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Abstract
This study explores the quality of service and staff practices in the Food and Beverage (F&B) area of Cheltenham Chase Hotel, based on the insights of a placement-based experience. The purpose of the study is to assess service delivery, staff performance, and operational efficiency, to make a connection between practical observations and academic theory. The research examines the improvement of service delivery, learn the role of staff and the operations, challenges in day-to-day operation, correspondence between practical experience and theoretical knowledge, and offers practical suggestions to improve the quality-of-service delivery.
The approach was a qualitative research methodology informed by an interpretivist philosophy and an inductive approach. The placement enabled the collection of primary data via non-participant observation and informal interviews to have an in-depth perspective of staff behaviours, collaborations, and processes of operations. Theoretical analysis was supported by secondary sources such as scholarly journals and literature in hospitality. The research used the SERVQUAL model and the Service-Profit Chain theory to measure service quality and employee performance. SERVQUAL evaluated reliability, responsiveness, assurance, and empathy, and the Service-Profit Chain was used to correlate employee satisfaction with service quality, customer loyalty, and organisational profitability.
The thematic analysis provided four major factors in influencing service quality: consistency and reliability of service delivery, communication and teamwork between the staff, staff competence and training practices, and operational pressures and organisational environment. It was observed that there is variability in service consistency, communication gap, staff competence difference, and operational stress related to workload and staffing issues.
Upon such findings, the following are practical recommendations: standardisation of service processes, enhancing communication, continuous training, performance monitoring and incentives, exploiting technology, and workforce planning. These are strategies designed to promote employee performance, service quality, and guest satisfaction and are consistent with the theoretical frameworks used.
The research shows that interconnected human, operational, and organisational factors influence service quality in the F&B department and therefore the importance of placing-based research in creating a gap between theory and practice in the management of the hospitality industry.
Keywords: Service Quality, F&B Operations, SERVQUAL, Service-Profit Chain, Hospitality Management, Staff Practices, Placement Study.
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[bookmark: _Toc221369010]Chapter 1: Introduction
[bookmark: _Toc221369011]Background of the Study
 Service quality is a key success determinant in hospitality industry especially in the Food and Beverage (F&B) departments where guests and staff have a high touch and a high visibility (Abdullah et al., 2023). Hospitality services are more intangible and experiential, which means that the satisfaction of the guests depends greatly on the behaviour of employees, their communication ability, and regularity in delivering the services. Consequently, employee behavior in F&B business contributes significantly to the perception of the guests, the likelihood of returning, and the holistic image of the hotel (Bisui et al., 2022). Placement-based learning provides an excellent exposure to the functioning real-life situations and offers a chance to critically view the application of academic theories in practice. The area of the study is based on the recent placement in Cheltenham Chase Hotel and aims at reviewing the quality of the services and staff practice in the F&B department. This context of placement allows one to have applied knowledge of how things run daily, staff functions, and service delivery issues.
[bookmark: _Toc221369012]Research Context 
Food and Beverage department is one of the main operating units in the Hospitality industry, which plays an important role in the satisfaction of the guests and the performance of the hotel (Nasir and Gunawan, 2025). It is the process of coordination between front-of-house and kitchen employees, the compliance with the standards of service, as well as proper processing of customer orders. It is often difficult to assure continuing quality service especially since the F&B business is fast-paced and labour-intensive especially during peak times (Seyitoğlu et al., 2023). The common problems that the hotels often encounter are the staffing challenges, a lack of balance in their workload, and the fluctuation in the level of employee experience. Such difficulties may lead to inconsistency of service and inefficiency in operation (Nnaemeka et al., 2024). The assessment of staff practices in this context is critical towards establishing the strengths and areas that need to be improved upon.
[bookmark: _Toc221369013]Research Aim
The study aims to assess the quality of services and staff practices in the Food & Beverage department of Cheltenham Chase Hotel. It is academic research grounded in the experience of a placement.
[bookmark: _Toc221369014]Research Objectives
The objectives of the research are:
· To analyse service delivery practice improvements in the F&B department
· To understand staff roles and daily operational procedures
· To identify challenges faced during routine operations
· To link practical placement experience with academic theory
· To provide realistic and practical recommendations for improvement.
[bookmark: _Toc221369015]Rationale of the Study
This study was chosen because it has high relevancy to the placement experience in hotel and Food and Beverage management. Service quality assessment is especially useful because the Food and Beverage department is crucial in the projection of satisfaction and income among guests (Perez et al., 2022). This highlights the strategic importance of frontline employees in shaping guest perceptions through consistent and high-quality service delivery. Available literature points out the ability of a close connection between staff performance and customer satisfaction in the context of the hospitality operations (Fatma et al., 2024). With the connection between theory and practice, this research is expected to have a contribution to the academic knowledge as well as a practical enhancement.
