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Abstract
The first chapter provides the research context, which presents the increasing significance of the efficiency of the employees within the highly competitive hospitality setting. It brings out the issue of the Mercure Danum Doncaster Hotel struggling to retain consistent customer satisfaction because of workforce-related issues like service delays, communication lapses and skill inconsistency. The research aim, objectives, and questions are clearly stated in the chapter, which makes the study relevant to the academic research and managerial practice in the tourism industry.
Chapter Two provides an extensive literature review of the concepts of employee efficiency and customer satisfaction within the management of the hospitality industry. It critically reviews the available literature and theory, such as the SERVQUAL model and the Human Capital Theory, to describe how the behaviour of employees, their competency, motivation and responsiveness to service affect the attainment of guest satisfaction. The literature recognises the research gap that exists, especially the absence of case studies that are hotel-specific and context-driven that investigate the efficiency of employees in mid-scale hotels, hence the rationale of conducting this research.
Chapter Three describes the research methodology that was used in the study. The qualitative case study method was used, and it was complemented by the use of secondary data collected on the basis of academic publications, industry reports and organisational documents. A philosophy and inductive approach of research were both based on an interpretive approach, and the resultant analysis, based on thematic analysis, was employed, aiming to create recurring patterns concerning employee efficiency and customer satisfaction. Academic integrity was also taken care of by considering ethical issues, reliability of data and methodological constraints.
Chapter Four introduces and explains the main results of the research. The results display that the key elements of customer satisfaction in Mercure Danum Doncaster Hotel are based on the basic aspects of professionalism of employees, interpersonal behaviour, consistency of services, competence, teamwork and effective communication. Efficient workers were also observed to enhance the speed, accuracy, personalisation of the services, the complaint handling, and the interdepartmental coordination greatly. Nevertheless, the study also shows significant challenges, such as labour shortage and high costs of training, which discourage consistency in service delivery. The discussion establishes a high level of correspondence with the empirical findings and the existing literature, as well as gives context-specific findings peculiar to the chosen hotel.
Lastly, Chapter Five states the research by summarising the important findings obtained and relating them to the objectives of the research. It suggests viable suggestions, like focus recruitment, ongoing training, employee motivation plans, empowerment plans, and better organisational communication, as ways to advance the quality of hospitality service. Generally, the research has value to the field of academic literature and provides practical recommendations to hospitality managers interested in enhancing customer satisfaction by increasing the efficiency of employees in tourism. 
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[bookmark: _Toc222499345]Chapter 1 Introduction 
[bookmark: _Toc222499346]1.1 Introduction
Employee efficiency undertakes a critical role in influencing customer satisfaction within the hospitality and tourism sector wherein service quality is mostly accounted for by human interaction. Wilson (2025) mentioned hotels operate within a highly competitive atmosphere. Thus, making consistent and effective service delivery crucial for securing customer loyalty and positive brand reputation. Mercure Danum Doncaster Hotel which is identified as a hospitality provider relies heavily on employee performance to meet guest expectations. The project has explored the relationship between employee efficiency and customer satisfaction by focusing on how effective workforce management contributes to improved service quality, operational excellence and overall guest experience in the hospitality industry. 
[bookmark: _Toc222499347]1.2 Background
The tourism and hospitality sector is a service-oriented and people-centric industry which requires employees to illustrate efficiency, professionalism and responsiveness at all customer touchpoints (Iunius, 2025). By increasing customer expectations, digital influences and service transparency have intensified the demand for skilled and efficient employees. Mercure Danum Doncaster Hotel operates within such an evolving environment where customer satisfaction is directly impacted by staff behaviour, competency and service delivery speed. 
[bookmark: _Toc222499348]1.3 Overview of the case study
The project focuses on the case study of Mercure Danum Doncaster Hotel which is a prominent hospitality entity under Accor Hotel Group. It is popular for its accommodation, conference and entertainment services (All Accor, 2026). The hotel meets the different needs of various customer segments inclusive of business travellers, tourists and event participants. The project has examined employee efficiency on account of front office, housekeeping, food and beverages and customer relations. By assessing employee performance and its impact on guest satisfaction, the project has provided valuable insights into hotel operational practices, service gaps and improvement opportunities within the hotel’s service delivery framework. 
[bookmark: _Toc222499349]1.4 Problem statement
Despite having a number of existing service standards, Mercure Danum Doncaster Hotel has faced a number of challenges in maintaining continuously high customer satisfaction levels due to changes in the employee challenges. The common issues in the tourism sector like workload pressure, skill gaps, communication breakdowns and delay in service has negatively affected guest experiences (Schwarz, 2025). Laili et al. (2022) said inefficiency service delivery may result in high customer complaints, reduction of customer trust, loyalty and loss of goodwill. Thus, identification to the extent to which employee efficiency influences customer satisfaction and addressing operational challenges are crucial to ensure service excellence and sustainable performance within the competitive hospitality industry. 
[bookmark: _Toc222499350]1.5 Aim and Objectives
Aim
The research aims to analyse the impact of employee efficiency in the tourism sector and hospitality management sector on improving customer satisfaction levels within the Mercure Danum Doncaster Hotel, based on identification of challenges and the strategic implementation process. 
Objectives
· To identify the fundamental factors of hospitality service that are managed by potential employees to ensure customer satisfaction in Mercure Danum Doncaster Hotel in the tourism industry
· To assess the contribution of efficiency employee toward improvements in hospitality service and increasing customer satisfaction levels in Mercure Danum Doncaster Hotel in the tourism industry
· To analyse contemporary challenges in delivering satisfactory hospitality service and manage efficient employees to increase customer satisfaction levels in Mercure Danum Doncaster Hotel in the tourism industry
· To recommend strategic solutions for the improvement of hospitality service with engagement of employees to ensure customer satisfaction levels in Mercure Danum Doncaster Hotel in the tourism industry
[bookmark: _Toc222499351]1.6 Research questions
· What are the fundamental factors of hospitality service which are dealt by the potential employee to ensure customer satisfaction in the tourism sector?
