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Abstract
The hospitality industry is highly competitive, and the quality of service has become a significant source of guest satisfaction and loyalty. The Food and Beverage (F&B) department is also strategic in the operation of the hotel, as they are highly in touch with customers, and as such, this aspect determines the entire experience of the guest. This study investigates the effects of service quality on guest satisfaction in the F&B Department of Village Hotel Bournemouth. The research question will be to determine the effects of staff performance, service responsiveness, food quality, menu experience, and physical dining environment on the perception and behavioural intentions of guests. The research fills gap in the existing literature, as most of the literature is based on luxury hotel settings.
The methodology of the study was a qualitative secondary research approach. The research design was in a case study format that utilised academic journal articles, reports on the hospitality industry, and the publicly available online reviews of guests. A thematic content analysis was employed to determine common patterns and themes of service quality and guest satisfaction. The major themes have been divided into staff performance, operational efficiency, food and menu quality, and physical dining environment. The ethical considerations were upheld through the application of publicly available data and proper reference throughout the study.
The results indicate that guest satisfaction is largely driven by the quality of service offered by the F&B department. The importance of staff professionalism, communication skills, and responsiveness was found to be a key driver of positive guest experiences. Perceptions of reliability and value were directly impacted by operational efficiency, especially within peak hours. Both functional and emotional satisfaction focused on food quality, menu variety, and consistency. Besides, cleanliness, ambience, and comfort in the seating also added to the overall service perceptions. Poor performance in one dimension was revealed to affect the overall satisfaction negatively.
Finally, the study confirms that service quality in the F&B Department is a multidimensional construct directly influencing guest satisfaction, loyalty, and brand perception. The long-term competitiveness and guest experience at Village Hotel Bournemouth can be improved by strategic additions to staffing, training, operational systems, menu creation, and environmental standards.
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[bookmark: _Toc222485303][bookmark: _Hlk222136019]Chapter 1 Introduction 
[bookmark: _Toc222485304]Background to the Study 
The hotel business is very competitive, and hotels are increasingly using service quality to stand out and gain customer satisfaction (Joviando and Kurniawati, 2022). Service quality is very important in developing guest perceptions, experiences, and overall satisfaction, especially in departments that deal directly with the guests (Asgeirsson et al., 2024). Among them, the Food and Beverage (F&B) department represents one of the fundamental functions of the hotel, as it has a direct impact on the perception of comfort, enjoyment, and value in guests (Tsui and Chen, 2020).
Service encounters associated with staff behaviour, speed of service, quality of food, and dining environment are closely associated with guest satisfaction. Quality service may result in favourable reviews, repeat patronage, and customer loyalty, whilst low-quality service delivery may hurt the reputation of a hotel (Chapagain et al., 2025). At Village Hotel Bournemouth, the Food and Beverage department is significant in helping to create the overall guest experience; therefore, the quality of service is a critical aspect of operations. 
[bookmark: _Toc222485305]Rationale of the Research 
Service quality is a key factor influencing guest satisfaction and loyalty in hotels. The Food & Beverage Department plays a vital role in shaping the guest experience at Village Hotel Bournemouth. This study will provide insights for practical improvements and apply hospitality management theories. Previous studies (Puspitarini, 2025) highlight the strong link between service quality and guest satisfaction in hotels.
[bookmark: _Toc222485306]Research Aim 
To evaluate the impact of service quality on guest satisfaction in the Food & Beverage Department at Village Hotel Bournemouth.
[bookmark: _Toc222485307]Research Objectives 
· To assess the overall impact of service quality on guest satisfaction in the Food & Beverage Department at Village Hotel Bournemouth.
· To evaluate the influence of staff performance and service delivery on guest satisfaction.
· To examine the role of menu management, presentation, and operational efficiency in shaping guest satisfaction.
· To recommend practical strategies for enhancing service quality and improving the guest experience in the Food & Beverage Department.
[bookmark: _Toc222485308]Research question 
1. What is the impact of service quality on guest satisfaction in the Village Hotel Bournemouth Food and Beverage Department?
2. What is the relationship between staff performance, service delivery, and guest satisfaction in the Food & Beverage Department?
3. What is the impact of menu management, presentation and operational efficiency on guest satisfaction in the Food and Beverage Department?
4. Which action plans are practical to improve service quality and the guest experience in the Food and Beverage department?
[bookmark: _Toc222485309]Case Study Overview 
The Village Hotel Bournemouth belongs to the Village Hotels group, a popular UK hotel chain that caters to both business and leisure travellers (Village Hotels Group, 2026). The hotel provides accommodation, recreational amenities, and Food and Beverage services that address the various needs of guests (Lvov and Komppula, 2023). Its F&B department is essential in providing day-to-day dining services, including breakfast, casual, and bar services. The Food and Beverage department offers a suitable case study to analyse the quality of service, owing to its high degree of guest interaction and complexity in operations.












