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Executive Summary 
Secondary research is employed at the Voco St. David’s Hotel, Cardiff to evaluate the quality of service and satisfaction of guests. The research also depicts the role of service quality on guest experience and indicates potential areas of improvement. It reviews customer reviews, hotel reports and academic literature to measure the impact of responsiveness, cleanliness and staff behaviour. Results show that personalised service, efficient problem resolution, and professionalism of the staff or workers are significant in satisfaction. The paper suggests ways of improving service so that the hotel can continue to remain competitive. Findings relate to a broader understanding of guest expectations in luxury hospitality.  
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[bookmark: _Toc189848748]Introduction  
Customer trust and brand reputation fully depend on service quality (Dam and Dam, 2021). A single negative experience in the luxury hospitality industry has a high impact on guest retention and online reviews (Zarezadeh, Rastegar, and Xiang, 2022). With the expanding scope of digital platforms, hotels might need to consider additional efforts, especially when monitoring guest feedback and the services that they should provide. At the same time, this study will explore technological use to enhance service quality through digital check-ins, AI-based customer services, and automated feedback systems. It provides the ability to increase efficiency and personalise guest experiences.
Particularly luxury hotels must keep a high standard of customer’s experiences and loyalty over time (Shin and Jeong, 2022). As a well-known luxury hotel Voco St. David’s Hotel, Cardiff is an ideal case study for studying these aspects. The secondary research approach is used in this research, which is to examine service quality and guest satisfaction in the hotel.  
Voco St. David’s Hotel, Cardiff is a five-star hotel situated in Cardiff Bay (ihg, 2025). Located in the IHG Hotels & Resorts group, it is like a luxury hotel with premium hospitality services, spa facilities as well as waterfront views. The business and leisure travellers alike make the hotel their destination thus it is a must to retain the high service standards (Ünal and Özgürel, 2021). The hotel is part of the Voco brand, and while this brand is unique, it is a mix of luxury and sustainability. Yet in a growingly homeostatic sector of the hospitality businesses, catering consistently vying for guest approval has turned into trouble.  
The objective of this study is to examine the conection between guest satisfaction and service quality in the Voco St. David’s Hotel. The secondary sources such as customer reviews, hotel reports, and academic literature will be used to gauge the quantitative key service factors, including costs, responsiveness, cleanliness, staff behaviour, and the overall experience. This will enable the detection of hotel service strategy strengths and areas for improvement.  
The research objectives pursued in this examination include:  
1. To assess the service quality effects on guest satisfaction at Voco St. David’s Hotel.  
2. To analyse the identification of essential service elements that lead to either positive or negative guest impressions forms the research agenda.  
3. To examine existing industry standards which enhance service quality performance in luxury hotel operations.  
4. To offer secondary data-based recommendations to enhance satisfaction among guests at Voco St. David’s Hotel.  
The study uses a case study methodology which collects data from secondary research materials including online reviews together with company reports and research from the hospitality sector. Secondary research bypasses direct interactions with customers since it analyses data collection while providing an overview of guest satisfaction patterns instead of using surveys or interviews.  
This investigation explores Voco St. David’s Hotel service quality to enhance knowledge of factors which create guest experiences in luxury hospitality facilities. The collected data will enable identification of service areas requiring enhancement in order to maintain high consumer satisfaction and market leadership.  