· What is the contribution of efficiency for employees toward upgrading in hospitality service and thus increasing customer satisfaction levels in the tourism sector?
· What are the evolving challenges while delivering high satisfaction in the hospitality service and managing efficiency to increase customer satisfaction levels in the tourism sector?
· What are the proposed strategic solutions for improving hospitality service with engagement of employees to ensure high customer satisfaction labels in the tourism industry?
[bookmark: _Toc222499352]1.7 Research Rationale
The rationale of the project is based on the increased importance of employee efficiency in securing customer satisfaction within the hospitality sector. On account of high service quality is closely linked to employee performance; by understanding such relationships, it allows hotels to critically address operational weaknesses and improves service delivery (Asgeirsson et al., 2024). The project is considered to be relevant to Mercure Danum Doncaster Hotel as it assists in optimising employee efficiency to improve guest experience, reduction of service gaps and improving competitive positioning in the tourism sector. 
[bookmark: _Toc222499353]1.8 Research Significance
The research is crucial from an academic and practical viewpoint. On account of academics, it contributes to the existing literature on employee efficiency and customer satisfaction within hospitality management. On a practical aspect, the findings have helped hotel management in the development of effective employee training, motivation and performance strategies. The research also assists decision-making towards improving service quality, customer loyalty and business performance within Mercure Danum Doncaster Hotel and other hospitality entities in the UK. 
[bookmark: _Toc222499354]1.9 Structure of the report
The project is structured into five different chapters. Chapter one focuses on the research stating the background, aims, objectives and the research questions. Chapter two underlines the critical review of the literature on account of employee efficiency and customer satisfaction. Chapter three deals with the research methodology and chapter four have presented and analyses the secondary findings followed by the thematic discussion. Lastly, chapter five concludes the study by offering recommendations and suggestions for future research on the basis of the findings. 
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Figure 1.1: Structure of the report
[bookmark: _Toc222499355]1.10 Summary
The first chapter of the project has introduced the research topic by focusing on the importance of employee efficiency in impacting customer satisfaction within the hospitality sector. It has offered background context, stating the research problem and has presented the aim, objectives and questions of the project. The chapter has also justified the rationale and significance of the project while stating the overall report. 
[bookmark: _Toc222499356]Chapter 2 Literature Review 
[bookmark: _Toc222499357]2.1 Introduction
The idea of the literature review is to critically examine and systematically evaluate the existing academic research in relation to employee efficiency and its impact on customer satisfaction within the hospitality and tourism sector. As service quality in hotels is mostly delivered through guest-employee communication, understanding of how employee efficiency contributes to customer satisfaction is crucial on account of theory and practical perspective. The present chapter has synthesised suitable theories, empirical studies and conceptual frameworks to develop the research for the present project on Mercure Danum Doncaster Hotel. 
[bookmark: _Toc222499358]2.2 Concept of employee efficiency in hospitality management
Gupta (2023) defined employee efficiency as the potential of the employees to perform their definite job roles in an effective manner while optimising time, resources and service results. Within the hospitality sector, efficiency is not limited to speed or productivity, instead it involves high-degree accuracy, service consistency, communication skills, emotional intelligence and problem-solving potential (Pitakaso et al., 2025). Effective hospitality employees are the ones who can effectively deliver high-quality service within operational challenges while meeting the customer expectations (Depierraz, 2025). It highlights that hospitality staff operate within the high-pressure atmosphere featured by long working hours, changes in market demand and emotional labour. As a consequence, employee efficiency is impacted by several factors like training, motivation, leadership assistance, workload management and business culture (Shammout, 2022). Alemayehu et al. (2022) argues that efficiency in the hospitality sector is closely associated with service quality as employees act as the primary interface between the customers and business. Inefficiencies like delay in services, errors or poor communication can directly affect the guest experience and overall satisfaction. 
[bookmark: _Toc222499359]2.3 Customer satisfaction in the hospitality and tourism industry
Customer satisfaction is a major performance indicator in the hospitality sector which directly impacts the customer loyalty, repeated guest visits, positive word-of-mouth and brand goodwill (Kim and Kim, 2022). Kurniawan et al. (2025) opined customer satisfaction is defined as the degree to which customer expectations are well-met or have exceeded the service experience. Singgalen (2024) said in the case of hotel satisfaction, it is largely shaped by tangible factors like room quality and facilities along with intangible elements like employee behaviour, responsiveness and professionalism. Ali et al. (2021) suggested that customer satisfaction in the hospitality sector is multi-dimensional in nature which involves service quality, perceived value, emotional experience and quality of relationship. Employees undertake a major role in shaping these factors as efficiency determines how effectively and smoothly hospitality services are delivered (Nazarian et al., 2021). It indicates that customers are highly satisfied when employees depict quick service, personalised attention, competency and empathy. On the other hand, inefficiency service delivery often leads to dissatisfaction, complaints and negative online reviews. 
[bookmark: _Toc222499360]2.4 Factors impacts employee efficiency in hotels
Training is considered as the basic driver of employee efficiency in the hospitality sector. A well-trained employee is highly confident, competent and potential to handle customer needs in an effective manner (Singh and Ansari, 2024). Vardan (2024) indicates that present training programmes can improve service consistency and reduce operational challenges. However, Urbancová et al. (2021) highlights that training effectiveness depends on its relevance and practical use. A poorly designed or generic training programme may often fail to improve efficiency, suggesting that hotels should align training initiatives with specific service roles and customer expectations (Sandy, 2025). Mercure Danum Doncaster adopts a formal training approach which is aligned with brand standards of Accor that focuses on induction programmes, service quality workshops and continuous skill development through digital learning platforms. In comparing with literature, it indicates Singh and Ansari (2024) views on structural training improvement. On the other hand, unlike traditional models as criticised by Urbancová et al. (2021), the company role specific and brand-based training supports practical application to ensure consistency while addressing operational threats within local service area.
