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[bookmark: _Toc222739295]Abstract
The proposed placement research is a study of how meetings and events (M&E) operations can be used to improve guest satisfaction and revenue in a mid-scale business hotel, based on the Park Plaza Cardiff case study. The aim of the research is to assess the role of M&E operational practices in the quality of services, customer experience, and financial performance, and to determine the ways of improvement that are applicable to the placement hotel. The study bridges the current gap in the literature on hospitality, much of which has been about luxury hotels by providing an insight into the operations realities of a mid-sized business hotel based in the UK. The research is qualitative and uses the case study design, which consists of the secondary data analysis. The academic literature and industry reports, as well as hotel publications and online visitor reviews found on the websites of TripAdvisor and Booking.com were used to gather data. The research problems were to conduct a literature review of available materials on meetings and events operations, to measure guest satisfaction and revenues associated with these events, to determine critical operations variables that affect the success of M&E and come up with appropriate recommendations that can be adopted in Park Plaza Cardiff.
The results show that meetings and events activities are important strategically in terms of improving guest satisfaction, as well as revenue generation in Park Plaza Cardiff. Factors like service delivery effectiveness, professionalism among the staff, cross-department coordination, and quality of the facilities used in events were found to be major determinants of good experiences among the guests. Another significance of the technological integration, the flexibility of the design of the event-space and the proactive planning in enhancing the operational efficiency and coming to the aid of the diversification of revenues are also mentioned in the study. Nevertheless, small service discrepancies and problems that were related to maintenance were discovered as capable of influencing the overall perceptions of the guests. The study suggests higher investment in event management technologies, sustained training of the staff, enhanced communication across departments, and adoption of versatile and sustainable event practices based on these findings. Comprehensively, the study shows that managed M&E operations have a potential to improve the competitive stance and performance operations of Park Plaza Cardiff in the UK business hotel industry
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[bookmark: _Toc222739296]Chapter 1: Introduction
 	Hospitality business has a big role in facilitating business related travel, as well as the event travel (Thommandru et al., 2023). Business hotels are not just providing accommodation but also, they act as a corporate meeting place, conference, seminar, and social events (Rogers and Wynn-Moylan, 2022). These operations must be efficiently administered to achieve the high quality of guest experiences, remain competitive and produce the greatest financial results. 
 	The research will focus on the Park Plaza Cardiff which is a mid-size business hotel in the centre of Cardiff, UK. The hotel belongs to the chain of hotel Park Plaza which has a good reputation as a place providing modern facilities, professional services, and a high corporate focus on hospitality (Park Plaza Cardiff, 2026). Park Plaza Cardiff offers an assortment of meeting and event capacities and facilities such as conference rooms, board rooms and banquet halls to both the local and international business customers (Park Plaza Cardiff, 2026a). 
 	This study seeks to determine the effectiveness of meetings and events activities of business hotels, in terms of their role in ensuring that guests are satisfied and the hotels make more money. Other research works, including the results presented by Almeida and Campos (2022) and Daviana et al. (2025) have focused on the relationship between customer loyalty and event management that works well. Nevertheless, these studies have majorly involved luxury hotels or the general hospitality environment, therefore the gap in research of the particular relation to mid-scale business hotels within the UK market is unfilled. The research analyses consists of the available secondary sources concerning the performance of Park Plaza Cardiff and reflects on the works regarding the best practices in hotel M&E management. 
The objectives of the research are as follows to accomplish this objective:
· To develop a search of available literature related to meetings and events operations in business hotels.
· To evaluate the secondary data about satisfaction among guests and revenue.
· To determine the key functional variables that influence the successful execution of meetings and events.
· To generate practical recommendations on how the meetings and events operations could be improved based on the second-hand findings.
 	The research is justified by the fact that the meetings and events segment play a crucial role in the profitability of hotels (Evans, 2024). Another important source of business hotel revenue is corporate meetings and events which in most cases exceed the revenue of a normal room booking. In addition, properly organized events result in a high guest satisfaction rate that will create loyalty and frequent business (Berners and Martin, 2022; Denizci Guillet and Chu, 2021). The research fills this gap with specific reference to Park Plaza Cardiff which offers insights that are general and at the same time context specific to the hotel managers.
 	Also, the study indicates the strategic importance of meetings and events operations in developing the overall guest experience. Guest satisfaction is not determined by the quality of physical facilities (Ali et al., 2023). It also depends on the professionalism of staff, the efficiency of event planning, and the attention to detail in event delivery. This research seeks to offer to provide a holistic picture of how operational effectiveness of M&E operations can lead to customer and business success because of the fact that the former is measurable in terms of revenue and customer feedback.


