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Abstract
The study has attempted to explore and discuss how guest satisfaction is affected by the service quality of the front desk staff. With the help of Hilton Garden Inn Doncaster as a case study, the research aims to critically analyse the influence of front desk operations, efficiency, and quality on the customer’s overall experience and happiness. The objectives of the study were focused on determining the current service quality of the chosen hotel and analysing the challenges faced in maintaining consistency in services. Moreover, the research has also established a prominent relation between the two variables through critical evaluation. 
In the literature review, the study focuses on reviewing existing literature and the perspectives of authors on similar topics that have been previously published. In this section, a critical analysis of the factors that influence front desk staff services and their contribution to the guest satisfaction level has been presented. Apart from this, by aligning with suitable theoretical concepts, the way challenges that guests often witness while interacting with front desk staff have been elucidated, followed by which gaps in the existing literature have been identified. Conceptual maps have also been created to illustrate the areas covered by the present research, addressing gaps within the existing literature. 
Considering the methods selected for the study, a mixed research approach has been applied with an underlying focus on case study design. In other words, both quantitative and qualitative data have been acquired in the study. By surveying 100 customers of Hilton Garden Inn, a visual analysis has been done to analyse the frequency of the responses and determine how customers have felt during front desk interaction. Furthermore, an observational study has been conducted to gather qualitative information on the research context. 
Findings and analysis of the present study have revealed the fact that there is a significant and strategic link that persists between the service offered by front desk staff at Hilton Garden Inn Doncaster and guest satisfaction level. Additionally, both surveys, observations, and online reviews for the mentioned organisation portrayed the way staff at the front desk strategically cater to the needs of target guests while revealing some key areas for improvement. 
Summarising the overall findings, recommendations have also been presented to address the existing issues at the front desk service of Hilton Garden Inn Doncaster, thereby improving the satisfaction level of their guests.
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[bookmark: _Toc200205461]Chapter 1:Introduction
[bookmark: _Toc200205462]1.1 Research Background 
Customer satisfaction is a vital factor in the hospitality sector, which drives loyalty and seamless stability of the hotels’ position in the competitive market. Among hotel operations, front desk services offer the first and last point of interaction with guests, thus creating a lasting impression on customers (Pelet et al., 2021; Bigwanto et al., 2024; Buhalis and Moldavska, 2022). Likewise, hotels need to streamline and improve front desk operations and efficiency to enhance service quality, which can positively increase guest satisfaction. By improving guest satisfaction, hotels can develop a competitive advantage through repeat accommodations and build a strong reputation due to high customer loyalty. Front desk services affect the customer’s initial impression during check-in and also influence their overall experience after check-out (Tarmudi and Jaharuddin, 2022; Sukreni et al., 2024; Li and Long, 2024). Through this research, the issue of guest satisfaction has been discussed and evaluated with the help of enhanced front desk operations addressing service quality and impacting customer experience. 
[bookmark: _Toc200205463]1.2 Case Study Overview 
The research has considered a case study organisation, Hilton Garden Inn Doncaster, to explore how front desk services affect guest satisfaction and associated repeat bookings. Hotel Hilton has a beautiful garden inn located at the Doncaster Racecourse, which has a variety of selections in a total of 154 rooms (Hilton, n.d.). The hotel offers a wide range of recreational activities and amenities, including fitness rooms, meeting lounges, WiFi, dining options, and restaurants. Hilton has 87% brand awareness among British customers, among whom 23% of the British guests prefer staying at Hilton hotels (Bashir, 2025). With the help of this organisation, the study has been conducted to address the issue of front desk services and how they impact customer satisfaction in the hospitality sector. 
[bookmark: _Toc200205464]1.3 Research aim and objectives
The research aims to explore key factors influencing guest satisfaction at the front desk and recommend service improvements.
The following objectives have guided the conduct of the study-
· To conduct an extensive literature review of guest satisfaction and front desk service quality.
· To evaluate the current quality of front desk service based on guest feedback.
· To identify key factors influencing guest satisfaction.
· To make recommendations for improving front desk service.
[bookmark: _Toc200205465]1.4 Research questions
Q1: How does the quality of front desk service impact guest satisfaction at Hilton Garden Inn Doncaster?
Q2: What factors at the front desk most influence guest perceptions of service quality?
[bookmark: _Toc200205466]1.5 Structure of the research 
The dissertation has been developed using a standard research structure, comprising five chapters. The first chapter serves as a signpost for the entire study, highlighting its aims and objectives. The second chapter includes a comprehensive review of existing literature related to the chosen topic (Cottrell, 2014; Greetham, 2014). The third chapter outlines the methodological choices employed in the study to collect data. The fourth chapter presents a detailed analysis of the findings and discussion, utilising both quantitative and qualitative information to address the topic (Silverman, 2011). The fifth chapter consists of a conclusion to address the outcomes of the study, along with possible recommendations to enhance front desk service quality for hotels to improve guest satisfaction. 
[bookmark: _heading=h.vqy2n6ikb4ux]