[bookmark: _Toc222485310]Chapter 2: Literature Review 
[bookmark: _Toc222325103][bookmark: _Toc222485311]Concept of Service Quality in Hospitality
The quality of the services provided in a hotel refers to the extent to which services are delivered to the satisfaction or even beyond the expectations of the guest (Saut and Bie, 2024). Other models, such as SERVQUAL, focus on such dimensions as reliability, responsiveness, assurance, empathy, and tangibles, and have continued to predict customer satisfaction. The new research also proves that the quality of core services in terms of responsiveness, assurance, and tangibles play a significant role in customer satisfaction in hospitality environments (Goldenratio.id, 2026). Service quality in F&B encompasses both technical (accuracy of the menu, food quality) and functional (interactions with staff) (Saket, 2025). According to a study, Ahmed et al., (2023) found out that the service quality in a restaurant has a direct relationship with satisfaction and loyalty of visitors. According to the research of Boutique hotel studies and automated service delivery, Mandić et al., (2023) further affirm that the quality of the service offers efficiency and personalised experiences.
[bookmark: _Toc222325104][bookmark: _Toc222485312]Guest Satisfaction in Hotels
Satisfaction of guests is formed as a result of comparing service encounters with expectations (Puspitarini, 2025). Satisfaction is strongly related to the quality of service; it anticipates behavioural intentions like revisits and recommendations. Abdullah et al., (2023) argues that in F&B, customer satisfaction greatly depends on the quality of the food and beverages. Bad interactions with employees or service provision make one less satisfied. Gupta and Sharma, (2021) researched the concept that self-service technologies have increased the level of convenience and satisfaction, especially when it comes to budget hotels. Furthermore, guest satisfaction is influenced by both functional elements, such as service efficiency, and emotional elements, including personalised attention and perceived value (El-Adly et al., 2024). In hotel F&B settings, satisfaction is shaped by cumulative experiences across multiple service encounters, reinforcing its importance as a key performance indicator for long-term loyalty and competitiveness.
[bookmark: _Toc222325105][bookmark: _Toc222485313]Food & Beverage Department as a Strategic Factor
The F&B department is pivotal in shaping overall guest satisfaction. Studies at Conrad Bali’s Suku Restaurant show optimising F&B services enhances satisfaction by addressing service speed and menu quality ((Elżbieta WawsoWicz et al., 2024). Evidence from Grand Arkenso Hotel Semarang supports that F&B service quality drives guest satisfaction in mid-scale hotels (Ali et al., 2021). Front office research by Dewi et al., (2022), suggests operational excellence across departments contributes to perceptions of brand reliability. This underscores F&B’s strategic importance beyond routine operations (Pratiwi et al., 2025). Industry-focused hospitality management literature also emphasises that standardised operating procedures, service consistency, and staff training within F&B departments are essential for maintaining service quality and guest satisfaction (Hospitality.Institute, 2024). Supporting this, further analysis of the Suku Restaurant at Conrad Bali by Bisui et al., (2021), highlights that effective coordination between service staff and kitchen operations enhances guest satisfaction and overall dining experience. 
[bookmark: _Toc222325106][bookmark: _Toc222485314]Staff Performance and Service Delivery
According to Ņikadimovs and Ivanchenko, (2020) Staff performance significantly affects F&B service quality. Employee responsiveness, courtesy, and communication enhance guest satisfaction (Ayaz, 2024). Soft skills and talent management improve competitiveness and service delivery. Service recovery strategies reduce negative word-of-mouth, even after initial service lapses (Sukhu and Bilgihan, 2023). Coordinated service between servers and kitchen staff also influences perceptions of quality. These findings highlight staff performance as a key operational lever for satisfaction in F&B. Studies focusing on in-house guests demonstrate that staff attentiveness, service accuracy, and coordination in F&B operations significantly improve guest satisfaction levels (Sazdova et al., 2022). The effective communication skills among hotel service staff have also been shown to play a crucial role in shaping customer satisfaction and service perceptions in five-star hotel environments. 
[bookmark: _Toc222325107][bookmark: _Toc222485315]Theoretical Framework: Models Explaining Service Quality and Guest Satisfaction
[bookmark: _Toc222325108][bookmark: _Toc222485316]SERVQUAL Model
SERVQUAL is one of the most widely applied models in hospitality research, measuring gaps between guest expectations and perceptions across five key dimensions: reliability, responsiveness, assurance, empathy, and tangibles (Abdulrab and Hezam, 2024). In the context of F&B services, SERVQUAL provides a structured framework for evaluating service quality, helping identify operational strengths and weaknesses that affect guest satisfaction (Ali et al., 2021). By systematically assessing service delivery, hotels can implement targeted improvements in both staff performance and operational efficiency. The model is particularly useful for identifying specific service gaps within F&B operations, such as delays in service, inconsistencies in food quality, or deficiencies in staff communication (Chang et al., 2022). Although SERVQUAL has been criticised for its standardised structure, it remains a valuable diagnostic tool in hospitality research, especially when adapted to the service-intensive and experiential nature of hotel dining environments.