[bookmark: _Toc222739297]Chapter 2: Literature Review
[bookmark: _Toc222739298]Conceptual Foundations of Events Operations 
Meetings and events (M&E) operations within business hotels are established on holistic concepts that incorporate strategic planning, service provision, and involve coordination of the stakeholders in achieving organisational goals. Central to defining M&E management, Yozcu et al. (2022) suggest that such business-oriented events offer both economic and experiential value to both guests and hotels, including logistical planning, communication with customers, and service quality dimensions. In addition, M&E operations outlined by Talukder et al. (2025) as significant sources of hotel revenues expand demand, beyond transient breaks and accommodation to encompass the use of meeting space, catering, and other related services that foster occupancy and profitability. 
Moreover, as highlighted by Wroblewski and Ussenbayev (2022), the emerging function of M&E underpinned the improvement of competitive advantage due to the creation of customer satisfaction through customised experiences and integrated operational patterns and practises responding to corporate clients. In turn, the conceptual background focuses on M&E being a combined business activity that harmonises operational competencies and strategic results in guest satisfaction and financial results (Giannoukou, 2024).
[bookmark: _Toc222739299]Evolution of Business Hotel Services and the Growing Role of Corporate Events
Services provided by business hotels have changed dramatically in the last ten years, going far beyond the traditional accommodation services to incorporate corporate event centres that provide fuel to the customer experience and bottom line. Traditionally, Mun et al. (2022) noted that hotels used to focus on accommodation and food and beverage services, but growing centrality on business travel and group meetings has led to the development of more offerings of meetings, incentives, conferences, and exhibitions (MICE), which now represent a main portion of the value propositions presented by many hotels. According to Ashrapov and Patterson (2022), MICE services become especially crucial when the tourism seasons are low and help hotels to maintain both income and stability when the tourism industry is at its lowest point.
Hernandez-Andres et al. (2025) also emphasise that corporate events are visited by business travellers who spend more on such visits compared to leisure travellers, which demonstrates the strategic importance of corporate event facilities in seizing high-paying portions of the market. This trend was accelerated by the post-pandemic environment and established hybrid and technology-enabled events as a standard practise of hotels to address changing expectations. According to industry knowledge, meetings of corporations have become the largest source of group business demand, which confirms their importance in Hotel performance development (HITEC, 2023). As a result, business hotels are being redefined as more event-focused service providers and have combined hospitality and corporate functionality to increase competitiveness and profitability (Evans, 2024).
[bookmark: _Toc222739300]Operational Components of Effective Meetings and Events Management
Meeting and events management operational effectiveness in hospitality entails integrated planning, logistics, and service quality, as well as risk management to enable a successful conclusion and happy guests. In academic studies, it is stressed that strategic event planning, i.e. identifying the right goals, budgeting, and scheduling, is the basis of successful operations and allows teams to coordinate event operations with organisational objectives (Ramesh et al., 2025). Interdepartmental coordination is a crucial element which helps successful management through the coordination of front office, catering, logistics, and technical support, where a seamlessly working front office, catering, logistics, and technical support will achieve events that meet both client expectations and operational standards of the hotel and hospitality environment (Sharma, 2025).
Thomas-Francois et al. (2020) state that communication and collaboration with companions is a key factor; hotels need to have all-time communication with clients, suppliers, and employees because they can predict needs and minimise mistakes in the implementation process. Furthermore, as Anderson (2025) points out, one of the key ingredients to enhance the satisfaction of the attendees is the quality of services and customer-focused practises, including responsiveness, personalisation, and reliability. Lastly, contingency and risk planning, such as technical breakdowns and guest safety, are necessary to have robust operations that minimise disruption and preserve guest experience (Magano, 2025).

[bookmark: _Toc222739301]Service Quality Dimensions in Meetings and Events Delivery
Meeting and events delivery service quality is a multidimensional construct that greatly influences the perception and satisfaction of the attendees to the event, especially in the hotel setting, where the experiential value is a central factor. The highly developed SERVQUAL system acknowledges five fundamental dimensions, such as tangibles, reliability, responsiveness, assurance, and empathy, as the elements that comprise service quality in service situations in terms of matching customer expectations and actual performance of delivery services. Such dimensions have mostly been used in the study of hospitality in order to determine quality among guest services and event management environments (Menezes et al., 2020).
Tangibles are concerned with the quality of physical facilities and equipment, which has a direct impact on the level of first impressions and comfort. Reliability is the steady and correct provision of the promised services; responsiveness is associated with timely and responsive consideration of the needs of the clients. Satisfaction signifies staff skills and reliability, and empathy implies personalised service towards guests (Wasowicz -Zaborek, 2023). The proper management of these dimensions improves event experience, thus increasing the levels of satisfaction and positive behavioural intentions in the organisational attendees. As Olawuyi et al. (2025) confirm, increased service quality in terms of each of these dimensions is associated with better client satisfaction and loyalty results.
