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Abstract
Chapter 1 has presented the background information of the chosen research topic along with a brief case study. Smart objectives have been developed in this chapter to ensure specificity. Aim and research questions are also mentioned. A rationale has been given for explaining the significance of the research topic. 
Chapter 2 was based on the existing literature on the related topics. Different theoretical aspects of customer satisfaction and service quality in the hotel industry have been discussed in this chapter. A gap has been identified in the existing literature, which this study will try to bridge. 
Chapter 3 indicated the research methodology to be used in this research. As the research under consideration implied the use of a case study methodological approach, Novotel Birmingham Airport was examined to identify what influence the reception department has over the level of guest satisfaction. The secondary qualitative research method was chosen because it provided an opportunity to thoroughly research the existing academic literature, reports in hospitality and online reviews of guests. Reliable sources like Google Scholar, ProQuest and other online travel websites like Booking.com and TripAdvisor were used in collecting data. Thematic analysis was used to analyse the collected data, and it allowed the discovery of the main patterns and the theme recurrence associated with the guest experiences. The reason why the case study was chosen is due to the fact that it is effective in offering detailed contextual knowledge. 
Chapter 4 gave and analysed the results of the research. The thematic analysis has shown that there are four main themes: service efficiency and professionalism, communication transparency, query management and problem resolution, and empathy and personal engagement of the staff. The results were that the guests were very critical of rapid and professional check-in/check-out services, especially considering the geographic position of the hotel, which is an airport. Transparency in the communication became one of the important determinants of trust and satisfaction, whereas immediate and responsive answers to queries strengthened the image of reliability of the service. Nevertheless, the study indicated inconsistencies in the performance of staff during the peak season because of the limitations in the workforce and the absence of balanced training. These findings were correlated with the available literature, and the discussion proved that operational efficiency and emotional attachment are the factors that determine guest satisfaction in hospitality.
Chapter 5 concluded the results of the study and gave recommendations on what could be done. It concluded that the office of reception was a critical factor in achieving the overall guest satisfaction and loyalty in Novotel Birmingham Airport. The study underlined that efficiency, professionalism and empathy had to be in harmony to have the consistency of service excellence. According to the findings, a few recommendations were brought out. This includes improved staff training, more empowerment in decision-making, interdepartmental communication, and implementation of technology to facilitate operations. Another idea the chapter proposed was the introduction of a guest feedback system and scheduling of the work of the strategic staff during the high seasons.
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Chapter 1: Introduction
[bookmark: _Toc213280479]1.1 Background
In a service-based sector, maintaining service quality is crucial for retaining customers and establishing a strong market image. Along with increasing market competition, hotels are forced to evaluate and enhance their existing service standards. Besides, identification of the most impactful service departments is essential for focusing on them. 
[bookmark: _Toc213280480]1.2 Overview of the Case Study
[bookmark: _Hlk212463642]Novotel Birmingham Airport is located in the best place, which is directly opposite the Airport Terminal. It is one of the main factors that make this property popular due to its location. Warmness and welcoming behaviour of employees is yet another popular service of this hotel, as well as high-quality experiences (All.accor.com, 2025). Current reports suggest that the hotel is facing guest retention and service quality issues. The increasing market competition in the UK may create a need for the hotel to assess its current operations and upgrade accordingly (Xia et al., 2020). As this hotel is near Birmingham Airport, it is a high traffic area for the business and leisure travellers. The location gives the hotel a lead to increase their daily visits and enlarge their business reputation in the UK hotel industry. 
[image: Novotel Birmingham Airport - Visit Birmingham]
Figure 1: The Image of Novotel Birmingham Airport Hotel
Source: (Visit Birmingham, 2025)


[bookmark: _Toc213280481]1.3 Key Theme
The key theme of the research project is to assess the role of the reception department in keeping clients satisfied in the Novotel Birmingham Airport Hotel. This study is trying to identify the importance of check-in or check-out services, transparent and efficient communication, and consumer query management in improving the overall client experience and ensuring repeat bookings. 
[bookmark: _Toc213280482]1.4 Research Aim and Objectives
This research project aims to evaluate the impacts of the reception service on improving guest satisfaction and their retention rate by addressing the service demands of guests and offering more personalised services to them in the future. 
	Objective 1: To evaluate the present condition of reception service delivery of the Novotel Birmingham Airport and clients’ current perception about it

	Specific
	Evaluation focused on the present condition of reception service, highlighting speed and professionalism.

	Measurable
	Measurable from guests' feedback given on the official website and online travel platforms like Booking.com

	Achievable
	Through the collection of relevant data from authentic sources and the application of analytical processes 

	Relevant
	The quality of reception service directly affects customer experience 

	Timebound 
	Week 2



	Objective 2: To identify the factors affecting core guest experience in Novotel Birmingham Airport and the current challenges it faces.

	Specific
	[bookmark: _Hlk212464850]Focused on the present conditions of services, issues and service gaps mentioned by clients 

	Measurable
	Measurable from guests’ feedback

	Achievable
	Assessing the current resources and amenities offered, and reviews of customers

	Relevancy
	Effectively identifying the factors that affects the guest experiences may allow the brand to improve service efficiency

	Timebound 
	Week 4



	Objective 3: To provide potential recommendations for actionable improvements in the reception services of Novotel Birmingham Airport

	Specific
	Strategies for improving reception service quality 

	Measurable
	Measurable from customers’ responses to the improvements

	Achievable
	Evidence-based recommendations 

	Relevant
	The service quality will be improved along with the customer satisfaction level. 

