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[bookmark: _Toc212764881]Abstract
Bournemouth Highcliff Marriott Hotel is a hotel located on a cliffside by the seashore of Bournemouth. Bournemouth Highcliff Hotel is a tourist destination due to its location on a cliff overlooking the sea. However, lack of staff training was a major hindrance to quality service delivery in the Banquets and Conferences department. The research aims to understand service improvement initiatives in the Conferences and Banquets department at Bournemouth Highcliff Marriott Hotel. High-quality services are an important aspect in enhancing guest satisfaction, loyalty, and intentions to revisit. The study methodology was an exploratory qualitative approach to understand service improvement initiatives in the Conferences and Banquets department. Only secondary data were collected from peer-reviewed journal articles and industry reports, then analyzed using thematic analysis. The findings show that high-quality services, the accessibility and attractiveness of the location, complementary hotel’s technical service, and the mediating effects of emotions were positively correlated to customer satisfaction. Further, the findings demonstrate that access to a training program, improving communication skills, task-specific skills training, staff motivation, and preparedness for training are positively correlated to service improvements. All in all, the service improvement initiative, including training and effective coordination and administration, contributed to customer satisfaction. Bournemouth Highcliff Marriott Hotel can improve its services in the conferences and banquets department by integrating AI in service delivery to enhance guest satisfaction, provide regular, task-specific, continuous staff training, and motivate its staff.
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[bookmark: _Toc212764882]Introduction
[bookmark: _Toc212764883]Background Information
Bournemouth Highcliff Marriott Hotel is a hotel located in on a cliffside by the seashore of Bournemouth (Marriott International, 2025). The hotel is a subsidiary of the Marriott International Hotel Chains. According to Marriott International’s 2024 Annual Report, Bournemouth Highcliff Marriott Hotel is among the 75 Marriott Hotel brands in Europe. Bournemouth Highcliff Marriott Hotel is a beautiful traditional seaside location that is located on a cliffside and has stunning panoramic views of the sea. The hotel offers premium accommodation facilities, an in-house restaurant called Brasserie Blanc, physical activity amenities such as tennis court, fitness center, an outdoor pool, and meeting and events spaces.
The Conference and Banquets departments in a hotel function as a events organising department that provides food and beverages to guests as specific location, times, menus and guests (Wescott and Anderson, 2025). Further, Cousins et al. (2023) confirms that an event is a planned activity that happens between the customer and the space provider. There are many different types of events from personal events, special, commercial, public and global. However, in a hotel, there are two main categories that make up a department: conferences and banquets. Cousins et al. (2023) define that “Conference events focus on providing space for more formal business activities, whereas banquet events concentrate on activities for clients who wish to celebrate an occasion” (p. 237). Therefore, the conferences and banquet’s departments handle conference activities which are basically business-related events that require equipment, has a lower staff to customer ratio and events occur regularly (Cousins et al., 2023). On the other hand, banquets tend to focus on ceremonies or personal events, mainly focus on having foods and beverages, require a lot of staff and tends to occur depending on the seasons.
[bookmark: _Toc212764884]Rationale
Bournemouth Highcliff Marriott Hotel is a tourism destination hotel due to its location on an overhanging cliff overlooking the ocean. As a tourism destination, it is prone to attract Banquets and Conferences services which make it an ideal selling point of the hotel. Ban et al. (2025) highlights that the perceived attractiveness of a destination makes it a competitive spot for travel motives. Therefore, banquet services are important hotel operations point especially if they are in tourism hotspots. As a service-oriented department, service quality is in an important aspect in attracting and retaining guests. Understaffing and staff training were a major hindrance to quality service delivery in the Banquets and Conferences department (Kalele et al., 2025). Therefore, there is need to investigate how to improve service quality in the Conferences and Banquets department at Bournemouth Highcliff Marriott Hotel. Tushar (2023) highlights that effective and high-quality services enhance guest satisfaction which improves the hotel’s image, performance and profitability.
[bookmark: _Toc212764885]Justification
The Conferences and Banquets department is often overlooked and understaffed of well- trained dedicated staff members which hinder quality service delivery (Kalele et al., 2025). However, there is a common trend of poor service quality during hosting of events in hospitality (Cartas et al., 2025). I realised that service quality was poor when there were delays on food preparation, preparation of the audio-visual equipment, poor staff responsiveness and training and understaffing (Kalele et al., 2025). These problems result in operational inefficiency in these departments. Junejo et al. (2020) highlights that the location, the services and facilities positively influences customer satisfaction in weddings, an aspect of banquets. Therefore, there is need to understand service improvement initiatives in this department. In addition, it’s important to understand how poor service delivery affects guest satisfaction and how staff training can improve service improvement.
[bookmark: _Toc212764886]Research Aim
To understand service improvement initiatives in the Conferences and Banquets department at Bournemouth Highcliff Marriott Hotel.
Research Objectives
i. To investigate and understand service improvement initiatives in the Conferences and Banquets department at Bournemouth Highcliff Marriott Hotel over the next six months.
ii. To investigate and understand services that enhances guest satisfaction in the Conference and Banquets department at Bournemouth Highcliff Marriott Hotel over the next six months.
iii. To understand how staff training enhances service improvement in the Conferences and Banquets department at Bournemouth Highcliff Marriott Hotel over the next six months.