[bookmark: _Toc222739302]Relationship between Meetings and Events Performance and Guest Satisfaction
In the hospitality industry, the empirical research indicates that there is a strong positive connection between effective meetings and the event's performance, as well as the satisfaction of the guests. High-performance event delivery, which includes quality conference services, logistics, and responsive service, has been increasing attendee experiences and satisfaction outcomes (Rashwan, 2025). Armbrecht (2021) hypothesises that the quality-of-service performance in an event setting has a direct bearing on satisfaction levels and that accessibility, the facility services, and the way the event was conducted are some of the factors that help people understand the experience they had during the event. Also, according to Dowson and Bassett (2022), the impressions of event performance held by meeting planners at both planning and execution stages highly influence both the overall event satisfaction, especially when the events are of the expected quality or better. Such a direct correlation between performance and satisfaction highlights the importance of hotels' operating excellence in terms of meetings and events management, as a competitive advantage enhancer (Chatzigeorgiou et al., 2017).
[bookmark: _Toc222739303]Challenges Affecting Meetings and Events Operations in UK Business Hotels
The operations of meetings and events in business hotels in the UK face various interrelated challenges that may hamper effectiveness and customer satisfaction. One of the most common operational problems is the lack of personnel and skills, particularly in positions such as event organisation and technology assistance, as it undermines the quality and responsiveness of the service (Nikadimovs and Ivanchenko, 2020). Besides, Kumar et al. (2024) state that increased operational expenses due to labour, utility, and supply costs put pressure on the budgets, and it is harder to uphold high service standards without reducing profitability. The issue of technological adaptation is another difficulty: even though digital systems have the potential of improving service delivery, the process of adopting new technologies and training the workforce is strenuous, especially when older systems are still in place (Garcia-Lopez et al., 2025). The meetings and events teams also have to overcome the unexplainable demand dynamics and rivalry with other possible venues, which increases the difficulty of planning and predicting the risks. Lastly, there are sustainability demands of corporate clients, which introduce complexity to the operational front, meaning that hotels have to juggle between the environment-conscious initiatives and associated costs and logistics issues (Nolan, 2020).
[bookmark: _Toc222739304]Research Gap 
Despite the past research on the topic of meetings and events management in the luxury and large-scale hotels, few studies have examined mid-scale business hotels in the UK, including Park Plaza Cardiff specifically. The current body of literature deals largely with general trends of hospitality, guest satisfaction, or financial results, but not with considering the effects of operational efficiency, service quality, and revenue influences in one context. The research literature bridges this gap by giving context-specific information on the relationship between M&E activities and guest satisfaction, as well as profitability, of mid-scale business hotels.
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[bookmark: _Toc222739306]Research Design
This research takes the form of qualitative case study which uses secondary data (Asatiani et al., 2021). The researcher used qualitative research technique, which is appropriate in exploratory research in the tourism and hospitality industry (Veal, 2006). However, case study design is suitable as it enables one to conduct a detailed discussion of the operations of meetings and events in a real organisational setting (Cleland et al. 2021). Park Plaza Cardiff was chosen because it is a mid-scale business hotel that has established M&E facilities.
[bookmark: _Toc222739307]Data Collection Methods
The secondary data was gathered through various reliable sources, namely the academic journals and textbooks (Mazhar et al. 2021). According to Islam and Islam (2020), the sources of secondary data include the previously published books, magazines, journals, and more. The data will be collected on the hospitality and event management, the industry reports on the business hotels and M&E operations. This also include the websites of companies and the publicly available information about the Park Plaza Cardiff. This also covers the online guest reviews and customer satisfaction indicators of the hospitality sites. This will also enable the researcher to examine the existing evidence and will also be cost-effective and timesaving.
[bookmark: _Toc222739308]Data Analysis Technique
The thematic analysis was used to analyse the importance of timesaving in the context of the guest satisfaction, the effectiveness of operations, and the influence on the revenue, were offered and compared among the sources (Wilson, 2025). In this way, patterns and also the relationships are likely to emerge, which helps to conduct a systematic analysis of the contribution of M&E operations to the performance of a hotel (Alhashmi et al., 2025).
[bookmark: _Toc222739309]Reliability and Validity
Measurement scales validity and reliability applied in research, are crucial factors that drive the generation of substantially helpful research results (Surucu and Maslakci, 2020). To enhance the validity, triangulation of the data was conducted where various sources were compared in order to provide consistency on the findings (Santos et al. 2020). However, validity will minimize bias and enhance the plausibility of the conclusions that will be made (Saunders et al. 2012).
[bookmark: _Toc222739310]Ethical Considerations
Since the study does not involve any human subjects, there was no direct threat of any ethical risk to the subjects, given that only secondary data was used. The citations of all sources were done properly to prevent plagiarism, and the study fulfils the standards of the academic integrity.