[bookmark: _Toc189848749]Literature Review
Introduction to the Literature Review 
Hotels that offer luxury services need excellent service quality and guest happiness to become successful (Al-Shidhani and Tumati, 2021). Hospitality research proves that good service helps hotels keep their customers and make them loyal to brands according to Kotler and Keller (2012). Researchers including Parasuraman et al. (1988) and Lockyer (2002) created different models to measure service quality starting with SERVQUAL and ending with the Hotel Attributes. Service quality models reveal which service features impact how customers view luxury hotels.  
Luxury hotel service quality includes three essential elements as described in the 2011 edition of Lovelock and Wirtz's book (researchgate, 2011). People base their hotel satisfaction now more on how platforms display reviews and how hotels manage reputation. This part studies previous research on service quality delivery and customer perception to spot problem areas at Voco St. David’s Hotel Cardiff.  
Service Quality in Hospitality  
The successful delivery of quality services determines how happy customers are in hospitality. Some research show that the difference between what the customers get and what customers want determines their rating of service quality. The SERVQUAL model shows five key service features that customers notice when receiving hospitality services (Bermúdez-Hernández et al., 2021).  
1. Tangibles- Physical aspects such as hotel design, cleanliness, and room quality.  
2. Reliability- The business provides consistent dependable performance every day.  
3. Responsiveness- Staff members react quickly to guest needs.  
4. Assurance- Empowered and friendly workers ensure guest comfort and trust through excellent service.  
5. Empathy- Our service team shows genuine care to every guest.  
According to Wu and Ko's research from 2013 both responsiveness and assurance of staff members show most strongly how satisfied guests become in luxury hotels. Oh's (1999) study proves that tailored guest service has a strong impact on how customers view services.  
Grönroos (1984) offers an alternative perspective with his two-dimensional model of service quality. He separates between technical quality (what is delivered) and functional quality (how it is delivered) (Choy and Salleh, 2022). Based on his research, in luxury hospitality, the difference between functional (attentiveness and communication) and technical (service offering) quality was more important. Such corresponds to Lovelock et al, (2011) findings which express that premium hotels have to continuously strive to provide personalised services to customers' captive gratifications.  
Guest Satisfaction and Customer Expectations  
Perceptions of service quality are determined by customers' expectations. According to Kotler and Keller (2012) satisfaction of a guest depends on his comparison between the experience with his expectation (Ying-Yen, 2022). According to Kandampully and Suhartanto, (2000), customer expectations in luxury hospitality are extremely high and include the provision of seamless service, personalised contacts and high comfort (Kandampully and Solnet, 2024).  
Mattila and O’Neill (2003) found research on emotional responses in guest satisfaction. Guests who receive tailored welcome amenity or services, as per their preferences, will judge their experience more favorably, according to their study. Similar to this, Barsky and Nash (2002) assert that to promote guest loyalty, loyalty to the brand and a sense of visiting again, the additional guests’ expectations should be surpassed, for example, offering unexpected perks.  
Additionally, both service failures and service effort recovery affect customer satisfaction (Edström et al., 2022). In particular, Bitner, Booms, and Tetreault (1990) state that there is a possibility of using positive experiences through effective service recovery, which includes prompt issue resolution and compensation. This is supported by a study by Maxham and Netemeyer (2002) that discusses how even though low service gests by hotels may occur, higher guest ratings may be provided by hotels with efficient problem-solving mechanisms.  
Personalisation and High-Touch Services  
The personal service is one of the main differentiating aspects of luxury hospitality. Guests of luxury hotels require individual attention as per Kim, Ng, and Kim (2009) including individualised room settings, customised dining experiences and dedicated concierge services. In his book “The Experience Economy” (1999), Pine and his co-author Gilmore introduced the term the experience economy highlighting the importance of emotional engagement during the creation of memorable guest experiences (Kumar and Kumar, 2022). And their research proves to be true: personalising services entails increasing guest satisfaction and building brand loyalty (Rane, Achari, and Choudhary, 2023).  
Guest preference tracking systems are implemented in such places as luxury hotels due to the observation that luxury hotels often carry customers who have needs which are anticipated and satisfied. Solnet et al, (2019) argued that the guest history database of Ritz Carlton for instance is widely known as an example of a method for recording individual preferences for staff to be able to offer guests a highly personalised experience on return visits. This provides an excellent means to enhance emotional connection and customer retention with your guests.  
The Role of Employee Training and Service Culture  
Professionalism among staff, and service etiquette in the hotel are vital for the way guests perceive the hotel (Matey, 2024). Well-trained personnel are known to, according to Kandampully and Suhartanto (2000) significantly contribute to a positive guest experience. The staff development programs are how high-end hotels invest in staff to ensure consistency in service and enhance customer interactions with the staff (Hassanein and Özgit, 2022).  
In luxury hospitality, according to Baum (2018), it is important to be trained in emotional intelligence, cultural sensitivity and conflict resolution. It involves the employees learning to generally anticipate guest needs and provide proactive service, allowing for an exclusive and comfortable atmosphere. Grobelna and Marciszewska (2016) studied the effect of employment engagement and empowerment on customer satisfaction and they found hotels with higher levels of employee engagement and empowerment have higher customer satisfaction scores.  
Technology Integration in Luxury Hospitality  
Luxury hotels’ service delivery has been changed due to technological advancements (Shin and Jeong, 2022). 
[image: ]
[bookmark: _Toc190103581]Figure 1: Key Reasons for Hoteliers to Use Technology Worldwide 2021
(Source- statista, 2021)
According to Buhalis and Law (2008) the digital innovation facilitates improvement in operational efficiency and provision of better guest interactions. Today, high end hospitality including smart rooms, AI powered customer service and contactless check-in system are common.  
Gretzel and Sigala (2020) suggest that AI chatbots and virtual concierges can improve response time and offer a more convenient way of dealing with the issues faced by guests. Another case is also AI-based user support of Luxury brands, the Hilton and Marriott, they have provided customer service through mobile apps with user assistance available 24/7, in place of humans that can make real-time service requests (Štilić, Nicić, and Puška, 2023). Ivanov et al. (2017) validate that digital enhancements have a more seamless guest experience and shorten the time it takes to complete common services.  
The Impact of Online Reviews and Reputation Management  
It is a time when digital platforms have played a big role in influencing guest expectations (Ruiz-Alba et al., 2022). In line with Xie, Zhang, and Zhang (2014), online reviews serve as an influencing factor in consumer decisions. However, when it comes to luxury hotels, reputation management is critical because such websites as TripAdvisor, Google Reviews and Booking.com allow guests to publicly share their experiences (Ahmed and Islam, 2024).  
Despite that, as Barsky and Nash (2002) indicate, they serve to improve brand credibility and attract new customers. However, a Sparks and Browning (2011) study has revealed that negative reviews can discourage future guests, especially when there is an unfavourable scheme of cleanliness, service and non-responsiveness of staff.  
Today, hotels employ proactive reputation strategies particularly, such as, by real-time feedback collection, personalised review responses to guests, and digital guest engagement (Ogoina et al., Nd). Leung, Law, and Lee (2013) stated that social media monitoring tools are often used by luxury brands for the purpose of monitoring customer sentiment in order to respond to concerns before they escalate.  
Sustainability and Ethical Hospitality Practices  
Increasingly, modern luxury travellers are more inclined to define sustainability and ethical hospitality as they travel these days (Milosh, 2023). 
[image: Stakeholders' Influence on Environmental Sustainability in the Australian  Hotel Industry]
[bookmark: _Toc190103582]Figure 2: Stakeholders’ Influence on Environmental Sustainability in the Australian Hotel Industry
(Source- mdpi, 2021)
As stated by Han and Yoon (2015), environmentally conscious consumers are most likely to be influenced by eco-friendly practices when it comes to guest satisfaction. Many sustainable operation high-end hotels are going energy efficient and adopt waste reduction programs and locally sourced amenities (Prakash et al., 2023).  
Biodegradable toiletries, energy-saving systems as well as plastic-free policies are part of IHG’s sustainability initiative. 
Challenges and Gaps in Existing Research
Despite the abundance of research that has been conducted in the service quality context in hospitality, there is little research in the area of service quality as it applies to Voco St David’s Hotel, Cardiff. Existing studies in services research investigate inherent luxury trends in broad sense, whereas little research has been made concerning service quality specific to this hotel.
In addition, studies are often focused on primary research methods, e.g. surveys and interviews, to assess the guest satisfaction. This study is addressing this gap by applying a secondary research approach, which is studying this literature, the industry report, and customer feedback.
Another issue in this area is technology driven service innovation. Despite the great potential of digital transformation in hotels, studies on this issue are very scarce, while the effectiveness of AI chatbots, automated check-ins, etc, in smart hotels are also rather of uncertainty.