[bookmark: _Toc212764887]Literature Review
[bookmark: _Toc212764888]Customer Satisfaction in Conferences
Rachmananda et al. (2024) highlights that hotel facilities need to improve their meeting packages to enhance guest satisfaction. Meeting packages are the service packages offered to guests during meetings for the purpose of supporting and facilitating the meetings. These meeting packages include services such as conference rooms, accommodations facilities, audiovisual instruments and food and beverage options that are sold as a single unit. Rachmananda et al. (2024) highlights that having an appropriate meeting facility such as well-ventilated, spacious and attractive rooms, comfortable sitting, fast internet, beverage breaks and other meeting needs such as stationary and audiovisual equipment are effective things in enhancing guest satisfaction. Nanu et al. (2024) confirms that the physical environment plays a major role in enhancing guest hospitality experience during events. Nanu et al. (2024) highlights that improving guest satisfaction requires effective servicescape and quality of services. The findings demonstrate that hotels having enough rooms for the guests, ambiance and effective design of conference facilities and adequate staff catering for the events enhance conference guest experience. Baquero (2023) confirms that guest satisfaction in conferencing events was facilitated by the facilities of the venue. Moreover, the findings show that guest satisfaction with the facilities was mediated by the personal and service quality of the facility. This implies that beyond the hotel facilities, guests were satisfied with the staff services. Narendratama and Wijoyo (2025) adds that when it comes to the facilities, guests expect comfort, seamless service, convenience and modern and functional amenities during events.
Hamadsirip and Daniels (2023) review the impact of service quality in enhancing guest satisfaction in conferences.  There findings are centered around the SERVQUAL model dimensions of service delivery. Guest satisfaction of conferencing services revolve around the service quality: tangibility, reliability, responsiveness, assurance and empathy. Hamadzirip and Daniels (2023) confirms that service assurance had the most impact on commercial guests. During conferencing events, customers expected increased access control and security, visible and available staff support and the staff instilling confidence and courtesy. In addition, guest satisfaction was high among responsive services during conference events. Shi (2020) also confirms that the quality of services in conferences depends on the responsiveness of the services. These include staff members that are willing to help, pay attention to guest needs, handle customer complaints promptly and offered supporting amenities. However, when it comes to staff performance, guests preferred empathy which include hotel’s extra efforts to make the guests comfortable and welcomed, providing assistive technologies and adaptive equipment such as ramps, wheelchairs and special bathrooms and bedrooms. Rashwan (2022) found similar findings as guests’ satisfaction for conference facilities was strongly associated with the different services offered by the facility, staff competence, spacious conferencing facilities and presence of security. Moreover, Rashwan (2022) highlights that site attraction played a huge role in enhancing guest satisfaction.
Rashwan (2020) further highlights that guest satisfaction was strongly corelated with perceived value of the conferencing venue. Perceived value relates to guests’ approval of a product or service is worth the meaning they attach to it. Guest satisfaction is tied to the guest perception of the value of services offered by the facility. Hamadziripi (2023) adds that guest satisfaction is deeply tied to their satisfaction or dissatisfaction depending on their expectation or perceptions. Hamadziripi (2023) insists that guest perception and expectation of the conference facilities before visiting shapes their satisfaction. For conferences, guest expectations are tied to transportation to the facility (connections from the airport, bus and train stations), availability of parking, restroom facilities, accommodation facilities, quality of food and service, seating provisions and entertainment. Guest perception as spread through word-of-mouth or through digital marketing initiates play a significant role in enhancing guest satisfaction. Al-Salami and Abdalla (2022) highlight a less explored aspect of guest satisfaction during conferencing events. The findings demonstrate that the success of conference events is tied to the service quality offered by the hotel. This means that high quality services of a facility during conferencing events leads to guest satisfaction. Then, this guest satisfaction enhances the perception of the success of the conference. Since event satisfaction and perceived value are reinforcing factors, Yulianto and Setiadi (2023) confirms that guest perception of a successful event begins with well-planned event with effective staff service. This in turn enhance the event’s perceived value which make the guest trust the facilities.
[bookmark: _Toc212764889]Customer Satisfaction in Banquets
Since the types and preferences of services are different for the conferences and banquets, it is imperative to review what enhance customer satisfaction in the banquet’s side. Sangchan (2023) highlights that banquet events such as wedding events, the set-up iof the wedding has the most impact on guest satisfaction. In addition, Cartas et al. (2025) confirms that the venue of a wedding event is one of the most important factors. The venue of the event extends to the physical surrounding, the tangibles and the atmosphere. In addition, the perception of the venue is important in enhancing guest experience. This implies that a guest’s perception or imagination of a romantic or dream destination plays a critical role in enhancing their satisfaction for the location.