[bookmark: _Toc200205467]Chapter 2: Literature Review
[bookmark: _Toc200205468]2.1 Introduction
The following action will elucidate how guest satisfaction can be improved through the enhancement of front desk service across the hospitality industry by considering various perspectives from authors on similar topics that have been published previously. In alignment with theoretical concepts, a critical illustration will be presented while highlighting existing gaps in the literature to justify the need for the present research. 
[bookmark: _Toc200205469]2.2 Factors that influence guest satisfaction in the context of front desk service within the hospitality industry
[image: A diagram of a company
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Figure 1: Influential factor to front desk service on guest experience
(Source: Influenced by Ali et al., 2021)
In this hyper-competitive landscape of the hospitality industry, high-end hotels are required to improve their service quality to exceed and meet guest expectations. Borui (2024), with the help of primary quantitative data and the development of 500 questionnaires, found that the front desk service is the primary point of contact for guests in the hospitality industry. The authors also found that front desk services play a critical role; their responsiveness and reliability are essential factors that influence guest satisfaction (Safitri et al., 2021; Abdull Rahman et al., 2022). Understanding these critical factors is critical for maintaining a competitive edge within the luxury hotel market. Likewise, Noor et al. (2017), using secondary qualitative data, found that the behaviour of front-line staff in hotel organisations is another crucial factor that can lead to either positive or negative impressions of guests’ perceptions of the respective service. Ananta (2022) and Singgalen (2024), on the other hand, found that responsiveness, friendliness, the amount of waiting time, and sharing accurate information about hotel facilities are critical factors for front-line workers. With the help of primary quantitative data from a sample of 215 respondents staying at Hotels across West Java, the author found that front-line workers are the major contributors to companies operating in the hospitality industry improving guest satisfaction through factors such as reliability, empathy, and responsiveness (Ananta, 2022). Similarly, Ali et al. (2021), using primary quantitative data by developing questionnaires with a sample of 111 participants, found that tangible services, responsiveness, assurance, empathy, and reliability are highly influential factors in guest satisfaction. Thus, in line with each of these authors’ perspectives, it can be mentioned that workers at front-line service desks across the hospitality industry should enhance their responsiveness, reliability, and empathy while dealing with guests to create a positive impression on the guests' perception of services and hotel brands. 
Each of these existing studies has provided key factors associated with front desk service for the hospitality industry that contribute to guest satisfaction. However, this literature lacked evidence regarding the factors that Hilton Garden Inn in Doncaster considered crucial for their front desk service, creating gaps in the existing literature related to the present research.
[bookmark: _Toc200205470]2.3 Challenges to guest experiences from staff at the front desk service during check-in and check-out in the hospitality industry
With the changes in execution, preferences, and news, staff at the front desk service often witness different challenges in the hospitality industry while serving guests, including dealing with conflicting information, meeting diversified guest demands, dealing with difficult guests, and others. Sayin and Karaman (2019), with the help of primary qualitative data and performing interviews with front office managers, found that communication gaps during check-in times negatively affect guest perceptions. Starting with cultural differences, language differences, guest source issues, insufficient attention, and others are commonly identifiable challenges that front desk staff are required to deal with while serving guests.
Likewise, during checkouts,  guests often encountered challenges from front desk staff regarding miscalculation of overall fees, lack of information shared with guests regarding checkout time, lack of additional discounts, and others (Sayin and Karaman, 2019). With the help of primary quantitative data and forming 1000 questionnaires, Jawabreh, Al Fayoumi, and Bareya (2022) mentioned that a lack of positive body language, cultural skills, language skills, and customer handling skills can negatively affect guest satisfaction levels. Sari et al. (2020), similarly, with the help of a mixed method, found that a lengthy check-in process with a lack of adequate coordination in the front-desk service negatively affects guest satisfaction while minimising the chance of repeat visits as well. On the contrary, Astuti, Ginaya, and Sadguna (2018), using descriptive qualitative methods, found that it becomes crucial for companies in the hospitality industry to portray uniqueness while delivering front desk services to maintain competitiveness. Thus, in line with these authors’ perspective, it can be articulated that while delivering front desk services, staff need to consider the underlying challenges or complex areas to maintain quality consistency and improve guest satisfaction levels. However, the lack of evidence referring to the challenges faced by guests at Hilton Garden Inn in Doncaster from front desk staff creates existing gaps in the literature in the context of the present study.
[bookmark: _Toc200205471]2.4 Strategic approach that front service desk staff can consider to improve guest experience
Reflecting on the challenges as underlined in the earlier section, proactive communication, empathy, responsiveness, strong efficiency level, and others are the key areas the front desk staff needs to consider while dealing with guests. Roncally, Susila and Wulandari (2024), using secondary qualitative data, identified responsiveness to the complaint of any guest with attentiveness in ensuring that the quality of services offered is the key strategic approach that front service staff need to focus on to improve guest experiences. Ahmad and Scott (2019) and Awara et al. (2022) found the under-integration of technology-driven strategies, including self-check-in/out kiosks, to be effective strategies that can support improving overall guest experiences. In line with these authors’ perspectives, it can be mentioned that integration of technology in front desk services can improve responsiveness and staff while serving guests, while improving satisfaction. However, the existing literature fails to address the strategic approach considered by Hilton Garden Inn to improve guest satisfaction levels, creating gaps in the current understanding.
[bookmark: _Toc200205472]2.5 Theoretical underpinning
[bookmark: _Toc200205473]2.5.1 SERVQUAL Model
[image: A diagram of service quality]
Figure 2: Dimensions of the SERVQUAL Model
(Source: Influenced by Puri and Singh, 2019)
Guest satisfaction level is found to be one of the most critical success factors for companies operating within the hospitality industry to drive their competitiveness. Puri and Singh (2019) and Prentkovskis et al. (2018) referred to the SERVQUAL Model, mentioning that this model concept is associated with dimensions including reliability, tangibility, responsibility, assurance, and empathy that directly influence the quality of service. Similarly, Priyo Mohamad and Adetunji (2019) and Sharma and Srivastava (2018) asserted that the SERVQUAL concept can be utilised in determining and defining the customer satisfaction level based on the offered services. Thus, in the front desk service, this model’s dimensions can be considered to gain clear insight into the effectiveness of provided services while determining the satisfaction level of guests. 
[bookmark: _Toc200205474]2.6 Literature Gap
While each of the existing studies in the literature has providing us with critical insights about the influential factors and challenges associated with front desk services that affect guest satisfaction levels, it has also underlined the need for a strategic approach to improve front desk service. However, the existing literature has failed to address evidence related to Hilton Garden Inn in Doncaster, creating gaps in the existing knowledge. This necessitates the present study to fill these gaps.
[bookmark: _Toc200205475]2.7 Conceptual map
[image: A diagram of a service
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Figure 3: Conceptual map
(Source: Self-created)
[bookmark: _Toc200205476]2.8 Summary
In summary, it can be noted that in the hospitality industry, the hotel experience is highly influenced by the level of guest satisfaction. With the rapidly changing guest expectations, preferences, and needs, hotels are finding it challenging to cope with these radical changes while offering the most memorable experiences. However, with a strategic approach, front desk service could be improved, strengthening overall guest experiences.