[bookmark: _Toc189848750]Methods
The Research Onion model offers a structured way of understanding and understanding different levels of methodological choices and helps in the selection of the research philosophy, approach and strategy (Deshpande and Magerko, 2024).  
In order to be able to carry out research in the field of hospitality management, we need such a structured approach as to make it possible to ensure reliability and accuracy. Through case study methodology, this study is based on the secondary research and using the netnography and document analysis, this study has covered the case study of Voco St. David’s Hotel, Cardiff. 
Research Approach and Strategy  
This study uses a deductive approach in which the existing theories and models for service quality and guest satisfaction are reviewed. As a choice, the case study strategy enables us to make a thorough investigation of the Voco St. David's Hotel to deepen our keenness of the service quality trends and guests' perceptions. Although this approach provides rich insights, the limitation of such an approach is that findings may not be easily applied to other hotels.
Case Study Methodology  
Case study method is the method that allows you to investigate an object deeply with some specific subject in a real-world form. The service quality models can be analysed by utilising it as a structured way. The practical application and challenge that can be understood by this method is desirable, yet there might be subjectivity and non-generalizability to a population in general.  
Netnography and Secondary Data Collection  
It is done by analysing the guest reviews, online hotel ratings, digital customer feedback from the platforms like Tripadvisor and Google Reviews through the use of the Netnography (Alam et al., 2024). This helps in finding out what are the common service patterns, guest preferences, areas of improvement etc. It is a cost effective and timely method for the understanding of guest experiences. Yet, data authenticity is not always feasible, as online reviews may not always be true (Le et al., 2021).  
The report also analysed the document using company reports, hospitality industry publications and academic studies. This allows that findings are based on well-established knowledge in the industry.  
[bookmark: _Toc189848751]Case Study Hotel Overview and Findings 
[bookmark: _Toc189848752]Introduction to the Case Study Hotel
Sited within the stunning Cardiff Bay area of Wales is Voco St. David’s Hotel, Cardiff, which is a five-star luxury hotel (guestreservations, 2025). This hotel is rightfully known for its contemporary design as well as its waterfront views; it is a place where business and leisure travellers alike can come to relax and enjoy the luxury. The hotel, part of the IHG (InterContinental Hotels Group) portfolio, combines the attributes of premium hospitality services with the firm's determination to operate a sustainable hotel, as part of the Voco brand identity (Stoimenov, 2023).
The hotel has since 1999 become a landmark hotel for tourism in Cardiff due to the hotel being open up to the bay with modern architecture. The attraction of the area for cultural attractions such as the Wales Millennium Centre and Cardiff Castle is strengthened by its proximity. In addition, the location of Cardiff city centre and Cardiff Central Station is also very advantageous for visitors going to explore Cardiff.
St. David’s Hotel, part of the Voco brand was created to bring the boutique hotel experience to guests who feel responsible for preserving the planet with personalized guest services and efforts towards environmental sustainability. The hotel is equipped with a multitude of amenities such as excellent spa facilities, well equipped conference and meeting space and its own gourmet dining options.
Voco St. David’s Hotel is the room between the culture and the modern of Cardiff, providing not only fantastic services to its guests but also a very calm environment to relax in. With its global presence through its affiliation with the world recognised IHG group, it still aims to offer world class service standards and incorporate sustainable practices (Chi, Nd). The foundation for the further analysis in this research study is formed by this overview of the hotel’s unique characteristics and its place within the competitive hospitality market.
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Location and Significance  
Cardiff Bay happens to be an iconic waterfront area, home to vibrant culture, and scenic beauty and that has a lot of architectural landmarks, where Voco St. David’s Hotel is located. The hotel is a modern building with a glass front, with an amazing view of the bay. Cardiff Bay has gone far from a mere 'industrial port' to a tourist and entertainment magnet with attractions including the Wales Millennium Centre, Mermaid Quay and the Senedd building (Rhodes, 2021). The hotel's unique location makes it an ideal choice for local and international travellers who seek a beautiful, lively but luxurious stay.  
The addition of major links such as Cardiff Central Station and Cardiff Airport make the hotel within easy proximity of business and leisure guests alike. Its proximity to Cardiff Castle and the National Museum also make it attractive (Deng, Nd).  
Brand Description  
The activities of Voco St. David’s Hotel are carried out under the IHG Hotels & Resorts group, which is known for its portfolio of hospitality brands. Voco brand names itself for its ability to combine the boutique style experience with green initiatives. Voco was introduced by IHG in 2018 and is aimed at offering a unique luxury and eco-conscious marriage. They are based on the brand’s motto, “Reliably different”, which means that they do something different from others, reliably doing high quality work with a personal touch.  