Cartas et al. (2025) notes that guest selection of a hotel is dependent on the availability of the location, accommodation facilities, food and beverages, the audio equipment, accessibility and parking and beauty of the location.  The beauty of the location is deeply tie to the atmosphere or ambiance of the location such as the design elements, the visual appeal of the location, decorations and the actual environment. de Mendonça (2020) adds one of the factors that enhance customer satisfaction is niche locations that can offer “destination” weddings. Other than destination weddings, Deale and Lee (2024) record a new trend among wedding guest’s preferences for sustainable weddings. These demonstrates that guest satisfaction for banquets is slowly shifting towards economic, social and environmental sustainability. 
Beyond the location, Cheng et al. (2021) highlights the service attributes during banquets events that improve guest satisfaction. Since banquets focus on food and beverages unlike conferences, guest satisfaction and purchase intentions are correlated to the quality-of-service delivery for the guests. Cheng et al. (2021) highlights that customers attending banquets services prefer responsive customer service which is basically one that anticipates risks and makes deliberate steps to mitigate those risks such as promptly handling any potential guest complaints. In addition, customers were attracted to hotels facilities that effectively utilised the minimal resources and conservation efforts. Pujiastuti et al. (2025) confirms that service quality shapes the guest experience and satisfaction and their willingness to recommend the hotel facilities to other guests.  The findings also show case that high quality of service improved the hotel’s brands image which has immense impacts on the guest satisfaction.
Finally, Sakti and Kustini (2023) highlights the importance of improving the level of services in a hotel facility to enhance the guest satisfaction. These include correcting mistakes that might arise from events planning such as communication breakdowns, poor planning of the event, poor time management, poor quality services in terms of assistance given to the guests and unsatisfactory decoration and ambiance.  Sakti and Kustini (2023) highlights that improving the level of services can help improve customer loyalty through their satisfaction. Sakti and Kustini (2023) suggests having dedicated communication channels between the staff, vendors and the clients and developing backup plans and operational process redundancies in anticipation of a risk.
[bookmark: _Toc212764890]Events Management and Guest Satisfaction
Both conferences and banquets fall under events but for this case, the focus is on events management, that is, the necessary skills and practices that will enhance guest satisfaction. Kovac (2020) highlights that ensuring customer satisfaction in hosting events in facilities is positively correlated with effective logistic and events planning. To ensure effective service delivery Bournemouth Highcliff Marriott Hotel conferences and banquets department has a certified meeting planner who ensures high quality of services for the actual event. In addition, assessing and controlling risks such as security breaches serves to enhance guest satisfaction. Bournemouth Highcliff Marriott Hotel conferences and banquets department provides security guards to provide security for the events. In addition, Kovac (2020) stipulates that having necessary skills in prioritising, business and financial planning and effective communication are important aspects of organising a successful event that will enhance guest satisfaction. Narendratama and Wijoyo (2025) highlights that the management of events require staff training and employee engagement to make events successful. On this note, the findings show that well-trained and motivated staff provide quality services that shape guest experience and satisfaction. 
Armbrecht (2020) highlights the needs of events managers to anticipate and understand guest expectations and experiences. To effectively provide quests with high quality services, events managers must anticipate the value perceived by quests to meet those expectations. For example, events must anticipate sensory, functional, emotional or relations expectations of the guests to provide quality experience for the guests (Armbrecht, 2020). Armbrecht (2020) findings demonstrate that customer experience during an event shaped their satisfaction and behavior intentions. Thus, fulfilling guest perceived value was important in enhancing guest satisfaction which shape their behavior intentions to return. Further, Mortazavi (2021) reviews factors that enhance guest satisfaction prompting guest spending during sporting events. The findings confirm that event managers must understand guest expectations because it influences their spending decisions. Further, guest expectation is deeply tied to guest profiles such as their motivations, commitment and interest in the events.  Event mangers understanding this aspect can enhance hotel performance and profitability.


[bookmark: _Toc212764891]Methodology
The study methodology was exploratory qualitative analysis. The study collected secondary data that was analysed using thematic analysis.
[bookmark: _Toc212764892]Research Philosophy
Saunders et al., (2012) highlights that the research philosophy a researcher takes informs their worldview and how they approach a research phenomenon. The research followed an interpretivism research philosophy. Saunders et al., (2012) highlights that this philosophy is “that we interpret the actions of others with whom we interact and this interpretation leads to adjustment of our own meanings and actions” (p. 107). Simply put, the interpretivism philosophy allows the research to construct the meaning of their observations. Since the research is on a topic with little to no previous study, it allows the research to make meaning of the analysed data.
[bookmark: _Toc212764893]Research Design
The research methodology was exploratory qualitative approach to understand service improvement initiatives in the Conferences and Banquets department. Collis and Hussey (2021) highlights that the exploratory approach is an effective research approach because it helps in investigating and understanding a phenomenon where little to no previous research studies exist. Many studies have investigated service improvement initiatives in the hotel and restaurant industry but few have focused on the Conferences and banquets departments. In addition, the research focuses on a specific niche of service improvement initiative at the Bournemouth Highcliff Marriott Hotel in the UK.
