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[bookmark: _Toc167571544]Executive Summary
This paper aims to investigate “the hospitality and catering industry and identify and discuss trends in the industry over the last few years” with particular attention to “customer-centric approaches and innovative strategies” by analysing relevant information. Overall, the information reviewed indicates that technological progress, empowerment of customers, and the flexibility of service delivery accompanied by thorough organizational response constitute the leading trends in the field. Also, many researchers note the crucial role of sustainability in the area. The obtained findings have significant relevance given that the material was taken from credible sources, and hence hospitality specialists and academic scholars can benefit from the acquired patterns.
The analysis of the information demonstrates that such factors as technological progress, empowerment of customers, flexibility of service delivery, and sustainability delineate the development of the hospitality industry in recent years. Additionally, they require a substantial organizational response, including advancement management, training facilitation, technological implementation, and others. In other words, the critical pattern is distinguished, and an intact response from hospitality-related organizations is required. Thus, the obtained trends are relevant, given that they were concluded from a variety of reputable sources and can be used to benefit hospitality professionals, policymakers, and researchers.
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[bookmark: _Toc167571546]Background
Holiday Inn Sunderland is a hotel located at High St W in Sunderland, England. The hotel is affiliated with the world-acclaimed InterContinental Hotels Group and specifically, with Holiday Inn. Established to serve both business and leisure guests, Holiday Inn Sunderland faces the challenge of ensuring high customer satisfaction in a highly competitive industry (Cottrell, 2014). Over the past few years, the hospitality industry has increasingly recognized the importance of enhancing customer service in the guest experience. Consequently, business and leisure trends may force hotels such as Holiday Inn Sunderland to upgrade their customer service approach. Such upgrades may include enhancing customer experience through personalized interactions and increased technology access, as well as improving staff training programs (Edwards, 2023). The aspiration would be to satisfy customer expectations often and even exceed them in several instances as a strategy to maintain customer loyalty through word-of-mouth. Establishing the effects of such upgrades on guest satisfaction can provide relevant insights for maintaining competitiveness in the sector.
[bookmark: _Toc167571547]Project Aim
This project aims to analyse customer satisfaction if Holiday Inn Sunderland upgrades its customer services from its deficient position that prevails now. 
[bookmark: _Toc167571548]Project Objectives
1. Identifying the lack of customer services at Holiday Inn Sunderland 
2. Determining the impact of increased customer service on customer satisfaction
3. Making recommendations for the best possible option to increase the customer satisfaction level
[bookmark: _Toc167571549]Rationale
As a result of the dynamic and ever-changing nature of the hospitality sector, it is very necessary to enhance the experiences of guests via the use of increased customer service (Edwards, 2023). This project has been chosen to investigate the link that exists between quality customer service improvements and the level of satisfaction experienced by clients staying at the Holiday Inn Sunderland (Cottrell, 2011). This research aims to contribute to the continuing discourse about hospitality management by offering an investigation into how quality service influences the experiences of visitors based on an analysis of operational efficiency, service quality, and customer happiness.
[bookmark: _Toc167571550]Significance of Report
The Significance of the Report This report offers considerable significance because it provides a critical analysis of how customer service upgrading can influence guest satisfaction at Holiday Inn Sunderland. Through exploring the most impactful enhancements and their effects, this report provides knowledge on the most effective practices and tactics that can be followed by other InterContinental Hotels Group hotels and other establishments in the hospitality sector. Although this is intuitive, the report directly illustrates the strong linear relationship between the quality increase and the guest satisfaction level, including loyalty and positive feedback numbers. This knowledge is imperative for those who want to gain a competitive edge, improve their operation efficiency, and continual business performance in the market environment, which is highly competitive.
[bookmark: _Toc167571551]Scope and Limitation 
This report has focused on the impacts resulting from the initiation of service upgrades at the Holiday Inn Sunderland (Bryman, 2008). The report has examined various initiatives in service upgrade strategies which encompass the guest-handled and customized interaction with guests, systemization and integration of advanced technology, and the wide implementation of training programs for the hotel staff. The support for the analysis provided for a pre- and post-data set has included the quantitative and qualitative information on customer responses, satisfaction surveys, and results, and performance data (Cottrell, 2011). The report was intended to identify critical areas where service upgrades led to the realization of guest response and hence higher guest satisfaction and tendency to return. Although the report has done an excellent job in discussing the plan and other related elements at the point of Holiday Inn Sunderland, it remains narrow as it only considers that particular firm under the IHG network (Fisher, 2021).