This brand ethos is exhibited in how Voco St. David's Hotel goes about hospitality. Combining modern elegance with green practices, the hotel smoothly incorporates energy efficiency as well as the reduction of single-use plastics. The alignment with Voco’s sustainability mission puts the hotel as a leader in the luxury hospitality industry in being forward thinking.
Facilities and Amenities  
The hotel provides multiple facilities that meet all types of guest requirements. Key amenities include:  
· The hotel includes many large rooms and suites that give guests beautiful bay views through their floor-to-ceiling windows. Many rooms feature private balconies.  
· The Marine Spa won awards while providing hydrotherapy pools wellness treatments and relaxation rooms to guest guests.  
· The restaurant serves locally sourced gourmet food designed to offer a restaurant dining experience at the hotel. The establishment provides different dining options to their guests who can see the bay from their seating area.  
· The hotel has advanced spaces for events that bring many organisations, couples, and social groups to hold their meetings.  
Turnover and Staffing  
Voco St. David's Hotel produces high income alongside other luxury hotels in Cardiff since guests choose to stay there. The hotel has a wide range of hospitality experts working together with front desk clerks, spa professionals, kitchen staff, and events coordinators. The hotel needs regular team training to keep its staff able to deliver exceptional luxury hotel service.  
Commitment to Sustainability  
Voco St. David’s Hotel demonstrates IHG's dedication to make its hotels more sustainable (Sikó, 2024). The hotel uses several environmental programs such as energy-saving systems while reducing waste and selecting environmentally responsible supplies. People today want to travel without harming the environment so our approach matches their preferences.  
Voco St. David's Hotel provides guests a luxury experience with world-class environmental programs thanks to its ideal position. Its connection to Voco and IHG strengthens its place as a top hotel provider in Cardiff's business district. This basic study forms the necessary basis for examining how the hotel delivers quality services and meets guest requirements.
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PEST Analysis  
[image: ]
[bookmark: _Toc190103583]Figure 3: PEST Analysis
(Source- pestleanalysis, 2024)
Political:  
The political factors are bound to have an impact on Voco St. David’s Hotel which is located in the political environment of the UK in that the policies towards tourism used by the UK influence the policies used by Voco St. David’s Hotel towards tourism. Government initiatives aimed at encouraging tourism in Wales are good for the hospitality industry. Indeed, however, challenges such as Brexit have introduced uncertainty concerning skilled labour availability and changes to international travel regulations (Du, Shepotylo, and Yuan, 2025). Local regulations around sustainability and environmental compliance also influence hotel operations.  
Economic:  
The business is situated in Cardiff, therefore, it is an attractive place for business and tourism, therefore, supports the hotel positively. Among the challenges posed by fluctuating economic conditions, inflation and rising operational costs can be posed (Girdzijauskas et al., 2022). With all these factors, the hotel can attract high-spending clientele in luxury. And now, the economic recovery pandemic has also helped tourism levels rise, occupancy rates have also risen.  
Social:  
Guest's preferences are changing post lockdowns, they are looking for personal, differentiated experiences that are all worthy of being remembered (Bonfanti et al., 2023). In addition, the demand has increased for sustainable hospitality options which is why hotels have also adopted eco-friendly practices. Events and festivals mean people from the widest possible range of cultures visit Cardiff, and the hotels, like Voco St. David’s benefit from such opportunities.  
Technological:  
The hospitality landscape has seen technological advancement reshaping it (Buhalis et al., 2024). Contactless check-ins and AI-derived customer service are provided in Voco St. David's Hotel through integrating digital solutions. Hence, the adoption of smart room technologies and online reputation management has become a key to remaining competitive.  
Competitor Analysis (Price vs. Quality)  
In Cardiff Voco St. David’s Hotel faces competition from multiple luxury and boutique hotels.  
· The Parkgate Hotel provides high-end services from Victorian-style rooms in a prime city location. The hotel offers luxury hotel services but its lack of waterfront location makes it different from Voco.  
· The Clayton Hotel Cardiff delivers four-star accommodations but provides less high-value extras than Voco St. David's (claytonhotels, 2025).  
· Hotel Indigo Cardiff designs its rooms to match the local culture while also featuring unique styles. Although it looks trendy her venue's complete wellness and meeting areas stand apart from Voco's services.  
· The Future Inn Cardiff Bay gives price-conscious guests basic facilities as its low-cost accommodation option.  
· The hotel sets its rates at the luxury end because it provides top-tier five-star services and deluxe spa facilities as part of the Voco brand. The hotel delivers exceptional support for sustainability and provides unique guest service that sets it apart from other hotels in its market.  