[bookmark: _Toc221369016]Structure of the Dissertation
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[bookmark: _Toc221369017]Chapter 2: Literature Review
[bookmark: _Toc221369018]Introduction
This chapter aims to overview the applicable scholarly literature that addresses the topic of service quality and staff practice in the hospitality sector, especially in Food and Beverage (F&B) operations. Customer satisfaction, customer loyalty, and organisational performance in the hotel industry have been largely identified to depend on quality of services offered to customers (Singh et al., 2023). In particular, timely response to guest needs and personalised attention have been shown to significantly enhance perceived service quality. Because of the interpersonal aspect of hospitality services, the behaviour of the employees and operations practised are core to the service quality (Wang et al., 2024). The chapter provides a theoretical basis of the study by considering two applicable theories, namely, the SERVQUAL model of service quality and the theory of Service-Profit Chain. Every theory is initially defined, then the history and evolution of the theory is discussed, and lastly its application to Food and Beverage operations in Cheltenham Chase Hotel.
[bookmark: _Toc221369019]Service Quality in the Hospitality Industry
Service quality can be explained as the level to which a service is satisfying or even more than what is expected by the customer (Akmal et al., 2023). The quality of services in hospitality is especially multifaceted since the services are not tangible, generated, and consumed simultaneously, and closely reliant on human interaction. Moreover, online hotel reviews are now considered more important by consumers than star ratings, with over half of European travelers reporting that reviews heavily influence their booking decisions (Statista, 2022). This highlights the critical role of online reputation in shaping guest perceptions and satisfaction. The hotel Food and Beverage departments are able to determine their service quality based on the responsiveness of the staff, order accuracy, professionalism, communication, and overall dining experience (Safitri et al., 2023). Past studies note that quality of the services is the key to guest satisfaction and their return. Ahmed et al. (2023) have discovered that customer satisfaction and customer retention are heavily dependent on the quality of food and the quality of services within hotel restaurants. This implies that poor service provision could result in low perceptions on the guests despite the high food standards. Consequently, analyzing the staffing practices and service quality becomes compulsory in referring to overall performance in F&B departments.
[image: ]
Figure 1: Influence of Online Reviews vs. Star Ratings on Hotel Booking Decisions
Source: (Statista, 2022)
[bookmark: _Toc221369020]Theoretical Framework 
[bookmark: _Toc221369021]Theory One: SERVQUAL Model
The SERVQUAL model is a framework that is applied in the measurement of the service quality comparing the expectations of the customer and the perceptions of the service provided (Mon, 2023). It is said that the quality of services is high when the perceptions of customers are more than what they expected and low when they are less than expected. The model can offer a systematic method of reporting the areas of improvement and gaps in services (Gavahi et al., 2023). SERVQUAL was created by Parasuraman, Zeithaml and Berry in 1985 and improved in 1988. It was developed to gauge the quality of services in various service industries and is founded on five dimensions namely, reliability, responsiveness, assurance, empathy and tangibles. Reliability is the capability to provide the offered services correctly and regularly. Responsiveness is associated with the possibility of the staff assisting the customer immediately. Assurance, empathy and tangibles are concerned with employee knowledge and professionalism, personalised attention and physical plants, cleanliness and appearance of the staff respectively.
The SERVQUAL model is very relevant to the Hotel Food and Beverage departments because service encounters are common and direct contacts between the staff and guests occur (Liang, 2024). Accurate order-taking and consistent service standards are some of the ways through which reliability can be observed. Responsiveness is also measured by the speed at which the staff reacts to the requests of the guest, and assurance is determined by the confidence and knowledge of the staff and the product. Personalised service is a manifestation of empathy, and such tangibles as table settings, cleanliness, and staff presentation are displayed (Wulan et al., 2025). The implementation of SERVQUAL in Food and Beverage department in the Cheltenham Chase Hotel enables one to have a guided assessment of the service delivery practices evident in the process of placement. Examining the behaviour of the staff and service processes through the five SERVQUAL dimensions, the strengths and weaknesses of the service quality can be elaborated and traced back to the existing academic theory.
[bookmark: _Toc221369022]Theory Two: Service-Profit Chain Theory
The Service-Profit Chain theory describes the connection between internal service quality, employee satisfaction, service quality, customer satisfaction and organisational profitability (Hogreve et al., 2022). Its propounded theory argues that high-quality service that follows satisfied and motivated employees is more likely to result in high customer satisfaction and loyalty that will eventually enhance the business performance. Heskett, Jones, Loveman, Sasser and Schlesinger formulated Service-Profit Chain theory in 1994. It was made to show how investment on employees through training, support as well as favourable working conditions may bring value to both customers and organisations (Kanellopoulou et al., 2025). Hospitality research has extensively used the theory because hotel and restaurant business is labour-intensive.
Employee satisfaction and engagement in Food and Beverage departments is important in service delivery (Nwibere et al., 2023). Workload, staffing, management support and training are some of the factors that affect the performance and behaviour of the staff when they encounter service. Employees will also deliver attentive, professional and consistent service when they feel supported and valued. As Akkus et al. (2022) emphasize, workload pressure and inefficient processes within the hotel F&B departments may have an adverse impact on the morale and performance of the staff. By using the Service-Profit Chain theory to the Cheltenham Chase Hotel, the internal staff practices have been reiterated as crucial in defining the quality of the services provided and the satisfaction of the guests.
