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Abstract 
This research project aims at exploring how service quality standards influence the level of guest satisfaction in the low-end hotel industry using the Ibis Northampton Centre as case study. The budget hotel industry is a very competitive industry were sustaining the service quality and simultaneously managing operational costs is of paramount importance. The guest satisfaction has recently been a more decisive factor on hotel performance, especially with the rising use of online review sites. The purpose of the study is to investigate the application of the standards of service quality to a budget hotel, the main challenges of ensuring service quality standards, and the opportunity to consider the effective strategies to improve the level of satisfaction among the guests. 
The study is a qualitative case study approach that is entirely secondary data based. These are academic material, industry reports, brand documentation and online guest reviews that could be found publicly. A thematic analysis was applied to determine recurring patterns and themes regarding the dimensions of service quality including staff behaviour, cleanliness, room comfort, service consistency and value for money. This will allow an in-depth perception of the guests and will be ethical since there will not be any direct interaction with the participants. 
The major conclusions suggest that the service quality standards are the major determinants of guest satisfaction in low-cost hotels. Service delivery consistency also came out as a key factor that had a major impact on the perceptions of the guests. Cleanliness, efficiency, and reliability are more important than luxurious features to the guests, which represent the expectations of the low-end hotel market. Good guest experience was tightly connected with welcoming and professional contacts with the staff, compliance with brand service procedures, and management of fundamental service components. On the other hand, poor reviews by guests had common problems like inconsistency in housekeeping services, slow service, and poor maintenance. These barriers were discovered to degrade the guest satisfaction in even an instance of what was seen as a reasonable pricing. 
Another result of the analysis is that the pressure on the management of service quality is aggravated by external factors, such as the impact of online review platforms and heightened competition. Online reviews are becoming a more popular decision-making tool by the guests, which implies that the failures of their services may disproportionately affect the reputation of the hotel. Moreover, the shift in the needs of the guests, like increased attention to the cleanliness and hygiene after the pandemic, also contributed to the increase of the standards, according to which budget hotels are rated. 
There are several recommendations based on the findings. Constant employee training should be emphasised in the budget hotels so that there is consistency in service delivery between shifts. Periodic monitoring of the quality of the services with internal audits of the organisation and systematic reviews of online reviews of guests can be used to find out the common problems and areas of improvement. The management should also emphasise on the retention of main service features especially cleanliness and responsiveness since they are major determinants of guest satisfaction.
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[bookmark: _Toc222780392]Chapter 1 Introduction 
[bookmark: _Toc222780393]Background of the research 
Service delivery is a core component of the hospitality industry, which has made guest satisfaction a core element in the measurement of organisational success and competitive advantage (Srijuntra, 2025). The budget hotel market has been growing fast in the past several years due to the shifts in consumer preference, rising price sensitivity and rise in short stay and business travel. The budget hotels are supposed to be reliable, efficient, and consistent in their service provision with a tight rein on cost control (Nasir and Gunawan, 2025). 
The current research project focuses on the influence of service quality standards on guest satisfaction around budget hotels using the Ibis Northampton Centre as a case study. Ibis is a globally renowned low-cost hotel chain branded under the Accor group, which provides standardised accommodation, functional design, and low-cost services (Booking.com, 2026). The Ibis Northampton Centre is situated in the centre of the Northampton town which is well commercial in nature and well connected by transport, thus receiving a wide range of business travellers, recreational tourists and short stay guests.
The critical issue underlying this research is the effect of the quality criterion of services on the satisfaction of guests in a low-cost hotel setting (Ezeh and Ezeuduji, 2025). Budget hotel guests often value cleanliness, comfort, efficiency and consistency unlike in luxury hotels where guests may desire personalised and luxurious experiences (Mediratta, 2025). The fulfilment of these expectations might however be difficult on a consistent basis because of staff turnover, operational stress, and limited resources. Online review sites are also playing a bigger role in guest satisfaction where the feedback given by the customers is publicly posted and can greatly impact the reputation and booking rates of a given hotel (Sufi, Goyal and Chaudhary, 2025). 
The study follows a qualitative case study methodology, which relies on the secondary data sources, such as scholarly literature, industry reports, and open-access online reviews of the guests (Ozuem et al., 2025). This type of research methodology is especially appropriate in a placement-based research project because it enables intensive analysis without having to come into direct contact with the hotel staff or guests (Edwin et al., 2025). The utilisation of the secondary data also provides compliance with the ethical norms and allows finding the main patterns and themes connected with the quality of the provided services and satisfaction of the guests (Wang, 2025). 