[bookmark: _heading=h.hzch20yb45w7][bookmark: _Toc200205477]
Chapter 3: Methods 
[bookmark: _Toc200205478]3.1 Introduction
This chapter provides a detailed overview and evaluation of the research methods chosen for the study. In this study, both quantitative and qualitative data have been collected to examine the impact of front desk service quality on customer satisfaction in the hospitality sector. Using a case study approach, the study has gathered data from the selected business, the Hilton Hotel. A specific hotel brand has been identified, Hilton Garden Inn, located at Doncaster Racecourse. This mixed-methods research has helped to critically explore the variables and the relationship they share in the context of the hospitality industry. 
[bookmark: _Toc200205479]3.2 'Case Study' methodological approach
In this study, a case methodological approach has been employed to gain an in-depth understanding of how front desk services and interactions influence customers' perceptions, experiences, and satisfaction in the hospitality sector. Case study research provides a deep understanding of a specific phenomenon or event by drawing data from a real-world context, which helps to address the research questions (Halkias and Neubert, 2020; Lim, 2025). The main advantages of using case study design in research include flexibility in data collection, comprehensive understanding of the subject and effectiveness in exploring new relations (Marshall, 2015; Collis and Hussey, 2014). However, there are certain limitations to this approach, which include difficulty in replicating the outcomes as data may vary based on the researcher’s selection and limited generalisation of the data (Paparini et al., 2020; Muzari et al., 2022). 
[bookmark: _Toc200205480]3.3 Data Collection Techniques
In this study, as the case study approach has been adopted, multiple data collection techniques have been utilised to gather both quantitative and qualitative data. The survey and questionnaire method is effective for gathering quantitative data and determining the frequency of data through visual analysis, as well as exploring patterns (Saunders et al., 2012; Rouder et al., 2021). In this study, an online survey through Google Forms was used to gather data from a large population, emphasising how customers interact and feel during front desk services at Hilton Garden Inn Doncaster. On the other hand, observational analysis has been conducted by collecting data from customers and assessing their level of satisfaction during check-in and check-out at the hotel. Furthermore, online data has been accessed from the reviews provided by customers who have experienced and stayed at the Hilton Garden Inn. 
[bookmark: _Toc200205481]3.4 Sampling
The sample size selected for this study is 100 participants who are customers of Hilton Garden Inn Doncaster. With the help of random sampling techniques, a fair and unbiased sample can be developed in a study, including participants who have an equal chance of being selected for the survey (Mweshi and Sakyi, 2020; Mulisa, 2022). The participants have been contacted through social media platforms, including Facebook and LinkedIn. Then, they have been informed about the research via email. 
[bookmark: _Toc200205482]3.5 Data Analysis
Data analysis is an essential method that primarily involves interpreting the acquired data. In this study, online survey data have been analysed and interpreted through visual analysis, which primarily focused on determining the frequency of responses (Guo et al., 2021) and identifying how customers felt during front desk interactions and services. According to Hagopian (2020), observational analysis is conducted to track and record the behaviour and phenomenon of the subject without any intervention on the variables. Moreover, netnography has been adopted for analysing data acquired from online platforms and social media to understand the cultural factors, behaviours, and practices of the subject (Shaw, 2020; Kozinets and Gretzel, 2023). 
[bookmark: _Toc200205483]3.6 Ethical considerations
Ethical issues in this study include compliance with the university guidelines and academic integrity to maintain dignity during the research process. The participants in the survey were provided with a consent form and an information sheet to inform them about the research and underlying goals. Anonymity and autonomy were maintained during the survey process, ensuring the participants’ safety and respect. Following the guidelines of GDPR, data acquired in the study has been kept in encrypted folders to eliminate access to outsiders without authentication (Bufalieri et al., 2020). The data acquired has not been manipulated to meet desired outcomes. Information has been used for academic purposes and has been used with honesty. 
[bookmark: _Toc200205484]3.7 Summary
Thus, the methodology chapter concludes that mixed research methods have been adopted in this study to address the variables and their relationship. With the help of 50 participants, a survey was conducted to gather data for the study. Additionally, observational analysis and netnography have been employed to gather in-depth information on the phenomenon.