[bookmark: _Toc222739311]Limitations of the Methodology
The major weakness in this study is that primary data, including interviews and surveys, or internal financial records access, are not used. The research is based on only publicly available secondary sources, which might not be an accurate picture of the internal functioning, decision-making procedures and financial situation of the organisation. In many instances, the information found in public documents has been summarised or framed in a strategic fashion, which may pose a constraint to the depth as well as the accuracy of the analysis. The results, therefore, might not be able to provide in-depth information about operational performance and management views. Nevertheless, regardless of these limitations, the qualitative research methodology is suitable to pursue the exploratory aim of the study because it will allow conducting a detailed study and interpreting the available literature and evidence records (Islam and Aldaihani, 2021).
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[bookmark: _Toc222739313]Meetings and Events Operations in Business Hotels
Meetings and Events (M&E) activities are now part of the modern business hotel template, and these affect the demand as well as profitability. The UK business events industry, which encompasses conferences, meetings, trade shows and incentives, contributed up to £33.6 billion to the national economy, and meetings and conferences alone incurred direct spending of £16.3billion in 2023, thus highlighting the dependency on M&E in hospitality settings (UK Events, 2024). However, Statistics revealed by the UK Conference and Meeting Survey indicate that by 2024, over 1.08 million meetings and conferences were held in the UK, marking a growth in the sector and reflecting an increase in demand for corporate event space by hotels and other facilities. The biggest portion (52%) of these events was occupied by corporate clients, which shows the core role which business-oriented gatherings play in maintaining the hotel revenues (Reilly, 2026). Further, the study by Piga and Melis (2021) demonstrates that not all events equally stimulate hotel demand or pricing power, highlighting how event positioning and coordination influence performance. This supports the UK M&E context, where business-oriented events significantly drive hotel occupancy, pricing strategies, and overall profitability within a competitive corporate market.
Hotels are getting to place M&E as a source of strategic revenue. According to industry studies, meetings, conferences, and banquet services might represent a significant percentage of total hotel revenues, sometimes up to 15-25 of overall earnings in a properly managed hotel, and even higher percentages when used as part of other hospitality offerings (catering and accommodation) (UK Hospitality, 2023). Additionally, according to Pavicich (2023), the recovery in this sector after the pandemic is enhanced through corporate demand to use face-to-face benefits, and most operators are optimistic about future M&E bookings. Organisations are becoming more focused on hybrid capabilities, configuring rooms, and high-complex digital infrastructure to meet modern business demands. However, Bukovska et al. (2021) support this argument by showing how COVID-19 accelerated digital adoption in meetings and events, making hybrid and virtual solutions essential. This aligns with the strategic shift of M&E into a technology-driven revenue stream, enhancing competitiveness, recovery, and long-term profitability in business hotels.
[bookmark: _Toc222739314]Guest Satisfaction and Feedback at Park Plaza Cardiff
Guest satisfaction and feedback become one of the primary measures of the efficiency of the Meetings and Events (M&E) operations (Bryant, 2025). Whereas Michopoulou and Giuliano (2018) state that the expectations of the visitors, staff, and volunteers are varied to a significant level, and the levels of satisfaction vary accordingly. The feedback based on several online review platforms demonstrates a positive but controversial customer experience, especially in relation to the quality of service provided, the organisation of the events, and the performance of workers. The overall rating of the hotel (around 4.5/5) is maintained by aggregated guest ratings on the TripAdvisor review pages, with numerous guests reporting about the professionalism and friendliness of hotel staff when it comes to meetings, conferences, and social events (TripAdvisor, 2026). In addition, Tseng et al. (2020) study indicate that guest feedback is a key indicator of service quality and operational effectiveness in meetings and events, reinforcing its importance in evaluating staff professionalism, event organisation, and overall customer experience. The study by Kumar (2024) indicates that digital media has become the best form of attracting guests, offering very engaging content, and building strong links with online platforms. Hotels are encouraged to use data and other digital technology to customise menus, event briefs and online interactions with each group.
In addition to the organised events, comments left by the general hotel guests on Booking.com also do not ignore the strength of the hospitality team, with several of these visitors stating that the reception and service staff has been “nice, helpful, and efficient” and this has their impression of how well the hotel handled the interactions of the guests before, during and after events (Booking.com, 2026). This kind of feedback implies that the satisfaction of the guests goes beyond the experience of specific events to the experience of the service delivery, thus supporting the role of human contact in the quality perceptions development. Similarly, Mandić et al. (2023) relate by highlighting that while automation improves efficiency, guest satisfaction still heavily depends on human interaction, echoing feedback that staff professionalism and personalised service significantly shape perceptions beyond specific events.