SWOT Analysis  
	Strengths
	Weaknesses
	Opportunities
	Threats

	Prime waterfront location in Cardiff Bay.  
	High operational costs due to luxury positioning.  
	Growing demand for eco-friendly travel and sustainable hospitality options.  
	Intense competition from other luxury and boutique hotels.  

	Strong brand identity under IHG and Voco.  
	Dependence on favourable economic conditions.  
	The resort uses digital tools to provide better services to its guests.  
	Negative internet comments threaten how customers see the company (Pooja and Upadhyaya, 2024).  


	The hotel offers complete luxury facilities with its award-winning spa services.  
	Challenges in managing guest expectations during peak seasons.  
	Expansion of wellness tourism.  
	Market volatility hurts guest buying power.  

	The hotel emphasises environmental responsibility and provides unique content to every guest.  
	
	
	


[bookmark: _Toc189918116]Table 1: SWOT Analysis
(Source- Created by the learner, 2025)
The study presents Voco St. David’s Hotel's market strengths while showing its challenges and growth prospects which prepares us to assess its guest satisfaction methods.
[bookmark: _Toc189848755]Guest Experience and Service Quality (Netnography Analysis)
To evaluate guest experiences at Voco St. David’s Hotel, a netnographic analysis was conducted using TripAdvisor, Google Reviews, and Booking.com reviews to name a few (Quang et al., 2024). The advantage of this approach is that it produces valuable insights about service patterns, guest preferences and scope for improvement.  
Positive Guest Experiences  
There are so many review comments about the beautiful location and the modern design of the hotel contribute a lot to the guests satisfaction. Breathtaking views of Cardiff Bay from the opened air and spacious well furnished rooms with balconies are frequently praised (telegraph, 2025). The hotel’s spa facilities are praised by the guests and they call them relaxing and luxurious.  
Another positive aspect they mention are the personalized and friendly service they provide by staff members (booking, 2025). The front desk staff, restaurant personnel and spa therapists are all reviewed favorably by our review readers, for the professional demeanor shown and the attentiveness of the restaurant personnel and spa therapists. It is also in line with the Voco brand’s emphasis on delivering tailored experiences.  
Some of the reviews also mention that the hotel is operating as environmentally friendly as possible, offering such amenities as energy efficient practices and biodegradable toiletries, which environmental travelers have commended as being very good.  
Service Quality Issues and Guest Complaints  
Even with so many strengths, they keep repeating the issue in service quality reviews. 
· Often, one of the biggest points of criticism is housekeeping service inconsistency, where several guests complain that cleaning does not happen, or are often late (Tripadvisor, 2025).  
· Lack of dining services availability and long waiting is perhaps the most troubling issue among other concerns. 
· Parking was mentioned as a problem by some visitors and check-ins, especially crowded weekends or events, as being confusing, some visitors have missed (Tripadvisor, 2025).  
· Other challenges highlighted this time were the technological challenges, including trouble with the hotel’s digital check in system and smart room features every now and then.
Service Recovery and Guest Relations  
The ability of the hotel to proactively address service recovery is a strong point with the hotel. Most of the guests who reported negative experiences started initially, were praised the hotel management for their quick action in the handling and often generous treatments or a personalised apology as complaints. Since this recovery mechanism is so effective, guest loyalty has remained intact and in some cases improved the online review scores.  
Key Takeaways from Netnography Analysis  
· The hotel’s scenic location, luxurious spa services and attentive staff are all things guests value about it.  
· One of these drivers of positive guest experiences is personalised services.  
· Improvements are needed with regard to housekeeping consistency, dining service efficiency, as well as technological enhancements.  


[bookmark: _Toc189848756]Reflective Account of Observations
The things I observed about Voco St. David’s Hotel service operation and guest experiences was multiple. It has a calm place but with a great dose of luxury and personal services in line with the Voco brand core values.  
A main strong point is the professionalism and warmth of the staff (Kim and Baker, 2022). Number of employees who attend the guests in every moment from spa therapists to restaurant servers are conveyed a high level of attentiveness and care to the guests’ needs. One of the important factors in improving guest experience was they approach of proactively handling inquiries and resolving issues.  
However, dexterity in operation was not uncommon. The housekeeping services sometimes took a long to complete during the peak period which was not satisfying to the guests. This implies that there are better resource allocation or time management that should be applied to maintain service efficiency. In the same manner, during my observations at the dining area, the bottlenecks at breakfast service were felt and they caused longer waiting times for the guests. Staff coordination could be better during the periods when traffic is the highest as this leads to lesser waiting periods (Wu, Wang, and Ling, 2021).
The other area of interest was the hotel's use of technology. Having modern conveniences like the digital check-in system and smart room features, guests were subjected to technical glitches that sometimes disrupted the operations. Improving technological systems and the training of staff in regards to the troubleshooting of these systems will increase guest satisfaction (Tai, Wang, and Luo, 2021).  
Sustainability was a commitment to which the hotel was moving, from using eco-friendly products to energy saving practices in the hotel. The environmentally conscious guests were responding very well to these initiatives and they contributed positively for the hotel’s good name.  


[bookmark: _Toc189848757]Conclusion 
The combination of luxury accommodations, personalised service, and sustainable operations defines Voco St. David's Hotel in Cardiff. The hotel enjoys a solid market position because of its advantageous location alongside complete amenities and Voco brand association. The analysis of competition and guest reports exposed maintenance employees with eagle eyes, and spa areas that shined as Hotel weaknesses while pointing to cleaning schedules needing optimisation, dining coordination problems and system stability problems needing resolution.  
[bookmark: _Toc189848758]Recommendations  
The hotel should implement these upcoming recommendations to improve guest fulfilment while sustaining its marketplace domination.  
· The hotel should use operational efficiency methods to schedule housekeeping while distributing resources smartly to reduce delays when guest numbers peak (Stringam and Gerdes, 2021).  
· The dining service staff must receive better coordination training to minimise mealtime wait times while delivering superior dining facilities.  
· The hotel should fund dependable digital systems, which include smart room features also supported with staff training for solving technological problems.  
· The hotel will sustain its sustainability goals by inventing new eco-friendly procedures while boosting the procurement of local production materials (Lagun, 2023).  
· The hotel should establish training programs for staff that combine service advancement and technology adoption methods to preserve superior quality service levels.  
These recommendations when implemented will enable Voco St. David’s Hotel to achieve guest satisfaction excellence in the Cardiff premium hospitality market.
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[bookmark: _Toc189848760]Introduction
In the discussion section, the study results from the research about guest satisfaction and service quality at the Voco St. David’s Hotel, Cardiff are critically analysed. In order to study guest experiences this study used second research involving online reviews, academic literature and hotel reports. Key findings indicate that customer popularity, fast problem-settling, and the professionalism of the staff are essential elements of guest satisfaction. Improvement was also noted in, for example, inconsistent housekeeping, long waiting times in dining services and sporadic technology failures.  
In this section they interpret the findings as the basis of existing literature and research topic and objectives. However, it examines the consequences of the results for luxury hotel management and points out study limitations. Additionally, it describes areas within Voco St. David’s Hotel which are critical to enhance the service quality to retain competitive advantage.  
The structure of the discussion is as follows.  
1. Interpretation of key findings and their alignment with existing research.  
2. Evaluation of the extent to which findings respond to the research problem.  
3. Practical implications for hotel management.  
4. Study limitations and their impact on results.  
5. Suggestions for future research.  
This section critically analyses the results in order to understand how Voco St David’s Hotel can improve guest satisfaction as well as contribute to the overall hospitality sector.  