[bookmark: _heading=h.vuf95ekjz9t]

[bookmark: _Toc200205485]Chapter 4: Findings and Discussion
[bookmark: _Toc200205486]4.1 Introduction
In the following section, findings that are being obtained through survey, observation, and online review will be presented to show the current front desk service offered at Hilton Garden Inn Doncaster. Validation of those quantitative and qualitative data will be made by comparing them with the evidence underlined in the literature review section. 
[bookmark: _Toc200205487]4.2 Findings
[bookmark: _Toc200205488]4.2.1 Survey findings
Demographic responses
[image: Forms response chart. Question title: Question 1: What is your age?. Number of responses: 100 responses.]
With the help of survey data, critical insights have been acquired from the responses of 100 participants in the study. Addressing the demographics of the customers who responded to the survey questionnaire, nearly 55% of the respondents belonged to the 35- to 44-year age group. 
[image: Forms response chart. Question title: What is your gender?. Number of responses: 100 responses.]
Around 50% of the respondents were female, while 44% of the participants were male. Around 6% of the participants preferred not to disclose their gender during the survey.
[image: A pie chart with different colored circles
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The participants were asked about their purpose of staying at Hilton Garden Inn Doncaster. Around 35% of the respondents visited the hotel for business purposes, while the other 30% visited the hotel for leisure. Apart from that, 23% of participants attended a conference at the hotel, while only 12% visited the place due to an event.
Part A: Guest experience to front desk service
[image: Forms response chart. Question title: Front desk staff are welcoming, responsiveness, and friendly upon my arrival. Number of responses: 100 responses.]
With the help of the Likert scale, customers have been asked to share their experiences and respond to the questions related to guest experience at the front desk service. Hotel staff should maintain high responsiveness and friendly behaviour to impact customers and positively shape their experiences (Ali et al., 2021; Sukhu et al., 2019). Around 41% of the participants agreed that Hilton’s front desk staff warmly welcomed them and responded to their issues and queries. While 32% of the respondents strongly agreed to this, around 16% of the guests did not feel the front desk staff were friendly upon their arrival.
[image: A pie chart with different colored circles
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The hotel industry is highly competitive, which means that service efficiency and quality are integral factors in determining customer perception and satisfaction. Customers seek high efficiency and convenience when visiting hotels, as well as high-quality services (Mouzayek et al., 2021; Singgalen, 2024). Likewise, the survey data indicates that 41% and 38% of the participants agreed highly to the fact that Hilton Garden Inn maintains efficiency and offers convenience to customers while reporting at the front desk. This means the organisation ensures high-quality services and efficiency to meet customer satisfaction. Only 13% of the respondents disagreed with the statement. 
[image: Forms response chart. Question title: Front desk staff maintain clear communication and share details of hotel amenities. Number of responses: 100 responses.]
While visiting hotels, customers seek information regarding the room rates, amenities, and services that they can access with the package. Staff services and pleasant interaction with hotel guests are vital factors influencing the customer experience and satisfaction in the hospitality sector (Arrieta et al., 2022; Wu and Gao, 2019). Thus, from the survey, it has been found that 44% of the respondents felt that Hilton’s front desk staff had ensured transparency and interacted clearly with them, providing them with details related to amenities and other relevant information. 
[image: Forms response chart. Question title: Front Desk staff deal with my complaints and issues promptly. Number of responses: 100 responses.]
Responsiveness in addressing guest queries, issues, and complaints is crucial for companies operating in the hotel industry to enhance customer satisfaction levels. Barusman, Rulian, and Susanto (2019) and Cheng et al. (2019) asserted that customers, while availing services from hotels, expect to have responsive, convenient, and accessible services that cater for their needs and expectations. Thus, from the survey, it is identified that 47% of guests who avail themselves of Hilton's services felt that the front desk staff are quite responsive when dealing with guests' complaints or issues. 
Part B: Overall guest satisfaction level
[image: Forms response chart. Question title: I felt respected and valued while availing service at front desk of Hilton Garden Inn Doncaster. Number of responses: 100 responses.]
Serving wholeheartedly is found to be critical for companies operating within the hospitality industry to make guests feel satisfied. Ariffin et al. (2018) and Pramono et al. (2020) asserted that while availing services in the hospitality industry, customers are always expected to feel valued and respected, which positively influences customer satisfaction levels and drives brand recognition. In this regard, the survey revealed that 43% of guests who visited and stayed at Hilton feel valued and respected while availing of any services from the front desk staff. This revealed the effectiveness of Hilton’s front desk staff in offering customer-centric services to enhance satisfaction levels.
[image: A colorful pie chart with text
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In this fast-changing business landscape, people prefer to have a convenient, efficient, and hassle-free check-out process, which is one of the significant factors that front desk staff need to ensure in the hospitality sector. Kaliappen and Hassan (2022) and Thakur (2022) also addressed the technology-driven, efficient, and hassle-free check-in and check-out process that improves service quality with customer satisfaction. In this regard, 50% of guests at Hilton agreed that they got a hassle-free and efficient check-out process without any discrepancies, which reflects the efficiency of the front-desk staff attending to guests most optimally throughout their journey at the hotel.
[image: Forms response chart. Question title: The front desk staff resolve each of my asked queries regarding services. Number of responses: 100 responses.]
Creating an exceptional guest experience by addressing every query that guests ask to the front desk staff is crucial for driving positive customer perceptions. Rehman and Pal (2020) and Anwar, Deliana, and Suyamto (2024) asserted that building and maintaining strong relationships by offering the most covenant and a safer experience is crucial for the hospitality sector to drive guest satisfaction. Hence, the survey revealed that while 10% disagreed that staff at Hilton failed to address their queries, 50% of the guests strongly agreed that the front desk staff resolved their queries accurately.
[image: Forms response chart. Question title: I am satisfied with the process of dealing with guest issues by front desk staff. Number of responses: 100 responses.]
From the survey, it is identified that 50% of guests agreed that they are satisfied with the process that the front desk staff at Hilton consider while dealing with guest issues. In this regard, it can be mentioned that staff at customer service at Hilton are quite experienced and skilled to deal with guest issues strategically, and attentively. However, 11% of guests were not satisfied with the process of handling guest issues at Hilton. This reflects the improvement areas for the brand to address the lags they currently have in dealing with issues faced by those 11% of guests. 
[image: Forms response chart. Question title: I am satisfied with the personalised services offered by front desk staff at Hilton Garden Inn Doncaster. Number of responses: 100 responses.]
Personalised service is one of the key expectations that people in the present era are expected to have. Cunha and Miguel (2019) and Jepkorir and Makomere (2024) addressed the significant relationship between personalised services, and customer satisfaction levels in terms of service delivery at well-recognised hotels. In this context, from a survey, it is found that 57% of guests staying at Hilton are satisfied with the personalised services offered at the front desk service. This reflects the personalisation strategy considered by the organisation to keep its target audience satisfied. 
[bookmark: _Toc200205489]4.2.2 Observational analysis 
In this section, qualitative data have been acquired by observing the guests who have checked in and checked out from the Hilton Garden Inn located at Doncaster Racecourse. The observations have been provided with a rating to indicate the level of customer satisfaction on a scale of 1 to 5. 
	Customers observed
	Areas and time observed
	Evidence gathered
	Rating