The study by De et al. (2025) found that on TripAdvisor, guests have commented that their rooms were outdated, they had maintenance or other problems and that customer service was sometimes slack, or logistical failures, which can play with the overall impression of the guest when accompanied with doing an event or event mishaps. These complaints involved issues related to room climate control and facility maintenance, which showed some possible gaps in the service, which may compromise the satisfaction of corporate travellers regarding their impact on the overall stay experience. 
[bookmark: _Toc222739315]Key Operational Variables Influencing M&E Success
As stated by Kumar (2021), the service experience and the hotel operations are being transformed by artificial intelligence, virtual reality, robotics, and the Internet of Things. Technology integration in terms of operations processes is one of the basic variables. By using modern event management systems, property management software and real-time data tools, hotels are able to centralise, automate and enhance the coordination between departments in terms of making bookings. Kruif (2024) argues that the use of cloud-based collaboration and data visualisation tools not only markedly improves the process of decision-making but also facilitates it, enabling the staff to react rapidly to their workers' needs or the demands of their events. The technologies also have the capability to predict the demand of booking and manage the revenue management strategy. According to Çeltek, (2023), hotels are investing more in robots and AI technology for doorman service, housekeeper, and butler, while some using IoT, big data, AI to deliver personalised services.
According to Rickwood (2023), staff competence and flexibility are another important operational element. Staffing problems in a hospitality setting (e.g. event volume, seasonal demand, specialist positions, i.e. audiovisual technicians, event service captains) also demand consistent staffing strategies. Teams with high performance focus on service flow and the allocation of roles, and this is because there is efficiency in the delivery of services through the arrival till key points of a given event. Quality staffing also has a direct influence on the quality of guest experience since the interactions between the staff and the guests influence their perception of the quality of the provided service and the responsiveness of the personnel, as well as the professionalism of their performance. In addition, Chen and Ling (2025) suggest that hotels must deliver scenario-based and cross-functional training to permit staff to provide responsive and consistent service. Further, it encourages feedback from frontline employees to recognise possible process enhancement.
Li et al. (2021) state that another important operational variable is cross-departmental coordination, and a hotel needs to coordinate the operations of sales, catering, front-office, and technical departments. Hotels which align such functions are in a better position to have logistics managed, resources can be allocated in the best way possible, and they can avoid bottlenecks that otherwise may cripple the service delivery mechanism. Intensive coordination among teams assists with the control of stock (e.g., F&B supplies or equipment), concurrent events, as well as prompt response to unpleasant surprises. Besides, the functionality of event space and venue design are other variables of operations. Modularity: the spaces can be flexible and reconfigured to suit a variety of uses (seminars, conferences, workshops), making the most out of the capacity and satisfying a wide range of customer requirements, which decreases the chances of having unused capacity during the off-peak times (Carter, 2024). However, Allos-Reid (2023) supports this by showing that optimizing function spaces through revenue management complements cross-departmental coordination, flexible venue use, and meticulous planning. Dynamic pricing, data-driven decisions, and TRM implementation enhance revenue, capacity utilisation, and operational efficiency, aligning with the operational variables.
[bookmark: _Toc222739316]Discussion
[bookmark: _Toc222739317]Discussion of findings in light with Literature 
The findings of the meeting and events (M&E) activities of the Park Plaza Cardiff indicate a clear orientation on the principles and practises that are emphasised in the literature in place, especially on the strategic and operational significance of the M&E services in business hotels. The research objectives were to examine how effective M&E operations are, guest satisfaction, operational variables that are important and possible ways of optimization. The results are continuous to the idea that properly designed M&E services are at the core of the guest experience and financial outcome, a conclusion that has been largely supported in the literature of the hospitality-management field.
In the study, Park Plaza Cardiff is noted to fit well its M&E features with the rest of its services. As highlighted in literature, the field of M&E operations enriches the services offered by the hotel beyond accommodation and food and beverage services; as a result, it offers economic and experiential value to the guests as well as offers support to the profitability of the hotel by making the hotel services all-inclusive (Yozcu et al., 2022). Along with the hotel, the conference rooms, boardrooms and banquet halls were repeatedly mentioned in the online reviews as being well furnished, modern and able to accommodate various corporate and social functions, which further validated the perception that physical infrastructure is a structural determinant of M&E success. This is in line with the SERVQUAL model presented by Menezes et al. (2020) who discuss tangibles as one of the core determinants of perceived service quality. The focus on the functional design and technological support is consistent with these principles, and the emphasis is made on the fact that physical infrastructure has a direct impact on the image and satisfaction of the guests.