[bookmark: _Toc222325109][bookmark: _Toc222485317]Expectancy–Disconfirmation Theory
The Expectancy-Disconfirmation Theory offers a theory to explain customer satisfaction through the comparison between initial expectations and reality of the guests (Kim and Kim, 2022). As per this theory, satisfaction will be developed after the actual experience is as good or better than what the guest expected, and dissatisfaction will be developed because the experience was worse than expected. In the case of  food and beverage (F&B) services, this can be considered in various dimensions such as the quality of the food, how it will be delivered on time, and how the employees will respond to customers. Li et al. (2025) emphasise that with a higher expectation of service delivery, the more the guests will consider the experience to be highly satisfactory, and as a result, it increases the value of their intentions to come back to the place and refer other people. On the other hand, when the service is inconsistent or delayed, negative disconfirmation may arise that destroys the trust and reduces the chances of returning. Using this theory, hospitality managers have been able to manage guest expectations strategically by ensuring that the actual experiences are in line with or even surpass expectations by communicating the correct information, maintaining the same quality of service, and featuring personal interactions with the guests.
[bookmark: _Toc222325110][bookmark: _Toc222485318]Empirical Evidence on F&B Service Quality and Satisfaction
High F&B service quality is consistently linked to stronger guest satisfaction and loyalty (Ahmed et al., 2021). Literature reviews in five-star hotels show guests value both food quality and responsive service. Crossman, (2024) Boutique hotel studies further confirm that well-delivered F&B services positively influence satisfaction. These empirical insights underscore the operational and strategic importance of F&B departments. Additional empirical evidence from hospitality journals also confirms that optimising F&B service delivery positively influences guest satisfaction and strengthens hotel competitiveness (Truong et al., 2020). Collectively, these studies demonstrate that F&B service quality is a multidimensional construct influenced by food standards, service efficiency, and staff interactions (Le et al., 2025). While most empirical research focuses on luxury hotels, the findings provide a relevant foundation for examining mid-scale hotels, where service quality expectations are rising despite more cost-sensitive operations.
[bookmark: _Toc222325111][bookmark: _Toc222485319]Guest Behaviour and Service Quality Outcomes
Abdulrab and Hezam (2024), states that, in addition to satisfaction, service quality has an effect on guest behaviours, including loyalty and online review sentiments. According to customer relationship management literature, there is a mediating variable of satisfaction between the relationship between service quality and long-term engagement (Ramadhan and Fikriah, 2024). Proper F&B service increases repeat visits and positive recommendations, which are essential to the hotel revenue and reputation (Pandiangan et al., 2024). Moreover, positive behavioural outcomes such as favourable online reviews and word-of-mouth promotion enhance brand image and competitive positioning (Ferdiansyah et al., 2025). Conversely, poor service quality can lead to negative reviews that significantly affect booking intentions, highlighting the strategic importance of consistent F&B service delivery in shaping guest behaviour and long-term business performance.
[bookmark: _Toc222325112][bookmark: _Toc222485320]Research Gaps
There are gaps, even though a lot of research has been done. Literature is mainly on luxury hotels with few qualitative information on mid-scale hotels such as Village Hotel Bournemouth (Giousmpasoglou and Hua, 2020). The research presents fewer studies that can analyse the F&B service quality without focusing on the overall hotel experience (Sport and Tourism Central European Journal, 2026). Another group of technologies of advanced analysis, including topic modeling and automated review analysis, are not used very often in F&B research (Olawuyi and Kleynhans, 2025). Sealing these gaps will enhance the knowledge about operational specificities of the service quality in non-luxury hotels.


[bookmark: _Toc222485321]Chapter 3: Research Methodology
[bookmark: _Toc222325114][bookmark: _Toc222485322]Research Philosophy and Approach
The study employs a qualitative research philosophy which is expected to examine the perceptions, experiences, and contextual aspects which determine the guest satisfaction (Padma and Ahn, 2020). Qualitative studies are more depth-oriented than breadth-oriented, as they pay attention to the study of phenomena in a natural setting (Ghanad, 2023). The secondary qualitative methodology will enable the research to examine and integrate information of various sources such as scholarly literature, hospitality reports, and guest feedback websites (Ajayi, 2023). The method will give the flexibility to consider alternative views about the service quality, employee performance, and efficiency in operation, which are crucial in the overall guest experience within a hotel facility.
Furthermore, adopting a qualitative approach allows for critical interpretation of existing findings, supporting theory-driven insights rather than numerical generalisation (Balouei Jamkhaneh et al., 2023). This philosophical stance is particularly suitable for hospitality research, where service encounters are subjective and shaped by human interaction, emotions, and expectations (Zembylas, 2020). Consequently, the approach enables a richer understanding of how service quality dimensions influence guest satisfaction within the Food and Beverage department context.
[bookmark: _Toc222325115][bookmark: _Toc222485323]Research Design
The study is designed as a case study of the Food & Beverage Department at Village Hotel Bournemouth. A case study enables a detailed examination of specific operational practices and their effects on guest satisfaction (Talukder and Kumar, 2024). This design allows for the integration of multiple secondary data sources to create a comprehensive picture of service quality and its outcomes. The research employs a structured review of relevant literature, focusing on service delivery, menu management, staff efficiency, and guest feedback (Bisui et al., 2022). By combining these sources, the study identifies key service quality factors and provides insights into how they shape guest perceptions and loyalty.