	Timebound 
	Week 5



[bookmark: _Toc213280483]1.5 Research Questions
The research project is trying to answer the following:
· What is the present condition of the reception service delivery of the Novotel Birmingham Airport, and what is the clients' current perception about it?
· What factors are affecting core guest experience in Novotel Birmingham Airport, and what are the current challenges?
· What are the potential recommendations for actionable improvements in the reception services of Novotel Birmingham Airport? 
[bookmark: _Toc213280484]1.6 Rationale
[bookmark: _Hlk212465185]Reception is considered to be the most important service in hotels, as clients have maximum interactions. Check-in and check-out processes, general communications and query management are all parts of the reception services (Özdemir et al., 2019). These factors are responsible for affecting the overall experience of guests, and their perception of a hotel is generally built on these factors. Consequently, this study focuses on these aspects of Novotel Birmingham Airport.




[bookmark: _Toc213280485]Chapter 2: Literature Review
[bookmark: _Toc213280486]2.1 Introduction
This chapter is about exploring the existing literature on the concerned topic. Literature review is an essential aspect of research projects, as it provides the opportunity to understand the research topic in depth. Besides, the gradual development of the concerned topic can be studied by reviewing the existing scholarly literature.
[bookmark: _Toc213280487]2.2 Concept of Service and Frontline Employees in Hotel Management
The hotel industry is a service-based sector, as customer experience is primarily dependent on the services provided. The operations of the hotel industry involve delivering a range of assistance, comfort, amenities, and experiences, from the booking process to the departure of guests. Kim et al. (2023) have commented that the hotel industry includes both tangible and intangible forms of services. Tangible services in this sector can be a smart room, advanced amenities like AC, Wi-Fi, geyser, welcome drinks, or complimentary breakfast. On the other hand, intangible services may include fast services, effective communication, a sense of comfort, and others. Whether it is tangible or intangible, service is the foundation of the hotel industry (Ali et al., 2021). The services offered by the hotels are front desk services, food and beverages, housekeeping, and others. Among these, the front desk or reception service is most important due to its impactful stake in guest experience. 
Frontline employees in hotel management are the ones who directly interact with clients and affect the core experience of guests. Reception employees, food serving staff, and room service staff are the frontline employees in this industry. Hu et al. (2022) have opined that reception employees of hotels tend to have the most impactful interaction with the guests. Starting from the booking process to the departure, clients need to interact with reception employees. Clients have an encounter with the reception employees immediately after entering a hotel. Even during the stay, this interaction continues, as reception employees are contacted if any issue occurs.
[bookmark: _Toc213280488]2.3 Factors affecting Core Guest Experience and Satisfaction
It has already been mentioned that the hotel industry is service-based, and most of the services of this sector are intangible. Consequently, the quality of services needs to be maintained properly to offer a memorable experience. The hotel industry is mostly used for leisure and refreshment (Lvov and Komppula, 2024). Clients search for a sense of comfort, refreshments, and luxury in this sector. Chen et al. (2020) have stated that service and staff interaction is the prime factor affecting the core experience of guests. Besides cleanliness, safety, security, comfort, room quality, and amenities, convenience and personalised approaches impact the guest experience. Service and staff interaction have always been a major attraction in this sector, and hotels focus on this aspect for retaining clients. It has been noticed that the clients interact with staff during the check-in/check-out process, while requesting room services, or they often have casual conversations with the hotel staff regarding local knowledge (Mahalakshmi and Bharath, 2025). If the hotel staff are courteous, well-behaved, trained, and attentive, the check-in / check-out process becomes smooth. The guests can enjoy prompt responses if their requests are dealt with by efficient staff. The causal conversation can cause a sense of comfort and satisfaction if the frontline employees behave efficiently. Cleanliness, amenities, or other factors are important in client experience; however, staff interaction is the most impactful one. For example, if a guest has some discomfort regarding the room and complains about it, a smooth interaction with the staff and a prompt response to the discomfort can satisfy the client instantly.
[bookmark: _Toc213280489]2.4 Case Study of Novotel Birmingham Airport
[bookmark: _Hlk212465831]Novotel Birmingham Airport is one of the best hotels in London, situated just opposite the airport (All.accor.com, 2025). This hotel is popular for its relaxing atmosphere, cleanliness, and modern amenities, which offer a high-quality experience to the guests. This hotel is one of the most convenient stay options for travellers, as it is just a minute’s walk away from the airport. Alrawadieh et al. (2021) have mentioned that the hotel industry is ever-growing and highly competitive. Hotels across the world are continuously trying to innovate their services to attract global consumers. In such market conditions, Novotel Birmingham Airport has the responsibility of maintaining its brand image through continuous improvement of its services. The staff of this hotel has positive reviews for being welcoming and well-behaved; however, some guests occasionally had negative feedback (Saito et al., 2025). The workforce of every organisation changes over time, which may affect the service quality and guest experience. Maintaining service quality and client retention have been the major challenges of Novotel Birmingham Airport in recent times. Most of the positive feedback of this hotel is about the prime location, soundproof rooms, on-site restaurant, and Free SkyRail service to the airport. Along with increasing market competition, retaining an efficient workforce has become as important as retaining clients. De Smet et al. (2022) have opined that professionals keep searching for better opportunities, whereas companies constantly strategise to hire new talent. This has contributed to the rising challenges of Novotel Birmingham Airport.
[bookmark: _Toc213280490]2.5 Recommendations for Improvements
As discussed earlier, the hotel industry is a highly competitive and service-based sector. Reception services have been found to be most impactful in hotel services. In order to retain clients in today's competitive world, maintaining the service quality of these two departments has become essential. Belanche et al. (2020) have commented that customers keep connected to reception employees throughout; hence, hotels need to ensure the best possible staff are allocated to this department. Providing the reception staff with proper training and guidance is one of the most effective ways of improving service quality. Besides, hotels can implement the latest technologies like AI to make the processes fast and smooth (Mahalakshmi and Bharath, 2025). The combination of modern technologies and skilled employees can offer a high-quality experience to the guests. The booking, check-in, and checkout processes become user-friendly with the help of technologies. However, technology alone cannot keep clients satisfied. Efforts and warm gestures of employees make the experience worth remembering.
[bookmark: _Hlk212465963][bookmark: _Hlk212465957]Transparent and interactive communication has the potential to enhance the customer satisfaction level. Consequently, hotels like Novotel Birmingham Airport need to focus on the staff and client interactions throughout the stay. Abdullah et al. (2023) have opined that prompt service in query management is also an important factor in overall customer experience. If a hotel provides the best quality services while taking a long time, it will not satisfy the clients. Hence, for enhancing client experience, service quality, delivery time, and transparency all need to be managed simultaneously.
[bookmark: _Toc213280491]2.6 Theoretical Perspective
According to the Kano Model of customer satisfaction, it can be said that service quality is the “Must-be/Necessary factor” in the hotel industry, which makes the customers dissatisfied if not delivered (Gobbilla and Shree, 2021). The Equity theory of customer satisfaction states that customers compare what was expected and what was experienced. 
[image: Kano Model – the relationship between customer satisfaction and the fulfilment of customer requirements]
Figure 2: Kano Model
Source: (T2 Informatik, 2025)
Consistency between these two factors keeps customers satisfied. In the hotel industry, customers’ expectations are quality services from well-behaved and trained staff. 
[bookmark: _Toc213280492]2.7 Gap Analysis 
Customer experience in hotel management has been a popular topic in existing research and scholarly literature. Due to the highly competitive nature, the hotels continuously try to enhance their service quality (Perramon et al., 2022). However, there is a gap in existing literature. Most of the scholarly articles are on overall hotel services. Particularly, reception department services have not been studied. Besides, there are not many scholarly articles on Novotel Birmingham Airport. This research project has tried to bridge this gap in existing literature. 
[bookmark: _Toc213280493]2.8 Summary
This chapter has identified the importance of reception services in maintaining the service quality of hotels. The case study of the concerned organisation has been discussed here along with recommendations for further improvements.