The feedback of guests also supports the relevance of service quality and employee’s performance in successful M&E delivery. Professionalism, responsiveness, and personalised service were highlighted in reviews as they revealed the applicability of the reliability, responsiveness, assurance, and empathy scales of SERVQUAL (Olawuyi et al., 2025). As an example, corporate planners have continuously applauded the hotel on the issue of timely communication, smooth coordination of catering and technical services and detail of event execution. This resounds with the arguments presented by Ramesh et al. (2025), according to which inter-departmental strategic planning and coordination are the key to operational efficiency. These results support the idea that the guest satisfaction in events is directly connected to the general service performance and not only to physical facilities, which are expressed by Armbrecht (2021), which serves as one of the indications that operations and interactions between staff can affect experiential results.
The importance of operational variables in establishing M&E success is also highlighted in the study. Theorical interdepartmental cooperation between front-office, catering, logistic and technical support was revealed to be an important element. Sharma (2025) highlights that a smooth coordination will improve flow of service and minimise chances of a breakdown in operation - this trend was evident in the findings, as well-coordinated teams always provided smooth experience of events. Equally, technological integration was also discussed as a major enabler, specifically availability of hybrid events facilities and audio-visual equipment. As Hernandez Andrés et al. (2025) marks, technology-based meetings are becoming more necessary to satisfy the demands of corporate clients, and the results show that the investment in digital event resources can benefit Park Plaza Cardiff in organising the event successfully and boosting the perceived quality of the offered service. Moreover, the other operational variable that was reflected in the findings was flexibility in event spaces. This was made possible by modular and flexible room structures that enabled the hotel to host a diverse range of events with different scale and form, which supports the revenue diversification and client satisfaction that Ashrapov and Patterson (2022) discussed as key to mid-scale hotel diversification and competitiveness. 
In addition, the results show that planning, risk management, and contingency measures can be integrated to contribute to the success of the event. The lack of errors and disruption of service is minimised through proactive planning and clear operational protocol as stated by Magano (2025). Based on the events organisation experienced by the Park Plaza Cardiff, as observed in the reviews left by guests and in the industry news, efficient time management, staff briefing and planning of technical backup helps to create good organisation in the operations and high satisfaction of the guests. This also confirms the claim by Giannoukou (2024) that operational effectiveness in M&E can be defined as a concatenated joint of the strategy and service implementation that has a direct impact on financial and experience results. It also occurred in the results of the relationship between M&E performance and guest satisfaction. This finding can be supported by Chatzigeorgiou et al. (2017) that high operational performance in M&E is directly related to favourable client reviews and loyalty outcomes. 
Regarding revenue and economic value, the findings aid Evans (2024) to explain that corporate meetings and events are overrepresented in hotel profitability in relative relation to normal room booking. Park Plaza Cardiff data shows that M&E service is especially appreciated during the seasons of low activity, thus contributing to stabilising the income flows and revenue diversification, which is likely to be a similar trend to the statements of Ashrapov and Patterson (2022) about the role of MICE services in maintaining the hotel activity until the seasonal changes. It supports the literature that M&E is not a peripheral activity but is one of the business strategic activities which are core to the financial sustainability of the hotel.
[bookmark: _Toc222739318]Limitation of the study 
This research has a number of weaknesses that must be considered when explaining the findings. To begin with, the study is purely secondary research founded on scholarly publications, industry reports, hotel websites, and online reviews. Although these sources are useful, they might not reflect in their entirety the inner reality of operations of Park Plaza Cardiff like secret financial data, internal performance indicators, or employee attitudes. Lack of first-hand data i.e., interviews with the hotel managers, event managers or guests prevents the insight into the day-to-day operating issues and decision making process. Secondly, the case study is limited to one case study of a mid-size business hotel. Even though it enables an intense contextual analysis, the results cannot be entirely applied to every business hotel or even in various market segments, including luxury hotels or budget hotels (Christodoulides et al., 2025; Mora‐Contreras et al., 2025). In other settings, this may be different depending on the variation in location, brand strategy, management style, and the customer’s profiles.
The other weakness is associated with the fact that it uses online guest reviews as a measure of satisfaction. Although sites like TripAdvisor and Booking.com can be helpful in understanding the views of the guests, these reviews can be biased and based on personal expectations or single experiences. Also, unsatisfied clients would be more willing and capable of leaving a review, which could lead to response bias (Han, Anderson and Chung, 2023; Hwang and Han, 2023). Last but not least, the hospitality and events industry are dynamic and so the operation practices, technology adoption, and the expectations of the guests keep on changing. Thus, the results can be considered a time-based depiction of the situation and might be checked in the future with the help of longitudinal studies or primary research methods.
