Marriot Swansea. The thematic analysis has determined that four main areas have been discovered, including the importance of service quality, the impact of service quality dimensions, key challenges ,and improvement strategies. The discussion was able to connect the findings to the already existing literature and theories like the SERVQUAL and Expectation -Confirmation Theory. The findings affirm that the consistent quality of services will lead to an increase in the satisfaction of guests and loyalty.

[bookmark: _wh1a35zad850][bookmark: _Toc223103419]Chapter 5 Conclusion and Recommendations
[bookmark: _oc7f5nh2eqc][bookmark: _Toc223103420]5.1 Conclusion
[bookmark: _i8ijmdtfyhtw][bookmark: _Toc223103421]5.1.1 Key Findings of the Study
The research found that the quality of the services is the key factor of satisfaction of the guests in Delta Hotels by Marriott Swansea. The guests expect clean and cozy rooms, helpful and polite employees, quick check-in and check-out, and timely response to their requests. When such expectations are fulfilled, the guests are satisfied and content with their stay (Koay et al. 2022). The significance of reliability and responsiveness is brought out as crucial in the research. Visitors need proper reservations, availability of rooms on time, and quick service solutions to problems. Guarantee is also a key factor since competent and assured employees create a feeling of security and rest. Considerateness- making guests feel appreciated by giving them personal care and special treatment can aid them. The tangibles, such as contemporary design, quality facilities, and strict standards of cleanlines, make a good first impression (Restuputri et al. 2021). The five dimensions of service quality altogether influence the overall guest experience a feeble outcome in one of the dimensions may lower the level of satisfaction. Good experiences make repeat visits and favourable reviews online, but negative experiences ruin the image of the hotel and make it impossible to keep the loyal customers.
The results also point to the fact that it is not easy to sustain the quality of services (Zhong and Moon, 2020). The hotel is faced with the challenge of a shortage of staff, high staff turnover, seasonal demand, and communication barriers between departments. Employees can get stressed during the busy seasons, hence reducing the service delivery. The new or less experienced personnel might not be able to maintain high standards. The housekeeping delays or technical difficulties in booking systems may also have an adverse effect on guest satisfaction. However, the study shows that these difficulties may be addressed using realistic approaches. Frequent employee training improves efficiency and the quality of services. Better planning of the workforce resists the peak season (Pradeep et al. 2020). Effective internal communication also ensures that there is no delay or errors. 
[bookmark: _ek3x09j8k4sh][bookmark: _Toc223103422]5.1.2 Linking with objectives
Based on objective 1, according to the results, it is clear that the quality of the services remains a paramount factor of customer satisfaction at Delta Hotels by Marriott Swansea. The guests appreciate neat rooms, friendly employees, quick check-in services, and swift response to issues. The alignment of these services enhances comfort and satisfaction for guests when the services meet what is expected. Experiences of positive services will increase trust and raise the reputation of the hotel (Khudhair et al. 2020). On the contrary, lost time, a poor level of communication, or abusive staff annihilate the level of satisfaction. Thus, the quality of the services has a direct impact on the ratings of guests regarding their stay and their probability of coming back. This proves the fact that the maintenance of standards of high service is essential to the overall satisfaction of guests.
Based on objective 2, the study also points out that the nature of the service quality dimension has a strong impact on the guest experience. Tangibles include the cleanliness of the room, modern facilities, and cozy bedding which form the first impressions. Quality- The confidence of the guests is assured by reliability, such as the right booking and the delivery of services on time. Responsiveness, which is manifested through quick employee response, complements comfort. Trust is strengthened and founded on assurance via professional conduct (Silas et al. 2022). Making the guests feel special, empathy, such as tersonalised attention, is appreciated. When all these dimensions work together, the overall experience of the guests will be pleasant and unforgettable.
Based on objective 3, the research study enumerates several challenges that undermine the quality of services offered in the hotel regularly. These shortages of staff in the peak seasons result in delays in delivering services. The turnover of the employees destroys consistency and group work. This is sometimes caused by a communication breakdown between different departments, which leads to service errors (Ananda et al. 2023). Also, increased expectations of the guests make it difficult to maintain the same quality throughout. Service standards are also affected by other external factors like economic pressure and competition. 
Based on objective 4, in accordance with the results of the conducted research, multiple effective measures apply to the improvement of the quality of the services. To begin with, the immediate training of staff members can help to spruce up skills, communication, and confidence. Second, this can be helped by better workforce planning, which will reduce delays in high seasons. Third, enhanced internal communication systems have the capacity to minimize errors in the services. Fourth, it is possible to conduct a systematic amassing and examination of guest feedback in order to determine an area to improve (Ruel and Njoku, 2021). Motivation can be increased by rewarding employees who demonstrate the best performance as well. These strategies will enable Delta Hotels by Marriott Swansea to enhance service delivery and increase the satisfaction of the guests. The planned constant monitoring and enhancement will provide enduring success in the hotel sector of the UK's competitive environment.