[bookmark: _Toc221369023]Staff Practices and Operational Challenges in Food and Beverage Departments
The F&B operations involve the daily activities of staff members, departmental role-sharing, interdepartmental communication, as well as the service and hygiene standards. Good staff practices facilitate an easy delivery of services and they facilitate handling of peak services (Wu et al., 2023). However, it is stated in the literature that staff shortages, high turnover, and time pressure are the most frequent problems that F&B departments may be exposed to and can cause inconsistencies in service. According to Emeafor (2025), service failures occur unavoidably in hospitality as people run it, but they can be minimized with proper staff practice and service recovery plans. Analysis of staff practice would be a good indicator of how operational issues can affect service quality.
[bookmark: _Toc221369024]Chapter Summary
This chapter has examined some of the key literature on service quality and staff practices in the hospitality industry, particularly in the Food and Beverage operations. The theoretical framework used in the analysis of service delivery and employee performance at Cheltenham Chase Hotel covers a solid theoretical background of SERVQUAL model and Service-Profit Chain theory. The theories will be applied in the research process and will also serve to analyse the results in subsequent chapters.


[bookmark: _Toc221369025]Chapter 3: Research Methodology
[bookmark: _Toc221369026]Introduction
The chapter describes the research methodology followed in the study and supports the methods used in responding to the research aim and objectives. The methodology is organised according to the framework of the Research Onion developed by Saunders et al. that offers a theoretically structured approach to the research design in the form of the gradual transition between the philosophical assumptions and the particular methods of data collection (Gamage et al., 2025). A qualitative approach with a particular emphasis on the placement location was chosen to stay consistent with the ethical standards and the practical character of the research.
[bookmark: _Toc221369027]Research Philosophy
This research adopts an interpretivist research philosophy. Interpretivism emphasises social phenomena cognition in terms of meanings, experiences and human engagement instead of objective measurements (William, 2024). The philosophy suits well in hospitality research because the quality of services delivered and the behaviour of the staff are influenced by the behaviour of the employees, communication, and situational conditions. The interpretivist approach will help to take a detailed look at how service quality is performed in the Food and Beverage department at Cheltenham Chase Hotel.
[bookmark: _Toc221369028]Research Approach
This study employs an inductive research methodology. The inductive method implies the discovery of patterns and themes based on observations and the subsequent association of the results with the existing theory (Proudfoot, 2023). This method is appropriate because the research is not aimed at testing anything, but rather looking at what is experienced in a real workplace during placement. The results obtained in the Food and Beverage department are subsequently correlated with other service quality theories, including SERVQUAL and the Service-Profit Chain.
[bookmark: _Toc221369029]Research Strategy
The case study approach is used to enable a deep-investigation of service quality and staff practices in one organisation (Eboli et al., 2022). Cheltenham Chase Hotel was chosen as the case study based on the relevance of the case study to the placement experience. With this strategy, it becomes possible to scrutinize Food and Beverage day-to-day operations in question in their real-life context and effectively understand the challenges of operations and service delivery practices.
[bookmark: _Toc221369030]Methodological Choice
The study uses the qualitative methodological option. Qualitative approaches are suitable because the research aims at explaining behaviours, interrelations and working practices but not producing quantifiable data (Lim, 2025). The data obtained through observation offers in-depth information on the performance of the staff members, the team effort and the consistency of the services offered by the Food and Beverage department.
[bookmark: _Toc221369031]Time Horizon
A cross-sectional time span is implemented because no long-term data are gathered but a particular period of placement. This method is appropriate when the academic research is placed and is performed under a set of deadlines and enables to concentrate on the quality of services at a specific moment in time (Huda, 2024).
[bookmark: _Toc221369032]Data Collection Methods
Primary data were gathered by non-participant observation and informal interviews during the normal course of Food and Beverage operations. This approach allowed service delivery and staff interactions to be observed in a natural and realistic working environment (Tarafdar et al., 2023). No formal interviews or surveys were applied and this meant that there was minimal interruption in staff work. Academic journals, textbooks, and hospitality literature were accessed as secondary data and used to support theoretical analysis and contextual understanding.
[bookmark: _Toc221369033]Ethical Considerations
The study was conducted in accordance with ethics requirements in a university, adhering to ethical standards. They did not gather any personal or sensitive information and ensured the anonymity of staff at all times. Ethical principles were applied to ensure respect, confidentiality, and protection of all individuals involved (Hansson et al., 2022; Akhurst and Leach, 2023). Informal conversation involved was optional and observation was both non-invasive and premised on regular work activities. The study was an academic exercise that does not have negative depictions of the organisation or the people.