[bookmark: _Toc167571552]Literature Reviews
According to Collis & Hussey (2014), four of the most important pillars that support the multi-billion-dollar hospitality business are the transportation industry, the tourism industry, the event planning industry, and the hotel industry. This industry is seeing significant expansion, and the driving factors behind it are the quality of service and the satisfaction of clients. When it comes to the hospitality industry, establishments must pay attention to the desires, requirements, and expectations of their clients to preserve a favourable reputation. One of the most important aspects to consider when looking for a long-term competitive edge is the quality of the service delivered. The ability to maintain and please consumers is an essential component in the hospitality industry. In this day and age, it is more challenging than ever before to satisfy the requirements of the customers. The findings demonstrated that the four aspects of service quality—namely, empathy, responsiveness, assurance, and tangible—were found to have positive relationships with customer satisfaction (Bryman, 2008).
[bookmark: _Toc167571553]Customer Service and Customer Satisfaction 
According to Collins (2022), the lack of familiarity with great customer service and its associated feeling within the hospitality industry is a top factor affecting customers in Sunderland. Many studies have documented the existing relationship between quality favour and guest satisfaction. SERVQUAL, a model developed by Parasuraman, Zeithaml, and Berry between 1993 and 1985, included five elements for quality customer service, reliability, competitors, prompt response, assurance, and support. Transaction intangibility, Grmother, Pizolo between 1994, and Kotler et al. are four components of well-defined excellent customer service and satisfaction. And includes how the pace and nature of new customer demands continue to soar. 
Carter (2023) stated that the perception that the consumer has of the service that they have gotten is what defines an instance of customer satisfaction. The amount of pleasure that a consumer receives is directly proportional to the extent to which a service comes close to meeting or even surpassing the expectations of the client. Because of this, to figure out what it is that makes hotel guests happy, we need to make sure that we understand how their expectations are formed. Different customers have different expectations depending on how well they comprehend the product or service they are purchasing. To guarantee that customers are happy with the service they get, the performance of the service must meet or exceed their expectations. 
Collins (2022) investigated how the quality of hotel service and the satisfaction of customers are related to the loyalty of consumers. To determine the level of satisfaction, loyalty, and perceptions of service quality among customers of Indonesian hotels, a survey was administered to 182 customers. According to the findings of the study, customer satisfaction has a favourable influence on customer loyalty. 
[bookmark: _Toc167571554]Technological Innovations and Customer Service
The job has proliferated into an electronic service. Davies (2024) reads how Information Technology is an overused and misused term, knowledge, and creativity exchanger that fosters rapid product use. Some studies have been conducted to assess the utilization of IT in offering services.
Consequently, some of the more recent studies like that by Clark (2021), have explored the effects of digital transformation on customer service. Some of the outcomes reached by the researchers include that mobile check-ins, chatbots AI-driven concierge services, and customer relationship management make things much easier for the customers, therefore, raising their level of satisfaction. However, while the researchers observed otherwise, experts like Douglas (2021), also have a word of caution, noting that as blissful as it may be, an exchange between service providers and consumers should always be about people. Therefore, the studies reveal that technology can make things easier and simpler but under no circumstance should be used as a substitute for the person. 
[bookmark: _Toc167571555]Employee Competence
Apart from the above-presented factors, employee competence, including general preparedness and in terms of meeting specific customer needs and requirements, defines the customers’ satisfaction level. Some of the studies emphasize a direct correlation between workers’ preparedness and the customers’ level of satisfaction like that of Davies (2024). 
[bookmark: _Toc167571556]Customer Feedback and Improvement. 
The authors of the study determine the kinds of preparation that might be most relevant to explore. The study by Clark (2021), found that hotels have the opportunity to qualitatively improve their service and reputation by interacting with feedback from such customers on the tripadvisor.com and yelp.com sites. Nevertheless, it is quite complex to consider the analysis and use of this feedback in a dynamic process since only a certain part of the feedback leads to an increase in customer satisfaction. 
[bookmark: _Toc167571557]Personalized Service 
A growing area of excellence today is in the personalization of customer interaction. The study of Collis & Hussey, (2014) indicates that in the hospitality sector as well, there is a growing demand for personalized service. The premise of this point of view is simple: when a customer knows that what one does is important, you do one well. In other words, personalization mechanisms can substantially enable a customer to become more satisfied with the hotel stay. The research by Carter (2023), indicates that services such as the guest account, allowing a customer to use all the room features optimally for the comfort of the stay, as well as the sorting according to the belief systems and the level of the service requested, create a satisfactory guest experience. However, the literature reviewed also revealed a gap in the current framework of business practices to deliver personalization cost-effectively at scale, influencing the efficiency of the service.




[bookmark: _Toc167571558]Methodology
[bookmark: _Toc167571559]Case Study Methodology Overview
The case study methodology is a research instrumental tool; it details an intensive, systematic investigation of an individual case study, event, or group (Fisher, 2021). It is an intricate method applicable to explore those matters that are complicated or appear inconceivable to detach from the district environment. Researchers could have an all-inclusive impression of the case being studied after considering elements and seeing their relationships. Below, the most general features of it are described (Harris, 2023). 
[bookmark: _Toc167571560]Benefit of Case Study Methodology
Case study methodology is characterized by several benefits, such as rich qualitative data. The approach helps get a whole picture of the processes, and practices as well as outcomes involved in the topic (Evans, 2024). Particularly, the authors concentrate on only one example that contributes to an in-depth analysis. The example can be examined using different methods, including observation, interviews, and viewing documents. The data collected is profound, which assists in discovering things that remain concealed while applying the other qualitative methods (Gibson, 2022). A highly applicable outcome is an additional advantage that emerges from PowerPoint case studies. Since they examine reality, the discoveries give an approach and may be put into practice. Hence, they are an excellent fit for the hospitality area, where interacting with the clients in a particular way may lead to enhanced satisfaction and the desire to buy a product (Hill, 2024).
[bookmark: _Toc167571561]Benefit of Case Study Methodology
Since case studies are focused on a particular case, the depth of the identified knowledge may not apply to the other case or typical population (James, 2023). However, the limitation of generalizability of the findings should not be disregarded case studies have much to offer in terms of understanding that may further contribute to the theoretical and practical understanding. 
[bookmark: _Toc167571562]Case Study Methodology Techniques 
To provide a sound basis for the analysis, several critical techniques are used in the case study methodology. Data are usually collected through observations, and document analysis which allows researchers to mitigate bias (Jackson, 2021). This approach enables many researchers to obtain a complete and diverse perspective on the case, which reduces bias. Triangulation is an essential technique that involves using more than one data source to eliminate bias and support the research. Another important aspect is the method approach to quantitative data (Green, 2021). Qualitative data about secondary sources transcripts and observational notes benefit from the rich context, results and performance, adding value. Although this is traditionally seen as contradictory, it is essential for a thorough analysis of research questions (Kelly, 2024). 
[bookmark: _Toc167571563]Reflective Writing and Netnography 
Reflective writing, as in many other cases, is an integral part of this research. It is a process of self-examination and critical reflection on the researcher’s interaction and involvement with the subject (Hughes, 2022). The purpose of the activity is to identify bias before the analysis. Finally, ethnography, or “the analysis of online communities and digital interactive communications”, is often used in the hospitality industry to examine various online reviews and social media interactions. In general, this method involves a significant level of audience expansion and adds to the credibility of the research (Foster, 2023).