[bookmark: _Toc222739319]Study Implications 
The results of the paper present a number of valuable research and practice implications in both academics and management in the hospitality and events industry. Academically, the study adds to the small amount of literature with regard to meetings and events operations in mid-scale business hotels in UK (Rahman, 2023). The connection of the operational effectiveness, the service quality dimensions, the guest satisfaction, and its revenue performance makes the research more integrated to understand how M&E functions contribute to the hotel competitiveness outside the luxury hotel environment. The research also supports the relevance of the existing service quality models, including SERVQUAL, in the context of meetings and events. This confirms that the dimensions of reliability, responsiveness, assurance and empathy are still applicable in measuring events-related guest experiences hence their use in hospitality research is still substantiated.
Practically, the results reveal that M&E operations are strategically key in the generation of revenues and not a secondary service. These insights can help hotel managers reason why they should invest more in event infrastructure, employee training and technology integration. The paper also highlights the necessity of cross-departmental alignment and unified service provision, which implies that operational silos can have an adverse effect on the level of guest satisfaction and financial performance. Moreover, the study suggests that the overall guest experience at M&E establishment, such as the quality of accommodation and consistency of services, affects the guest satisfaction. This is where the need to change operational approach towards a holistic approach in managing meetings and events in business hotel is important.
[bookmark: _Toc222739320]Chapter 5: Conclusion and Recommendations
The study aimed to analyse the success of meetings and events (M&E) operation to increase guest satisfaction and revenue in business hotels using Park Plaza Cardiff as a specific case study. By focusing on a mid-scale hotel in the UK, the study has filled a significant gap in the literature of hospitality studies since the research has not concentrated on this category of hotels as much as it has done on luxury hotels or large-scale hotels (Ashrapov and Patterson, 2022; Giannoukou, 2024). The study conducted a qualitative case study using secondary data, examined operational practices, dimensions of service quality, guest satisfaction, and indicators of revenue related to the activities of M&E. The results confirm that meetings and events operations is a strategically important aspect of business hotel performance. In line with the previous studies, M&E services have proven to make significant contributions to the hotel revenue, especially in attracting corporate clients who translate to greater overall expenditure through accommodation, catering, and other ancillary services (Evans, 2024; Berners and Martin, 2022). The fact that M&E activities are able to stabilise income during low seasons in the leisure industry confirms this perspective as well and shows that M&E activities are vital to revenue diversification and financial stability (Ashrapov and Patterson, 2022; UK Hospitality, 2023). The M&E operation in the context of Park Plaza Cardiff seems to be enabling the long-term demand and competitive positioning in the UK business events market.
Effective M&E operations resulted in guest satisfaction which came out as a vital outcome. Online guest reviews and secondary satisfaction indicators analysis figures showed that professionalism of staff, effective coordination of the event and facilities was regularly linked with the positive guest experience. The results are consistent with the SERVQUAL model, which highlights the importance of tangibles, reliability, responsiveness, assurance, and empathy as the primary factors in the perception of the quality of service (Menezes et al., 2020; Knox et al., 2020). The significance of the behaviour of staff and service delivery in this paper supports current literature on the idea that guest satisfaction in the context of events is founded on beyond the physical infrastructure and is heavily influenced by interpersonal communication and service delivery standardisation (Armbrecht, 2021; Olawuyi et al., 2025). Some of the operational variables observed in relation to the success of M&E activities in business hotels also surfaced in the study. It was also discovered that cross-departmental coordination between the sales, catering, front office and technical departments were vital in the smooth running of the events. It can be seen as a validation of the conclusions of Ramesh et al. (2025) and Sharma (2025), who state that an integrated operational planning minimizes service failures and boosts effectiveness. Equally, the role of technology became more prominent especially in facilitating hybrid events, efficiency in booking as well as communication with clients. This can be aligned with earlier research, which identified digital transformation as one of the facilitating factors of operational efficiency in hospitality and event management.
Other factors that were found to be important were flexibility in event space design. Adaptable and modular venues allow the hotels to host a broad variety of type and sizes of events, enhancing the space utilisation and revenue potential (Carter, 2024; Nolan, 2020). The flexibility is especially applicable to mid-scale business hotels like Park Plaza Cardiff where the maximising of the return on the physical assets is imperative to keeping the business within the competitive environment. The results thus support the claim that operational flexibility is one of the strategic capabilities at the heart of contemporary hospitality settings. The correlation between M&E performance and guest satisfaction, detected in this study, only adds value to the current research which implies that good event delivery has a positive impact on customer loyalty and intentions to repeat behaviour. When guests feel positive about their experiences during the event, it is possible to build a positive image of a hotel, which has the potential to boost its long-term financial performance by making them make repeat bookings. Conversely, service failures or service problems, which are not directly linked to events, can have a negative impact on the overall perceptions of the guests, which underscores the connectedness of hotel operations.