[bookmark: _Toc221369034]Limitations of the study
The paper has limitations on its use of qualitative observation and study on one hotel, which can limit generalisability. Such limitations are common in case study research that prioritises depth of insight over breadth of data (Kgakatsi et al., 2024). Yet, the insight of the place-based observation offers useful information of the quality of the services and employee behaviors in an actual hospitality setting.
[bookmark: _Toc221369035]
Chapter 4: Findings and Discussion (Thematic Analysis)
[bookmark: _Toc221369036]Introduction
This chapter will report the results of the thematic analysis of the placement experience of the Food and Beverage (F&B) department of the Cheltenham Chase Hotel through the prism of the existing academic research and thematic analysis. Thematic analysis is a qualitative research method used to identify, analyse, and interpret recurring patterns or themes within data to understand underlying meanings and insights (Braun and Clarke, 2021; Peel, 2020; Majumdar, 2019). Despite the qualitative observation applied in creating the data, the themes are outlined using words that correspond to the secondary literature to promote academic coherence and also enable the incorporation of other scholarly publications. The thematic analysis generated four major themes, which are: (1) consistency and reliability of service delivery, (2) communication and teamwork among staff, (3) staff competency and training practices and (4) operational pressures and organisational environment. The themes present crucial dimensions that are extensively debated in the context of hospitality research and offer a systematic insight into the process in which service quality and staff practices are performed in practice.
[bookmark: _Toc221369037]Theme 1: Consistency and Reliability of Service Delivery
Service consistency and reliability became one of the prevailing themes of the results. It was seen that service quality did not always remain the same in all operating scenarios, which indicated that standardised service standards were not always applied consistently (Busetto et al., 2020; Asnawi et al., 2019; Medberg and Grönroos, 2020). This reflects the complex nature of service delivery in hospitality, where variations in employee performance and operational conditions can influence service outcomes. Based on existing literature, consistency in service delivery is a core determinant of customer satisfaction and organisational credibility in the hospitality business setting (Zewdu et al., 2020; Koch et al., 2020). This indicates that organisations must prioritise stable and reliable service practices to enhance overall service quality. It is common among scholars that guests form expectations in line with previous experiences, and any variation on expected standards would affect the perceptions of service quality in a negative way (Hu et al., 2019; Ju et al., 2019; Luo et al., 2019). The manifestation of well-organised procedures and professional practices was embodied in instances of efficient and correct service in the F&B department. Nonetheless, there were also differences in service provision, especially in peak hours or when less experienced employees were on the move. According to the previous studies, these discrepancies are not unique to the service economy, as labour-intensive sectors tend to exhibit a high level of human factor impact on the service results (Llorente et al., 2020; Ariza-Montes et al., 2019; Meng and Wang, 2021). Moreover, the available literature emphasises that sound service delivery is strongly connected to operational effectiveness and customer retention. Researchers have pointed out that the overall perception of guests in hospitality environments by even slight service failures is possible (Akarsu et al., 2022; Koc, 2019). The results suggest that even though the hotel is showing an understanding of service standards, consistency in service delivery is a complicated issue which can be affected by the organisational systems as well as individual performance.
[bookmark: _Toc221369038]Theme 2: Communication and Teamwork Among Staff
The importance of communication and collaboration between staff was also reported as the key factors that impact the quality of services in the F&B department. It was witnessed that best coordination of the front-of-house employees, kitchen staff workers, and supervisors were essential in streamlining services. Hospitality scholars believe that teamwork and interdepartmental communication is the key in providing efficient service delivery in complex operating environments like hotels and restaurants (Dewangga et al., 2024; Salem et al., 2025). However, the results also provided evidence of situations, when the lack of communication caused delays or errors in service delivery. Available literature indicates that communication failure is a typical issue within hospitality operations, especially during busy work times (Sreenivasan and Lal Bahadur, 2024; Sayin, 2019). Such failures can significantly disrupt service flow and negatively affect guest experiences. Researchers have believed that lack of information sharing and ambiguity in the role responsibilities can undermine the flow of such services, as well as create a negative experience on the part of the guests (Zhang et al., 2023; Li et al., 2019). This highlights the critical importance of clear communication channels and well-defined roles within service teams. In addition, organisational behaviour research reveals that structural arrangements are not the only factors that affect teamwork but also interpersonal relations and organisational culture (Bogale and Debela, 2024; Adham and Sukkar, 2024). The observations showed that the collaboration among shifts and staff groups differed, with reference to the team dynamics. The results confirm the scholarly perspective that teamwork and communication are the keys to high service quality in hospitality organisations.
[bookmark: _Toc221369039]Theme 3: Staff Competence and Training Practices
A strong theme that influenced staff competence and training practices was the determinant of service quality in the F&B department. It was observed that more professional, confident, and efficient staff members were experienced, and less experienced workers needed extra assistance and instructions. The competence of the employees, as has been reported in earlier research, is closely related to the service performance and customer satisfaction in the hospitality industry (Hewagama et al., 2019; Madera et al, 2020). Employees who possess the necessary skills and knowledge are better equipped to anticipate guest needs, handle challenges effectively, and deliver a consistently high-quality service experience (Kowal et al., 2022). The current literature indicates that training is the key to providing employees with both technical and interpersonal skills required to provide high-quality service (Kipper et al., 2021; Cleland et al., 2021). Well-designed training programs directly contribute to improved employee performance and guest satisfaction.  