[bookmark: _Toc167571564]Case Study Discussion
Holiday Inn Sunderland is one of the outstanding hotels in Sunderland, England (Harris, 2023). The hotel is part of the globally renowned InterContinental Hotels Group, IHG. The following section delivers a compelling guide to Holiday Inn Sunderland and summarizes the prominent areas that will be discussed. These include descriptive information, geographical and cultural context, and various analyses. The section will mainly highlight the hotel’s turnover, staffing, branch network, and advantageous location (Evans, 2024). Moreover, it will explore analyses such as SWOT, PEST, competitor analysis, and ethnography for an ultimate understanding of the hotel’s positioning. 
[bookmark: _Toc167571565]Overview of Holiday Inn Sunderland 
[image: ]The Turnover: Holiday Inn Sunderland is part of the IHG network and contributes a significant percentage of the annual revenue flowing in from the many hotels networked to IHG (Gibson, 2022). Because of its diverse clientele base that constitutes both business and leisure tourists and residents, the hotel has a steady flow of income. Further, the hotel is not only marketed independently but also under the IHG global marketing, and the loyalty program has given many of its room’s high occupancy and hence high revenue (Hill, 2024). 
Figure 1 Holiday Inn Sunderland (Hill, 2024)
Staffing: There are a varied number of persons working at Holiday Inn Sunderland. They include the front desk personnel always available to attend to clients as they check in or check out, housekeepers, restaurant waiters, bar operators, and management, among others (James, 2023). This labour force is vital in sustaining the high-level service standard that has continued to characterize Holiday Inn Sunderland. The management capacitates the workers through continuous training to respond to emerging trends in the hospitality industry. 
Branch Network and Location: Holiday Inn Sunderland is part of the many hotels under the Ihg brand that have continued to win the admiration of many people (Jackson, 2021). The hotel is strategically positioned in Sunderland which means it has easy access to public roads, train stations, and airports. Hence, the hotel serves both the domestic and international markets with ease. This is essential, especially when it comes to attracting international tourists who trust the brand (Lewis, 2024). 
[bookmark: _Toc167571566]Geographical and cultural context
[bookmark: _Toc167571567]Located Map
Holiday Inn Sunderland enables easy access for both leisure and business guests to numerous attractions and business centres. That can be seen in the map below, which shows the main landmarks – Sunderland Museum, Winter Gardens, and the Stadium of Light (Green, 2021). The location of the hotel is perfect for all types of guests, as it is easily accessible from all cultural, recreational, and commercial centres. 
[bookmark: _Toc167571568]Cultural Context 
The hotel can reflect on different cultural contexts as it is situated in one of the UK’s largest cities. Sunderland was historically known as a place dominated by heavy industries, mainly shipbuilding and coal mining (Kelly, 2024). Although it replaced these activities with a new modern lifestyle filled with cultural events and educational activities with the University of Sunderland, the heritage can still be seen. This kind of cultural tapestry can be reflected in the services offered at the hotel, mainly because the management often collaborates with local businesses and cultural organizations in the hotel (Hughes, 2022).


[bookmark: _Toc167571569]Key Feature
[bookmark: _Toc167571570][image: ]SWOT Analysis
Figure 2 SWOT Analysis (Lee, 2023)
	Strengths 
Brand Recognition: As a part of INH, Holiday Inn Sunderland benefits from strong brand recognition and customer loyalty. The broad network of hotels with a recognized name and reliable quality provides a constant flow of guests (Lewis, 2024).
 Its Central Location: The central location attracts guests from various populations. They include business visitors coming to town for conferences, tourists who seek local attractions and amenities, and locals who want local staycations (Foster, 2023).
Customer Service: High-quality service results in high turnover and returning clients. Each staff member is rigorously trained to provide optimal service, including attentiveness, personal treatment, and product or service recommendations.
Facilities. The hotel offers facilities suitable for both business and leisure. This includes conference rooms, gyms, restaurants, and creatively equipped and designed rooms that include modern conveniences (Lee, 2023).
	Weaknesses 
Even though the hotel enjoys several advantages, it suffers from the following weaknesses (Bennett, 2023).
Market Saturation: The hotel market in Sunderland is overflowing, and it can be challenging to keep up with occupancy levels (King, 2021). 
High Maintenance costs: Constant high expenditures. 