[bookmark: _Toc222780394]Research aim  
The primary aim of the research is to explore the impact of service quality standards on the guest satisfaction in the budgeted hotel:  A case study of Ibis Northampton Centre.  
[bookmark: _Toc222780395]Research Objectives 
· To review existing academic information related to quality of service and guest satisfaction in budgeted hotel chains.  
· To recognise challenges which are faced by the budgeted hotel for maintaining consistent service quality.  
· To gather information regarding effective strategies for addressing the service quality challenges and improving a guest satisfaction level.  
[bookmark: _Toc222780396]Research Questions 
· What does existing academic literature reveal about the relationship between service quality and guest satisfaction in budget hotel chains? 
· What key challenges do budget hotels face in maintaining consistent service quality standards? 
· What strategies are identified as effective in addressing service quality challenges and improving guest satisfaction in budget hotels? 


[bookmark: _Toc222780397]Chapter 2 Literature Review 
[bookmark: _Toc222780398]Introduction 
The hotel industry has become very competitive, and quality of service has become a major aspect of guest satisfaction, particularly the budget hotel chains (Santa, Rodríguez Victoria and Tegethoff, 2025). The business of budget hotels is to offer low-end accommodation to guests and still deliver on satisfactory guest experience (Omonov, 2025). But the problem of consistency of service delivery in this segment may be a significant issue because of limited resources, standardised operations, and high turnover of customers (Dzreke and Dzreke, 2025). The chapter is a review of the existing knowledge on service quality and guest satisfaction in the budget hotels and the challenges of the budget hotels to enhance their guest satisfaction. Another important thing the chapter does is to present the gaps that exist in the literature that have already been conducted and a theoretical framework that would help guide the research (Almusaed, Almssad and Yitmen, 2025). 
[bookmark: _Toc222780399]Service Quality and Guest Satisfaction in Budget Hotels 
As per Sihombing, Tambunan and Sinay (2025) the quality of services is an important factor that can determine the level of satisfaction of the guest in the hospitality industry. The quality of service in budget hotels is characterised by how a hotel has achieved or surpassed expectations of the guests in the aspects of cleanliness, check-in services, interactions with the staff and general comfort (Anderson, 2025). Budget hotel guests need efficient and reliable services to their satisfaction and their perception of consistency and attention to service delivery is a key determinant to customer satisfaction. Guest satisfaction is directly connected to repeat business, loyalty, and positive word-of-mouth, which are always a factor in the budget hotel sector, which is rather competitive (Nayyar et al., 2025). 
As per Miller and Jeong (2025) whereas luxury hotels are in position to distinguish themselves by offering distinctive experiences and personalised services, the budget hotels must always adhere to the central standards of service provision. It is shown that even such minor service failures as the inability to check-in on time or the absence of clean rooms can have a serious impact on customer satisfaction in low-end hotels (Karki, 2025). 
Online reviews and ratings of guests are becoming major determinants of the service quality (Kalnaovakul, Balasubramanian, and Chuah, 2025). When the budget hotels take time to monitor and act on the feedback given online, the hotel can better manage the customer expectations and improve the customer satisfaction (Alharbi et al., 2025). Reviews that are posted publicly are very useful in gaining the insights into the preferences of the customers and in pointing to the areas that need improvements of the service (Khalek et al., 2025). This is a trend that has ensured that service quality management in these lower end hotels has become more open and responsible as every single interaction has the potential to impact the overall guest experience (Sofi et al., 2025). 
[bookmark: _Toc222780400]Challenges in Maintaining Consistent Service Quality 
There are several challenges that are encountered by budget hotels when it comes to ensuring uniformity in service quality. Operational constraints are one of the primary issues because of low budgets and resources (Amjadian et al., 2025). The number of employees in low-end hotels are usually less than that of the high-end hotels, leading to high workload, irregularities in service provision, and being unable to cater to the peak season services. Staff turnover is also another challenge. The high rate of staff turnover in hotels can also interfere with the flow of service services, thus causing an impact on the quality of customer relations and satisfaction (Krishnan and Rathakrishnan, 2025). 