[bookmark: _Toc213280494]Chapter 3: Methodology
[bookmark: _Toc213280495]3.1 Overview of the Case Study Methodological Approach
 A case study method was used in this research to significantly identify the Novotel Birmingham Airport Hotel reception department’s impact on guest satisfaction. As case study method was chosen in this research because it allowed to acquire an insightful information about the targeted organisation (Gil et al., 2024). Similarly, case studies are the most efficient method to effectively analyse real world issue within their natural setting and background. The researcher can study the operational efficiency, the quality of communication, and gaps in services by examining a single organisation to make rich findings in terms of context.
The chosen method was appropriate as the study aimed to evaluate the performance of the reception of one hotel, which is why the study is best suited to investigate the cause-and-effect relationships between the quality of service and customer satisfaction (Hu et al., 2022). The case study design helped to utilise various secondary sources of data, including past studies, customer evaluations, and reports in the hospitality business, to present balanced inferences. It also enabled flexibility in data interpretation, which guaranteed that the analysis had been based on the real experience and circumstances of Novotel Birmingham Airport.
[bookmark: _Toc213280496]3.1.1 Explain its Advantages, Limitations, and Associated Techniques
The principal advantage of the case study approach is that it enables the proper and realistic grasp of complicated organisational phenomena. It has given a chance to examine processes, behaviour and interaction within a particular environment, which was needed to comprehend how the quality of service within the reception desk boosts the satisfaction of the guests (Sagala et al., 2021). The method was flexible, and it allowed merging different kinds of data, including written information, reviews, and past research (Cote, 2023). It also facilitated thorough assessment of the management behaviours, employee behaviour and the perception of customers that are not easily measured using quantitative surveys.
There were some disadvantages to the case study approach. The results might not be totally applicable to other organisations and hospitality settings because the study was based on one organisation. The danger of bias during the interpretation of secondary data exists as well, as the reviews left by guests and published research may represent opinions held (Baldwin et al., 2022). Nevertheless, with these shortcomings, objectivity and accuracy can be ensured by the selectivity of the credible and authentic sources of data. The validity of the analysis may also be supported by the triangulation of the data presented by several secondary sources.
[bookmark: _Toc213280497]3.2 Research Method Employed
The research has employed a secondary qualitative thematic research approach, where it has utilised existing data and literature rather than primary information gathered. The secondary research was also an effective research method to use when studying a particular organisation, and more public information exists about them (Walliman, 2021). It has enabled the researcher to review already published scholarly articles, industry reports, and customer reviews of customers using online travel sites to determine the strengths of services and their weaknesses in the hotel reception department.
The reputation of hospitality databases, Google Scholar, ProQuest and other sources offered credible research articles and reports about the service quality management, guest experience and customer satisfaction (Altinay et al., 2024). Besides, publicly accessible online reviews of the guests of room bookings, such as Booking.com and Expedia, provided real-time posts of customer experiences of Novotel Birmingham Airport. The reviews form the online business review websites were helpful to effectively identify key information related to attentiveness of the reception staff, communication quality and employee’s behaviour within the hotel. 
[bookmark: _Toc213280498]3.2.1 Discussion of their Importance and Usage
Secondary qualitative method is most appropriate for this research because the researcher will be able to acquire relevant information form a wide range of information sources that were already verified and reliable. This will also minimise the risk of inappropriate conclusions where primary methods may offer biased opinions and perceptions (Cheong et al., 2023). The approach also contributed to the purpose of developing the practical evidence-based recommendations that Novotel Birmingham Airport can implement to increase the efficiency of the service and its reputation in the competitive market.