	Opportunities 
The hotel can increase its advantages and economic indicators and avoid its threats if it determines certain strategies that guarantee them. These strategies include:
Local Partnerships: partnerships with local excursion groups, restaurants, and event organizers, can provide additional conveniences to guests (Brown, 2022). 
Technology: continuous integration of the most advanced technologies: smartphone check-ins or control panels in rooms with personalized information and high-speed internet, can differentiate the hotel from other competitors (Martin, 2022). 
Sustainable Performance: consumers appreciate businesses that prioritize sustainability. Therefore, the hotel can promote its attitude toward window insulation, light energy-efficient lamps, and other eco-friendly strategies (Scott, 2022). 

	Threats 
Economic Fluctuations: Any economic downturn affects people’s travel and tourism tendencies and, consequently, the hotel occupancy rate and revenue (Nelson, 2023). 
Competition: The threat of new entrants and competitors has not disappeared. If competitors are entering the market and gaining ground by offering lower prices or something else, as well as people shifting their minds away from a hotel, this is not unique (Bennett, 2023). 
Global Events: Global events such as pandemics have serious implications for the occupancy rate. Due to travel bans and other concerns, usage may fall precipitously.





[bookmark: _Toc167571571]PEST Analysis of Holiday Inn Sunderland 
[image: ]Political, Economic, Social and Technological Analysis Introduction A PEST analysis focuses on the political, economic, social and technological factors that affect and influence an organization (King, 2021). This type of analysis is fundamentally essential for the strategic planning of any organization helping in ensuring that they are sustainable. For Holiday Inn Sunderland, a PEST analysis enables the analysis of the hotel’s operation’s influence on the four frameworks to determine its ability to meet market demands (Nelson, 2023).
Figure 3 PEST Analysis (Nelson, 2023)
Political Factors
Regulations & Compliance: The hotel relies on several regulations and compliance mechanisms in the UK (McGiven, 2006). First, the hotel is subject to health and safety standards, employment laws, and environmental regulations (Mitchell, 2021). The hotel must maintain compliance with all these regulations to avoid legal issues and ensure that its operation is not cancelled. Additionally, the hotel needs to be aware of changes in labour legislation involving working hours and wage structures that could affect operational costs and staffing. 
Tourism Policies: Government policies in tourism play a significant role in benefiting Holiday Inn Sunderland. Policies help ease the visa schedule and improve tourism infrastructure development and marketing (Martin, 2022). If Sunderland maintains national marketing campaigns in cultural events and festivals, the hotel can take advantage and gain massive publicity. 
Political Stability: Political stability is vital in ensuring a conducive business environment for hotel operations. The UK is a politically stable country that favours prosperity and investment. However, policies such as those of Brexit and international issues like immigrants can export challenges based on stability and change (Brown, 2022). 
Economic Factors 
Local Economy: The state and the health of Sunderland’s economy closely influence the hotel’s performance (McGiven, 2006). With robust economic growth driven by the education, manufacturing, and retail sectors, the hotel is likely to business travel as a major driver of occupancy (Patel, 2024). Conversely, economic strains and uncertainty lead to the economic downturn and reduced disposable income which is likely to reduce leisure travel while occupancy and revenue will experience a decrease.
Inflation and Interest Rates: Inflation affects the cost of goods and services, such as food, utilities, and maintenance supplies (Grbich, 2006). If inflation rises, operational costs at Holiday Inn Sunderland rise and the additional operational costs must be passed on to guests through enhanced room rates. The hotel’s financing and investment options are dictated by interest rates (Smith, 2021). The expense of borrowing for Holiday Inn Sunderland and interest in lining-for-expansion and capital improvement initiatives are affected by high interest rates. 
Currency Fluctuations:  Currency fluctuations may have an enormous impact on international travel. When the UK pound weakens, foreign visitors find attraction in the UK’s reduced attractiveness visually; as a result, Holiday Inn Sunderland encounters additional bookings. Competition growth may lead to a decrease in costs and less profit due to a decrease in visitors to the UK (Taylor, 2024). 
Local Unemployment Rate: The local unemployment rate may impact the quantity of disposable money and local customer consumption. It may imply that the greater the disposable money, the more likely it is that clients will spend on vacations such as summer holiday stays at local hotels in low-unemployment regions (Roberts, 2021). Alternatively, it is less probable that at Holiday Inn Sunderland in high unemployment regions, fewer consumers will buy non-essential services. 
Social Factors
Demographic Trends: It necessitates the insight to tailor a hotel’s services to various services between consumers (Underwood, 2022). Sunderland’s diverse ethnic backgrounds, for instance, include a large number of students at Sunderland University, suggesting that Holiday Inn Sunderland may attract more youthful individuals by offering student-friendly services and discounts. 
Cultural Preferences: Sunderland is defined by cultural diversity and its city money, implying significant cultural preferences that must be provided for culturally sensitive services covered in a press release (Quinn, 2023). The more foreign students study the Arabic language, the more Arabic-speaking pupils that holiday in Sunderland may need to higher staff who speak better verbal Arabic and sacred Arabic dishes. 
Health and wellness Trends: The health and wellness trend continue as more consumers choose to select hotels with fitness facilities, healthy foods, and wellness packages. The hotel can include offerings on health and wellness as best as possible, such as a well-equipped gym and wellness spa or a menu with healthy options (Parker, 2021). 
Social Media Influence: Online reviews and social media have become extremely influential in how consumers behave. Online guest reviews can attract customers and deter guests if they are negative (Thompson, 2023). The hotel needs to engage with clients on the platform and respond to all reviews to respond favourably to this threat. They would not appear in task four if they didn’t see social media as a possibility. 
[bookmark: _Toc167571572]Technology
Digital Transformation: Enhancing operations will lead to improved guest experiences to meet the changing needs of intelligent travellers (Turner, 2021). Mobile check-in and check-out, online room keys, and virtual concierge are only a few of the many technologies that the hotel can adopt to improve its efficiency and meet the current needs of the guests. 
Hotel Online Booking Systems: In today’s society, reservations for rooms have changed. Guests are increasingly booking rooms online, and the hotel’s website should be quickly accessible and user-friendly (Patel, 2024). To promote this, the hotel must keep in order its connection...
Smart Room: Smart room technology is increasingly popular in the hospitality sector. For instance, voice-activated controls, smart lighting and climate control ensure that guests have a comfortable stay and distinguish a hotel from its competitors. Therefore, Holiday Inn Sunderland should consider incorporating such technologies to offer its guests a modern and customized experience (Scott, 2022). 
Sustainable Technology: Sustainability technologies are environmentally friendly and also target customers who care for the environment. Therefore, sustainable technologies aimed at saving energy, and water and eliminating waste can reduce the hotel’s carbon footprint while differentiating it from eco-conscious travellers (Smith, 2021). 
[bookmark: _Toc167571573]Competitor analysis (Price vs. Quality) 
Overview Table
[image: ]
[bookmark: _Toc167571574]Review of Key Features 
Coopetitor-A: This competitor is best identified as a hotel known for its luxury high-end services mostly attracting affluent travellers (Mitchell, 2021). The average price range is high, but the quality supports the price tag with exclusive amenities and personalized services. This competitor might be spa services, fine dining, and luxury living spaces (Pallant, 2010).
Competitor B: This type of competitor will offer a variety of amenities and a mixture of price and quality. The target market includes families and those looking to buy mid-range amenities. These may have, swimming pools, play areas for kids, and all-round comprehensive service for the guests (Taylor, 2024). 
Competitor C: This type of competitor would target budget-strained travellers. They offer adequate amenities at an affordable price. Here is where an operation like our own can offer the necessities without completing their facilities (Roberts, 2021). It rather focuses too much on its core trying to offer the comfort the customer requires. 
[bookmark: _Toc167571575]Netnography
[image: ]Netnography would involve studying online reviews and social media posts to understand the consumer experience and perception based on review posts regarding the experience at the Holiday Inn Sunderland (Underwood, 2022). 
Figure 4 Netnography (Underwood, 2022).
[bookmark: _Toc167571576]Online Reviews 
Positive: Good location, friendly staff and excellent rooms dominate the reviews. Many positively review the breakfast, how clean the calm is, and the municipal vibe. They also comment on the staff’s good facilities due to being modern or well-maintained (Quinn, 2023). 
Negative: The most common negative reviews may include complaints about the hotel room, being loud or dirty, and what they would like improved (Turner, 2021). Others may have complained about how long the service may take on busy days for instance lunch. 
[bookmark: _Toc167571577]Social Media 
Instagram: one can post pictures of the crowded hotel rooms and the activities happening in the hotel. Other pictures of features like clean rooms and well-performing laundry units portray the hotel in a good light (Parker, 2021). 
Facebook: posting and creating a poll where different questions are asked helps in increasing engagement. Other posts include the sharing of guests’ sleep-in stories (Thompson, 2023).