Another point that has been raised by scholars is that ineffective or poor training may lead to skill gaps, poor operational efficiency, and poor service delivery (Gavine et al., 2019; Dubey et al., 2021). This view is mirrored in the findings because the differences in performance of the staff were observed to be related to the differences in experience and training exposure. Moreover, the literature on human resource management has highlighted that ongoing professional growth is needed to maintain service excellence in service-based industries (Moh’d et al., 2024; Harney and Gubbins, 2024). The observations indicate that although the training of the basic operating training was observed, there might be a lack of chances to develop further. The results show that staff competence is not merely an individual quality but also a demonstration of organisational investment in training and development.
[bookmark: _Toc221369040]Theme 4: Operational Pressures and Organisational Environment
The operational pressure and organisational environment were found to be among the key factors that impact staff practices and service quality in the F&B department. It was observed that the department worked in variable demand conditions, time constraints and intense workloads. Such operational pressures, according to the hospitality research, are part and parcel of service industries and largely influence employee performance and service outcomes (Vashdi et al., 2021; Sarwar and Muhammad, 2020). Managing these pressures effectively requires both strong organisational support and well-prepared staff. According to the existing literature, stress, inefficiency, and inconsistent service provision may arise as a result of high workload and staffing shortage (Hegney et al., 2018; Lailanie Gilpa et al., 2024). 
These challenges not only affect employee well-being and job satisfaction but can also negatively impact customer experiences, organisational reputation, and overall service quality if not properly managed. Researchers have also claimed that structures and distribution of resources in organisations are critical in determining the quality of services (Yuan et al., 2020; Hallencreutz and Parmler, 2021). These views are congruent with the results, as understaffing and the use of temporary workers were found to affect the service delays and operational issues. Also, the literature on organisational behaviour has pointed out that employee motivation and performance are dependent on the managerial support and workplace culture (Morageri et al., 2024; (Muhammad et al., 2020). The observations indicated that favourable leadership and good working relationships added value to the staff engagement, but heavy workload and lack of support decreased motivation. The results prove that the quality of the provided services in the F&B department is strongly predetermined by organisational and structural factors, but not only by the performance of individual staff.
[bookmark: _Toc221369041]Summary of Findings
The thematic analysis shows that the F&B department of Cheltenham Chase Hotel has service quality and staff practices that are influenced by interrelated factors that are broadly accepted in hospitality studies. The four themes offer an all-inclusive view of the effects that the operational systems, human factors and the organisational conditions have on the delivery of services. These results form the basis of the further discussion chapter where the themes will be discussed critically against the existing theories and academic literature.
[bookmark: _Toc221369042]Discussion
[bookmark: _Toc221369043]Introduction
This chapter is a critical interpretation and analysis of the findings of the research against the available literature and theoretical frameworks presented in Chapter 2. The discussion is based upon the four major themes that were revealed in the findings chapter which are consistency and reliability of service delivery, communication and teamwork with staff, staff competence and training practices, and operational pressures and organisational environment. These themes are discussed within the frames of the research aim, and objectives with references to the SERVQUAL model and the Service-Profit Chain theory. This chapter combines the significance of the findings to Food and Beverage (F&B) operations at Cheltenham Chase Hotel with academic theory, and identifies the weaknesses of the research as well as the areas where the operations need to be improved.
[bookmark: _Toc221369044]Service Consistency and Reliability in Relation to SERVQUAL
The results showed that the understanding of service standards was quite consistent in the F&B department, but the consistency and reliability were not always ensured across all shifts and working conditions. This is similar to the SERVQUAL dimension of reliability that implies the capacity to provide the promised services reliably and in an accurate way (Mon, 2023; Gavahi et al., 2022). The literature states that reliability is one of the strongest predictors of perceived service quality in the hospitality environment because guests require to experience the same service irrespective of the time and employees (Ahmed et al., 2022; Bisui et al., 2022). The inconsistencies observed in peak periods and the presence of less experience staff at work confirm previous research that indicates that service variability is naturally part of labour-intensive sectors like hospitality (Ariza-Montes et al., 2019; Meng and Wang, 2021). Such differences might adversely affect the satisfaction of guests because any small service failures can affect overall views on quality in a disproportionate way (Koc, 2019; Akarsu et al., 2022). Critically speaking, the results indicate that, at Cheltenham Chase Hotel, there is a partial compliance with SERVQUAL principles but without the operation mechanisms that would help in implementing the standards consistently. The implication on the operations of hotels is meaningful because reliability is directly connected to repeat customers and web-based reputation, which are becoming more influential in terms of booking (Statista, 2022). As such, enhancing the standard operating procedures and making them uniform in all service situations can be seen as an important aspect of the improvement in the F&B department.