[bookmark: _Toc212764894]Research Approach
The research approach for this study is the secondary qualitative approach. Busetto et al. (2020) highlights that the qualitative research approach is a type of study that investigates an phenomenon or an issues which relates to the quantity, the context, the reasons or rationale or the perspective of how these issues present. Simply put, Busetto et al. (2020) highlights that qualitative research collects words, reasons and contexts and not figures. Busetto et al. (2020) highlights that qualitative research is used to collect nuanced or in-depth explanation or rationale regarding a phenomenon. The research seeks to understand the different service improvement initiatives in the Conferences and Banquets departments which calls for more nuanced and in-depth responses. The research seeks to understand what initiatives lead to service improvement and these requires the rationales and explanations. 
[bookmark: _Toc212764895]Data Collection
The study used secondary approach in data collection. Cheong et al. (2023) highlights that this decision is informed by the time limitation of the research project. Moreover, the use of secondary data allows the use of online and publicly available data. The research method was Netnography which entail collecting qualitative date from digital platforms about service improvement initiatives, guest satisfaction and staff training in the Conferences and Banquets department. Based on Martinez et al., (2025) template for conducting systematic reviews, a modified version was used to collect information from databases and industry reports. Martinez et al., (2025) highlights the need to have an inclusion and an exclusion strategy for the report. Therefore, the secondary data was collected from scholarly articles from academic databases and from industry reports such as the Annual Reports. The articles that were included in the study must be less than five years, highlighting service delivery in Banquet departments and have full articles. Since I was collecting the subjective feelings of guests and staff members, I used digital platforms such as booking.com to understand customer reviews about the services in the conferences and Banquets departments. 
[bookmark: _Toc212764896]Data Analysis
Once the information is collected, Naeem et al. (2023) recommends the use of thematic analysis to analyse qualitative date. The thematic analysis entails several steps of understanding the data collected, coding them and categorising them thematically. The collected data was analysed using qualitative data analysis approach of thematic analysis.
[bookmark: _Toc212764897]Ethical Considerations
The study was approved by the UWTSD ethics board. Some of the ethical issues stem from storing the secondary data which was promptly addressed by encrypting the data on a flash drive. 


[bookmark: _Toc212764898]Results and Findings
The findings were divided across the three main objectives. The findings revolved around topics of the issue that enhance guest satisfaction in the conference and banquets departments, initiatives focused on improving services and training of the staff as an approach of improving services in the events department.
[bookmark: _Toc212764899]Factors that enhance Guest Satisfaction
Based on the research five articles were identified that related with issues related with guest satisfaction (Leng and Ban, 2020; Rashwan, 2022; Cheng et al., 2021; Shani et al., 2020; Cartas et al., 2025). The findings were organised around the themes: Service Quality, the technical aspects, the physical location, risk management, and the emotional factors enhance the guest satisfaction.
Service Quality
All the article found similar themes of service quality as enhancing guest satisfaction for conferences and banquets events. Leng and Ban (2020), highlights that the level of catering services enhanced customer perception of the event. Regarding the service here, food presentation by the hospitality had a major impact on guest satisfaction. Finally, the professionalism of the catering staff and the service providers enhanced guest perceptions of the facility. Rashwan (2022) found that the service quality enhanced the guest satisfaction with the conferencing venue. Shani et al. (2020) found that guest was satisfied with high quality room services, tasty and high-quality food and beverages. Cheng et al. (2021) highlights that high quality services is the gateway to the guest’s positive perception of the facility. Cheng et al. (2021) found that the high-quality services during the reception programs. The findings demonstrate that services need not be prompt, responsive and reliable. Cartas et al. (2025) found that the friendly, genuine and helpful staff played a major role in enhancing their satisfaction. 
Physical Location
[bookmark: _Hlk212740679]Findings show that Bournemouth Highcliff Marriott Hotel conferences and banquets is an attractive destination on a hanging cliff with sea views. Rashwan (2022) findings demonstrate that the accessibility of the location including amenities such as availability of parking or accessibility of the venue. Further, the findings show that the attractiveness of the venue increases guest satisfaction. Cheng et al. (2021) findings show that the venue stye and wedding venue layout enhanced guest satisfaction. Cartas et al. (2025) findings show that the choice of venue had the most impact on guest satisfaction. The findings show that Bournemouth Highcliff Marriott Hotel has 10 events rooms spread across its facilities (Marriott International). In addition, the largest event room can hold up to 500 guests. Bournemouth Highcliff Marriott Hotel conferences and banquets department has large variety of ways to set-up the rooms for their guests. Some of these room stet-ups include: Banquet style, conferences and hollow square, schoolroom style E-shape, U-Shape, T-shape, theater and reception setups.
Technical Services
[bookmark: _Hlk212746999]Findings show that Bournemouth Highcliff Marriott Hotel conferences and banquets department has audio-visual equipment, provides an AV technician, videoconference services, microphones and LCD projects. In addition, the department provides different stationaries and equipment’s to improve the service experience. For example, it provided direction signs, markers, lobby bulletin boards, notepads, pens, name cards, and flip charts (Marriott International).  Leng and Ban (2020) findings show that decoration, entertainment and the photography enhanced guest satisfaction through the mediating role of the emotional aspects. To ensure effective service delivery on the technical services, Bournemouth Highcliff Marriott Hotel conferences and banquets department has a decorator and a photographer. Shani et al. (2020) findings show that the technical aspects of the venue enhanced guest satisfaction. These technical facilities include the spacious size of the guestrooms that can comfortably host the bridal team or other wedding guests. Other technical aspects include airconditioned rooms, bright lighting to allows bridal teams preparations, a relaxing and romantic view. 