[bookmark: _Toc167571578]Theme Exploration
It can be inferred from the existing and numerous studies of the theme discussed in the academic literature on customer service in the hospitality industry that researchers are interested in professional conduct at the work site as well as providing positive customer experiences (Campbell, 2024). Exploring such issues as personalized service and communication, available communication functions, and quality improvement projects, scholars cover substantial dissertations.

Figure 5 Exploration of Sunderland (Thompson, 2023).
[bookmark: _Toc167571579]Personalisation of Services
Personalized service is a vital component of creating outstanding customer experience within the hospitality sector (Thompson, 2023). It means studying each guest’s specific preferences and eventually, delivering a service designed to specifically satisfy their needs. Almost all hotels prioritize providing the best-personalised service within their capacity to guarantee that their customers are happy and come back. There are multiple ways in which hotels offer personalized service. For example, one way in which this happens is through guest recognition systems used to retrieve guests’ data and, therefore, their preferences (Williams, 2022). 
The systems can identify frequent guests and ensure that the guests’ preferences are retrieved and used to meet their demands even before they arrive at the hotel (Vincent, 2023). More so, recommending solutions as requests arrive can meet specific needs. Another form in which personalized services can be given to guests is when the staff is allowed to personalize services to different customers. Taking note of elements such as the guests’ preferences and using them to deliver a service is fitting and goes a long way to satisfy a customer (Zhang, 2023). Personalized service is also achieved by allowing the client to make personal requests.
In the present world where technology is growing explosively, many hotels have a mobile application or a web application through which customers can book and make specific requests (Walker, 2024). Southern Cross Hotel provides its customers with personalized services in different forms. It has a mobile application that allows its clients to book and make special requests. Personalized service is key to achieving customer satisfaction and retaining clients. In the hospitality industry, personalized service is a key differentiator that ensures customers remember their experiences. Hotels must personalize their services to gain customer satisfaction metrics (Campbell, 2024). Improving a personalized service ensures that customers remember their experiences. Hotels that achieve personalized services are trusted to recommend to friends.
[bookmark: _Toc167571580]Effective Communication Channels
Effective communication channels are critical to ensuring that guests and hotel staff interact seamlessly in the hospitality industry (Pallant, 2010). These channels help to ensure that guests are attended to when making inquiries for prompt reception and overall guest satisfaction. The hotel uses several interfaces that facilitate the interaction with guests for inquiry and support services. Some of the traditional channels, including phone and email, are still in use in hotels that prefer guests to use a convenient way to reach the hotel (Wilson, 2023). 
Contemporary channels such as live chat for hotel websites and messaging apps to contact customer services directly offer real-time support for guests (Robson, 2016). Implementing effective communication requires the hotel to emphasize responsiveness and accessibility. In this regard, the hotel staff should be trained to respond to guests’ inquiries quickly, regardless of the communication channel used. This enables guests to get all the assistance they require and makes them feel valued during their stay. Additionally, using technology to enhance communication channels has proven to be efficient (O'Brien, 2022). 
Hotels have adopted a customer relationship management system to track guest inquiries and preferences to ensure an effective and efficient process. In addition, social media has been used as a communication channel by the hotels where they interact with their guests. Active participation in social media has seen reviews improve the hotel’s ratings. Efficiently, communication is necessary for an effective hotel industry. Using all the channels, making the management accessible, and well-established technology can ensure that all the processes are successful.
[bookmark: _Toc167571581]Continuous Improvement 
Continuous improvement initiatives play a crucial role in sustaining and improving service quality in the hospitality industry, particularly hotel operations (Bhatti, 2023). They are processes aimed at systematically identifying improvement areas, implementing changes, and monitoring their outcomes to ensure continued high levels of guest satisfaction. Hotels utilize several continuous improvement strategies geared toward making the guests’ experiences better. For instance, they continuously seek feedback from guests through post-stay surveys, online reviews, and during the stay experience (Chakrabarty, 2022). This continuous monitoring process enables a hotel to assess what it does best and what it could do better to become a more preferred guest attraction destination. To enhance service delivery to guests, hotels engage in continuous staff training and development, enabling them to remain ahead of guests’ expectations. 
Using technology to make service delivery more convenient and efficient is another method hotels use to enhance their service delivery (Walker, 2024). For instance, hotels are rolling out mobile check-in/check-out, digital concierge services, and smart rooms to improve efficiency and convenience for guests and also gather more data to inform their improvement efforts. Benchmarking and comparing performance with industry standards are other ways a hotel can drive continuous improvement by identifying improvement areas (Williams, 2022). By comparing performance metrics with industry standards and competitors’ practices, a hotel can identify what it is not doing right and formulate strategies to do better. Hotels also rely on their suppliers, industry players, and associations to drive their improvement initiatives. For companies to become more competitive, the industry must help hotels adjust to the changing demands (Vincent, 2023).
[bookmark: _Toc167571582]Personalisation of Services of Holiday Inn Sunderland 
Personalized service is a critical aspect of delivering exceptional guest experiences in the hospitality industry. Holiday Inn Sunderland understands the importance of personalized service in ensuring guest satisfaction and driving revenue (Zhang, 2023). More importantly, within the current competitive market, customer expectations are continually evolving, which creates the need to be the best at personalizing experiences based on unique preferences and needs. To ensure personalized service, Holiday Inn Sunderland (Wilson, 2023).
Understand Individual Preferences: This journey begins with identifying the guest's Family. Based on returning guests, the hotel has already identified the Wrongs as such. As a result, each unique customer’s profile is created with all relevant details such as room preferences, amenities, dietary restrictions, and other requirements (Marshall, 2015). This information is stored in an advanced customer relationship marketing system. 
Anticipates Guest Needs: The hotel’s objective is not only to meet the guest’s needs but exceed them. This can only be possible through a comprehensive understanding of the guest’s history with the hotel and personal preference (Robson, 2016). For instance, should a returning guest have a room preference or bedding choice, the hotel without fail ensures that this arrangement is in place.