[bookmark: _Toc221369045]Communication, Teamwork, and Service Responsiveness
Teamwork and communication became one of the main aspects of the flow of service and its responsiveness, which is directly related to the SERVQUAL dimension of responsiveness. The results have shown that efficient communication among the front-of-house employees, kitchen staff, and supervisors resulted in a higher level of efficiency in the service, whereas the failures in communication caused delays and mistakes in service provision. This is substantiated by the current studies that highlight the importance of interdepartmental communication in complicated hospitality settings (Dewangga et al., 2024; Salem et al., 2025). The literature mentions inadequate communication as a typical operational difficulty, especially when the situation is highly pressing (Sayin, 2019; Sreenivasan and Lal Bahadur, 2024). The results support this opinion and indicate that the lack of clarity in the assignment of roles and the exchange of information may disrupt the delivery of services and harm the experiences of guests (Zhang et al., 2023; Li et al., 2019). Analytically, the above issues point to the disconnect of theoretical service models and the real world implementation in the hotel operations. In addition, organisational behaviour literature indicates that not only structural systems form the teamwork, but interpersonal relationships and workplace culture do it (Bogale and Debela, 2024; Adham and Sukkar, 2024). The difference in the teamwork we noticed among shifts indicates that the informal team dynamics is a significant factor of service outcome. It means that the focus of managers should not be restricted to procedural communication, but focused on the promotion of supportive and cooperative service culture.
[bookmark: _Toc221369046]Staff Competence, Training, and Assurance
The outcomes of the service quality were strongly linked to the staff competence and to their training practices, especially regarding the SERVQUAL dimension of assurance. The results proved that the experienced and well-trained staff provided more confident, professional and efficient services whereas less trained employees demanded continuous guidance. It confirms the literature that directly associates the competence of the employees with customer satisfaction and service delivery in hospitality contexts (Hewagama et al., 2019; Madera et al., 2020). Training is a well-known contributor to service excellence, which prepares employees with technical and interpersonal skills required to deliver quality services (Kipper et al., 2021; Cleland et al., 2021). 
The results indicate that although the general operational training was also observed in Cheltenham Chase Hotel, there were no opportunities to develop it constantly. This reflects the current studies that showed insufficient or lack of regular training may lead to skill gaps and unequal service quality (Gavine et al., 2019; Dubey et al., 2021). According to the Service-profits chain, investment in employee training also leads to internal service quality, which consequently increases employee satisfaction and customer loyalty (Hogreve et al., 2021; Kanellopoulou et al., 2025). The results suggest that the reinforced training programmes might produce long-term results in the performance of the staff and the satisfaction with the guests. Therefore, employee training proves to be a burning operational priority of the F&B department.
[bookmark: _Toc221369047]Operational Pressures and the Service–Profit Chain
The high workloads, staffing shortages, and variable demand were cited as key factors contributing to the service quality and staff practices. These results are consistent with hospitality studies which identify operational stress as one of the natural challenges in service-oriented industries (Vashdi et al., 2021; Sarwar and Muhammad, 2020). Unless addressed, such pressures may cause employee exhaustion, lowered working morale, and inconsistent service provision (Hegney et al., 2018; Lailanie Gilpa et al., 2024). Service-Profit Chain theory is an effective source of interpretation of such findings, as it focuses on interdependence between the working conditions, staff satisfaction, and customer results (Hogreve et al., 2021). The observations indicated that the understaffing and temporary workers adversely influenced the speed and consistency of service delivery, breaking the service-profit linkage. Additionally, the literature has found the organisational structure and resource allocation to be key determinants of the quality of services (Yuan et al., 2020; Hallencreutz and Parmler, 2021). These results suggest that although supportive leadership had a positive effect on the engagement of the staff, the high workload and the lack of managerial support affected the motivation and performance. This underscores the need to have strategic workforce planning and supportive management practice to maintain the quality service in the F&B department.
[bookmark: _Toc221369048]Implications for Food and Beverage Operations
The results have a number of practical implications to the F&B activities of Cheltenham Chase Hotel. To begin with, to increase service consistency, it is necessary to tighten the service standards and supervise the situation in peak periods better. Secondly, the service delays and errors might be minimised by enhancing communication systems as well as clarifying responsibilities of the staff. Thirdly, competence and assurance would be intensified by investing more on ongoing staff training resulting in better guest experiences. Lastly, operational pressures such as improved staffing methods and management of workloads would take care of the well-being of employees and service delivery. These implications align with the existing literature on the strategic role of frontline staff in the development of guest perceptions and organisational performance (Abdullah et al., 2023; Perez et al., 2022).
[bookmark: _Toc221369049]Limitations of the Discussion
Although the discussion offers significant information, the limitations of the study should be considered. The study rests on a qualitative observation in one hotel thereby restricting the generalisability of the results (Kgakatsi et al., 2024). Also, they do not have any data on guest feedback, which implies that the service quality is understood in terms of operational orientation. With these shortcomings notwithstanding, the richness of the placement-based observation provides valuable information on actual hospitality practices. 
