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[bookmark: _Toc138257021]Part One: Research Proposal
[bookmark: _Toc138257022]Title
The impact of Service Quality on Customer Loyalty in the hospitality sector. A case study of Delta Hotel by Marriott Hotel Nottingham Belfry
[bookmark: _Toc138257023]Background 
The UK hospitality sector is anticipated to grow at a CAGR of around 2.5% within the year 2025. In the year 2020, the COVID-19 pandemic affected the hotel sector significantly by declining the economic output by up to 70% (Hutton, 2020). Moreover, in the second wave of the COVID-19 pandemic, certain disruptions have affected the hotel sector in the year 2021. However, the investment has started to explore from the year-end 2021 to 2022. The demand for new hotels has increased the business expansion planning to fulfill the requirements of millennials and Generation Z customers (Jayawardena, 2019). The market size of the hospitality sector in the UK has moved up to 17 billion British pounds in the year 2022 (Jones, 2019). The new trends in the hospitality sector of the UK like smart technology, sustainable services, personalized services, and unique experience have created challenges for hospitality organisations. Moreover, the fluctuation in the economy like the high inflation rate in the UK of up to 11% has increased the prices of goods and services (Economics, 2022). In the hospitality sector, the skill gap and high employee turnover rates are disrupting hospitality operations and service quality. In a report, it has been stated that over 5 years, the potential talent gap will reach 13-14m. Therefore, hospitality organisations are redesigning their strategy to improve service quality for retaining customers. 
[bookmark: _Toc138257024]Organisational overview 
Delta Hotels is a brand of Marriot International that specialized in providing premium services to guests for satisfying their business and leisure needs. The guests can experience a blend of luxury and efficiency from the services of Delta Hotels. The team of professional staff is efficient to deliver the services to the guest of Delta Hotels. More specifically, Delta Hotel in Nottinghamshire consists of 10 flexible meeting rooms to accommodate 100 guests followed by air-conditioned rooms and complimentary wi-fi. Delta Hotel has a wide variety of food menus for delegates across the world. The additional services like a luxury spa treatment, complimentary parking facility, transport services, and perfect setting for business lunch or any relaxing meals can be spotted at Delta Hotel by Marriott Nottingham Belfry. 

[bookmark: _Toc138257025]Problem statement 
The Service Quality dimensions that are impactful to customer loyalty is the problem statement of the present research study. The interrelationship between the service quality elements and customer loyalty from the organisational perspective of Delta Hotel will be evaluated in the current research study. Service Quality is the understanding of the needs and wants of the customers by the organisation (Wang, 2021). On the contrary, customer loyalty demonstrates the engagement of the customer with the specific brand irrespective of other available alternatives (Haywood‐Farmer, 2019). The emotional attachment that the customer forms with a brand can reflect customer loyalty. Therefore, measures undertaken by Delta Hotel in delivering seamless services to the guests by fulfilling their expectations will be analysed in the present study. 
[bookmark: _Toc138257026]Rationale
Service Quality is the initiative of the organisation in understanding the needs and wants of the customers while delivering the services (Parasuraman, 1985). Effective customer service is easy, quick, and personalised. Moreover, companies focusing on consistent customer service can create a unique customer base. The selected topic can help to analyse the service gaps of Delta Hotel that can influence customer loyalty. Furthermore, the extent to which the guests are satisfied with the services of Dela Hotel can be analysed from the current research project. The present study will provide a platform to conduct a research study on the specific problem (Service Quality) of a hospitality organisation. The selection of the specific problem will improve personal research and analytical skills to derive a solution for the identified research problem. Moreover, improving employability skills by attaining a small-scale project is another reason for selecting the concerned topic. 






[bookmark: _Toc138257027]Research Aim and Objectives 
The project aims to analyse the interrelationship between service quality and customer loyalty from the organisational context of Delta Hotel, Nottingham Belfry. 