[bookmark: _Toc222325116][bookmark: _Toc222485324]Data Collection
Data is collected exclusively from secondary sources to provide a rich and reliable evidence base (Hamed Taherdoost, 2021).  Academic journals, case studies, and hospitality industry reports serve as primary sources of qualitative information, while online guest feedback from platforms such as TripAdvisor and Booking.com provides real-world perspectives on service quality (Zafran, 2025). The study focuses on sources published between 2020 and 2026 to ensure relevance and contemporary applicability (Acquaye, 2026). Inclusion criteria prioritise peer-reviewed articles and reputable reports that examine the relationship between service quality, operational efficiency, and guest satisfaction in hotel food and beverage contexts.
[bookmark: _Toc222325117][bookmark: _Toc222485325]Data Analysis
The data is analyzed through thematic content analysis to discern recurrent patterns, trends, and themes in relation to service quality and guest satisfaction (Mehraliyev et al., 2022). Thematic areas like staff performance, menu accuracy, speed of service, and operational efficiency is coded and categorised to be compared. Through this process, the study is capable of synthesising results of various sources and pointing out factors that are always affecting guest satisfaction (Shum et al., 2021). These themes are also analysed within the hospitality management framework, giving practical recommendations as well as theoretical explanations. The research presents evidence-supported conclusions based on the systematic organisation of the information and in accordance with the research goals.
[bookmark: _Toc222325118][bookmark: _Toc222485326]Ethical Considerations
The study has few ethical implications since it is based on data that can be accessed publicly. All the sources are correctly referenced, and information is utilized in aggregate to guard the privacy of any one individual (Nissenbaum, 2020). At the Guest feedback, personal information is not identified, and all the secondary materials are viewed impartially to comply with academic integrity. This will help make the study comply with ethical research practices and, at the same time, offer insightful information on the quality of services and guest satisfaction.


[bookmark: _Toc222485327]Chapter 4: Finding and discussion 
[bookmark: _Toc222485328]Theme 1: Performance and Behaviour of the Staff
As stated by Solnet and Golubovskaya, (2023), the level of communication and professionalism among front-line employees positively impacts the views of guests regarding the quality of services. Through survey methods in five-star hotels, they established that courteous, knowledgeable and responsive staff have a strong contribution to the experiences of guests. On the same note, Inegbedion et al. (2020) have shown that the distribution of workload and attention to staff are crucial to prevent the service lapses, and direct connection to the satisfaction of guests. Inegbedion et al. (2020) also contributed to the fact that empathetic and flexible employees in dynamic service settings have a positive effect on repeat patronage. Following the research conducted by Sreenivasan and Prajapati, (2024), in the context of F&B services, the qualitative interviews demonstrated the presence of inconsistency in providing services due to the lack of interpersonal and communication skills by staff, which reduces the satisfaction of guests. It was identified that proper training and mentorship led to increased confidence and performance of the employees, decreased errors and increased responsiveness.
Another study by Stevens et al. (2025) also reported that the perceived quality of service is strongly mediated by frontline staff behaviour, such as politeness and the ability to solve problems. The results correspond to the dimensions of assurance and empathy of the SERVQUAL model, which argues that the level of competence, courtesy, and attentiveness in the staff leads to a sense of service excellence. Besides, Ali et al. (2025) found that customer trust and loyalty are contributed through the staff training and empowering them to solve problems independently. Therefore, regular performance evaluation, specific training, and the development of a responsive work culture are the key strategies in the F&B department of Village Hotel Bournemouth because they allow increasing service quality and customer satisfaction. Not only does staff performance and behaviour impact immediate customer experience, but it also impacts the brand perception in the long-run, which is a critical role that human resources play in sustaining competitive advantage in hospitality services delivery. 
[bookmark: _Toc222485329]Theme 2: Service Responsiveness and Efficiency
Observational studies in hotel restaurants also found out that the slow service, ineffective communication between the kitchen and front-of-house employees, and slow response time hurt the guest experience. The operational efficiency, especially in terms of the speed and accuracy of service delivery, has a direct and close relationship to increased levels of guest satisfaction. The survey-based research methods demonstrate that fast, accurate, and attentive service positively influences positive reviews and referrals. Ravichandran et al. (2020), case studies also discovered that the simplified service processes, such as optimisation of the workflow and efficient utilisation of resources, are critical in minimising the number of service errors and complaints raised by guests. 
Other studies by Worlitz et al. (2020), also noted that, service wait time and order accuracy are important in terms of improving guest satisfaction with professionalism, and service quality. The selected theme implies that the F&B department in Village Hotel Bournemouth can achieve higher satisfaction of the guests by implementing certain initiatives like workflow optimisation, training employees to work during the high season and utilising digital tools to track and speed up the service operations. All in all, service efficiency and responsiveness are the operational leverages to secure consistency in service delivery and build trust, loyalty and positive word of mouth towards the customers. Baquero et al. (2025) found that efficient service processes reduce employee stress during high-demand periods, enabling staff to maintain service standards and interpersonal quality. Improved coordination between kitchen and front-of-house teams further minimises errors and delays, enhancing reliability. These operational improvements not only strengthen guest perceptions of professionalism but also support sustainable service quality and long-term competitive advantage in the hospitality sector.