Tailoring Experiences: Holiday Inn Sunderland is known for creating a unique stay experience that speaks to each guest personally (O'Brien, 2022). Whether a guest is a business traveller in search of a quiet work nook or a family looking for child-friendly activities and facilities, every stay is tailored to suit the individual visitor’s requirements and wishes (Zhao, 2024). This often encompasses setting up special items in the room, providing firsthand recommendations of local attractions and dining spots that align with the guest’s tastes, or helping arrange special activities, such as spa services or guided tours (Bhatti, 2023). 
Empowering Stuff and Feedback: The hotel achieves this level of customization through several means. First, its staff is dedicated and authorized to make decisions, supported by comprehensive visitor profiles, enabling better and more suited service (Denscombe, 2010). Secondly, post-stay surveys, online reviews, and other feedback channels are used by the Holiday Inn Sunderland to improve on what already went right, ensuring the experience keeps on getting better.
To sum up, personalized service is not only a promise but also a tradition at Holiday Inn Sunderland. By identifying consumer tendencies, the intuition of consumer needs, providing custom-fitted experiences for them, gaining employee faith and valuing employee concern, and identifying the necessity for constant learning, the hotel spurns rambling and exposes heartfelt and unforgettable feelings to the consumers (Young, 2022). In an era when hospitality with your heart is more important than ever, Holiday Inn Sunderland’s personalized service may be an example to the rest of the industry.
[bookmark: _Toc167571583]Effective Communication Channels of Holiday Inn Sunderland
Efficient communication channels are an essential element of seamless interactions between guests and the staff at Holiday Inn Sunderland (Diamantopoulos & Schlegelmilch, 2002). In an increasingly connected and fast-paced world, the hotel recognizes the importance of providing various channels for guests to contact and receive assistance quickly. Through such efficient communication, the hotel improves guest satisfaction and maintains a favourable relationship with its clients. Holiday Inn Sunderland offers a diverse range of communication channels for different guest personalities and preferences (Wood, 2021). While traditional communication channels such as phone and email remain, the hotel also encompasses modern platforms such as live chat on websites and messaging applications. 
Divers Communication Channel: The diversity ensures that guests access and inquire using their preferred medium. Such an approach to communication enhances convenience and accessibility (Diamantopoulos & Schlegelmilch, 2002). The staff at Holiday Inn Sunderland is incredibly responsive and easily accessible to the guests. Therefore, the responsiveness and availability of given staff are crucial to the efficiency of communication channels (Batter, 2024). 
Responsive and Accessible Staff: Through excellent training and the ability to respond immediately and adequately to inquiries, staff members make a significant difference in outstanding communication (Silverman, 2011). Through calls and emails, live chat responses, and polite, efficient service, the hotel establishes a tradition of impeccable service. 
Technology Integration: Technology plays a crucial role in streamlining communication processes at Holiday Inn Sunderland. By utilizing communication and customer relationship management systems and platforms, the hotel centralizes guest inquiries and requests, efficiently assigning and responding to them (Greetham, 2014). For example, application and online portal integration allows guests to access information and service delivery seamlessly. 
Proactive Engagement: While many businesses only wait for their guests to approach them and inquire about the next action, Holiday Inn Sunderland takes a lean step ahead of them. The hotel engages the clients long, before they arrive at its premises. For instance, the management sends personalized emails, push notifications to their rooms, and social media announcements concerning new events in the hotel (Denscombe, 2010). 
Feedback: Holiday Inn Sunderland understands the relevance of guest feedback in enhancing its operations. Therefore, it asks for guest ratings and reviews long after they have been to the hotel. Through emails, the hotel asks its clients to rate their services and suggest what they should add to enhance delivery (Zhao, 2024). Therefore, efficient communication channels facilitate effective delivery at Holiday Inn Sunderland.
[bookmark: _Toc167571584]Continuous Improvement of Holiday Inn Sunderland
Continuous improvement is critical to maintaining and improving quality at Holiday Inn Sunderland (Young, 2022). The hotel is one of the leading establishments in the hospitality industry and continuously strives to offer exceptional guest experiences. This is only achieved through constant change and refining of the services, and through other proactive strategies to remain competitive (Chakrabarty, 2022). 
Guest Feedback: Holiday Inn Sunderland actively requests feedback from guests to make post-stay surveys, read posts on online platforms, and communicate directly (Cottrell, 2014). This is an opportunity to better understand areas that need to be addressed and improve customer satisfaction.
Training and Development: Holiday Inn Sunderland invests in the development of employees to give them the tools and skills to provide high-quality services (White, 2021). It has comprehensive training programs that focus on communication, customer service, and problem-solving aspects.
Technology: Continuous improvement processes use the right technology: Holiday Inn Sunderland uses technology like management systems and data analytics to simplify operations and collect data for analysis (Veal, 2006).
Benchmarking: Holiday Inn Sunderland peers and conducts a lot of research to stay on top of the latest trends and implement successful strategies as its peers. Adaptation and innovation: the hotel encourage employee creativity and innovation and helps them develop new ideas to provide new services or understand how to make their guests’ experiences more unique (Yin, 2003). Continuous improvement is essential for the continuous improvement of the level of customer service offered by Holiday Inn Sunderland.
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[bookmark: _Toc167571586]Conclusions
Holiday Inn Sunderland’s achievements in improving the level of guest satisfaction, ensuring efficient communication channels, and focusing on continuous improvement testify to the hotel’s ambitious commitment to the highest service standards in the hospitality sector. The impressive results are noticed throughout the hotel’s operations dimensions. Precisely, the statement indicates the proactive motivation to deliver services that not only meet but also exceed guests’ expectations. As a result, Holiday Inn Sunderland has managed to inspire guest loyalty and cultivate a positive brand image. A critical factor in Holiday Inn Sunderland’s success is its commitment to providing personalized service. The hotel takes it upon themselves to comprehend guests’ needs and aspirations ahead, ensuring that our services will resonate with them individually. Access to guest data and empowerment of hotel employees’ capability to provide excellent services have contributed to the hotel’s outstanding reputation for accepting and satisfying guests. The hotel has provided essential communication methods that have helped guests interact swiftly and efficiently with hotel staff. Responsive and technology-integrated communication methods have enabled Holiday Inn Sunderland to fit in a global customer experience space, ensuring guest communication and reaching help sources on time and experiencing play a lifestyle. Investment and growth initiatives stand to be among the best for the hotel. Holiday Inn Sunderland listens to guests’ stories, and training, and updating their hospitalist teams on the latest industry developments go a long way in making the hotel’s services enjoyable and memorable forever.