In spite of the contributions, the study has recognized the limitations, related to the use of secondary data and single case methodology. Nonetheless, in these limitations, the study gives rich information on the way the operations of meetings and events can be strategically organized to improve the satisfaction of guests as well as the revenue generation in mid-size business hotels. The results are valuable to the academic literature as they help the existing theories on service quality and operations management to be applied to a particular and under-studied segment of the hospitality industry. To sum up, the paper has shown that the success of business hotels like Park Plaza Cardiff is highly dependent on effective meetings and events operation. Hotels can achieve quality events experiences at high quality service, competence of employees, technological integration and cross-departmental coordination to achieve guest satisfaction and sustainable development of revenues. The study adds strength to the perception that M&E activities must be taken as a fundamental strategic activity as opposed to a subsidiary service that provides an experiential and economic value to an ever-competitive hospitality environment.
[bookmark: _Toc222739321]Recommendations 
Reflecting on the findings, observations, and lessons learned during this placement-based research, multiple recommendations can be offered that will assist Park Plaza Cardiff in its further enhancement of the operations of meetings and events and the hotel performance in general.
To start with, the hotel needs to keep investing in the development of progressive event management and web booking. To enhance efficiency and minimize the chances of making mistakes like a double booking, the introduction of integrated M&E management systems that will interface meeting room availability, catering services and accommodation bookings with the property management system will help. Revenue optimisation could also be facilitated through the implementation of real-time pricing tools and data analytics that can be used to harmonize the event pricing with the demand trends (Pavan, 2025). Furthermore, improving hybrid events with quality audiovisual system and quality internet facilities would enable the hotel to suit changing demands of corporate clients. Second, the emphasis on the training and development of the staff should be one of the strategic priorities. Events and meetings management is a business that requires qualified staff, such as event managers, catering staff and technical support staff. Consistent training sessions on customer service excellence, problem-solving, communication and use of technology would enhance service delivery and professionalism (Antić and Bogetić, 2024). Cross training workers in the various departments can also contribute to flexibility especially when peak events are going on and minimization of service gaps due to staff shortages. Moreover, the transition to cloud-based event management solutions would enable real-time access and information of all departments of interest with regard to the event, which enhanced responsiveness and minimized the reliance on manual coordination. The automated reporting tools might also assist the management to monitor the performance of the events, space utilisation as well as revenue contribution of meetings and events. In the long run, this evidence-based strategy would enable the hotel to better predict demand, efficiently distribute resources, and make strategic investment choices that are consistent with the market trends within the corporate events industry.
Thirdly, cross-departmental coordination can be greatly improved, which would make the operations much more effective. The hotel must codify the communication procedures by arranging organised pre-event conferences with the sales, operations, catering and technical departments. Development of clear roles allocation, joint planning of events and contingency planning would reduce misunderstandings and enhance the flow of services (Abbas and Miller, 2025). There might also be introduction of post-event debriefing as a way of evaluating performance and areas of improvement as well as lessons to be learned in future events. The other valuable suggestion is to improve the physical state and the flexibility of the facilities related to the event. Although the Park Plaza Cardiff has access to modern event spaces, it is necessary to focus on eliminating the problem of maintenance in guest rooms and other areas of work to guarantee the sustainability of positive guest experience (Kusumawati et al., 2025). The hotel should invest in roomy and flexible event spaces to be able to host smaller and larger events of various types to ensure better space utilisation and revenue opportunities during the year. In addition, the induction programmes of new employees and refresher training of the current staff would assist in ensuring uniformity in service delivery in all events. Professional certification in event management and hospitality should also be encouraged to increase the competence and confidence of the staff. An emphasis on soft skills including emotional intelligence and stress management would also be worthwhile since the events are often accompanied by high-stress scenarios, and the decision-making process and active interaction with customers should be calm.
Moreover, the hotel is to be more personal in terms of offering M&E services. Perceived value and guest satisfaction can be increased by the use of customer data and feedback used to customize event packages, catering menus, and room layouts. It may be beneficial to provide bespoke corporate packages to clients which would include accommodation, conference, food, and technical services at affordable prices to encourage repeat business and loyalty to clients. Lastly, there should be sustainability incorporated in M&E operations. Digital event contents, waste management programs and energy-saving devices can be introduced to address the increasing corporate demands towards sustainable events (Mishra and Singh, 2023). Marketing communications can also promote such initiatives to improve the brand image of the hotel and attract more clients who are environmentally conscious. Furthermore, to make sure that environment-related initiatives are done on a regular basis, staff training on sustainable practices would be provided in order to make sure that during events, the environmental initiatives are put in place. Partnering with the local catering and event supplies may also have the additional impact of reducing the environmental imprint of the hotel as well as boosting the local economy. Open communication to sustainability efforts by way of event proposals and marketing materials can also strengthen client confidence and attract organisations whose event planning decisions are based on corporate social responsibility.
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