There is also the problem of standardisation of services. Although standardisation of processes assists in ensuring homogenisation, it reduces flexibility and personalisation of the guest experience. As per Alananga, Mlowe and Lucian (2025) hotels, including the low-price ones, are increasingly expected to be responsive to the personal needs and preferences of the guests. The main challenge that continues to face the managers of budget hotels is balancing operational efficiency to a certain level of personalisation. Service consistency is even complicated by external factors, including competition and technological advancements (Asawawibul et al., 2025). As per Mojoodi et al. (2025) customers are more demanding and demanding of online booking services, review websites, and even social media. Budget hotels must keep a close eye on the market tendencies and adjust to emerging customer demands and keep the level of service at a competitive level without raising the cost drastically (Hudson and Hudson, 2025). 
[bookmark: _Toc222780401]Strategies for Improving Service Quality and Guest Satisfaction 
Several practices are found to be effective in resolving service quality issues in the low-end hotels. First, systematic staff training programmes will be applied to make sure that employees are qualified to provide consistent service with the skills and knowledge they possess (Krishnan and Rathakrishnan, 2025). The training programmes are to be based on the operational procedures and customer service skills, problem-solving, and the effective work with the complaints of guests (Aulia, 2025). 
Second, the use of technology can be used to improve the quality of services. The internet booking system, automated check in systems, customer relationship management systems facilitate a smooth operation and minimise errors (Islam et al., 2025). The feedback can also be gathered and analysed using technology and this will enable the hotels to detect recurring problems and make the required adjustments in a timely manner (Kim et al., 2025). 
Third, it is necessary to monitor online and offline feedback about guests to ensure that they are satisfied (Seo and Roh, 2025). When the guest is encouraged to give feedback, the hotels will be able to establish areas where they are weak and how to rectify them (Ozler Efe et al., 2026).
Lastly, budget hotels can be proactive in-service innovation (Srivastava, Dixit and Duggal, 2025). Determining the trends in the preferences of visitors, including digital check-in or eco-friendly processes, and applying them efficiently would enhance the experiences of the guests and make them loyal (Talukder, 2025). 
[bookmark: _Toc222780402]Literature Gap 
Although a significant amount of research has been conducted on service quality and the satisfaction of the guests, there is a scarcity of study specifically on the topic of small cities/regional budget hotels. Most of the research considers international or urban hotel chains thus leaving a research gap in the way the issue of service quality is reflected in local budget hotels (Talukder, 2025). Less studies have been conducted on the combination of online guest reviews and operations strategies. Budget hotels need to understand how they can use online feedback systematically to base service enhancements on and adjust to changing guest expectations (Liu, Zhang and Hao, 2025). 
[bookmark: _Toc222780403]Theoretical Framework 
The study uses an approach of service quality model where the services are delivered to the guests, and the satisfaction of the guests is considered (Liu et al., 2025). The model takes into consideration the aspects of reliability, responsiveness, tangibles, assurance, and empathy, used within the framework of budget hotel business (Shao et al., 2025). The method will enable the evaluation of the operational challenges, the assessment of service strategies and the determination of practices that result in the high guest satisfaction levels (Ghadiridehkordi et al., 2025). 
[bookmark: _Toc222780404] Conclusion 
Budget hotels correlate with service quality and customer satisfaction. Some of the challenges are the high staff turnover and limitations on operations that will be countered by training, technology, monitoring the feedback and culture as well as innovation of the services which justifies the Ibis Northampton study. 


[bookmark: _Toc222780405]Chapter 3 Methodology 
[bookmark: _Toc222780406]Introduction 
This study methodology aims at addressing how the quality-of-service influences satisfaction among guests in the low-end hotel industry with Ibis Northampton Centre as a case study. The study utilises a qualitative research design, and the secondary data sources will be used to get the understanding about the service quality standards, the experiences of guests, and the challenges of budget hotels (Marshall, 2015). The methodology will make the study practical, ethical and in line with the project objectives, as well as be reliable and relevant to the field of management in the hospitality industry (Grbich, 2006).