Risk Management
Cheng et al. (2021) findings show that hotels ability to assess risks, prepare for them and mitigate them tend to enhance guest experience. The finds show that banqueting events often experience service failures, and the hotels mitigating service failure creates a reassuring experience for the guests which enhance their satisfaction.
Emotional Factors
Shani et al. (2020) findings show that having a festive atmosphere enhanced guest emotions and felling towards their wedding day. The decorations on the room to mark a joyous and festive atmosphere in the married couple’s room enhanced their emotional excitement leading to customer satisfaction. Moreover, having relaxing treatment such as couple’s spa or massage for the guests enhanced guest satisfaction. Cartas et al. (2025) findings show on the need to create a wedding experience that appeals to the emotions of the guests. This relates to the ability to create n wedding atmosphere where the guests feel special as emotional aspects of enhancing customer satisfaction.
Overarching Themes
Hotels in the hospitality providing high quality services to banqueting and conferencing events has the most impact on customer satisfaction. Other than high quality services, the venue and location play a major role in enhancing guest satisfaction. In addition, hotels providing services that appeal to guest emotions and covering all the technical aspect such as entertainment, photography, decoration and guestrooms also have a high impact on guest satisfaction. However, risk management was the least practiced activity in enhancing guest satisfaction.
[bookmark: _Toc212764900]Training Towards Service Improvement
Access to Training
Aprilia et al. (2024) findings indicate that inadequate training or deficient training affects work performance of the conferences and banquets staff. Aprilia et al. (2024) findings show the need of creating a training program, training employees on communication and the training them about the standard operating procedures of the department. Aprilia et al. (2024) findings show the need for employees to be trained during onboarding for six months in the department which is followed by performance review after six months. Similarly, Waqanimaravu and Arasanmi (2020) found that accessibility to training of staff in the events department led to improved service outcomes. The findings show that the hotel needs to engage in regular, continuous staff training to improve their ability to provide quality services. Lockstone-Binney et al. (2020) found that training staff for events has multiple layers of complexities. This is because the events departments tend to have part-time and causal human resources which makes training a challenge. The staff training for events management needs to focus on the management since every category of employee- volunteers, paid full-time and paid part-time should be managed differently and independently. During one-time events, staff formalisation into their roles should require specific training tailored for each category of employees. 
Training and Service Improvements
[bookmark: _Hlk212762901]Aprilia et al. (2024) findings show the need for the staff to be trained on the standard operating procedures (SOPs) which include the company profile, the division of labor and their responsibilities in the conferences and banquets department, understanding their vendors and other banquet procedures and the basic equipment used for events. Finally, Aprilia et al. (2024) findings show that staff need to be trained on effective communication between the relevant players such as communicating with clients, vendors and other hotel staff to avoid communication breakdown and misunderstandings.  Waqanimaravu and Arasanmi (2020) findings show that the staff training has benefits as it improves service quality.  Just like Aprilia et al., Waqanimaravu and Arasanmi (2020) findings show that staff training should be relevant to the knowledge and content required fulfil the needs of the conferences and banquets department. Therefore, findings imply that generic, one-size-fits all training programs should be avoided. Rather, focus on training the conferences and banquets staff in administering department-specific responsibilities. This is because generic training fails to meet the professional and training gap needs of the staff in these departments. Adedara et al. (2024) findings confirm that training programs in the events departments should focus on targeted learning programs that address a skill gap such as technical aspects or licensing events. For example, the professional development programs could be on specifically virtual event management for the case of conferences. Adedara et al. (2024) findings also confirm the need to training in the conferences and banquets should focus on improving service skills and competencies such as serving food and beverages in weddings and conferences.
Staff Preparedness for Training
[bookmark: _Hlk212762992]Waqanimaravu and Arasanmi (2020) findings show the staff must be prepared to receive training specific to their departmental needs. The staff should be motivated to learn and prepared to improve service quality based on the lessons gained from the training session. In addition, Waqanimaravu and Arasanmi (2020) findings confirm that staff perception of the potential benefits of the training enhance their willingness and motivation to learn. Waqanimaravu and Arasanmi (2020) findings confirm findings demonstrate that staff training must prepare the staff in the events department to collaborate among the different players involved in making events successful. In addition, Hyasat et al. (2022) highlights that staff training preparedness depends on the specific skills required for different responsibilities.  Hyasat et al. (2022) findings show that manager sin hotels relations, leadership, communication and marketing skills. However, for operational level employees such as staff in these departments, their training required they gain department-specific skills.
[bookmark: _Toc212764901]Service Improvement Initiatives
Findings show that there were six articles that found service improvement initiates in the conferences and banquets departments. There was a total of five articles that provided in-depth information about service improvement initiatives (Sarabipour et al., 2020; Wang, 2025; Ampuero-Rodas et al., 2024; Hamadneh et al., 2022; Jonah et al., 2023).