[bookmark: _Toc222485330]Theme 3: Quality of Food and Menu Experience
As noted by Spence (2022), even a staff of high quality can be negatively impacted by discrepancies in taste, presentation, and portions because of inconsistency, which will adversely affect the perception of service quality. On the same lines, Brahmbhatt (2025) pointed out that the variety of menu, innovation and customization choice are essentials in satisfying the diverse guest expectations where survey findings indicated that a small variety of menu serves decreased the overall satisfaction of guests. Visual appeal, aroma, and plating used in experimental research both directly influenced the willingness of the customers to revisit, linking the sensory perception with the perceived value. Kim et al. (2025), also demonstrated that the incorporation of cultural and seasonal elements in the menu helps create the distinctiveness of the dining experience, which adds to the increased scores on the guest satisfaction scale. 
The qualitative research showed that the quality of food prepared and of high quality is linked to the level of professionalism, reliability, and a high-quality hospitality experience among the guests. Also, Spence (2022) emphasized the need to be consistent with the menu execution, as its inconsistency in taste or other aspects decreases the confidence of the guests and their return. These findings are relevant to the Village Hotel Bournemouth as they show that to ensure the high standards, it is necessary to invest in the training of chefs, the development of the menu, and the quality control process. Dining experience can be improved further by incorporating the guest feedback systems and tracking taste preferences and portion satisfaction. On the whole, the quality of food and the menu experience are not only at the core of functional service delivery but also influence emotional satisfaction, brand image, and loyalty which proves that F&B management should focus on organizational excellence as well as on the sensory one.
[bookmark: _Toc222485331]Theme 4: Food and Service and Physical experience
In their observational study which provides high-end hotels that follow a more attractive and in-good-condition dining area to boost perceived service professionalism and comfort. On the same note, Niujournals (2026), observed that hygiene, such as the cleanliness of tables and utensils, is important towards creating guest confidence and frequent patronage. Chang and Lin (2024) highlighted that the background music, lighting, and the arrangement of furniture have sensual components, which influence emotional involvement and the level of satisfaction with the whole dining experience. According to the SERVQUAL model, a well-designed environment is related to details and a stronger level of quality, and this directly impacts service reliability and the tangibles perception in the eyes of the guests. In addition, these works point out that environmental influences are synergistic with service delivery; even highly qualified employees can be viewed as the providers of low-quality service in poorly-maintained or uncomfortable environments. The similar hypothesis, finding that at least the aesthetical and ergonomically sound environments positively enhance the overall experience of the guests, which leads to the positive emotional reactions and the desire to visit the place once again. In the case of Village Hotel Bournemouth, it means that the focus on seating, design, lighting, and the atmosphere can be used to enhance the total F&B experience. Cleanliness and environmental audits should be performed on a regular basis, and the comfort and ambience-related feedbacks should be provided to customers to maintain the improvement (Chang and Lin, 2024). 
[bookmark: _Toc222485332]Discussion 
The current research gives an in-depth understanding of the influencing factors to service quality and guest satisfaction in the Food and Beverage (F&B) Department of the Village Hotel Bournemouth. The results established that the performance of staff and specifically their behaviour are significant in influencing the perception that guests have towards the quality of service. According to the findings, the professionalism, attention, and responsiveness of employees had a great impact on the overall dining experience of the guests (Solnet & Golubovskaya, 2023). Also in the findings, it was observed that inconsistency of the staff behaviour within the peak hours led to less satisfaction among the guests (Sreenivasan and Prajapati, 2024). The literature review mentions the assurance and empathy aspect of the SERVQUAL model that highlights the significance of well-mannered and knowledgeable personnel in developing trust and confidence (Abdulrab and Hezam, 2024). The literature review study also emphasized on the importance of training and mentorship as a way of improving the performance of staff. This result confirms earlier researchers who claim that human resource management practices play a critical role in maintaining the quality of the service (Ayaz, 2024).
On the other hand, in the findings, Inegbedion et al. (2020) highlighted that a service lapse may result due to inadequate workload assignment and managerial support, which was also supported by the results at Village Hotel Bournemouth. In the literature review idea of empowering the staff to resolve issues on their own contributed to guest-related trust and loyalty and showed the strategic significance of the human resource practices in the F&B business (Sukhu and Bilgihan, 2023). One of the most significant factors of guest satisfaction was deemed to be service responsiveness and operational efficiency. Findings also emphasize that the delays and wrong orders were criticized by the guests, who indicated the necessity of quality and fast service (Ravichandran et al., 2020). Findings also observed that miscommunication between kitchen and front-of-house employees was one of the causes of slower service (Worlitz et al., 2020). The literature review encourages the idea that workflow and its proper communication should be simplified to reduce the number of service errors (Ong, 2024). Efficient service delivery is also compatible with the Expectancy-Disconfirmation Theory, in which satisfaction is a consequence of service performance that is in line with or surpasses expectations. As Gupta and Sharma (2021) emphasised, further use of technology solutions, including digital order tracking, can also help increase efficiency in its operation and improve the experiences of guests in the literature review.