[bookmark: _Toc213280499]Chapter 4: Findings and Discussion
[bookmark: _Toc213280500]4.1 Findings
This chapter provides the outcome of the secondary qualitative study carried out on guest satisfaction at the Novotel Birmingham Airport, reception department. The findings depend on the in-depth analysis of data collected through thematic analysis of existing literature, reports in the hospitality industry, and online reviews of hotels by guests based on Booking.com, TripAdvisor, and Expedia (Chowdhury and Deshpande, 2020). The research was aimed at establishing the relationship between the performance of the front desk and the overall satisfaction of the guests. The four central themes were identified from the data:
· Service efficiency and professionalism at the reception desk
· Communication transparency and responsiveness
· Guest query management and problem resolution
· Staff attitude, empathy, and personalised engagement
Each theme reflects a key factor that influences how guests perceive service quality and overall satisfaction levels at Novotel Birmingham Airport.
[bookmark: _Toc213280501]4.1.1 Theme 1: Service Efficiency and Professionalism
[bookmark: _Hlk213267306]The effectiveness and professionalism of the services provided by the reception department are the first theme discovered in this research. This aspect is crucial in developing the impressions of the guests since this is where the perceptions of the guests are received, as the reception area is where the entry point forms the welcome and where the final aspect of exit is formed (Ugwuanyi et al., 2021). It is these impressions through these interactions that have a greater impact on the overall satisfaction of guests and whether they will be retained by the hotel or give a recommendation. Efficiency is a component of perceived service quality that the Novotel Birmingham Airport attends to, where the majority of its clientele is time-sensitive travellers (Ayvaz-Çavdaroğlu et al., 2024). Study outcomes discovered that speed, accuracy and professionalism in service delivery were relevant for visitors (Mandić et al., 2023). Some of the visitors claimed the flexibility of the check-in and out process has made them highly satisfied, as this aspect was especially appreciated, depending on the vicinity of the hotel, with references to airport accessibility. The delays and incorrect flight plans, along with transfers, are the circumstances in which time is everything, as it is not only a question of convenience but also a direct influence on the rates of stress and experience of travelling. Proper management of administrative systems, including documentation, assignment of rooms and payment transactions, also helped in ensuring that I had a smooth and stress-free stay. This efficiency was commonly interpreted by the guests as the concept of care and respect towards their time, and strengthened positive emotional relations with the hotel.
Professionalism, evident with front desk staff, was also of equal importance in regard to efficiency (Andreassen and Natland, 2022). This was not only in procedural competence but also in how the members of staff were able to present themselves and how they related with the guests. Neat appearance, polite communication and confidence in dealing with requests were traits of reliability and competence in handling the requests (Pramezwary et al., 2021). The hospitality clients were more likely to give their own take on such professionalism as a summing up of the overall standards of operations in the hotel. Conversely, though, even small lapses, including service delay or conflicts among the staff, were taken as signs of managerial incompetence, indicating the high level of psychological connection between frontline behaviour and the image of the organisation (Cheng et al., 2020). In addition, the study revealed that problem anticipation and proactive involvement are also part of professionalism (Ahmad et al., 2025). In Novotel Birmingham Airport hotel the atmosphere or environment is considered one of the essential elements for service efficiency. Currently, the brand shares that their employees focus on offering relaxation and comfort to the leisure and business guests in the UK. Guests always expect for a professional standard of service form the reception and other frontline staff. On the other hand, the hotel is efficiently designed to help the guests save their travel time by directly getting access to the Birmingham Airport terminals. Novotel Birmingham Airport hotel is currently equipped with in-room safes, bar, restaurant, and express check-in and checkouts. It is most suitable for the business class guests because of the 24hours front desk service, relentless airport transfer and only 30 meters away to get access of public transport. All the staff shows a professional and helpful attitude towards the guests. The hotel employees are also recognised for their problem-solving capabilities in different business review websites in the UK. Majority of the business review websites specifically related to online hotel booking services in the UK recognised the company staff for their quick problem resolution capabilities. In terms of value for money and location of the hotel is also rated positively by the guests or travellers. 
[bookmark: _Toc213280502]4.1.2 Theme 2: Fairness in Communication and Satisfaction Level of the Guests 
Communication or interactions between staff and guest may considered as the quality of the service. It directly influences the way in which its guests regard attentiveness, communication, multiplicity, and reliability. Through online reviews and reports on the industry, it is clear that due to open communication concerning bookings, rooms and policies, the guests felt more confident about the hotel. Customers were pleased when reception workers gave them direct explanations when it came to charges, check-in times, and facilities offered (Al Kurdi et al., 2020). This was transparency, which ensured there was little confusion, and this played a part in a good experience.
Also attributed as a major driver of satisfaction was responsiveness, especially to seek answers to immediate needs or questions. The visitors appreciated the fast service in responding to the questions, both in the physical sense and through telephone and email (Sousa et al., 2022). Several reviews had observed that employees could give proper directions, give local information, or aid in transportation arrangements without any trouble. Such proactive communication was equated with professionalism and attention.