Service Management
Hamadneh et al. (2022) highlights that effective management of resources was a mediating factor in delivering high quality services for events. Jonah et al. (2023) findings show the need to focused on service improvements in events and vendor management. These include the coordination and administrative issues related to the conference or banquet event. Jonah et al. (2023) found that the service improvement should also include food production systems and execution of the services as per the contract agreements. 
Service Delivery
Jonah et al. (2023) findings show that hotels should improve on various service quality dimensions such as responsiveness, reliability, communication, personalisation and attention to details. Jonah et al. (2023) findings show that hotels should focus on enhancing their communication with the guests during events. They should also focus on improving the promptness and completeness of responding to guest concerns. Jonah et al. (2023) findings show that hotels should focus on providing dependable and consistent quality of standards. Jonah et al. (2023) findings highlight that service improvement initiatives should focus on personalisation goals. In the conferences and banquets department, hotels should focus on providing personalised services that align to their guests’ preferences and needs. Hamadneh et al. (2022) findings show that improving transparent communication and meeting customer needs are critical aspects of service improvement initiatives. To improve the services, a hotel should focus on improving its operations and sourcing. Ampuero-Rodas et al. (2024) findings show that service improvement initiates such as using standardisation models helps produce service consistency through standardisation. The standardisation of work or processes are important aspect of ensuring consistency as a service improvement initiative.
Training
Ampuero-Rodas et al. (2024) findings show that a critical aspect of improving services is through preventing errors in the process or services. In addition, the findings noted that employee training was a crucial aspect of service improvement initiatives. Wang (2025) findings confirm that hotels such as Hilton hotels take employee training and development as an effective service improvement initiative.
Technology
Sarabipour et al., (2020) findings show that service improvement initiatives should incorporate the use of technologies. Hotels can achieve service improvement initiatives by adopting different technologies such as streaming services for conferences to mitigate the challenges such as small size room venues. Wang (2025) findings confirm that hotels use technologies such as the reservation systems to better manage the guests during bookings as a service improvement initiative. 
Overarching themes
The most important aspect of service improvement initiates mainly focus on the service delivery. In addition, they relate to how the customer is treated and handled by the staff. Other service improvement initiatives were training, use of technology, and service management.


[bookmark: _Toc212764902]Discussion
[bookmark: _Toc212764903]Customer Satisfaction: Guest perception towards high quality services, attractiveness of the location, technical services and emotions
First, high quality services in banqueting and conferencing events are positively correlated to customer satisfaction. Ali et al. (2021) found similar findings that high service quality led to customer satisfaction. The findings show that the enhanced customer satisfaction is a consequence of the different components of service quality. The service dimensions that were found impactful to the guest satisfaction were prompt, responsive and reliable services. Gangananda et al. (2022) corroborates these accounts because the study highlights those services had to meet all the five service dimensions of tangibleness, assurance, responsiveness, empathy and reliability. Basically, during events, guests’ perception of the courtesy, the increased attention to them, deliver services as per their expectations is likely to satisfy the guests. Therefore, Bournemouth Highcliff Marriott Hotel should provide responsive, prompt, empathetic and reliable services to its customers to enhance their satisfaction. 
Secondly, the accessibility and attractiveness of the location had positive correlation with customer satisfaction. Culic et al. (2021) confirms that the attractiveness of a location which might include the physical attributes of the location or the natural resources such as seaside might be influence guest satisfaction. The attractiveness of the location creates feelings and emotions of being on a vacation or a celebratory atmosphere which enhance guest experience. In fact, Bournemouth Highcliff Marriott Hotel is able to enhance the guest satisfaction because of its seaside location with breathtaking views which influence the guest emotions leading to their satisfaction. Singgalen (2024) also confirms that the location of the events has a huge impact on customer satisfaction. On this note, they confirm that the hotel’s strategic location such as accessibility through different means of transport increase guest satisfaction. This is because guests experience convenience of travel to these locations and eliminates a lot of worry and frustrations. 
Thirdly, the hotel’s technical service was positively correlated to guest satisfaction. While the findings found the technical services enhanced guest satisfaction, Deshpande (2025) also found that they enhance guest satisfaction but entertainment services brought guests the least satisfaction while access to photography and videography brought elevated satisfaction. The technical services are expected to be part of the basic servicescape in hosting events. However, the absence of theses technical components leads to diminished customer satisfaction. Basic items such as clear and well-functioning audio-visual devices improve satisfaction since guest can effectively participate in the events. Bournemouth Highcliff Marriott Hotel has a wide range of technical and equipment services that enhance guest satisfaction.
Finally, emotions play a mediating impact between customer satisfaction and services offered. The ability of the hotel to create a welcoming and festive atmosphere enhances guest satisfaction. Ugwuanyi et al. (2021) confirms that emotions in banquets events such as weddings play a significant role in enhancing guest satisfaction. The happiness, joy and excitement that comes from high quality services function to improve guest satisfaction. In fact, Albers et al. (2021) highlights that bride’s willingness to pay premium prices for services such as floral centerpieces are guided by the excitement and joy of the level of services. 