Conclusively, the discussion has shown that the human, operational, and organisational factors are interdependent in shaping service quality and staff practices within the F&B department of Cheltenham Chase Hotel. The results are in general in line with the current literature and theoretical frameworks on hospitality especially SERVQUAL and the Service-Profit Chain. Although such strengths as the professionalism of the staff and its collaboration were observed, such challenges include the regularity, training, communication and pressure of work. These areas are essential to deal with to improve the quality of the services offered, the level of employee satisfaction and the overall performance of the organisation in the hotel.


Chapter 5: Conclusion and Recommendations
Conclusion
This research evaluates quality of services and personnel practice in the Food and Beverage (F&B) section of Cheltenham Chase Hotel using a placement-based observation method. The study tried to connect real-life experience with the theoretical models, especially the SERVQUAL model and the Service-Profit Chain theory to assess operational effectiveness, staff performance, and service delivery results. The thematic analysis of the placement observations identified four main aspects of the service quality, which are regularly and reliably delivered, communication and collaboration with other staff members, competence and training of staff and operational pressures and organisational environment.
The consistency and reliability of the services became a key factor when it comes to the perception of the guests. It was noted that the F&B department has put down service standards, but they were implemented in varying ways depending on the peak times, the experience of the employees and the workload. SERVQUAL dimension of reliability that focuses on the need to offer promised services correctly and consistently. As per the inconsistencies in the past literature on service delivery, inconsistencies in service provision during peak time or when the less experienced personnel were assigned their work showed that human factor plays an important role in service delivery. The findings highlight that reliability is not only a question of adherence to the procedures, but it also requires organisational systems that facilitate standardised service practices that cut across the shifts.
Moreover, communication and teamwork were cited as critical to effective service delivery. The F&B activities are dependent on how the coordination of the front of house staff, employees handling the kitchen and supervisors is coordinated. It was observed that service delays and mistakes occurred because of lapses in the communication role allocation, and information sharing. SERVQUAL dimension of responsiveness, which implies the need to have the staff members respond effectively to the needs of guests. The placement experience revealed that good interpersonal relationships, a team culture that is co-operative as well as team spirit and well-structured communication channels are essential in ensuring smooth running. These results correspond with the literature which points out that both structural organisation and informal team dynamics have an influence on the operational efficiency and customer satisfaction.
The quality of staff training practices and competence was identified as a fundamental determinant of service quality. Experienced and trained employees provided services with confidence, professionalism, and effectiveness, and less experienced employees needed further guidance. The results are consistent with SERVQUAL dimension of assurance that places staff knowledge, professionalism, and confidence as key determinants of perceived service quality. Also, the Service-Profit Chain theory supports the idea that investment in staff development leads to internal service quality, employee satisfaction, and, eventually, customer loyalty. Despite the provision of basic operational training, the prospects of further professional growth seemed to be restricted, signifying discrepancies between the expectations of organisations and the constant improvement of employee competence.
Organisational environment and operational pressures were also determining factors in the service delivery results. High workloads, fluctuating customer demand, understaffing, and reliance on temporary staff were found to adversely affect staff morale, motivation, and performance. These pressures were demonstrated to influence consistency as well as responsiveness of the services since they exhibit interdependent relationships as outlined in the Service-Profit Chain model. Engagement and teamwork were enhanced by positive leadership and favourable management, whereas performance was impaired by too much work and limited resources. This result places significant emphasis on the role of strategic workforce planning, managerial support, and resource allocation in promoting the sustainability of operations in labour-intensive F&B departments.
The study shows that interdependent human, operational and organisational factors influence service quality in the F&B department of the Cheltenham Chase Hotel. Customer satisfaction and operational efficiency are affected by service reliability, staff communication, competence, training, and management support. The research confirms the applicability of SERVQUAL and Service-Profit Chain models in studying actual hospitality processes. Although the hotel has strengths in the form of staff professionalism, cooperation, and observance of general service standards, concerns exist in the areas of training continuity, service consistency, clarity of communication, and control of operational pressures.
The placement-based method enabled a subtle grasp of these relations between academic theory and practice. The results identify that the key to service quality improvement must be holistic, involving not only the performance of individual employees but also organisational systems, culture, and resource management. This research bridges the gap between theory and practice by offering theoretical reflections and practical observations to the academic body of knowledge on hospitality management and the practical application of strategies that can lead to improved operations within operational hotel environments.
In addition, the study presents the strategic significance of frontline employees in the hospitality industry, especially in the F&B department. The results have shown that employee behaviour, skill and teamwork do not only impact short term service performance, but also determine guest perceptions and loyalty in the long term. Through watching real-time operations, it became clear that even subtle failures in communication, consistency of the services, or workload can have a disproportionately negative impact on the guest experience in general. This supports the necessity of the hotels to consider employee development and operational planning as the part of service excellence and not the independent management activity. The placement experience offered a special chance to experience these dynamics directly, demonstrating how different theoretical frameworks, like SERVQUAL and Service-Profit Chain, can be used to inform real changes in a hospitality context.