[bookmark: _Toc167571587]Recommendations
Even though Holiday Inn Sunderland is managed in the areas of customer service, there exist framework areas for improvement. These include:
Expand Communication Channels: Although the hotel already provides numerous communication avenues, adding more channels like messaging platforms on social media can take this further (Cottrell, 2014). Such initiatives can help the hotel reach out to guests where they are, delivering exceptional communication experiences across various platforms to solidify its bond with them and boost their satisfaction (Anderson, 2021). 
Invest in Staff Development: The investment in employee training and development programs should also never stop – this way, every staff member will possess the skills and knowledge necessary to provide top-notch service regularly (White, 2021). Such training may focus on the use of new technologies, customer service best practices, and conflict resolution to help staff feel empowered in their roles and contribute to guest satisfaction (Veal, 2006). 
Investing in Community Engagement: Expanding community engagement efforts can significantly improve the relationship with its stakeholders and position Holiday Inn Sunderland as a highly socially responsible organization (Greetham, 2014). Cooperation with local businesses, promoting its services during community events, and supporting local charities would help prove the hotel’s investment in the community and its support. Additionally, meeting its residents would enable a more authentic local experience, ensuring that guests get local insight into culture and attractions, and making Holiday Inn Sunderland a proud community member (Wood, 2021).
Adopting Sustainable Practices: As stakeholders around the world are becoming increasingly worried about the environment, sustainability ensures guests can enjoy their stay without contributing to natural disasters (Zimmerman, 2021). This way, Holiday Inn Sunderland can implement energy conservation policies, and waste and emissions reductions, use eco-friendly complimentary amenities, and become a sustainable hotel. Thus, many guests are more likely to choose Holiday Inn over its competitors due to the return of only around 45-60% of resources into the environment (Diaz, 2024).