Nonetheless, some of the complaints, such as delayed or unclear communication, occurred as well (the data). As an example, visitors have occasionally complained that they could not get timely information on the availability of the rooms or the change in bookings. Misunderstandings at the check-in, like mistakes with the allocations of rooms or the missed special requests, led to dissatisfaction (Huang et al., 2022). This suggests that although there is an overall effective communication within Novotel Birmingham Airport, there are chances to enhance it with the help of enhanced internal coordination and online communications. This could be improved by using automated message systems or customer relationship management (CRM) systems in order to improve response times and accuracy.
[bookmark: _Toc213280503]4.1.3 Theme 3: Guest Query Management and Problem Resolution
The third theme that has been identified by the analysis is query management and problem solving, which are important measures of service reliability and competence. Hotel guest satisfaction is usually highly connected not only with the absence of problems but also with the effectiveness of control of a situation in case of an issue (Singgalen, 2024). The results indicate that customers who suffered minimal inconveniences in the form of wrong room allocation, payment mistakes, and disruptions were also found to react positively when the customer care practitioners addressed their issues promptly and in a professional manner. Reception employees were able to listen in empathic ways, apologise where needed and take timely corrective measures, hence the high levels of guest loyalty and positive feedback.
Nonetheless, there were reviews which had indicated discrepancies in approaches to handling problems. Although some guests talked about quick solutions and follow-up, some claimed that reception employees did not have the power to act and make decisions or consult managers, which slowed down the process. This brought about disappointments on the part of guests and, more so, business travellers as they were time conscious.
The other problem that was recurring was the lack of interdepartmental communication. As an example, guests who complained about housekeeping or technical issues with the reception did not receive any feedback that their complaints were passed to the corresponding teams in a timely manner. These lapses reduced the quality of service in general and gave the impression of being inefficient. The results indicate that the adoption of an organised service recovery model may be the answer to improving guest satisfaction to a considerable degree (Rivero et al., 2023). This involves establishing decision-making skills of front desk employees, having a clear and explicit process of escalation, and monitoring complaints using electronic means. A good query management system would transform the poor experience into the foundation of restoring customer loyalty and confidence through defeating the negative situations.
[bookmark: _Toc213280504]4.1.4 Theme 4: Staff Attitude, Empathy, and Personalised Engagement
The final theme of the analysis, which comes out, is the attitude, empathy and personalised dealings of the reception staff. The way he or she is treated by the employees is likely to create a lasting impression on a guest. It was discussed that the positivity in the residual responses of the guests at Novotel Birmingham Airport was mainly directed to the friendliness and attention of the staff members of the hotel. Receptionists were praised for how they could make the visitor feel that he was their special people, serve them even when they were not asked and call them by name, implying that he or she knew them (Neog et al., 2022). It is known that airport is one of the key locations which is used by majority of the travellers and hotel guests (Antwi et al., 2020). It can be identified that, Novotel Birmingham Airport hotel’s location near the Birmingham Airport allows the hotel to attract lots of business guests and leisure travellers. The hotel’s direct connection with the Birmingham Airport and staff gives them a lead to promote their services. Similarly, current commitment of the staff to deliver 24 hours reception service, helpful attitude and attentive nature is the key to attract the travellers. This made them more familiar and engaged, resulting in a more satisfied guest outcome in the future. It is this feeling of slavery that made the everyday service an end and provided an individual with faith and a feeling of devotion.
[bookmark: _Toc213280505]4.2 Discussion
[bookmark: _Toc213280506]4.2.1 Examination of the Research Findings
The results revealed the inconsistencies in peak times, and this implied that efficiency at the workplace could differ depending on the number of staff members, the workload of a staff member and the training of the staff. This is typical of an industry challenge whereby they turnover at a high rate and their staff are undertrained, hence affecting service quality. The transparency and responsiveness in the area of communication explain the need to be transparent and punctual when dealing with guests and staff (Hadziahmetovic and Salihovic, 2022). The results indicated that the guests value information disclosure, especially when it comes to booking, accommodation details, and extra fees. These findings go hand in hand with the research conducted by the industry, which underscores the importance of trust in communication when providing services. 
In a hotel environment, receptionists should have open and transparent communication with the guests, so that they feel more respected and appreciated. On the other hand, there might be a loss of communication or a slow response, which will lead to frustration and negative feedback (Bahrain et al., 2023). This theme highlights the idea of the quality of communication as the mechanism linking the efficiency of operations and emotional contentment. It also implies that the front desk should serve as a centre of information where different departments are linked, and uniformity and coordinated delivery of information must be maintained.