The quality of food and the general menu experience were also another major contributor to the overall guest satisfaction, as observed in the findings. The inconsistent taste, size, and presentation were always mentioned by the guests as a negative aspect that influenced their understanding of the quality of service. Having the dishes with different tastes or not appealing to the sight of the clients, reduced the whole dining experience and undermined the trust in the quality of the establishment. According to Spence (2022), such components of the sensory experience as taste, visuality, and size of dishes are crucial to the perception of the diners, and their inconsistency may negatively affect satisfaction despite the rest of the service. This coincides with the current results, in which the quality of food was directly related to how guests ranked the professionalism and reliability of the restaurant. More than that the results showed that the varied menu and the possibility of customisation were important elements to fulfil the dissimilar anticipations of the visitors. Brahmbhatt (2025) notes that flexibility in the menu enables restaurants to meet various eating habits, cultural backgrounds and personal tastes and boost the discernment. In the present work, the ability to customise the meals provided to the guests was viewed as a positive factor in their ultimate satisfaction. 
The implementation of cultural, seasonal, and innovative menu items was found to be an important solution to the improvement of uniqueness and competitiveness as well. Kim et al. (2025) indicate that the addition of culturally inspired and seasonal cuisine does not only enhance the dining experience but also gives the impression of something new and exclusive, which will make repeat business. These findings are also supported by the literature that focuses on the significance of individualised service and good quality food in the development of emotional involvement. Hypothesis Mandic et al. (2023) assumed that the personal dining experience and stable food quality enhance emotional engagement of the guests and develop confidence in the restaurant. This emotional association is vital in changing satisfaction into long-term loyalty. On the same note, Ahmed et al. (2021) found a direct relationship between food quality and customer satisfaction which in turn help in customer retention and positive word of mouth. On the whole, the results and the literature analysis prove that the elements of the consistent quality, the menu diversity, and personalised experiences are the main stimulators of the guest satisfaction and loyalty in the hospitality industry.
The physical dining space was found to have an important impact on the perceptions of the guests concerning the quality of service. In the findings, cleanliness, comfort of the sitting, and lighting were cited as the issues that play a crucial role in the overall dining experience (Chang and Lin, 2024). It was reported in findings that the background music and overall ambience ensured emotional involvement and satisfaction among the guests (Niujournals, 2026). The SERVQUAL model states that the impression of service reliability in the guests depends on the real aspects of the service (like a well-maintained environment). The literature review research is consistent with previous studies, according to which physical space in poor condition may hamper the perceived quality of even the most skilled employees (Pratiwi et al., 2025). 
The research found that staff behaviour, operational efficiency, menu quality and physical environment have inter-relationships on the service quality perceptions. On another point, finding shows the high-quality food and professional staff behaviour effectiveness can be reduced due to operational inefficiencies (Spence, 2022). The literature review highlights the equally, unsustainable environmental standards may lower the satisfaction of the guests regardless of outstanding service provision (El-Adly et al., 2024). This confirms the literature perspective of the cumulative nature of service quality as a result of a combination of multiple factors and not individual components (Goldenratio.id, 2026).
The results also emphasize the role of emotional satisfaction in determining loyalty and behaviour. The visitors developed long-term impressions depending on the emotional experience of their interactions with the staff, menu, and atmosphere. Positive emotional involvement enhanced the chances of returning, recommending, and a positive online review. Another past study in the literature review shows that Ferdiansyah et al. (2025) emphasized that emotional satisfaction reinforces brand image and competitive positioning, which is also confirmed by the outcome of the research. These emotional perceptions are also confirmed in the findings as being directly dependent on operational consistency and staff behaviour (Solnet and Golubovskaya, 2023).
The study has practical implications that offer various operational strategies to improve the quality of services.  Another finding shows that the responsiveness and minimization of errors can be enhanced by the scheduling and training of staff during peak periods (Ravichandran et al., 2020). The order management through the digital tools was found to be an efficient approach to the enhancement of service accuracy. Quality control measures and standardization of the menu were also critical in maintaining the same quality of food. These are working tactics that align in the literature review, whereby there is a need to have structured systems and empowerment of the staff to ensure high standards are maintained (Hospitality.Institute, 2024).
The research also established that the quality of food and variety of menu impact on emotional interaction and loyalty. On another point, finding shows the more seasonal, cultural, or innovative items were in the menus, the higher the guests were likely to revisit the place (Kim et al., 2025). Mismatches in the quality or presentation of food had a negative impact on the satisfaction, even in situations where the staff had performed well (Brahmbhatt, 2025). The literature review proves the value of incorporating both technical and functional aspects of the quality of service, wherein food standards and staff engagement contribute to the overall perception on the part of the guests (Saket, 2025).