[bookmark: _Toc167571588]Reflective Account
From my placement experience at Holiday Inn Sunderland, I was able to learn more about the hospitality industry and polish some of my professional skills (Batter, 2024). Looking back at the time spent at the hotel, I can identify several observations that I have made that have contributed to my personal and professional development and have shifted my view on the industry (Adams, 2022). 
[image: ]
Figure 6 Reflective Cycle (Simmons, 2023).
Feelings: One of the central ideas that I have come to work with is the customer-centric approach. In particular, it was exemplified by the fact that from the moment the guests walked into the hotel to the moment they left everything was done to make their stay unforgettable and to exceed their expectations (Simmons, 2023). In other words, I acquired first-hand knowledge of just how valuable personalized service is to satisfy guests and keep them returning. This included the anticipation of their needs, complimentary amenities, and fast resolution of any issues. I found it imbued in every little detail of the experience (Simmons, 2023). 
Evaluation: The observation was teamwork and communication across the different departments and hotel staff. I often find that team members work in isolation, and here they constantly and effectively collaborate (Zimmerman, 2021). It is also connected to having formal and informal channels of communication and responding on time to inquiries and guests’ requests. The third observation was the culture of continuous improvement. During my placement, many employees noticed that many steps could be completed more conveniently and along the line, they would share their thoughts and suggestions with the manager. One day I noticed that all the hotel employees received cards with the names of hotel rooms. I was surprised because, on the same day, I read an article about receiving cues at work, so this fact impressed me (Chang, 2022).
Analysis: Indeed, the hotel constantly sought new ways of doing things better throughout my tenure. It was noticeable from getting guest feedback and installing new innovative technologies. I was also keen to attend various staff training to improve my skills in service delivery and maintain updated information about the prevailing trends in the industry (Baker, 2021). Furthermore, the hotel would use the data it collected from the guests and data on our performance to identify the challenges and take corrective measures. It was essential in ensuring the hotel remained competitive and enhancing innovations and excelling spirit among the workers. Therefore, my placement experience reflected the following (Adams, 2022). 
Conclusion: Lastly, my growth throughout this project was also based on the career path where I have many professional opportunities. Various responsibilities that I received gave me the chance to work with several teams of professionals and engage with experienced staff (Saunders, Lewis & Thornhill, 2012). There was training I had to pass before starting with the duties. From attending to booking inquiries and assisting with the events to watching the marketing operation, each paid me a skill that will be useful in my career. Additionally, the mentorship I received from the staff and their feedback gave me a reason to reflect on my performance and improve on areas I fell behind.
Action Plan
	Action
	Work to be done

	Implement Personalised
	Conduct customer surveys to understand preferences

	Service Initiative
	Personalized service initiatives and tailored services accordingly.

	Enhance Communication
	Enhance communication Invest in training programs for staff on effective

	Channels of Efficiency
	Channels for efficient communication techniques and utilize digital tools.

	Continuous Development
	Establish and continuously develop a system for regular performance evaluations

	Improvement Process
	Improvement processes and feedback loops to identify areas for enhancement

	Foster Culture
	Foster a culture of Organize workshops and seminars to promote a

	Innovation & Adaptability
	A mindset of innovation and encourage idea generation.



Description: One of the aspects of my placement experience that left a lasting impression on me was the cultural diversity and inclusivity at Holiday Inn Sunderland. The hotel prides itself on creating an inclusive environment for guests and employees of all cultural backgrounds. Therefore, throughout my experience, the hotel welcomed people from numerous countries and backgrounds (Saunders, Lewis & Thornhill, 2012). Participation in this setting allowed me to appreciate globalism in diversity and exchange cultural experiences by interacting with people from all corners of the world. I also view inclusivity as a principle that enhances teamwork, creativity, and innovation within the workplace. Additionally, the hotel ensured a culture of promoting the same, including sponsorships, training, events, and other initiatives. Hence, such experiences made me view and promote cultural inclusivity in my future endeavours (Chang, 2022). 
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