The query management and problem-solving showed that guests are more prone to judge a hotel not only by the mind of the problem but also by the speed and effectiveness in solving the problem. Most visitors enjoyed the response time and empathy displayed by employees who ensured that issues were handled in a professional manner, and many were unsatisfied when responses were not received in time or when there was a breakdown of communication between departments. This observation supports the service recovery principle that states that quick solving of problems would turn dissatisfied customers into loyal customers (Sukhu and Bilgihan, 2023). Nonetheless, staff powers and procedural inflexibility within the Novotel Birmingham Airport complicated instantaneous solutions in some cases. This implies that the front desk workers can be empowered to make more decisions, and this would enhance responsiveness and reduce service delays.
The staff attitude, empathy and individualised interactions referred to the emotional aspect of the guest's satisfaction. The results proved that personal attention and empathy played a significant role in positive perceptions by the guests (Lee and Lim, 2023). Friendliness, understanding, and warmth shown by the staff allowed the guest to feel valued and increased the emotional and functional aspects of the service. This is in line with current literature in the hospitality management arena that has found emotional intelligence to be a major means of determining the level of guest satisfaction. Some of these reviews have, however, indicated that under high traffic conditions, the service interaction became more transactional, where staff members were not interested in doing anything meaningful to the guests but instead capitalised on accomplishing the administrative tasks (Ali et al., 2021). This is an indication of the disparity between operational demands and emotional service quality and indicates that there is a need to have a balanced approach wherein efficiency does not prevail over empathy.
[bookmark: _Toc213280507]4.2.2 Addressing the Research Topic, Research Objective or Research Question
The analysis indicated that the guests are mostly satisfied with the reception department, especially in the areas of efficiency, friendliness and professionalism. But according to the feedback, the quality-of-service delivery during the high-demand times fluctuates, so improved strategies in the staffing process and constant training will be needed (Lan et al., 2021). The first research question of the current conditions of the delivery of reception services is answered in this finding, as it is evident that although the department works quite well in its usual state, operational pressures may lead to inconsistencies.
The aim was to define the factors that affected guest experience the most and the present challenges. The discussion has shown that speed and efficiency are no more important than communication clarity, responsiveness, and empathy (Mahapatro and Chatterjee, 2024). The geographical positioning of the hotel as a facility in the airport heightens the expectations of the guests in terms of time-sensitivity and hassle-free service delivery (Wąsowicz-Zaborek, 2025). Improper decision-making powers, poor communication within the organisation, as well as occasional shortage of staff, proved to be a major problem in ensuring that services of the same quality were provided consistently. These results answer the second research question that examines how the core guest experience is influenced and the issues that the hotel encounters.
The objective was to propose effective actions to be undertaken to improve. This evidence would indicate that providing Novotel Birmingham Airport with organised personnel training in communication and problem-solving processes, better departmental coordination, and implementation of digital solutions like customer relationship management systems can be useful at the airport. These recommendations will be addressed in the following chapter, and an improvement is actionable as it correlates with the third research question that aims to enhance the standard of guest satisfaction.
[bookmark: _Toc213280508]4.2.3 Exploring Implications, Limitations, and Pointing Out Valuable Areas 
The first implication relates to empowering the staff and growing them. According to the research, the reception team works in high efficiency, but a lack of autonomy may delay the solution of the problem (Mingotto et al., 2021). The empowerment of staff members can be attained by providing more specific guidelines and established guidelines on how to escalate a problem, and giving staff members authority to make their own decisions to make the hotel more responsive and increase the level of trust in the hotel among the guests (Lancefield, 2023). The continuous professional development will also come as an investment that will aid in eliminating the differences in skills among the employees and create a steady level of service delivery across shifts.
The second implication is associated with interdepartmental coordination and communication systems. The results highlighted that the problem of communication lapse between the reception and the housekeeping and maintenance departments frequently caused dissatisfaction among the guests. The adoption of a combination of management programmes or electronic communication might simplify the process of coordination and allow the processing of requests from guests in a timely manner (Anwar et al., 2024). Besides, open and active communication in the front office, including notification of waiting time or delays to guests, may soften the aggravation level and strengthen the sense of professionalism.
The third implication is the personalisation and emotional engagement. Personalised experiences are also emerging to play an important role in distinguishing a hotel in a competitive hospitality market (Tomczyk et al., 2022). The reception staff should be encouraged to use names to welcome their guests, and ensure they take note of the frequent ones and offer personalised suggestions to help the guests feel like they belong and are loyal. The perceived value and satisfaction can be significantly increased, taking into consideration small gestures, recognition of special occasions, or giving local travel tips.
This study has its shortcomings, notwithstanding these practical insights. The use of secondary data implies that the results will be based on the information which has been published previously and also available online, such as the feedback of visitors (Kelly et al., 2024). Therefore, the data may fail to reflect the latest operational changes in the internal operations of Novotel Birmingham Airport. Also, the online reviews are subject to personal opinions based on personal expectations or extenuating circumstances. The study is also limited in the sense that only one hotel is used, and therefore, it is difficult to broadly generalise findings across other branches of the Novotel in other areas or even other hotels. However, the case study approach gives richness and contextual information which a quantitative survey might not give.