The study also focused on how the physical environment contributes towards quality of perceived service. The findings highlight the positive emotional reactions and higher revisit intentions were also the results of clean and comfortable, and visually pleasant environments (Chang and Lin, 2024). The findings showed that perceptions of professionalism and reliability of the services were increased in well-maintained spaces among the guests (Niujournals, 2026). This confirms other researchers, whereby the tangibles dimension of SERVQUAL is vital in defining the overall service quality.
The research is consistent with the literature that reveals that service quality is multidimensional. Perceived service quality is determined by staff performance, operational efficiency, food quality, and physical environment. The literature review prove that the operational refinements, employee training, menu innovation, and environmental management should be combined to obtain a steady guest satisfaction (Truong et al., 2020). The past research indicated that a high level of F&B service quality has a positive impact on loyalty and behavioural intentions, which were proposed by Ahmed et al. (2021). Lastly, the study fills a gap in the literature concerning the F&B operations in mid-scale hotels, which have not been extensively researched in contrast to luxury hotels (Giousmpasoglou and Hua, 2020). The paper points out the issue of having to strike a balance between operational efficiency, employee performance, and guest expectations in low-end settings. 
It literature review gaps also shows that staff development, menu quality, and environmental management can be really improved as long as there are mid-size hotels to be considered, and this may lead to a high level of satisfaction and competitive advantage (Sport and Tourism Central European Journal, 2026). It has been shown that service quality at the F&B department of Village Hotel Bournemouth is a complex construct which is influenced by the performance of staff, operational efficiency, food quality and physical environment. The individual contributions made by each factor impact on guest satisfaction, but it is the combination of factors that determines the service perception. This is aligned with SERVQUAL and Expectancy Disconfirmation Theory, which proves the applicability of these models in mid-scale hotel settings. The strategic levers to be used to improve immediate satisfaction and long-term loyalty include operational improvements, empowerment of staff, menu enrichment, and environmental enrichment that underline the importance of F&B management in maintaining the competitive advantage.
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[bookmark: _Toc222485334]Conclusion
The study critically examines how quality serves in the service of the Food and Beverage (F&B) Department of Village Hotel Bournemouth in relation to guest satisfaction and experience. These findings confirmed that quality of service is an important factor in motivating the guest perceptions, behavioural intentions, and loyalty. The F&B Department is not just a supportive operation department but is a strategy unit in terms of reputation, positioning, and long-term performance of the hotel. The consistency, responsiveness, and professionalism of this department had a strong impact on guest satisfaction. Among the major findings of the research, it is possible to add the statement that the performance and behaviour of staff members are important determinants of perceived quality of service. The communication skills of employees, their attentiveness, courtesy, and capacity to address issues raised by guests were all recurrently discovered to be at the core of satisfaction. Good relations with the staff members boosted emotional attachment of their guests to the hotel, and inconsistent behaviour during peak service times led to low satisfaction. The issue of staffing and too many tasks was found to play a role in the service lapses, delays, and sometimes errors in delivering the order. The findings indicate the importance of investing in continuous training, effective scheduling, and employee motivation practices to provide a consistent quality of service. The research shows that human resource management plays a pivotal role in ensuring service excellence in the hospitality environment.
The responsiveness of the services and their efficiency. The guests demanded fast, proper and well-coordinated service delivery during breakfast service and high-demand eating hours. Slow food preparation, lack of communication between the kitchen and front-of-house staff, and wrongness of the orders had a negative impact on satisfaction despite the politeness and professionalism of the staff members (Afifi et al., 2022). It emphasises that efficiency is no less significant than friendliness in F&B operations. The analysis confirms that operational systems, workflow design and coordination across departments directly affect the quality-of-service delivery. The expectations of a guest may not be met in case of the inefficiency of the operational processes, which would lead to dissatisfaction even with agreeable interpersonal relationships. Thus, internal communication systems and workflow management should be improved to enhance reliability and consistency.
Guest satisfaction is mainly focused on the quality of food and the menu experience. The consistency of taste, the amount of food and menu mix, and service delivery played a key factor in influencing guests' perception of value and service excellence. The absence of consistency in quality of food compromised the overall satisfaction although the service interactions were favorable. Food preparation and presentation, interaction with the staff and responsiveness (functional quality) as a whole must be balanced to create a good impression. The findings underscore the importance of quality control measures, cooking staff training, and conducting a regular review of the menu to ensure consistent standards. Also, innovation and sensitivity to guest preferences were observed to be essential in remaining competitive in the mid-scale hotel sector.
The physical eating experience is also an important predictor of perceived service quality. The cleanliness, lighting, seat comfort, layout and ambience affected emotional involvement and level of comfort during the time taken in dining (Wei et al., 2023). The visitors associated well-kept, innovative and attractive surroundings with professionalism and higher service standards. On the other hand, trivial issues of cleanliness or design affected perceptions negatively. This finding confirms the hypothesis that service quality is multidimensional and not confined to human interaction but also includes other tangible components of the dining environment. Environmental inspection and periodic maintenance are required to maintain a good guest impression.