	Family of four
	Staff coordination at front desk 
	It has been noted that staff handle queries and booking details efficiently, resulting in fast check-in and check-out. 
	5

	Group of business officials
	Physical space management and service efficiency
	The front desk area was crowded during the check-in process; however, it was managed effectively by the staff by directing one person from the group to access check-in, and the rest of the group was guided to wait in the reception lounge. 
	4

	Attendees at a conference 
	Non-verbal communication and management
	The pleasant looks exchanged with the guests during the welcome session at the conference affected the perception and enhanced the guest experience positively. 
	4

	Group of friends
	Pressure handling and stress during peak hours
	Peak hours of the check-in time created disruption and affected staff behaviour and composure, which reduced the quality of service at the front desk. 
	2


Table 1: Observational analysis
(Self-developed)
[bookmark: _Toc200205490]4.2.3 Online reviews
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Figure 4: Guest Feedback on Google Review
(Source: Google, n.d)
In terms of operating within a highly dynamic and competitive business environment, Hilton Garden Inn Doncaster is found to continuously focus on improving its services, specifically at the front desk, to drive guest satisfaction levels. For example, positive feedback on Google Reviews was identified for the mentioned brand by guests who value their services. The Google Review revealed that staff at the front desk warmly welcomed Agape Mutale, who stayed at Hilton Garden Inn Doncaster for business purposes (Google, n.d). Apart from this, the guest also mentioned that the front desk staff had reserved a suitable table before the arrival of Agape Mutale. This portrayed the prioritisation of customer needs and responsiveness that the front desk staff at the mentioned organisation followed, which helped them gain positive online feedback and a strong customer satisfaction level.
[image: A screenshot of a message
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Figure 5: Feedback on TripAdvisor
(Source: Tripadvisor, n.d.a)
The guest feedback or reviews on TripAdvisor are found to contradict the review underlined in Google Reviews. Reflecting on the above figure, it is noted that Mark S, who stayed at Hilton Garden Inn Doncaster, pointed out the communication gaps regarding parking charges during check-in. It is identified that without notifying before the check-in, Mark S was informed of the requirements to pay parking charges at the time of check-out (Tripadvisor, n.d.a). While transparency in communication is found to be one of the primary factors in improving guest satisfaction while dealing with front desk service, the staff of Hilton Garden Inn Doncaster fails to maintain this to some extent. Likewise, another review on TripAdvisor revealed that persistent challenges in the check-in and check-out process negatively influence customer perceptions of hotel services and their likelihood of visiting again (TripAdvisor, n.d.b). Thus, while the front desk staff at Hilton Garden Inn Doncaster continuously focus on delivering more efficient services, there are still areas for improvement in the check-in and check-out processes to enhance customer satisfaction more accurately in the future.
[bookmark: _Toc200205491]4.3 Discussion 
The hospital sector is a service-based industry, which means customer satisfaction is directly linked to the quality and efficiency of services. To address the first objective, data from the survey have been reviewed against existing information. Likewise, customer interaction at hotels starts at the reception or front desk, which creates an impression and influences the perception of guests (Tarmudi and Jaharuddin, 2022). Hotels need to understand the significance of guest satisfaction and how front desk services impact these customers. The data acquired from the survey considered the perspectives of a diverse demographic, whereby respondents visited the Hilton Garden Inn at Doncaster Racecourse for multiple purposes, including leisure, business meetings, events, and conferences. From the survey, it has been reviewed that the general experience of 56% of the participants was pleasant as they agreed with the statement that the front desk staff handled the check-in and check-out procedures seamlessly. This helps in understanding that the overall satisfaction of the customers is dependent on the service accessibility, responsiveness, and behaviour of the front desk staff to a large extent. 
An existing study by Borui (2024) indicated that the responsiveness and reliability of front desk staff are essential elements that affect customers’ experience and satisfaction during their stay at a hotel. Furthermore, Noor et al. (2017) have pointed out that the behaviour of the frontline staff at a hotel is a pivotal factor influencing guests’ satisfaction and perception towards the hotel brand. Similar ideas have been gathered from the survey, as data shows 73% of the respondents have positively reacted to Hilton’s front desk staff behaviour because of the warm welcome and high responsiveness. In association with the check-in and check-out processes, 79% of the participants believed Hilton to have maintained consistent and efficient processes, which enhanced the convenience of the guests. In this context, the work of Ali et al. (2021) showcases that a responsive nature, empathy and assurance are intangible factors that improve efficiency and increase convenience for the guests at hotels. Thus, by comparing and contrasting the primary data with the existing studies, it can be established that guest satisfaction shares a strong relationship with front desk service quality and efficiency. 