[bookmark: _pyawcahw8arx][bookmark: _Toc223103423]5.1.3 Limitation of the study
There are weaknesses associated with this study. It is mainly based on secondary data such as customer reviews on the internet, company publications, and books. There was no direct data gathering of guests and hotel employees, which might have restricted the in-depth knowledge. The study only focuses on Delta Hotels by Marriott Swansea, and hence, the results cannot be generalised entirely to the rest of the hotels in the UK. Reviews from the internet will be subject to personalized opinion and discrimination, which can influence analysis (Teeroovengadum, 2022). The lack of time did not allow for conducting more comprehensive research on financial information and aspects of internal management. 
[bookmark: _do759135ynq4][bookmark: _Toc223103424]5.2 Recommendation
Recommendation 1: Improve Staff Training and Development
The Delta Hotels by Marriott Swansea ought to improve its investment in frequent employee training and development programmes. The performance, behaviour, and communication competencies of the people involved in the service delivery process are the essential pillars of the service quality (Demirel, 2022). The employees must be trained in all facets of customer service, problem-solving, communication, and handling complaints. Recruits should be induced in a strict program that ensures that they appreciate hotel standards and expectations. Constant refresher training will help the current employees in the company to deliver the same quality of service. Interdepartmental teamwork should also be focused on training to reduce the delays and errors in the services. Employees who feel competent and confident provide high-standard services, and they relate with the guests positively (Gonu et al. 2023). This has a direct way of increasing the level of guest satisfaction and loyalty. 
[image: ]
[bookmark: _zdpa1zpkwnuo]Figure 5.1:Improve Staff Training and Development
(Source: Gonu et al., 2023)
Recommendation 2: Strengthen Employee Motivation and Retention
The high rate of staff turnover is harmful to the consistency of services and the satisfaction of guests. The hotel needs to focus on the activities that boost the motivation and retention of employees. The reward and recognition programmes can be applied by the management to employees who provide outstanding service. Career growth, advancements, and skill improvement opportunities could also make the employees stay in the organization. It is important to develop a good working environment where workers can be respected and feel valued (Supriyanto et al. 2021). Trust can be created by conducting regular meetings and open communication between the management and the staff, which will help in teamwork. Stress and burnout can be minimized by offering fair pay and hours of work. Employees who are happy with working in their positions will be more willing to provide excellent service to the guests. Delighted customers are products of delightful employees. 
Recommendation 3: Use Technology to Improve Service Efficiency
Modern technology should be used to the advantage of the hotel in terms of improving efficiency in operations and satisfaction among the guests. Modernisation of the booking systems can reduce mistakes as well as ensure correct reservations. Online check-in and check-out will be able to save people time on waiting and enhance convenience for the guests. CRM systems are able to keep store guest preferences and can enable personalised services. The online feedback tools provide the management with a fast way of determining the failures in the service and taking corrective measures. Technology also facilitates inter-departmental communication, in that the housekeeping will know when the rooms are ready, and the front desk must know this information as well (Raza et al. 2020). Technical systems should be accounted for on a regular basis in an effort to avoid disruptions. The hotel can be found to be more reliable and responsive by applying technology. 
[image: ]
[bookmark: _yq4dw15uwcvu]Figure 5.2: Technology to Improve Service Efficiency
(Source: Raza et al. 2020)
Recommendation 4: Enhance Guest Feedback and Continuous Improvement
Delta Hotels by Marriott Swansea should institute an effective mechanism for collecting and scrutinizing guest feedback. The feedback can be received in the form of online reviews, survey and in person during the check-out (Daskalaki et al. 2020). Both negative and positive feedback must be analyzed carefully by the management, which would help concentrate on the expectations of the guests and define the areas that have to be improved. Emerging fast response to the grievances reveals that the hotel appreciates the views of guests. Soon, there will be a need to take corrective measures to ensure that the same problems are avoided in the future. To maintain high standards, regular audits of the quality of service could be used to monitor performance. The disclosure of feedback findings to the staff can also help improve and enhance collaboration. The mission of the hotel should have continuous improvement as part of its culture. When the hotel is keen to listen to the guests and make necessary adjustments, there is an increase in the level of satisfaction (Limna and Kraiwanit, 2022). This strategy fosters trust, brand loyalty, and improves the overall image of the brand.
Recommendation 5: Maintain High Standards of Cleanliness and Facility Management
The quality of physical facilities and cleanliness has a strong influence on the way guests perceive and form a first impression. The hotel should maintain high standards of cleanliness in the rooms, bathrooms, restaurants, and general areas (Waqanimaravu and Arasanmi, 2020). These standards should be maintained through regular inspection and quality checks to make sure that there is no inconsistency in the observation of these standards. The maintenance personnel should ensure that any damaged equipment, furniture, or technical systems are repaired as soon as they are damaged. Current and cozy facilities enhance the material level of service quality (Tran and Le, 2020). The appeal and competitiveness of the hotel can be maintained by investing in regular modernization and upgrades in its furniture, ddecorr and technology. To ensure standards, more housekeeping employees might be needed during the peak seasons. The safety and hygiene standard procedures are also to be laid down and observed effectively. When the guests come across neat, cozy, and well-kept facilities, they become assured and convinced of the quality of service of the hotel (Lin et al. 2024). Maintenance of high physical standards helps in favourable reviews and rrevisits
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