Motivation undertakes a critical role in determining how effectively employees perform their respective tasks. Motivated employees are likely to depict proactive service behaviour, problem-solving skills and commitment to service excellence (Rachman, 2022). Both intrinsic motivators like recognition and job satisfaction and extrinsic motivators like rewards, recognition and career progression impacts employee efficiency (Aljumah, 2023). Layek and Koodamara (2024) mentioned a few challenges involving high employee turnover and employee burnout in the hospitality sector which can further undermine efficiency despite motivational efforts. It indicates a need for sustainable engagement strategies instead of short-term incentives. 
[bookmark: _Toc222499361]2.5 Impact of employee efficiency on customer satisfaction
Emir et al. (2018) confirms a positive relationship between employee efficiency and customer satisfaction in the hospitality sector. An efficient employee contributes to a quick service delivery, limited-service failures and highly personalised customer interactions. Haukur Asgeirsson et al. (2024) show that customers evaluate hotel quality on the basis of employee responsiveness and professionalism instead of physical attributes. However, Hassanein and Özgit (2022) caution that too much focus on efficiency may lead to compromise service depth and emotional connectivity when employees are highly pressured to focus on speed over high quality. It focuses on the need for a balanced approach that combines efficiency with service excellence. 
[bookmark: _Toc222499362]2.6 Evolving challenges in dealing with employee efficiency
Modern and evolving hospitality businesses face several challenges while maintaining employee efficiency. It involves shortage of labour, increasing customer expectations, tech disruptions and post-pandemic changes in the operations (Kumar et al., 2024). Digital systems like self-check-in and service automation have changed employee roles which requires new skills and adaptability (Anwar et al., 2024). Moreover, managing workforce diversity and work-life balance has remained a major challenge as these factors impact employee well-being and efficiency. 
[bookmark: _Toc222499363]2.7 Theoretical framework
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Figure 2.1: SERVQUAL model 
Source: (Toolshero, 2024)

SERVQUAL model is one of the popular frameworks within the hospitality sector which measures service quality across five aspects- tangibility, reliability, responsiveness, assurance and empathy (Hoque et al., 2023). Employee efficiency is relevant to the SERVQUAL theory to the dimensions of reliability and responsiveness as efficient employees are likely to deliver services in an accurate and prompt manner. The application of SERVQUAL within the hospitality set-up depicts that employee related dimensions have a stronger impact on customer satisfaction instead of physical facilities (Shi and Shang, 2020). An efficient employee helps in improving perceived reliability by reducing the frequency of service errors and delays while responding to the willingness of the employees and ability to assist customer queries in a prompt manner (Wang et al., 2023). SERVQUAL has been criticised as it fails to capture the emotional and experiential features of the hospitality services depicting the need for complementary qualitative approach. 
[image: ]
Figure 2.2: Human Capital Theory
Source: (Ahmed et al., 2017)

Human capital theory focuses on the value of employee skills, knowledge and competencies as the major business assets (Aman-Ullah et al., 2022). Within the hospitality sector, employees’ service skills, cultural awareness and interpersonal abilities contribute largely to operational efficiency and customer satisfaction. Awu et al. (2025) suggests that hotels which invest in employee growth and development through training and continuous learning are in a better position to deliver consistent service quality. Despite its importance, the Human Capital Theory is criticised that skill development alone may not sufficiently guarantee efficiency unless assisted by suitable business systems, leadership and motivation. It focuses on the importance of studying employee efficiency in a holistic manner instead of focusing on individual potentials. In the context of Mercure Hotel, SERVQUAL is specifically relevant to evaluate the way event coordination, restaurant service reliability and front-desk responsiveness can impact on the perception of guests. Similarly, the Human Capital Theory has supported the emphasis of the hotel on skill development and staff training. This helps to make sure of personalised, efficient and consistent services, in alignment with the Yorkshire hospitality positioning. 
[bookmark: _Toc222499364]2.8 Conceptual framework
[image: ]

Figure 2.3: Conceptual framework
[bookmark: _Toc222499365]2.9 Literature gap
Despite extensive research based on service quality and customer satisfaction, the limited studies typically focus on employee efficiency as a distinct factor within the individual hotel case studies. Most of the existing studies have adopted a quantitative approach without focusing on contextual operational limitations faced by specific hotels. Moreover, there is a lack of research stating how employee efficiency strategies are implemented at the business level in the mid-scale hotels like Mercure Danum Doncaster Hotel. Moreover, the existing literature has offered generalise findings across the hospitality sector by ignoring location-specific and business factors. 
[bookmark: _Toc222499366]2.10 Summary
The chapter has critically reviewed the existing literature on account of employee efficiency and customer satisfaction within the hospitality sector. It has studied major concepts, theoretical framework, influencing factors and empirical studies which focuses on the central role of employees in delivering high service quality. With regards to Mercure Danum Doncaster, both SERVQUAL and Human Capital Theory depicts how service quality and employee potential shapes guest satisfaction. The brand standard process of Mercure, employee training and continuous development practices indicates investment in human capital while focusing on reliability, responsiveness which aligns with SERVQUAL dimensions that influences customer perceptions.


[bookmark: _Toc222499367]Chapter 3: Methods
[bookmark: _Toc222499368]3.1 Overview of the 'Case Study' methodological approach
In this research, “A case study on Mercure Danum Doncaster Hotel” is analysed, and due to the focus on only one case study, the study has presented in-depth research. The examination is done on employee efficiency and the impact on overall customer satisfaction. As per Rashid et al. (2020), case study is a preferred strategy, mainly when the emphasis is on contemporary phenomenon. Hence, this study has selected a secondary qualitative research approach, where data is collected from different secondary sources, and thematic analysis is used to analyse the collected data. However, there are certain limitations of this method, such as generalisability challenges, along with researcher bias. Despite the limitations, case study and a secondary qualitative method helps in presenting contextual insights.