[bookmark: _Toc212764904]Staff Training: Access to Training, Staff Perception and Impact on Service Improvements
First, the access to a training program is positively corelated to service improvements. The findings highlight that training staff on standard operating procedures can improve service delivery. Sapurti et al. (2023) confirms that the implementation of SOPs in the hospitality is critical in enhancing service consistency and reliability. In addition, the SOPs standardise the work enhancing efficient operations process in service delivery. Finally, the SOPs reduce the mistakes made by the staff and also promote work safety. Kyalo (2023) further highlights that the implementations of SOPs require rigorous education programs for the staff members. 
Secondly, the staff training focused on improving communication skills helped improve guest satisfaction. Nyuyen et al. (2019) highlights that employee communication was an effective technique because assures guest of staff attentiveness and marketing of the hotels thus assuring customer loyalty. Further, Joneidi and Haver (2024) highlights that poor communication between the staff and the guests leads to communication breakdowns which cause misunderstanding between the guest and the staff that diminish customer satisfaction. Therefore, Husin et al. (2023) confirms that training staff communication skills play a significant role in improving their interactions with the guests which has a positive effect on customer satisfaction.
Thirdly, there is a direct link between task-specific skill training and enhanced service delivery. Petar (2023) highlights that training session need to be task-specific. Therefore, training of the conferences and banquets staff must be highly unique and specific to their departments. The tailored training session allows the guests to perform their roles and responsibilities that match their specific departments. This effectively provides the skills to provide services that are oriented to the conferences and banquet department. Arya et al. (2019) highlights that tailored training sessions serve to close the service gaps caused by lack of understanding of staff roles and responsibilities. Therefore, the conferences and banquets employees at Bournemouth Highcliff Marriott Hotel develop the knowledge and skills relates to these departments to enable them provide high quality services to guests on these events. Kitchen (2023) highlights those skills such as communication skills, effective planning, time management, risk management and prioritising activities are essential skills for staff in the events departments. Therefore, training sessions for staff in the events department must focus on these skills.
Finally, staff motivation and preparedness to receive a training program is positively correlated to improved service delivery. Lan et al. (2025) highlights that employees might become resistant to organisational changes such as training aimed at improving service delivery. Altwijri and Aldosemani (2022) highlights that the staff’s perception of the importance and effectiveness of the training programs improves their reception and motivation towards improved service delivery. Therefore, staff perception of the importance of gaining task-specific training improves their motivation to learn and effect the organisational changes. Therefore, it speaks to the need of managers to share the organisational vision towards service improvements to enhance staff motivation. Consequently, Nabirye (2022) confirms that staff motivation contributes to improved service delivery which leads to guest satisfaction and loyalty.
[bookmark: _Toc212764905]Service Improvement Initiatives: Service Delivery and Technology
First, the administrative, coordination and management of resources are positively correlated to guest satisfaction. The effective handling of the events planning, coordination and execution phases can improve guest satisfaction. Soderlund and Julander (2025) highlights those employees paying attention to the guests has a positive effect on customer satisfaction. Guests feel understood and heard when the staff effectively plan, coordinate and oversee their events. 
Secondly, service improvements that improve guest satisfaction should be focused on improving service delivery by the staff. Peng et al. (2022) highlights that the staff need to be motivated and empowered to enhance their adaptivity in delivery of services. To effectively provide services in conferences and banquets, the staff must be empowered and entrusted to provide services without supervision. Peng et al. (2022) highlights that empowering the staff builds service adaptability behavior which is critical for staff to develop role-identity autonomy in delivering services. In addition, the service improvement initiatives also focus on the high level of service delivery that covers all the domains of service dimension. Alzoubi et al. (2021) highlights that providing holistic service quality based on the dimensions the solution is to address the personal contact dimensions which relates to responsiveness of services and empathy of the services and the service performance dimensions which relates to the reliability of services and assurance of services. 
Finally, staff training is an important aspect of service improvement initiative. Joao et al. (2019) highlights that staff training is an important aspect of service improvement because it equips staff with the necessary skills, knowledge and competencies to effectively perform their roles. Moreover, staff training impacts cognitive skills such as staff confidence which help in service provision. Staff training on its own is perceived as a in incentive because it helps employees gain personal and career skills for their future roles. The training sessions create a sense of self-fulfillment which then enhance staff training.
[bookmark: _Toc212764906]Conclusions and Recommendations
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Bournemouth Highcliff Marriott Hotel is a hotel located in on a cliffside by the seashore of Bournemouth. The Conference and Banquets departments in a hotel function as a events organising department in which an event is a planned activity that happens between the customer and the space provider. The findings revolved around topics of the issue that enhance guest satisfaction in the conference and banquets departments, initiatives focused on improving services and training of the staff as an approach of improving services in the events department. Service Quality, the technical aspects, the physical location, risk management, and the emotional factors enhance the guest satisfaction. On the issue of service quality, level of catering services enhanced customer perception, food presentation, and high-quality room services, tasty and high-quality food and beverages. In addition, friendly, genuine and helpful service played a major role in enhancing their satisfaction.  On the physical location, the accessibility of the location, attractiveness of the venue and the choice of venue had the most impact on guest satisfaction.  On the technical services, the decoration, entertainment, the photography, stationaries and equipment’s enhanced guest satisfaction. 