By addressing the second objective, primary data from observational analysis indicates that Hilton maintains a high-quality front desk service and consistently efficient operations. Based on the observation, it has been found that Hilton’s front desk staff effectively managed customer queries and ensured pleasant behaviour, which positively impacted the guests. This means, as existing literature indicates, Ananta (2022) has emphasised that staff behaviour and open communication with the customers can highly enhance the experience and satisfaction level of the guests staying at the hotel. Likewise, data acquired from the Google review shows positive experiences and high satisfaction levels of customers due to the warm welcome and efficient services provided at the reception. Furthermore, the review stressed personalised services, which are a pivotal factor in enhancing guest experiences. From the survey, similar findings have been generated, as 57% of the participants strongly agreed to the fact that Hilton Garden Inn arranges personalised services for guests at the front desk service area. Likewise, existing studies also indicate that high service quality, tailored responses to meet guest expectations and reliability can impress guests and elevate their satisfaction level (Safitri et al., 2021; Abdull Rahman et al., 2022). Based on the current quality of services, it has been viewed from the survey that 76% of the participants felt respected and valued by the interaction of the front desk staff at Hilton Garden Inn. While availing services at hotels, customers seek good behaviour and demand to be dealt with dignity by the employees, which can highly improve the brand reputation and overall accommodation experience. Likewise, positive staff behaviour would mean friendliness and treating customers with respect and dignity despite a high-pressure work environment (Ananta, 2022; Singgalen, 2024). However, observation analysis also indicated that during peak hours, some of the front desk staff failed to maintain behaviour and composure, which affected their interaction and negatively impacted customers, thus resulting in poor satisfaction. Hence, this discussion helps to identify and analyse the current service quality at Hilton Garden Inn Doncaster. 
Customer satisfaction is found to be one of the most significant and integral factors in the hospitality sector that positively influences customer loyalty while driving a competitive position within the market. The evidence found by Borui (2024) that is presented in the literature review revealed that, as front desk staff are the first point of contact, responsiveness and reliability are the two major factors that influence guest experiences. Similar evidence was also found after gaining data from the guest survey, where the majority of the guests mentioned that friendly behaviour and responsiveness positively influence overall experiences at Hilton. Likewise, observational analysis also portrayed the significance of staff coordination at the mentioned organisations that influence guest experiences and overall service rating. However, the evidence obtained from online reviews revealed that there is still a lack of communication at the front desk service that might negatively affect the overall service experience as well. 
It is identified that staff behaviour, specifically those who are working at the front desk at hospitality organisations, are required to portray professionalism while dealing with guests (Ghosh, 2022). While the evidence of Noor et al. (2017) presented in the literature review revealed the behaviour of front-line staff as an influential factor in guest satisfaction, Ananta (2022) and Ali et al. (2021) showed empathy, responsiveness, and friendliness as critical factors to drive positive guest experiences. Similar evidence has also been identified in the findings where guests at Hilton mentioned their effectiveness in maintaining welcoming behaviour during check-in and supporting responsiveness throughout the service journey untill check-out. Comparing existing literature with the evidence obtained in the findings, it can be mentioned that Hilton's front desk staff are continuously focused on addressing the needs and execution of their targeted guest more accurately and efficiently. This evidence also addressed the third objective, revealing the fact that front desk staff, specifically those working for hospitality organisations, are required to be responsive to improve guest satisfaction levels while meeting their needs and expectations more accurately and systematically. Therefore, it can be mentioned that there is a strong relation between guest satisfaction and service offered by front desk staff at hospitality organisations like Hilton Garden Inn at Doncaster. 
It is been identified that while Hilton Garden Inn at Doncaster is found to focus on improving their guest experiences by offering the most unique experience, there is still lagging in the provided service. For example, in the online review, it is identified that Mark S has witnessed a communication gap during check-in at Hilton Garden Inn regarding the parking changes (Tripadvisor, n.d.a). In this regard, it is identified that there is an urgent need for the brand to address such challenges that may arise in the future.
It has been identified that effectiveness and responsiveness in front desk staff are critical for meeting customer demands while satisfying their needs and offering services (Nain, 2018). Roncally, Susila and Wulandari (2024) in the literature review portrayed the need for responsiveness and attentiveness for front desk employees to ensure the quality of services. Awara et al. (2022) and Ahmad and Scott (2019), on the other hand, in the literature review, portrayed the integration of kiosks in the check-in and check-out process to improve customer experiences. From the survey, it is found that the majority of guests at Hilton reported positive experiences, while a certain percentage of guests still think there is room for improvement in offering the most optimised customer service. Aligning the concept of the SERVQUAL model as drawn by Puri and Singh (2019), Priyo Mohamad and Adetunji (2019) and Sharma and Srivastava (2018), Hilton can consider the dimension of the model to evaluate current service practices and customer satisfaction level. Likewise, in the observational analysis, it is found that during the peak hours at Hilton, inefficiencies in staff behaviour at the front desk are observed that negatively affect the quality of the offered service.
Comparing the existing literature with the findings, it is identified that Hilton is required to focus on improving its service experiences while integrating technology-driven solutions like kiosks to drive its service delivery, and guest satisfaction level more efficiently in the future. Thus, it can be mentioned that integration of a strategic approach can help to address the exciting challenges that Hilton's front desk service currently faces while strengthening its future service delivery and satisfaction level of guests.