In addition, the analysis highlights the importance of constant improvement and reflective practice in F&B operations. The experience of placement shows that effective training, leadership, and designed operational systems may help to improve the level of service quality, staff involvement, and organisational productivity to a considerable extent. It also indicates that hotels should take proactive measures to manage peak-time issues, fluctuating staffing, and skill differences that ensure a sustainable relationship between employee welfare and customer satisfaction. On balance, this study shows that the synthesis of academic theory with practical observation facilitates an actionable impact that can reinforce not only the service delivery but also the workforce performance, which contributes to the ultimate success of the Cheltenham Chase Hotel and other hospitality organisations.
Recommendations and Practical Strategies
The proposed recommendations, based on the thematic findings, the insights of placement experience, and the compatibility with SERVQUAL and Service-Profit Chain theories, are the following to enhance the quality of services and the efficiency of operations within the F&B department of Cheltenham Chase Hotel:
1. To promote consistency and reliability, the hotel needs to adopt and strictly adhere to the standard operating procedures (SOPs) in every service activity. This involves checklists of order taking, table preparation, and flow of services during high and low season periods. Compliance audits can maintain consistency in service delivery, which addresses the gaps in reliability witnessed during peak periods.
2. To minimise service delays and errors, it is possible to create clear communication protocols and defined role assignments per shift. The coordination between the front-of-house workers, the employees in the kitchen, and the supervisors can be facilitated by tools like pre-shift briefings, checklists, and internal messaging systems. Team dynamics and responsiveness will be enhanced by promoting collaborative problem-solving and feedback loops.
3. To invest in ongoing training programs which are structured and include both technical skills (e.g. menu knowledge, hygiene standards) and interpersonal skills (e.g. customer interaction, conflict resolution). The training of skilled employees should be done in advanced stages so that they can be motivated to develop their careers. The knowledge transfer can also be achieved through mentorship programs where experienced staff are paired with novice staff so that competence is enhanced.
4. To cope with the pressures of operations, the number of staff should be adjusted in consideration of the peak times and the expected demand. Predictive scheduling, cross-training employees to work across different positions, as well as having a reserve of on-call or part-time workers, can minimise the effects of absenteeism or temporary workforce shortages. A balanced distribution of work improves staff morale, productivity, and the reliability of the services.
5. To facilitate positive leadership and organisational culture. The managers are expected to proactively interact with employees, conduct frequent feedback, and reward high performance. The creation of a culture of valuing teamwork, open communication and shared accountability will make employees satisfied and motivated, which directly affects how the service is delivered and customer experience. Supervisors can undergo leadership training that will enable them to handle high-pressure situations.
6. To maintain a high-quality service, it is advisable that the hotel sets measurable performance indicators, including service speed, order accuracy, client feedback, and teamwork efficiency. These indicators can be connected to an incentive system, like recognition awards or small bonuses, to encourage the staff to keep the standards high. The encouragement of accountability and ongoing improvement comes with rewarding of behaviours that coincide with SERVQUAL dimensions such as reliability and responsiveness. Regular monitoring also enables the management to detect common problems, solve them beforehand and deliver services consistently to all shifts.
7. To minimise the number of errors that are made by inexperienced workers and high staff turnover. This training would orient new members of staff to company policies, service protocols, and the working processes. The initial period can be used to pair new employees with experienced mentors who can provide a hands-on approach as well as confidence. In the long term, this will improve the competence of the staff, service reliability, and increase assurance and empathy when dealing with the guests. It also shortens the time of fitting in the team and minimises performance gaps during peak seasons.
8. To use technology to help in the operations. The hotel must implement technological solutions like point-of-sale systems, digital table management, and internal communication platforms to enhance its operational efficiency and accuracy of service delivery. These tools have the potential to automate processing of orders, minimise time wastage, and allow tracking of service status in real time. Also, technology can be used to monitor guest preferences to provide personalised services, adding value, responsiveness, and assurance according to SERVQUAL principles. 
9. To detect the frequent areas of operational bottlenecks or high-pressure situations and apply specific interventions, i.e., workflow optimisation, task rotation, or time management strategies. The minimisation of stressors assists in the preservation of employee health, service consistency, and facilitates the provision of a steady stream of high-quality guest experiences.
10. To periodically audit staff practices as per SERVQUAL dimensions (reliability, responsiveness, assurance, empathy, tangibles) and Service-Profit Chain principles. This guarantees that the operational enhancement is based on proven service quality and staff satisfaction models, optimising guest satisfaction and business profitability.
[bookmark: _Toc221369050]The recommendations above offer a realistic map to follow when improving service delivery within the F&B department of the Cheltenham Chase Hotel. With the influence of the interdependent issues of employee competence, communication, operational pressures, and organisational support, the hotel can enhance customer satisfaction, employee engagement and overall operational efficiency. These strategies are in accordance with the principles of academic work and the practical experience gained during the placement, which intertwines theory and practice.
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