[bookmark: _Toc222499369]3.2 Research philosophy
The research has employed interpretivism research philosophy, focusing on socially constructed meanings, in the context of the organisation. According to Saunders et al. (2012), interpretivism philosophy helps in exploring and understanding subjective perceptions. For the research on Mercure Danum Doncaster Hotel, understanding the subjective perceptions of the employee is crucial. Unlike the positivism philosophy that seeks objective measurement, the selected philosophy considers several contextual factors and perspectives. The approach has helped to understand the underlying meanings of the cultural environment of the hotel.
[bookmark: _Toc222499370]3.3 Research approach
The research approach employed in the research is an inductive approach, in which theoretical understanding is derived from the data patterns and empirical observations. As per Laari (2025), an inductive approach is the reasoning process to develop conclusions from the collected data. It has proved appropriate for this study, as this study is based on secondary qualitative research, wherein different themes are explored.
[bookmark: _Toc222499371]3.4 Research strategy
The research has employed exploratory research strategy, which has helped in investigating links of customer satisfaction and employee efficiency within the context of the hotel. Casula, Rangarajan and Shields (2021) note that exploratory research is considered to be qualitative and inductive. Hence, it is appropriate for this qualitative research. This strategy has helped in the identification of contemporary challenges of the hospitality sector, key factors and relationships.
[bookmark: _Toc222499372]3.5 Research Choices
The employed research choice is mono method, wherein only qualitative methods have been used. The secondary qualitative method has been used for systematically reviewing the existing literature, organisational reports and published studies. The choice has allowed for in-detailed theoretical exploration, and also ensured more resource and time efficiency, than primary collection. According to Silverman (2011), in secondary data analysis, the cost of accessing the datasets is smaller, and detailed information regarding data collection is available.
[bookmark: _Toc222499373]3.6 Time horizon
This study has followed the cross-sectional time horizon, in which the data has been examined at a particular point or time period. It did not opt for collecting the data over a period of time, which is longitudinally. The cross-sectional time horizon is appropriate for exploratory studies, as it is researching the current links among the variables.
[bookmark: _Toc222499374]3.7 Techniques and procedure
[bookmark: _heading=h.w7srhevm85a6]The data collection method used in this study is reviewing secondary sources, such as case studies, and industry publications. Additionally, observations during placement have been considered as a primary source of context. This is in line with the case study methodology of Yin that include the 5-step approach of data analysis, in the case of case study research. The steps include compiling the data from different secondary sources, disassembling the data, reassembling the data through identification of themes and interpreting the meaning. 
The collected data has been analysed using thematic analysis method. According to Ahmed et al. (2025), thematic analysis presents a well-structured and flexible approach, wherein themes are formed to examine diverse perspectives, from different literature.
[bookmark: _Toc222499375]3.8 Ethical consideration
The research has followed the ethical standards regarding academic integrity, which was obtained by completing PG2 Ethics form of UWTSD. This helps in ensuring compliance with the ethics guidance of the institution. All of the sources taken are acknowledged using proper in-text citations, and Harvard referencing style. Here, ethical conduct included transparency in reporting, avoiding plagiarism. With that, the research has maintained integrity, by selecting sources from reputable databases. 
[bookmark: _heading=h.59m8zldxc3f8]


[bookmark: _Toc222499376]Chapter 4 Findings and Discussion 
[bookmark: _Toc222499377]4.1 Introduction
The findings chapter directly focuses on gathering information regarding the themes related to the research aim and objectives. With respect to that, the fundamental factors of hospitality services will be elaborated to understand the process of managing employee efficiency for customer satisfaction. In addition to that, the essential factors regarding the contribution of employee efficiency in the improvement of hospitality service will be elaborated in order to understand the overall financial performance of the company. As a result of that, the financial strategy of the business can develop, and the company can maintain effective and relevant managerial growth in the future.  
[bookmark: _Toc222499378]4.2 Thematic analysis
[bookmark: _Toc222499379]Theme 1: Fundamental factors of hospitality services that are managed by employees for customer satisfaction
The hospitality industry is highly dependent on employee efficiency as it is the key element to customer satisfaction, especially in full-service hotels like Mercure Danum Doncaster Hotel. Being a long-established four-star hotel in the town of Doncaster, the hotel serves both leisure tourists and business travellers, as well as event attendees. Guest experience in Mercure Danum Doncaster is thus extremely reliant on the effectiveness of the employees in managing core aspects of hospitality services across the customer journey. The main policies of Mercure Danum Doncaster includes health and safety protocols, workplace security and professional conduct. On that basis, the employee efficiency can be maintained and avoid potential risk of employment conflict (Accor, 2026). 
[image: ]
[bookmark: _heading=h.809onrb1qjjs]Figure 4.2.1: Fundamental factors of hospitality service
Service professionalism and interpersonal behaviour are one of the most basic factors. According to ICCA (2024), emotional intelligence is considered as essential since employees are the main points of contact between the hotel and its customers. Employees of front desk staff, housekeeping, and food and beverage are supposed to be warm, attentive and responsive. At Mercure Danum Doncaster, motivated employees who understand what guests need and how to respond to requests and complaints in a cool manner are the direct cause of the positive guest perception and returning visitors. According to. Renascence (2024), the personalised guest experience enhances the hotel's brand promise of comfort, reliability and customer service.
Service consistency and efficiency of operations are other important considerations. According to MSR (2024), the guests would demand a better experience of reliability in the services at all the touchpoints, such as check-in and check-out, room cleanliness, dining services, and event management. Productive staff contribute to making sure that the operations in the hotel do not involve any delays or errors. In Mercure Danum Doncaster Hotel, the efficiency of the staff in ensuring that housekeeping schedules are coordinated, the rooms are in readiness, and the food and beverage services are provided at the right time has a significant impact on the level of customer satisfaction. According to PMC (2022), uniformity in service provision makes customers less agitated and increases their trust in the overall quality of the hotel.