[bookmark: _Toc189848761]Critical Interpretation of Findings 
The research results on guest satisfaction and service quality at Voco St. David's Hotel are in accordance with some prevailing hospitality theories. The findings showed that the importance of key themes such as responsiveness, cleanliness, staff behaviour, digital service innovation and sustainability in determining a perception of a hotel was demonstrated (Singgalen, 2024). The latter critically evaluates these findings via the other relevant literature in this areas.  
Responsiveness and Staff Behavior  
It was shown that guests are extremely enthusiastic if hotel staff provide quick and effective reactions. This contributed to the reviews often mentioning that friendly and professional employees were the reason for positive experiences (Cheng and Tung, 2021). This finding is consistent with the SERVQUAL model in that responsiveness and assurance are the key service quality dimensions. Staff responsiveness is considered by Wu and Ko (2013) one of the strongest predictors of guest satisfaction in luxury hotels as well.  
Still, there were signs of slow responses and therefore the service consistency may be a challenge. Guest loyalty requires that high service level is maintained during busy times, as Kandampully and Suhartanto (2000) suggest (King’ori, 2021). It implies that Voco St. David’s Hotel may also gain from staff training and operational modulations in managing peak time demand.  
Cleanliness and Housekeeping Consistency  
Guest reviews often mention cleanliness as an important aspect of satisfaction. Guests were very many praising the hotel's rooms and the public areas to be well maintained, in support of Grönroos’s (1984) service quality model that distinguishes between technical quality, (what is delivered), and functional quality (how this is delivered) (Alwan and Rajab, 2021). Nevertheless, complaints regarding inconsistent housekeeping services indicate lack of consistency.  
This is consistent with what Bitner, Booms, and Tetreault (1990) argue that maintenance of inconsistencies of housekeeping for example may result in negative impacts on the guest perceptions (Parvazi Nia and Regnér, 2023). Swift service recovery through, for instance, immediate room cleaning upon request according to lodging staff bolsters guest relationships. 
Impact of Digital Service Innovation  
As the study shows, guests enjoyed digital check-ins and smart room features but there was a failure in the technology. This is in accordance with Buhalis and Law (2008) who argue that digital transformation in hospitality becomes more efficient but it requires seamless execution (Sanli, 2024). More specifically, Gretzel and Sigala (2020) suggest that AI-based services, including virtual concierges, will be more helpful in shortening the response time and making the service more convenient.  
However, despite the advantages of technology, Shin and Jeong (2022) note that customer dissatisfaction can result if digital systems are not sufficiently trained staff (Shin and Jeong, 2022). A staff workshop to troubleshoot digital services could help Voco St David’s guests to have a more seamless experience.  
Sustainability and Guest Perceptions  
There was a lot of presence of staying sustainable in positive guest reviews. The hotel's use of biodegradable toiletries, energy-saving systems and the plastic-free policy were many of them appreciated (Kalefa and Gado, 2024). Hou and Wu (2021) also concluded that there is a link between eco-consciousness and travel booking decisions, such that sustainable hotel practices are a key factor in deciding where to stay (Hou and Wu, 2021).  
These findings additionally underline that the sustainability efforts ought to be proficiently exhibited to visitors. In the work by Prakash et al. (2023), because hotels tend to foster stronger engagement with environmentally concerned travellers when they advertise their green credentials using either digital platforms or hotel materials, hotels are encouraged to promote their eco-friendly initiatives (Qubbaj, 2024).  
These interpretations provide insights into the key service quality expectations that Voco St. David’s Hotel meets as well as those which it needs to improve on. In the next section, the findings would be analysed in terms of how they meet the research objectives.  