Objectives: 
· To review existing information on service quality and customer loyalty followed by theoretical frameworks 
· To evaluate the service quality elements of Delta Hotel, Nottingham Belfry from the guests 
· To investigate the interdependence of customer loyalty with the service quality of the hotel 
· To propose measures like Service Blueprinting for closing the service gaps
[bookmark: _Toc138257028]Literature Review 
Overview of Service and Customer Loyalty 
According to Zeithaml (2016), Service Quality is the initiative of the organisation in understanding the needs and wants of the customers while delivering the services. The expectations of the customers fulfilled by the service quality of the organisation can create positive guest perception (Lewis, 2021) . Moreover, the service quality in the hospitality sector determines guest satisfaction. As per McAlexander (2019), customer loyalty demonstrates the engagement of the customer with the specific brand irrespective of available alternatives. The emotional attachment that the customer forms to a brand reflects customer loyalty. Ladhari (2019), claimed that the satisfied guest will visit again to get the same experience and is likely to recommend others. Hence, positive, and consistent service quality can exceed the expectations of the customers. 
SERVQUAL model of Service Quality 
As per Parasuraman et al. (1988), service quality elements encompass tangibility, reliability, responsiveness, assurance, and empathy. The hospitality organisation prioritises each element of service quality can create a positive experience among the guests. The elements of service quality establish the reliability of the organisation among the guests due to their proactive service and responsiveness (McAlexander, 2019). Moreover, a positive reputation of the hotel can be created in the mind of the guests. 
Impact of an Effective Service Quality 
Shams et al., (2021), stated that consistent service quality can meet the expectations of the guests. In the hospitality sector, professionalism and people-centric behaviour can deliver consistent quality service to the guests. In the era of competition, renowned hotel chains are soliciting customer feedback to evaluate service quality (Ladhari, 2019). Moreover, the hotels are in a continuous process to empower and train the staff to attain the desired service benchmark. Therefore, providing delightful experiences to the guests by the hotels can last for a lifetime. 
Role of Service Blueprinting in Improving Service Quality 
As per Teas (2019), Service Blueprinting is a strategy used by hospitality sector organisations to determine the flow of information and operational aspect. The purpose of service blueprinting is to visualise the interrelationship existing among the variables like people, process, and physical evidence (Seth, 2019). The outlining of the customer touchpoints with the organisation is generally visualised in the Service Blueprinting. With the application of service blueprinting, the end-to-end experience delivered to the guests is analysed in detail. The service blueprinting consists of the elements that are internal processes, employee actions, customer interaction, and physical evidence (Teas, 2019). Therefore, clarity in the service landscape can be enhanced with service blueprinting. 
[bookmark: _Toc138257029]Project Methodology
The research study will consider the ‘Quantitative Research method’ to analyse the research problem. The quantitative research method is one of the effective strategies used by the researcher to measure the responses of the sample population. The quantitative research method accumulates numerical data for the sake of measurement (Bergh, 2016). In terms of benefits, the quantitative research method can deliver accurate findings due to the measurement. The quantitative research method is scientifically logical and relatable to the research problem (Saunders, 2009). Moreover, quantitative data is easy to analyse even with a large sample size. On the contrary, the limitations of Quantitative research can be the lack of interpretation of the open-ended responses of the respondents (Flick, 2015). Hence, in-depth analysis cannot be undertaken with Quantitative research. In terms of the research instrument, a ‘questionnaire survey’ will be distributed to the selected respondents of the study to accumulate quantitative responses. The questionnaire survey in a close-ended form is effective for the current research piece to interpret the data by using certain analytical tools. 
The sample population of the study is the people/guests that have visited Delta Hotel, Nottingham Belfry. Hence, a non-probability sampling method in alignment with the ‘convenience sampling technique’ will be followed to select the respondents of the study. The convenience sampling technique is justified in the present study as it provides an opportunity for the researcher in finding closely available respondents (Peffers, 2018). Hence, the easiest way to select the respondents with the convenience sampling technique can be observed. The present study will consider 15 guests that can provide adequate details about the service quality of Delta Hotel, Nottingham Belfry. Lastly, the Data Analysis will make use of the Mode Method followed by Ms. Excel charts. The mode Method is effective to present the maximum count of the numbers in each data set (Singh, 2017). The ‘Research Ethics’ is an important component in the research process that will encompass ethical principles of the research study by including informed consent, data privacy, and anonymity of the respondents (Snyder, 2017). Moreover, the respondents selected for the study will be communicated with the purpose, objective, and aim of the study by ensuring data privacy and restricted disclosure of personal information. 
[bookmark: _Toc138257030]Timeline 
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Gantt Chart, Source: Author
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