The competence and knowledge of the employees are also important. As opined by Garda (2024), the hotel security, safety measures, and service policies should be well-trained in such a way that the employees provide smooth service. The presence of well-trained employees and staff who would be able to give the correct information on hotel facilities, local attractions, transport and services to organise the event adds value to the guest experience in Mercure Danum Doncaster. As mentioned by Hospitality insights (2025), skilled employees not only enhance the accuracy of the services but also make guests feel secure and comfortable, and this is essential, especially to international visitors and business clients.
Moreover, in the view of PMC (2012), the team organisation and the involvement of the employees are also crucial aspects which are controlled by the prospective employees. The services offered in the hotel business are very dependent, and there must be close interaction between departments of reception, housekeeping, maintenance and food services. In Mercure Danum Doncaster, solid teamwork is in place so that the requests of the guests are met efficiently, and the service gaps are reduced. Motivated and supported employees will provide higher levels of service, which will, in turn, improve the customer satisfaction results directly.
In the opinions of Publishingindia (2020), the attitude of customers at hotels is highly determined by the degree to which the employees handle important aspects of hospitality services, such as professionalism, consistency in operations, service knowledge, and collaboration. These are employee-initiated factors that underlie the service excellence and are in line with the hotel aim of offering a quality hospitality experience in the competitive tourism sector.
[bookmark: _Toc222499380]Theme 2: Contribution of efficient employee on improvements in hospitality service and increasing customer satisfaction in Mercure Danum Doncaster Hotel
The quality of services provided and customer satisfaction in the hospitality and tourism sector depend on efficient employees. While applied to Mercure Danum Doncaster Hotel, the efficiency of the employees is directly related to the improvements in the services, as they improve the operational performance, the treatment of the guests and the experience that the hotel provides. Being a four-star hotel with a competitive business and tourism environment, the employee capability to provide timely, accurate, and personalised services is a great factor in determining the level of customer satisfaction.  The review presented in Tripadvisor has helped to show that 4.2 rating has been given to the services of the company which has helped to identify that the hospitality service has developed efficiently (Tripadvisor, 2026).
Probably one of the most valuable inputs that efficient employees make is faster and more accurate service delivery. Customers at Mercure Danum Doncaster are hoping to receive quality check-in and check-out, efficient room service, and timely concerns. Effective front-office and operational employees cut down waiting period, reduce mistakes in service, and make sure that the requests made by the guests are properly addressed the very first time. For instance, in industries like hotel, checking on guests helps in knowing their preferences (Lacalle, 2021). This operational efficiency not only increases the quality of the service but also the perceptions of the service in the minds of the guests regarding professionalism and reliability, among the guests, resulting in increased satisfaction and favourable reviews. Numerous reviews have been identified in Tripadvisor in which it is identified that the company has prioritised the need of the customers and provide the better service (Tripadvisor, 2026).
Efficient staff members also help to increase personalisation of services, which is becoming a critical factor in contemporary hospitality. Well-organised and proactive employees have the ability to identify the needs of the guests and provide services as per their needs. The fulfilment of customer demands depends on human interaction (EHL, 2024). In the Mercure Danum Doncaster Hotel, the efficient employees can recall the frequent guests, handle their special requests, and give them personalised advice on what to eat, where to hold an event, or a tour of the area. This form of personalised interaction enhances emotional interaction with guests and boosts satisfaction and loyalty.
Understanding the source of the issue for each complaints and problem-solving are also important contributions. It is seen that failures in service delivery are a part of the operations of any hospitality enterprise (Luther, 2024). However, the reaction of employees defines how customers perceive it. Productive employees at Mercure Danum Doncaster are in a better position to make complaints easy to handle, find solutions to the problems within the shortest period of time, and communicate effectively with the guests. A quick and considerate solution to problems may change an adverse experience into a favourable one, which will strengthen trust and customer satisfaction.  This serves to emphasise the fact that the efficiency of employees extends past speed and encompasses emotional intelligence and the capacity to make decisions.
Interdepartmental coordination and consistency in service are further facilitated by employee efficiency. The work of hospitality services can only be based on efficient interaction between the housekeeping, food and beverage, maintenance, and reception departments. As mentioned by Chemmanur (2024), here technological inclusion is working as solution and improves employee productivity along with interaction system. In Mercure Danum Doncaster, the employee is efficient, which is reflected by the enhanced communication and coordination inside the company, where the rooms are ready, facilities are in great condition, and services are provided in a steady manner. This minimises the service gaps and gives a seamless journey for the guest, which is a key to maintaining satisfaction in the tourism sector.
Lastly, effective employees will be critical in improving the image and competitiveness of the hotel. As opined by Pwc (2022), the customer satisfaction rate is usually high which requires the engagement of superior employee experience. Therefore, this leads to recurrence, positive online reviews and word of mouth advertising. At Mercure Danum Doncaster Hotel, the efficiency of employees is directly related to the perception of value and service excellence by the guests, which helps to sustain the performance of the business in the long term. In this respect, the quality and efficiency of the business has improved by identifying the needs of the customers and using TQM model to improve the quality of the performance. Henceforth, the unnecessary risk can be mitigated in the forthcoming times. 
Hence, the effective employees play a key role in raising the standards of hospitality provision and customer satisfaction at Mercure Danum Doncaster Hotel by increasing the speed of the service, its personalisation, problem-solving, and organisational coordination. Effective employees play a critical role in ensuring that the quality of service is maintained at all times and the industry remains competitive. Using Maslow’s Hierarchy of needs, the company can directly focus on providing the basic needs of the employees which can help to motivate them and help them to improve leadership. As mentioned by Sanders (2024), good leadership plays a crucial role in increasing employee morale and service quality.