Research might also be done in future with a comparative study, in which case there are multiple Novotel properties, or other hotels in airports, to establish whether the same trends are observable within the chain. This would also deepen the understanding of the organisational culture, the training effectiveness, and the attitude of the staff towards service quality by conducting primary qualitative research, such as interviews with the staff or guest surveys. In addition, the study of how the use of technology, including self-check-in kiosks and electronic concierge kiosks, affects guest satisfaction might be an option to explore in the future.
In the case of the Novotel Birmingham Airport, the study reveals that a number of essential areas of operations need to be addressed. Training of the staff on empathy, problem-solving, and communication should be continuous and changing in regard to the changing preferences of contemporary travellers (Barreto and Mayya, 2023). It may be helpful to introduce structured communication loops between departments to minimise the communication gap. Secondly, the performance evaluation systems must also include guest satisfaction metrics to hold them accountable and entice employees to provide constant and excellent services.
[bookmark: _Toc213280509]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc213280510]5.1 Conclusion
The objective of this work was to investigate how far the department of reception at the Novotel Airport of Birmingham impacts the level of guest satisfaction, focusing on three aspects, namely, the efficiency of the check-in and check-out process, the clarity of communication and the response to the queries of guests. The type of research was a secondary qualitative case study, in which the literature on the topic, industry reports, and an assortment of online reviews of the guests were examined. Thematic analysis allowed identifying four broad dimensions on which the role of the reception department in determining the overall guest satisfaction depends on service efficiency and professionalism, communication transparency and responsiveness, query management and problem-solving, and employee empathy toward the client and personal interest (Orea-Giner et al., 2025).
The results showed that the reception department is the central point of interaction of the service delivery process within the hotel. It serves as the initial and the final interaction between the customer and the hotel, more or less, the experience of a client. The reception area, therefore, does not merely contain administrative functions but additionally represents the face of the hotel, reflecting the standards, professionalism and the values of the hotel (Perdomo-Verdecia et al., 2024). The dual approach of the reception department is also beneficial in recording visitors’ satisfaction standards from their engagement with the organisation.
It was established that some of the most crucial elements of guest satisfaction in Novotel Birmingham Airport include efficiency and professionalism. The unique character of the hotel environment where the clientele is predominantly the travelling group and has a time-limited itinerary makes the emphasis on quick, efficient and courteous service even more important. The fact that the check-in and check-out were made timely and that the professional behaviour and attention were given to the visitors partially contributed to the experience as well (CV and Agrawal, 2024). Professionalism was not only rooted in the courteous behaviour but also extended to include the ability of the staff, articulateness and quickness in solving problems that, in combination, resulted in building trust and confidence in the service.
The results, however, also reflected inconsistencies in the peak time of operation, and much can be ascribed to inadequate employee staffing, as well as different degrees of employee experience at the front desk. These limits sometimes contributed to the increase in wait time as well as decreased service consistency, which adversely influenced satisfaction in the busy times. The paper thus suggests an improved allocation of resources and ongoing employee training to ensure service standards are maintained even when there are high or low occupancy rates (Singh and Ansari, 2024). The aspect of ensuring the consistency of operations will enable the hotel to improve its reputation in areas such as reliability, which is valued highly, as far as time-conscious airport travellers are concerned.
The second theme that emerged and was not only important but also critical was transparency and receptiveness in communications. The extent of satisfaction directly influenced the level of communication expertise of the reception department with the guests in a straightforward and truthful manner (Pitakaso et al., 2025). The communication of the purpose of using the reservation, the payment, the waiting time, or service limitations also proved to be helpful in alleviating the frustration levels and causing the guests to be less susceptible to smaller inconveniences. The guests were identified to appreciate honesty and urgency compared to false communication that creates the element of trust and goodwill amid the issue of service delivery.
On the contrary, the moments when the information was held up or not all the information was available, or it was unclear, led to the fact that the guests were disappointed and, as a result, they lost trust in the process of service. The findings highlight the point that correct communication within the hospitality industry is not a procedural object but a relationship approach that improves guest engagement and reliability on the organisation (Alsaied et al., 2025). 