The study shows that multiple factors are intertwined to determine the level of guest satisfaction in the F&B Department, and not just one of the operational elements. The collective operation of staff behaviour, efficiency, food quality and physical environment work together to create the overall guest experience. The effectiveness of the other may be reduced by the weakness of one of the dimensions. Consequently, the management must integrate and be strategic in service quality improvement by maintaining a balance among human resource practices, operational systems, menu development, and environmental standards. Furthermore, the study observed that service quality is a determining factor not only for immediate satisfaction but also for long-term loyalty, repeat visits, and positive word-of-mouth. Regular, attentive and quality service to its visitors would increase the likelihood of the visitor recommending and visiting later (Kaur and Kaur, 2020). Conversely, wastage of time or lack of consistency in service lowered trust and destroyed intentions of loyalty. It demonstrates that improved service quality in F&B can result in direct revenue increase and brand equity.
The quality of services provided by the F&B Department of Village Hotel Bournemouth plays a vital role in retaining customer satisfaction, loyalty, and competitive advantage. The continuous improvement of operations, staff performance, food quality and environment will make the organisation more successful in the long-run.
[bookmark: _Toc222485335]Recommendation 
The three strategic and practical recommendations are put forward to improve the performance of operations and streamline service delivery to various customers in the Food and Beverage (F&B) Department of the Village Hotel Bournemouth. The recommendations will help to promote service quality, operational stability, and competitiveness in the mid-scale hotel industry in the long-term perspective.
[bookmark: _Toc222485336]Adopt formality service quality management system
The Village Hotel Bournemouth would need to have a formal service quality management system to generate uniformity in all its Food and Beverage (F&B) operations. Quality of service in the hospitality industry is a multidimensional concept and includes reliability, responsiveness, assurance, empathy, and tangibles. The measures of performance that can be introduced by the management include average service time, accuracy of orders, scores of guest satisfaction and the number of complaints (Aakash and Gupta Aggarwal, 2022). Internal audit and monthly performance reviews would assist in determining the weak points within operations and improvement being made constantly. Also, perceptions can be tracked by real-time guest feedback systems that would enable service recovery in advance without the negative word-of-mouth emerging (Rajaobelina et al., 2021). Consistency should be strengthened by updated Standard Operating Procedures (SOPs) especially when demand is high and systematic observation strategies will reduce variability in services which is vital in competitive hospitality markets.
[bookmark: _Toc222485337]Manage Competence and Service Culture of Employees
The competence and behaviour of staff play a very significant role in determining customer satisfaction. A systematic training mode, regarding communication skills, complaint handling, service recovery, and integration of kitchen and front-of-house employees should be embraced by the hotel. The emotional intelligence training is proven to enhance the satisfaction and loyalty of the guests (Colaco, 2024). To enhance the management of stress-related decision-making and ensure that the performance of employees is in line with the organisational requirements, the practical workshops involving role-play and scenario learning should be held every quarter (Elziny & Emam, 2021). Moreover, the ability of the staff to work with small-scale service problems on their own will contribute to the improvement of responsiveness and professionalism. Employee engagement can also be achieved by a recognition system that is associated with performance indicators and guest feedback, which encourages the staff to continue providing high-quality service delivery (Rasool et al., 2021). Combined, training, empowerment, and recognition will facilitate the culture of service that is of benefit to both the employees and the guests.
[bookmark: _Toc222485338]Maximize Menu Strategy and Food Quality
The menu management also has a big part in the perception of value and satisfaction by the guests. Using menu engineering methods would enable the hotel to evaluate the popularity of menu items, their profitability, and trends and make strategic plans based on that information (Tomczyk, 2023). Hospitality Bournemouth can also compete by including local and seasonal dishes, which would add variety to the market and also create the competitive edge. Quality control checks should be done regularly to maintain the similarity in taste, portion and presentation because, the variation in these factors may hurt the guest trust (Sharma et al., 2021). The careful planning of the menu along with a close monitoring, will ensure that the guests will always be provided with high-quality offerings.
[bookmark: _Toc222485339]Enhance food service and service efficiency
The physical dining environment is one of the aspects of the restaurant that has a high influence on the perception of the service to the guests. Tangible service quality may be related to cleanliness, lighting, comfort in sitting areas, and ambience (Khatter, 2023). Minor design features, choice of background music, and optimization of the layout can make the dining experience better without high costs. Technology, such as ordering systems through the internet and online feedback programs, can be used to facilitate the coordination process between service and kitchen staff, minimize time wastage and make it more accurate. The comfort and engaging environment will be ensured with regular environmental audit and strategic improvements of the physical environment, which will be in line with the brand positioning. Also, the issue of efficient management of tables, timely food delivery and proactive communication with customers should be reinforced to enhance the overall speed of service. Performance monitoring systems, and the data analysis of service time could be implemented to assist the management in identifying the delays in the activities of the company and achieving the best possible results in terms of food quality, and these indicators could be maintained at a high level.
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