[bookmark: _Toc200205492]4.4 Summary
The chapter concludes that service quality and operations at the front or reception desk of a hotel primarily affect the customers and their level of satisfaction. It has been understood that Hilton Garden Inn has maintained a reasonably consistent service quality and efficiency, which has positively impacted its customers. Even though the hotel faced particular challenges in managing guests during peak hours due to increased stress, the overall satisfaction and perception are positive. 
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[bookmark: _Toc200205493]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc200205494]5.1 Conclusion 
[bookmark: _Toc200205495]5.1.1 Overall Summary
The research has helped to draw outcomes by associating the positive relationship between customer satisfaction and front desk services at hotels. With the help of Hilton Garden Inn Doncaster, the experiences and perspectives of the guests have been considered to ensure that the hotel maintains consistency in high-quality services. Hilton’s front desk staff have friendly behaviour and attend to customer queries effectively by ensuring high responsiveness and reliability, which makes customers happy. Furthermore, customers are satisfied with the personalised service offerings and open communication, which creates a positive impression during check-in and check-out processes. The data acquired from the survey and observational analysis indicated that current service qualities mostly informed positive staff behaviour, seamless flow of operations, and good engagement with hotel guests. However, certain negative reviews have shown that some guests have experienced a lack of attention and disruption at the front desk services during peak hours. This means the staff is unable to handle a high-pressure environment, which affects their composure and operational efficiency. 
[bookmark: _Toc200205496]5.1.2 Linking with the Objectives
Linking with objective 1: To conduct an extant literature review of 'guest satisfaction' anfront desk service quality
From the findings, it is evident that existing studies have rightfully established a link between front desk service quality and customer satisfaction in the hospitality sector. It has been found that many customers who felt dissatisfied with their overall experience at Hilton Garden Inn reacted poorly to the front desk service quality. 
Linking with objective 2: “To evaluate the current quality of front desk service based on guest feedback”
It is prominent from the findings that Hilton’s current service quality, considering the reception operations, is high due to proactive responsiveness and reliability, which positively impacts the guests. The consistency maintained during check-in and check-out with respectable behaviour and clear communication has primarily contributed to high guest satisfaction. 
Linking with objective 3: “To identify key factors influencing 'guest satisfaction'”
From the study, it has been found that there is a wide range of factors in front desk services which build the first impression on the guests and influence their overall experience and satisfaction. The behaviour of the staff, body language, communication, sharing of information, reliability and responsive nature are core aspects impacting the customers and the service quality. 
Linking with objective 4: “To make recommendations for improving 'front desk' service”
The research has deduced from the findings that technological integration into the front desk operations can enhance the efficiency of the services and improve the aspect of customer satisfaction. Hilton can integrate automation and chatbots to welcome guests and offer preliminary services, which can manage peak hours and reduce pressure on the staff. 
[bookmark: _Toc200205497]5.1.3 Limitations of the study
The study has been conducted using a mixed methods approach, including both quantitative and qualitative data collection. There are certain limitations to the study because of the chosen research methods. Survey data cannot be generalised to a large population, which means the results may vary if data is gathered from a different sample or population (Andrade, 2020; Karunarathna et al., 2024). Furthermore, in-depth analysis and probing cannot be done by accessing survey data since it offers insights through statistics and frequency of responses. Moreover, ethnography also has limitations such as difficulty in generalising the findings and lack of reliable outcomes (Morais et al., 2020). It is also to be noted that observational analysis also has significant limitations, such as the lack of addressing causality and the potential scope of bias in the study. 
[bookmark: _Toc200205498]5.1.4 Future scope
Based on the above limitations to the study, the potential scope of future studies on the topic has been identified. To address any gaps or facilitate further research on the issue, it is recommended to utilise primary qualitative data by conducting semi-structured interviews. The interviews will provide scope to the researcher for probing and gathering in-depth information from the customers, their feelings and experiences during check-in and check-out processes at the front desk of the hotels. The advantage of using an interview is that it can help to gather a deeper understanding of the research context by interacting with the sample and accessing information to be included in the study (Knott et al., 2022). Hence, this study can be utilised in a broader perspective to impact and influence hotel organisations and facilitate improvement in front desk services so that customer satisfaction can be enhanced effectively. 
[bookmark: _Toc200205499]5.2 Recommendations
Front desk service is found to play a critical role in terms of improving the overall experiences of the guests in the context of hotel settings. At Hilton Garden Inn Doncaster, it is identified that impressions during check-in and check-out directly influence the perceptions of guests towards the brand and the likelihood of repeat visits. From the evidence portrayed in the narrative and the challenges that currently persist at the organisation, the following recommendations could be suggested and deployed to address those challenges.
Implementation of staff training at the front desk service and emotional intelligence