[bookmark: _Toc222499381]Theme 3: Analysing contemporary challenges in delivering satisfactory service in hotel and manage efficient employees
In order to provide a better hotel service that is satisfactory for the customers, there are numerous factors that need to be maintained by Mercure Danum Doncaster Hotel. One of the most significant challenges that can be identified is the shortage of labour. As per the views of Lövenich (2024), the labour shortage has directly affected the customer satisfaction rate, as the low number of labourers could not meet customer demands. This situation is not suitable for Mercure Danum Doncaster Hotel, as a low number of employees can reduce the potential effect of the customers, which is not suitable for providing the best quality service to the customers. Henceforth, the interest of customers may reduce the use of the service of Mercure Danum Doncaster Hotel, which may reduce the potential profitability in the future.
In addition to that, as per the views of Willy (2025), high training costs are another main issue while retaining efficient employees in the UK. An inefficient training process is not suitable for the hotel as it cannot help to develop the effectiveness of employee performance. As a result, the quality of managerial performance can be compromised, which is not acceptable in the future. Along with that, ‌Housd (2025), has clearly identified that UK-based businesses must provide accommodation for the training of employees. As a result, the additional cost of the hotel can increase due to the training process of the company. Currently the company hold a higher cost of of approximately 1 million GBP. This is also not suitable for businesses as it can directly lead to a reduction in profitability due to massive labour charges. In this respect, it is important for the management of Mercure Danum Doncaster Hotel to consider hiring skilled and capable employees who have suitable experience in providing high-quality services to the customers. As a result of that, the additional cost of the business can be mitigated, and the company can manage to provide better service in future.
Theme 4: Understanding actions to mitigate the potential challenges identified
 Mercure Danum Doncaster Hotel needs to implement strategic solutions that prioritise employee engagement and efficiency in advancing hospitality services to overcome the challenges that it has identified in the findings and guarantee long-term customer satisfaction. As per the views of Zie (2015), the modern-day issues of labour shortage, expensive training and the need to ensure service delivery in a consistent manner demand systematic and humanistic approaches that entail alignment of employee performance to service excellence.
The development of specific recruitment and workforce planning strategies can be termed as one of the key strategic solutions. Due to the fact that labour shortages have been cited as a primary issue that affects service delivery, Mercure Danum Doncaster must focus on recruiting employees who have pertinent hospitality work experience and customer service skills. As opined by Academic (2022), hiring talented employees ensures that there is less reliance on lengthy training programmes, hence less expenditure on training and yet the quality of the services received is not compromised. Flexible scheduling and multi-skilled positions can be used in strategic workforce planning so that the hotel does not strain the current employees and thus maintain the same service provision during peak seasons.
According to PMC (2015), the continuous and cost-effective training programmes should be implemented as another strategy. Instead of using only the costly formal training, Mercure Danum Doncaster can use blended learning methods which include on-the-job training, mentoring and learning modules which can be accessed online which can be effective as it may help to consider flexible approach. These approaches increase the employee competencies in service professionalism, problem-solving, and emotional intelligence and reduce costs. Such regular training keeps the staff up-to-date on hotel operations, service standards and customer relationship practices, which have a direct impact on customer satisfaction and efficiency of operations.
In the views of PMC (2015), increasing the engagement and motivation of employees should also be seen as one of the solutions to improved outcomes in the hospitality service. Employees who are engaged tend to be more committed, take the initiative and have positive attitudes towards guests. In this regard, the brand can take inspiration from other brands. For instance, the Hilton hotel has proposed the ‘Catch Me at My Best’ initiative to recognise the efforts of employees (Ollila, 2025). Various types of non-monetary rewards, like career development, internal promotions and employee recognition programmes, have a long-term effect in increasing morale and retention, which will solve the problem of staff turnover and inconsistency in services.
In addition, the hotel is to enhance the communication within the organisation and the interdepartmental teamwork. Effective communication pathways among the reception, housekeeping, food and beverage and maintenance departments are essential towards providing smooth guest experiences. The sharing of information can be maximised, and service gaps can be minimised by regularly briefing the teams, holding cross-departmental meetings and using digital coordination tools. Better cooperation will allow responding to the needs of guests in a shorter period and increase the overall consistency of services.
Hence, Mercure Danum Doncaster Hotel can enhance the quality of services and customer satisfaction through the strategic handling of workforce issues by hiring qualified employees, conducting in-service training, employee rewards programs, and enhancing internal coordination. As opined by Jhamb et al. PMC (2022), proper employee-oriented approaches not only maximise the performance of the services provided. However, it also contributes to the long-term competitiveness and sustainability in the tourism and hospitality sector.
[bookmark: _Toc222499383]4.3 Discussion
The findings sought to conduct research on the influence of efficiency on customer satisfaction in Mercure Danum Doncaster Hotel, and the results therein largely support, broaden, and contextualise the theoretical and empirical viewpoints in the body of literature in the hospitality industry.
The initial important observation is that employee professionalism, interpersonal behaviour, service consistency, competence, and teamwork are the pivot correlates of customer satisfaction in Mercure Danum Doncaster Hotel. This closely correlates with the literature review, which indicated that hospitality is a people-based business in which staff behaviour has a direct influence on the perception of the guests (Gupta, 2023; Ali et al. 2021). The results align with SERVQUAL dimensions, especially reliability, responsiveness, assurance, and empathy, which were revealed in the literature and proven to be significant to the perceived service quality (Hoque et al. 2023). The case study, however, provides contextual richness as it shows how these factors have been operationalised in a mid-scale, four-star UK hotel, which fills the literature gap that was identified among hotel-based and contextualised studies.
The second major finding is that effective workers are found to enhance the speed of service, accuracy, personalisation, problem-solving, and coordination between departments, resulting in more customer satisfaction. It is in line with previous research that demonstrates that there is a positive correlation between the efficiency of employees and the level of satisfaction of the customers (Emir et al. 2018; Haukur Asgeirsson et al. 2024). It was indicated in the literature that effective service provision increases the level of trust and loyalty to a guest, and this can be well portrayed in the Mercure Danum Doncaster scenario in terms of less waiting time, successful resolution of complaints and guest personalisation. It is important to note that the results also resonate with the literature warning that efficiency should not be handled only by speed but also be supported by emotional intelligence and decision-making ability (Yılmaz, 2023). The research thus supports the point that balanced efficiency, as opposed to task-based productivity, is important in the hospitality context.