[bookmark: _Toc189848762]Addressing Research Objectives and Questions 
The study thus fulfils its objectives perfectly by providing research findings on the connection between guest satisfaction and service quality at Voco St. David’s Hotel. In this section we evaluate how the findings resolve each of the research objectives.  
Assessing Service Quality Effects on Guest Satisfaction  
Staff responsiveness, cleanliness and problem resolution serve as key service factors which influence significantly to the level of guest satisfaction. It is aligned with the 2 major dimensions highlighted by Parasuraman et al., (1985), namely responsiveness, assurance and empathy, which are considered important in luxury hospitality (Thi, 2021). However, positive experiences result in personalised interactions, and efficient problem-handling, whereas negative experiences occur as a result of delays in housekeeping and dining services.  
Identifying Essential Service Elements  
Staff professionalism, digital service efficiency, and sustainability initiatives are among the things guest reviews stress as the parts of the experience they value most (Anwar, Deliana, and Suyamto, 2024). As per Wus and Ko (2013), assurance and responsiveness are the greatest predictors of guest satisfaction, which corresponds to the positive comments about staff at Voco St. David’s. But there were complaints regarding lack of housekeeping and technology issues. This calls for service delivery to be enhanced.  
Evaluating Industry Standards for Luxury Hotels  
In personalised service and sustainability, Voco St. David’s performs well when compared to industry benchmarks, however, competition occurs on seamless service execution. Shin and Jeong (2022) note that a flawless technology adoption is necessary, but when reviewing guest reviews, digital check-ins and smart rooms seem to on occasion malfunction, reducing satisfaction (Shin, Tung, and Jeong, 2024).  
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[bookmark: _Toc190103584]Figure 4: Technology Tools in Hospitality
(Source- mdpi, 2023)
Recommending Areas for Improvement  
However, findings show that the hotel should optimally housekeeping schedules, these provide more reliability in digital services and enhance staff training, in line with luxury hospitality standards. Capturing gaps and addressing these will contribute to the retention of guests and an improvement in the brand reputation. This will also help align with the demand for the hospitality management software market.
[image: Hotel And Hospitality Management Software Market By Size]
[bookmark: _Toc190103585]Figure 5: Global Hotel And Hospitality Management Software Market
(Source- market, 2024)
The second section will investigate the practical implications of these findings with regard to hospitality management.

[bookmark: _Toc189848763]Implications for Hospitality Management 
Finally, the implications of the findings from this work are in relation to luxury hotel management, in particular for Voco St. David’s Hotel. Specific areas pointed out by them include the need for operational efficiency, staff training, digital innovation, and sustainability initiatives in order to strengthen guest satisfaction and stay ahead in the market.  
Enhancing Operational Efficiency  
Housekeeping delays and long wait times at dining services are the complaints of guests which indicate inefficiency in resource allocation (Waaje et al., 2025). Efficiency is crucial in that operational delays negatively affect service perception as noted by Bitner et al. (1990). It could be possible for Voco St. David’s Hotel to apply dynamic scheduling for housekeeping and scheduling dining staff availability for peak periods to enhance the consistency of service. 
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[bookmark: _Toc190103586]Figure 6: Common Customer Complaints in Hospitality & Hotels
(Source- capture, 2022)
Strengthening Staff Training  
Professionality of the staff was excellent but such an inconsistent service delivery is a cue for in continuous training. According to Kandampully and Suhartanto (2000) hopefully, the ongoing development of the employee would encourage the service quality. To maintain high standards across all departments of Voco St. David’s, it should provide the training programs focused on customer responsiveness, problem solving, and engagement.  
Improving Digital Service Reliability  
Such AI based customer assist and smart room features use technology to increase efficiency, but only if properly implemented (Buhalis and Moldavska, 2022). Buhalis and Law (2008) note that good use of digital services can frustrate guests and not enhance experiences. To fulfill its promise of digital experience, the hotel should ‘invest’ in ‘system maintenance and staff training’.  
Maximising Sustainability Benefits  
Voco St. David's efforts in sustainability are in line with the increase in eco-conscious traveller requirements (Han & Yoon, 2015). Nevertheless, better guest engagement with sustainability initiatives might be achieved through digital and in-room materials (Nangpiire, Silva, and Alves, 2022).  
Addressing these issues will therefore help Voco St. David’s upgrade the quality of its service, increase guest satisfaction and reinforce its brand reputation in the luxury hospitality arena. 

[bookmark: _Toc189848764]Limitations of the Study 
However, it is important to note that there are limitations in this research that describes the insights into guest satisfaction and service quality at Voco St. David’s hotel.   
Dependence on Secondary Data  
Secondary data sources that are used in this study are online reviews, hotel reports and academic literature. Li et al, (2021) believe this approach gives broad insights into services experiences, there are no direct guest inputs which could provide deeper perspectives on the delivered services experience. In addition, might online reviews be made up, such as when the tone of some guests' experiences is 'not as good' and they exaggerate the negatives.  
Limited Generalizability  
However, as this is only a study on Voco St. David’s Hotel, findings could not be fully applied to other luxury hotels. Direct comparison between two properties is not easy because factors like location, brand identity, and guest demographics influence service perceptions. Service perceptions can be called the perceptions of the service providers. 
Potential Data Bias  
This study looked at guest reviews and represents a subset of customers who do leave feedback online (Perez-Vega et al., 2021). The occurrence of extreme positive or negative experiences by Xie, Zhang, and Zhang, (2014) leads to a greater likelihood of posting reviews by the guests, and they might skew the overall satisfaction results.  
However, this strong foundation for understanding service quality at Voco St. David’s Hotel and actioning for improvements is despite these limitations.  