There is need for creating a training program, training employees on communication and the training them about the standard operating procedures of the Conferences and Banquets department. In addition, the staff needs to be trained on the standard operating procedures (SOPs) which include the company profile, the division of labor and their responsibilities in the Conferences and banquets department, understanding their vendors and other banquet procedures and the basic equipment used for events. Another mediating factor towards training success is the staff perception of the training initiatives. Staff preparedness affected the ability of employees to undergo and even benefit from training. The staff should be motivated to learn and prepared to improve service quality based on the lessons gained from the training session.
Finally, on service improvement initiatives, the most important aspect of service improvement initiates mainly focus on the service delivery. They relate to how the customer is treated and handled by the staff. Other service improvement initiatives were training, use of technology, and service management.
Limitations of the Study
One of the limiting factors of the study is that it generalized the service improvement initiatives across all conferences and banquets department. There was limited information online on the conference and banqueting activities of Bournemouth Highcliff Marriott Hotel. The findings were so limited that no industry reports or company reports highlighted the conferences and banqueting activities or services of Bournemouth Highcliff Marriott Hotel. The generalization of findings might present slightly inaccurate facts to the actual events at the hotel placement.
Implications on Future Studies
The research work has set precedence into exploring a rather novel and understudied department in hotels under the hospitality industry. The research focus is on understanding service improvement initiatives in a specific hotel. While the research fails to achieve those goals, it sets precedence to understanding the service initiatives, dimensions and improvement initiatives of an entire department. The findings of this research will enhance knowledge to the academia universe and provide hotels with practical solutions to improving service quality is a department that has the potential to advance an organization’s competitive advantage.
[bookmark: _Toc212764908]Recommendations
AI Integration in Guest Satisfaction
Al-Hyari et al. (2023) highlights the use of AI technologies in personalising services thus improving guest satisfaction, Bournemouth Highcliff Marriott Hotel should implement different forms of AI technologies in the operations of its events services to facilitate the personalisation of services. Al-Hyari et al. (2023) notes that AI technologies such as Virtual assistance and AI- powered chatbots are great technologies for personalising guest experiences. Mufaddhal (2025) highlights that AI technologies can be tailored to provide services along the five service dimensions thus improve guest experiences. AI technologies as used in personalisation have a significant impact in understanding and anticipating guest needs thus the customer feels understood and cared for thus increase their perception towards the hotel. AI systems are the best technologies for personalisation because they can be tailored to the user needs and preferences. Strauss (2025) highlights that AI is being used currently to help in planning of wedding events. AI technologies are used in the banquet services to style wedding venues, assist in tracking of budgets, augmented reality to tour wedding venues and automated reminders. These strategies provide a great avenue for Bournemouth Highcliff Marriott Hotel to integrate technologies to help in planning process of wedding events, tracking the guest experiences during events and even automating repetitive process in events such as registration during conferences. Makivić et al. (2024) highlights that AI systems enhances guest satisfaction because they provide tailored services and recommendations to all of the guests in an event thus enhancing satisfaction. 
Continuous Staff Training
Staff training has immense benefits in the improvement of the staff performance. Ferdiansah (2024) highlights that staff training has immense impacts on providing the staff with skills to improve service delivery. Arwab et al. (2023) insists that training sessions focuses on task performance should be highly specific to the staff’s roles and professional needs. For example, staff training for the kitchen staff should focus on issues such as mitigating food waste and occupational safety. However, for the conferences and banquets staff, training should be focused on skills critical for hosting events. The staff should be taught relevant skills such as communication skills, effective planning and time management. Ferdiansah (2024) continues that staff should be exposed to continuous training and development on the necessary and relevant skills to their roles and responsibilities. Tailored training is effective in addressing specific skills, issues and challenges associated to a particular job gap. The targeted and tailored training is important is passing skills that enhance staff efficiency in their responsibilities. Moreover, staff training is important in the personal and professional development of the employees. Therefore, staff training enhances staff development which improve staff efficiency, performance and satisfaction. A satisfied employee provides the best services which lead to guest satisfaction. Bournemouth Highcliff Marriott Hotel should organise training programs for the conferences and banquets department staff. The training should be done continuously and regularly, perhaps biannually. Then, regular performance reviews conducted to confirm the training efficiency. The training program need to be highlight specific such as managing conflicts and customer concerns during wedding events or service excellence during conferences. 
Motivation of Staff
Staff motivation has positive impacts improved job performance. Izci et al. (2021) highlights that motivating staff has positive impacts in improving their job performance. Saito et al. (2025) highlights that in specifically hospitality, staff motivation has positive impacts on service improvements. Rogaleva et al. (2022) highlights that there are several approaches to motivating staff. Some of the motivational approaches include recognition such as having “An Employee of the Month.” Other technique of motivating staff is by appreciation including verbal appreciation including “good job team,” or “You have done a great job organising the event.” Further, there are financial incentives such as granting guests bonuses. Irrespective of the technique, appreciating employees has a positive impact in motivating them to improve their service delivery. Further, this has a positive impact in customer satisfaction. Therefore, Bournemouth Highcliff Marriott Hotel should focus on motivating their guests using several approaches by recognising them or financially incentivising them which will lead to service improvement.
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