Another interesting observation is on the current issues of labour shortages and high training expenditures that adversely affect the service consistency and employee output. The results are closely related to the literature review, which found that labour shortages in the post-pandemic period, increased operational expenses, and training inefficiencies are critical issues in the industry (Innerhofer et al. 2024; Han et al. 2023). The case study supports the theoretical stance that employee efficiency is not an individual ability, but it is determined by organisational conditions, including the level of staffing, the pressure of workload, and the availability of resources. It can be supported by the Human Capital Theory presented in the literature, which states that the appropriate organisational systems and investment should support the skills of the employees in order to deliver performance outcomes (Edeji, 2024).
The above disccussion suggest employee-oriented strategic measures, including competent hiring, integrated learning, engagement programs, and enhanced communication, is quite close to the best practices found in the literature. It is always emphasised in the previous research that continuous development, motivation, and empowerment enhance efficiency and the quality of service provided by employees (Singh and Ansari, 2024; Rachman, 2022).
[bookmark: _Toc222499384]4.4 Summary
It is summarised that the results are a good validation of the current theoretical approaches to hospitality and provide concrete and context-specific information. The research confirms that employee efficiency is a multidimensional construct that depends on skills, behaviour, engagement and organisational support. The study also contributes to the current academic and managerial importance of guest employee efficiency, as it is based on theoretical ideas in a real hospitality environment that supports the position of ensuring customer satisfaction and competitive advantage by employees and their efficiency in the hotel industry.


[bookmark: _Toc222499385]Chapter 5 Conclusion and Recommendation 
[bookmark: _Toc222499386]5.1 Summary of chapters 
The project has examined the impact of employee efficiency on customer satisfaction within the tourism and hospitality sector by applying Mercure Danum Doncaster Hotel as a selected case study. The introduction chapter of the project stated the context by outlining the background of the hospitality sector, the research problem, aim, objectives and research questions. It focuses on the importance of employee efficiency in delivering high service quality and managing customer satisfaction within the competitive hotel sector. The second chapter presented a critical review of the suitable empirical studies by exploring the key concepts like employee efficiency, customer satisfaction, high service quality and employee engagement. The chapter has reviewed theoretical frameworks inclusive of the SERVQUAL model and Human Capital Theory by establishing a strong theoretical foundation for the project. It has critically identified the literature gaps in the existing research especially in the lack of hotel-specific case studies that focus on employee efficiency. 
Chapter three has outlined the research methodology adopted for the research study by describing the research design, research philosophy, research approach, data collection methods, sampling approach and ethical considerations. A secondary qualitative data collection and thematic analysis data analysis were justified as suitable for gaining valuable insights into employee efficiency and service delivery practices. Chapter four has presented and has discussed the overall research findings. Through thematic analysis, the chapter has explored in detail about the basic hospitality service factors which are managed by employees and have examined how employee efficiency can contribute to service improvement and customer satisfaction at Mercure Danum Doncaster Hotel. The discussion section has adequately linked the empirical findings with the empirical existing literature focusing on the areas of alignment and differences. 
[bookmark: _Toc222499387]5.2 Key findings/ Linking with objectives
The secondary findings of the project have strongly supported the success of the project aim and objectives. With regards to RO1, the project has identified the key hospitality service factors which are managed by employees like professionalism, interpersonal behaviour, service consistency, operational efficiency, employee competence and teamwork. These factors were investigated to be central in influencing customer perceptions and satisfaction at Mercure Danum Doncaster Hotel. By addressing RO2, the findings have depicted that employee efficiency majorly contributed to the upgradation in the hospitality service quality sector and customer satisfaction. An efficient employee was depicted to improve service speed, accuracy, personalisation, accuracy and reliability. It aligns with service quality and service-profit network theories by confirming employee performance by directly impacting customer experiences and business results. 
In case of RO3, the project has identified multiple challenges by affecting employee efficiency like workload challenges, service complexity, inter-departmental coordination challenges and increasing customer expectations. Such challenges focus on the need for effective management practices, training, growth, development and employee support systems for sustaining efficiency and high service quality. The RO4 was addressed through the development of practical strategies aimed at improving hospitality service delivery through employee efficiency and engagement. The secondary qualitative findings focused on the importance of training, employee motivation, communication, empowerment and well-being initiatives as strategic tools for improving customer satisfaction and business performance. Moreover, the findings underline that employee efficiency not only influences immediate customer satisfaction, as well as contributes to long-term business sustainability. An efficiency workforce has been found to positively impact customer loyalty, repeat visitation and online goodwill of the hotel which are considered as the critical success factors in the hospitality and tourism sector. 
[bookmark: _Toc222499388]5.3 Future scope of the study
The project provides valuable insights into employee efficiency and customer satisfaction which are considered as multiple opportunities for conducting future research. The future studies can easily adopt a mixed method or quantitative approach to assess the relationship between employee efficiency and customer satisfaction by undertaking larger sample sizes. It will foster statistical examination, validation and wider generalisation of findings. The further research can also compare multiple hotels across different regions or hotel categories to identify changes in the employee efficiency practices and their impact on customer satisfaction. The longitudinal studies can examine how changes in leadership, training or technological adoption impact employee efficiency in due time. Moreover, future studies are expected to explore the ripple effects of evolving technologies like AI and digital service platforms in influencing employee efficiency and customer experience within the hospitality sector. 