[bookmark: _Toc189848765]Areas for Future Research
· Future research can be conducted on the guest satisfaction and service quality with the help of primary data collection method like surveys or interviews. It would give us real look into guest preferences and expectation.
· In addition, study should be conducted on the impact of digital service innovation in luxury hospitality. 
· Further studies could further evaluate how technology-driven experiences are responded to by guests.
· The other critical area will be future research in sustainability. It would be beneficial to investigate why the long term effects of eco-friendly hospitality practices cause guest satisfaction to decrease (Soni, Hussain, and Kareem, 2022).
Conclusion 
Guest satisfaction and service quality at Voco St. David's Hotel were discussed critically and compared to the existing literature in this research. When it comes to factors such as staff responsiveness, cleanliness, digital service efficiency and sustainability, these were important key factors in impacting guests' experiences. The hotel is excellent in personalised service and eco-friendly practices but there are some housekeeping consistency, dining service efficiency, and digital reliability challenges to be met. To fill these gaps, the hotel will need to improve staff training, have better operations, and improve technology support which will give it a commercial edge. Future research will have to go deeper into the nuances of guests' perceptions of trends in the hospitality sector using primary data.  
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The research for this study was secondary and looked at the satisfaction and service quality of the guests at Voco St. David's Hotel, Cardiff. What the findings show is that these perceived staff responsiveness, cleanliness, efficiency of the digital service and sustainability initiatives all have a key impact on the guest experience. Positive reviews were directed towards professionalism of the staff, luxurious spa facilities, eco friendly policies, SERVQUAL model by Parasuraman et al, (1988) and Grönroos (1984) service quality model.  
However, several challenges were identified. Bad guest perception: Inconsistency in housekeeping services, long wait times in the dining area, and occasional technology failures. They also corroborate Bitner et al. (1990)’s that the inconsistent service can engender dissatisfaction. Furthermore, although digital check-ins and smart room features were experienced favourably, technical failures resulted in frustration signifying the necessity of better system integration and staff training.  
This also showed the growing significance of luxury hospitality by sustainability. They also praised various eco friendly initiatives of the hotel, that were in line with Han and Yoon (2015) finding about the role of sustainability in a consumer decision making. However, these initiatives could be better communicated to the guests to improve guest engagement. 
In order to keep the competitive edge, Voco St. David’s Hotel needs to improve on operational efficiency, staff trainings and better digital service reliability. Improvements in these areas will help it develop guest satisfaction, brand reputation and long term profitability. 


[bookmark: _Toc189848767]Recommendations and Practical Strategies
The following practical strategies are made based on what the study found to elevate Voco St. David’s Hotel’s guest satisfaction, service quality, and operational efficiency.  
1. Optimizing Housekeeping and Service Efficiency  
Problem Found: Many guests complain about poor housekeeping and the unevenness of the cleanliness standards.  
Recommendation:  
· Put in place a real time house keeping management system which decides the order of room cleaning according to check in / check out time and occupancy levels.  
· Introduce a housekeeping request tracking system where guests can request cleaning services in an app or front desk.  
· Train housekeeping staff on how to inprove time management and to ensure consistence in the cleaning services especially during the periods when occupancy is at the peak.  
Expected Outcome: Faster response times, consistent cleanliness, and improved guest satisfaction (Sharma, Bideshi, and Bajpai, 2023).  
2. Enhancing Dining Service Efficiency  
Issue Identified: There were a lot of the guests having to wait long times for dining services particularly during the time of breakfast.  
Recommendation:  
· Introduction to a pre-booking system for breakfast and dining slots for effective allocation of seating capacity.  
· Giving room service and restaurant orders to mobile ordering to shorten the wait time.  
· It will also increase staffing during peak meal hours to enhance service speed and efficiency.  
The expected outcome is a reduction in waiting times, higher guest satisfaction, and a more professional and sleek dining experience.  
3. Diversify Staff Training and Service Culture  
Issue Identified: The staff professionalism was well appreciated, but poor service quality was observed during peak hours.  
Recommendation:  
· Responsible, for Problem Solving, and guest engagement on regular customer service training.  
· Adopting a cross-training program which allows staff to assist in various departments when necessary.  
· Mystery guest audits can be used to assess service quality and learn what area of improvement is needed.  
The desired outcome is a situation where there is a more engaged and adaptable workforce, which in turn will provide consistent, high quality service.  
4. Improving Digital Service Reliability  
Issue Found: It was found that some guests had the issue with digital check in, smart room control and technology integration.  
Recommendation:  
· Using regularly testing and updating digital service platforms so that technical failures do not regularly occur.  
· Offer complete training to digital services troubleshooting staff so they can support guests as best as possible.  
· Instead, a dedicated tech support team needs to be established to resolve the issue much faster.  
Result: Integration of technology without any drawbacks, providing better guest confidence in digital services (Bankuoru Egala, Boateng, and Aboagye Mensah, 2021).  
5. Expanding Sustainability Initiatives and Guest Awareness  
What is being addressed: Guests liked eco friendly policies, although others were not informed about the efforts made by the hotel to be sustainable.  
Recommendation:  
· This will help you to place in room digital guides, in an easy to access place, that explain the hotel’s sustainability initiatives and make guest communication positive.  
· Therefore, to expand eco-friendly programs, that include waste reduction strategies, carbon offset options, local sourcing of amenities, etc.  
· Offer discounts or perks for guests who choose to receive no housekeeping or reuse the amenities just once.  
Given this, an expected outcome includes enhancing guest participation in sustainability efforts, improving a brand image as an eco-friendly travel destination, and increasing the loyalty of eco-conscious travellers.  
6. Online Reputation and Guest Feedback Management  
Concern: Negative reviews regarding service inconsistencies still impact booking decisions greatly, let alone the fact that online reviews have a large role to play in booking decisions.  
Recommendation:  
· For the business, it would be great to come up with a proactive reputation management strategy which includes personalised responses to both positive and negative guest reviews.  
· Once defined, you should build a real-time guest feedback system that allows guests to report a service issue, fifty stars during their stay and not post service items later.  
· Creating incentives for guests to write reviews either as discounted stays in the future or free amenities.  
Expected Outcome: Stronger online reputation, better guest retention and increase in booking rates (Mariani and Borghi, 2021).  
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