Receptionists were evaluated on a performance basis, allowing them to stay responsive to the clients. Visitors are also seen to be connected to only those front desk employees who are more responsive and empathetic in nature (Lee and Lim, 2023). From the above research it can be concluded that Novotel Birmingham Airport hotel is preferred by the business and leisure travellers for the swift access to airport terminals. Similarly, 24hours of front desk service and positive reviews in online hotel booking platforms in the UK gives them a lead to compete with others and attract the customers. The high-class service offered by the staff and a commitment to serve every problem of the guests allow the frontline staff to emotionally connect with the travellers. Moreover, there is also an effective communication among the staff and guests, as employees carry out a helpful and friendly nature. The brand’s recognition of excellent customer service in online hotel booking platforms in the UK also shows the responsiveness and attentive attitude of the frontline employees. Novotel Birmingham Airport hotel was also known for their value-based service approach to deal the business and leisure travellers. However, there are several issues of lack of consistency in peak business times. This could be further improved through appropriate employee training and education. Additionally, enhancement of the leadership capabilities of the management staff may help the hotel to maintain their current reputation in the UK. 
[bookmark: _Toc213280511]5.2 Recommendations
1. Initiation of Employee Training Programs: The training should be in progress and done in line with technical and interpersonal skills. The employees are to be provided with frequent training sessions on communication skills, emotional intelligence, conflict management, and problem-solving (Babatunde et al., 2023). Artificially generated service situations will allow the employees to train on the peak operating hours and varying guest demands (Kumawat et al., 2025). Through consistent knowledge and confidence attainment among all the staff members, the hotel will reduce service differences and be able to remain professional in times of stress. Ongoing professional growth ensures motivation and retention as well, limiting the staff turnover and its subsequent impacts.
2. Strengthen Staff Empowerment and Decision-Making Authority: Among the repeated findings was that strict hierarchies were known to hold back solutions to problems in some cases. In response to this, the hotel ought to develop clear policies allowing front desk employees to make some decisions regarding services independently, such as giving out small compensations or upgrading the rooms, so that they can easily solve problems for the guests (Gordon and Adler, 2022). Empowered employees are capable, more responsive, and accountable; hence, they get solutions faster and greater satisfaction among the guests.
3. Enhance Communication and Coordination Systems: There must be effective interdepartmental communication, especially between the reception, housekeeping, and maintenance departments, to facilitate a smooth experience for the guest (Deshpande et al., 2024). Novotel Birmingham Airport may integrate property management software that enables departments to monitor requests made by guests in real time. Moreover, the staff communication procedures must promote proactive communication on room preparation, servicing problems, or special requests (Ruslaini et al., 2024). This would eliminate miscommunication, minimise the waiting time for guests and enhance service consistency.
4. Introduce a Guest Feedback and Continuous Improvement Mechanism: The hotel ought to develop an organised feedback gathering and analysis system on a regular basis for the guests. The positive and negative experiences can be scanned with digital post-stay surveys, on-site feedback tablets, and follow-up emails (Dan Wacksman et al., 2021). The management should review this feedback monthly so that they can identify patterns and implement measures to correct the situation. Providing employees with success stories and lessons learned can help them feel like the owner, and the culture of constant improvement can be established.
5. Optimise Staffing During its high periods: To solve the problem of variation in service delivery amidst the peak times, the management ought to consider the trend of guest arrivals and schedule the staff to man their stations in order to meet demands. Predictive data analysis can assist in predicting high occupancy, which would enable the hotel to devote more receptionists or cross-trained support staff in times of necessity (Anubala, 2023). This will stop delays in the services, lessen stress among the employees, and provide a consistent experience for the guests, even during the stressful times.
6. Combine Technology to Victory Efficiency and Personalisation: The implementation of updated technology, including self-check-in kiosks, computerised guest concierge and an automated queue management system, can simplify the routine operation and will allow staff to direct their attention towards personalised work with guests (Fang and Partovi, 2022). But it is necessary that technology is used to complement and not replace human service. The effectiveness of using these systems can be achieved by training staff on how to use them effectively without compromising the emotional nature of hospitality.
7. Create an Empathy and Personalised Service Culture: Excellence in hospitality is an emotional activity. The management needs to develop a culture of empathy and personal concern with the staff by rewarding the outstanding staff members who show outstanding work in guest care. Emotional attachment and motivation to remain loyal will be stimulated by encouraging personnel to personalise contacts, like a direct address to the guests, recalling their likes, preferences, or their frequent visitors (Yan et al., 2024). The intervention of simply showing goodwill can tend to influence the perception of guests indefinitely.
8. Monitor and Benchmark Service Standards: In an effort to maintain the continuous improvement further, what the Novotel Birmingham Airport should do is to embrace benchmarking as a practice that compares the performance of the hotel with that of other parts of the Accor group or the UK hospitality market at large (Velaoras et al., 2025). Internal audits and mystery guest assessments performed on a regular basis could determine the level of compliance with service standards, strengths, and weaknesses, as well as aid in data-driven decision-making.
Summary of Recommendations
Overall, the suggested recommendations are all focused on the improvement of the operational excellence, emotional engagements and the standard of service delivery. Novotel Birmingham Airport can prepare its reception department to become an excellent example of hospitality by investing in staff capability, staff empowerment, communication, and technology. Such alignments of the strategies will positively transform the guest satisfaction besides strengthening brand loyalty, profitability and long-term competitiveness in the UK hospitality industry.
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