[bookmark: _Toc222499389]5.4 Limitation of the study
Despite its contribution, this project has a number of limitations which must be acknowledged. At first, the project was based on a single case study dealing with Mercure Danum Doncaster Hotel which limits the generalisability of the findings to other hotels and regions. The definite organisational culture, management practices and customer profile which may be different from that of other hospitality establishments. Secondly, the study has mostly relied on qualitative data and thematic analysis which is subjected to project interpretation and potential bias. Despite efforts made for ensuring objectivity, the secondary findings may indicate subjective perspectives instead of quantifiable measures for efficiency and satisfaction. Thirdly, the limited time during the placement period holds a limited scope of data collection. A longer research duration can offer deeper insights based on seasonal variations, long-term employee performance trends and customer satisfaction patterns. Lastly, external factors like market or business conditions, economic impacts and post-Covid-19 operational limitations were not studied in detail. All these factors may likely affect employee efficiency and customer satisfaction. Despite all these limitations, the study has offered some valuable insights and a strong basis for future research as well as practical improvement within the hospitality and tourism sector. 

[bookmark: _Toc222499390]5.5 Recommendations 
On the basis of the findings of the project and the qualitative insights drawn during the placement at Mercure Danum Doncaster Hotel, it sets a clear structure recommendation followed by examples from different popular UK hospitality businesses.
Strengthening employee training and continuous development: One of the most popular ways to improve employee efficiency is through structured and continuous training initiatives. Mercure Danum Doncaster Hotel can readily introduce role-specific training that focuses on training interaction, service recovery and operational efficiency. For instance, Premier Inn (Whitbread Group) in the UK, is known for its uniform training courses that ensures consistency in service delivery across all its hotel properties (Whitbread PLC, 2022). Through the adoption of a similar approach, Mercure Danum Doncaster can readily reduce service mistakes, improve employee confidence and deliver a highly reliable guest experience. 
Improving employee engagement and motivation initiatives: Employee engagement undertakes a critical role in improving productivity and service quality (Johar and Roopalatha, 2024). As per the Human capital theory organisations should value the skills, knowledge and competencies of employees as the major business assets. Considering this, the hotel must implement performance recognition and reward schemes that acknowledge excellent and high-quality performance and teamwork. In the case of Hilton UK & Ireland, which operates employee recognition initiatives like Catch Me at My Best, it motivates employee motivation and service excellence. Mercure Danum Doncaster Hotel can readily adopt comparable initiatives to increase motivation, reduce staff turnover and promote a culture of efficiency and customer-focused services. 
Improving internal communication and teamwork: An efficient communication between departments is crucial for delivering seamless hospitality service delivery. Mercure Danum Doncaster Hotel must strengthen interdepartmental coordination through daily briefing routines, sharing operational information and the application of digital communication tools. A clear communication must ensure that aligning about room available, guest taste and preference, event schedules and service focus. Marriott Hotels UK offers a strong example by adopting daily team briefing and robust communication systems that align housekeeping, reception and food and beverage team members (Tode, 2023). These initiatives can reduce service delays and improve operational efficiency. Through the adoption of a similar communication structure, Mercure Danum Doncaster Hotel can reduce service challenges, improve teamwork and deliver a highly consistent guest experience. 
Empowering frontline employees for service recovery: The idea to empower employees to resolve guest challenges in a prompt manner can largely help in improving satisfaction levels (Narendratama and Wijoyo, 2025).  Mercure Danum Doncaster Hotel must offer frontline staff with clear guidance and authority to deal with minor complaints without much managerial escalation. The Ritz London is a prominent example where employees are trusted to make quick service recovery decisions to safeguard guest satisfaction (Ritz-Carlton Leadership Centre, 2024). So, this strategy aligns well with the Empowerment Theory. It empowers employees which steadily improves response time, strengthens employee confidence and positively impacts guest perception of professionalism and care.  
Implementing structure performance monitoring and feedback system: The chosen organisation can also focus on improving its monitoring and feedback-oriented systems to evaluate the performances of employees effectively. As per the above findings, employees of this organisation are working hard to optimise the standards of services. However, the staff is receiving limited formal feedback that can link their performances with expectations of customers consistently. Due to this, the employees might remain unaware about existing gaps in organisational processes which might negatively affect the efficiency and consistency of services. So, the hotel should implement periodic reviews along with integrating relevant KPIs such as ‘service speed’, ‘complaint resolution rates’ and ‘scores in the feedback of guests. The LR has highlighted the importance of performance-oriented indicators including ‘customer loyalty’, ‘repeated guest visits’ and ‘positive word-of-mouth’ to promote brand loyalty. The firm can collect data from customers through internal surveys and online reviews to establish a strong link between department and individual performance. Nimran et al. (2024), have noted that an organisation can encourage its employees to share the skills and information effectively through providing regular direction and feedback. This strategy can build ‘awareness’, ‘motivation’ and ‘accountability’ of employees that can lead to organisational success. This approach can also create a skilled workforce so that employees can address the needs of the visitors effectively. Through this, the hotel can enhance its operational efficiency to provide more consistent experiences to the guests. 
Strengthening workload management strategies: The organisation should also productively adopt a well-developed initiative to reduce the workload of the employees in the long term. The firm is currently suffering from high burnout of staff, especially during peak seasons. This issue can significantly reduce the attentiveness of employees and on-time delivery of services. Furthermore, an inefficient organisational culture can reduce the morale of employees and satisfaction level of the customers (Nzuva and Mwende Kimanzi, 2022). Therefore, the hotel should adopt a balanced approach to optimise its scheduling-related strategies so that every employee can get sufficient breaks. Giousmpasoglou (2024), has reported that the hospital industry is experiencing shortages of labour which is declining their service quality. So, the organisation should distribute the workload effectively to promote a supportive environment where people can maintain their well-being. In this regard, the firm can implement various simple yet effective initiatives such as introducing ‘open communication channels’, ‘stress management workshops’ and ‘counselling services’ to enhance the engagement level of employees. Individuals can stay motivated if they feel supported in their workplace (Radović-Marković, 2025). So, the above-mentioned strategies will directly enhance the overall performance of the organisation along with satisfying the customers. 
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