One of the most strategic and effective ways to enhance the service at the front desk of Hilton is to improve the skills and abilities of staff members through adequate training. From the viewpoint of Nguyen Ladkin and Osman (2022) and Mandić, Panić and Šain (2023), it can be mentioned that advancing techniques and skills in customer service, followed by enhancing emotional intelligence among staff members, can improve service delivery. This process can include regular or weekly training sessions, awareness programs about body language and voice tone while dealing with customers, conflict resolution processes and others. This training session can further support Hilton to enhance professionalism and self-confidence among staff who are working at the front desk. When guests feel respected and valued while availing of services, they show a high satisfaction level, which drives brand reputation and competitiveness. 
Introducing a real-time feedback strategy during checkout
Traditional surveys to receive feedback from guests may not provide critical and clear insight into the emotional effect of a guest's experiences while they interact with front desk staff. From the viewpoint of Suslenco, Doncean and Corbu (2022) and Awara et al. (2022) on real-time customer feedback, Hilton can introduce a real-time feedback system at its front desk service, specifically for receiving feedback from guests during check-out times. For example, in the context of a feedback system, Hilton can install a quick digital survey at check-out times, or send a quick survey link to the guest’s phone and request them to provide their feedback before leaving the hotel. The feedback form in this context should include three Likert-scale questions so that it would take minimal time for guests to share their experiences conveniently. It can be mentioned that collecting real-time feedback from guests can support the front desk staff to understand the effectiveness of their offered services, while they can respond quickly to any concerns the guests raise during check-out. Also, it is identified that asking guests to share their valuable feedback reinforces that their respective opinions or feedback matter to the organisation, which will help to create a positive impression in the guest's mind. This, in turn, positively influences repeat bookings, followed by intense and positive brand loyalty as well.
Redesigning workflow and staff schedule during peak hours
Another challenge that is identified through observation is a lack of management or inefficiency during peak hours. In order to address these challenges, it becomes crucial for the staff at Hilton to understand the flow of data with respect to traffic, specifically during peak hours, to understand the existing loopholes. In this regard, a responsive scheduling system can be considered as one of the strategic approaches that Hilton can implement in their front desk service to ensure equal staff availability even during peak hours. From the viewpoint of Anwar, Deliana, and Suyamto (2024) and Diwan et al. (2025), it can be mentioned that smart hospitality through a responsive scheduling system can support the Hilton brand to address the existing challenges during peak hours while improving overall guest experiences. Also, delegating tasks across staff members systematically while further investing in technology-driven systems like self-service kiosks, pre-check-in systems, and digital queuing displays can support management and maintain consistency in service delivery even during peak hours. 
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[bookmark: _Toc200205501]Appendix: Survey Questionnaire
Question 1: What is your age?
· 25-30
· 35-44
· 45-50
· 50 and above
Question 2: What is your gender?
· Male
· Female
· Prefer not to say
Question 3: What is/was the purpose of staying at Hilton Garden Inn Doncaster
· Business
· Leisure
· Conference
· Event
Each of the following questions should be answered on a Likert scale
Part A: Guest experience to front desk service
 Question 4: front desk staff are welcoming, responsive, and friendly upon my arrival
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 5: Check-in process at Hilton Garden Inn Doncaster is efficient and convenience
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 6: front desk staff maintain clear communication and share details of hotel amenities
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 7: front desk staff deal with my complaints and issues promptly
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Part B: Overall guest satisfaction level
Question 8: I felt respected and valued while availing service at front desk of Hilton Garden Inn Doncaster
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 9: The check-out process was hassle-free, and efficient
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 10: The front desk staff resolve each of my asked queries regarding services
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 11: I am satisfied with the process of dealing with guest issues by front desk staff
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
Question 12: I am satisfied with the personalised services offered by front desk staff at Hilton Garden Inn Doncaster
· Strongly disagree
· Disagree
· Neutral
· Agree 
· Strongly agree
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Hilton Garden Inn Doncaster Racecourse B[ X Close

‘Overview Prices. Reviews Photos About
‘Jonathan
rgapeute
€ 5/5

Business | Solo

 agreat stay at this Hiton whilst travelling for work. | was warmly welcomed by Otgon at the
reception, who reserved me a table ahead of my arrival so | didn't miss last orders.

1l definitely be back if 1 find myself in Doncaster in .. Read more.

Response from the owner
3months ago

Hi Agape,
‘Thanks for the wonderful review, we are delighted you had a great stay.
Kind regards
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Mark S wrote a review Jul 2020 e
Newsastie, England, United Kingdom 3 contributions

©0000

Absolute shocking

Stayed just after covid 19 and yes the staff are very good. But we paid for breakfast which was

basically a terrible school packed lunch. And be aware they charge you parking which is £5 per

night which we weren't told about until we checked out! I'd recommend doing a search of the
area. l.e near the dome!

Read less A

Date of stay: July 2020

Trip type: Travelled on business
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