[bookmark: _Toc222780407]Research Design 
The case study method has been chosen as it will provide a chance to thoroughly examine the selected hotel in its contextual environment (Yin, 2003). This method allows breaking down issues and approaches to a more detailed analysis without limiting it to massive scale primary data retrieval (Collis and Hussey, 2014)
The study has a qualitative secondary methodology. Secondary data is the information that has been gathered by other people, which includes scholarly journals, industry reports, government documents, and publicly available online reviews by guests (Robson, 2016). The approach enables in-depth appreciation of trends, challenges and best practices in service quality management and reduces ethical issues that are related to direct involvement among participants (Cottrel, 2011).
[bookmark: _Toc222780408]Data Collection Methods 
The study will use a systematic collection of 12 secondary materials such as scholarly journals, publications by the industry, and policy reports to comprehend the quality of services and customer satisfaction in low-end hotels. The literature and research on services and their industry inform about service standards, guest expectations, operational issues, and policy documentation give the background on best practices (Silverman, 2011). The data will be structured in themes, which will include the consistency of the services, the responsiveness of the staff, their cleanliness, the value of the money, and the experience of the guest (Pallant, 2010). This will make sure that a systematic analysis and practical observations are made to enhance service quality within low-end hotels (Veal, 2006).
[bookmark: _Toc222780409]Data Analysis 
The main analytical methodology applied in the study is thematic analysis (Cottrell, 2014). It includes examining the data obtained and determining common topics and classifying the information in main themes which are pertinent to the quality of services provided and guest satisfaction (Bryman, 2008). The analysis will enable one to synthesise the information of various sources, which will enable one to identify gaps, trends, and practical strategies that are applied by budget hotels to sustain service quality (Diamantopoulos and Schlegelmilch, 2002). 
[bookmark: _Toc222780410]Rationale for Methodology 
Secondary qualitative data was selected because it was more practical and ethical (Martani et al., 2025). Primary research was not easy because access to the staff of the hotel, guests or internal operational data was limited. Utilising already available sources will make the research viable in the timeframe of the project and at the same time make the research relevant and informative (McGiven, 2006). Also, the strategy eliminates risks related to the direct participation of the participants such as confidentiality breaches or personal data security (Saunders, Lewis and Thornhill, 2012).
[bookmark: _Toc222780411]Limitations and Reliability 
The weakness of the secondary data collection is the possible unavailability of hotel-specific information or outdated sources (Greetham, 2014). To deal with this, triangulation of several sources was done so as to be accurate and consistent. However, this weakness does not undermine the methodology as it offers a great deal of insight into the issues related to the quality of the service, guest satisfaction, and efficient management policies that can be applied to the budget hotels (Denscombe, 2010).
[bookmark: _Toc222780412]Conclusion 
This chapter has shown the use of secondary data that undergoes systematic gathering and thematic organisation is ethically sound, practically feasible and produces valuable information capable of informing both academic discourse and industry practice. 

[bookmark: _Toc222780413]Chapter 4 Findings and Discussion:   
[bookmark: _Toc222780414]Thematic analysis 
Service Quality and Guest Satisfaction in Ibis Northampton Centre 
The quality of service is one of the most crucial factors in the determination of guest satisfaction in any hospitality industry, especially the low-end hotel industry where the guests are more concerned with efficiency, reliability, and value rather than the personalised experience. Ibis Northampton Centre is an Accor owned company, which is the global brand of Ibis, and it offers the standardised budget hotel offering that focuses on utilitarian design, cleanliness and uniform service delivery. Research indicates that the adherence rates of such standards have a direct impact on the overall perception of the stay by the guests and their future intentions to visit the hotel as well as to refer to others (Maisara et al., 2025). According to research on budget hotels in a related setting, various dimensions of the quality of services, such as the responsiveness of employees, the reliability of services, the cleanliness, and the overall comfort of a room, influence guest satisfaction (Permatasari, Maghrifani and Wibowo, 2025). To illustrate, Permatasari et al. (2025) who conducted a study on Indonesian budget hotels discovered that the positive experience of guests was significantly linked to the efficiency and attentiveness of staff, quickness in resolving complaints and consistency in housekeeping services. These are the areas that Ibis Northampton Centre could use especially since the clients include business travellers, short stay travellers and local clients. Singgalen (2024) stresses that the patterns in the quality of online guest reviews can be identified by analysing large datasets of online reviews to highlight the many factors that tend to occur across the board, thereby showing the most important factors that may influence the perceived quality of a service.  
In the case of Ibis Northampton Centre, guest reviews left through online services suggest that the most common factors that determine a satisfactory experience stay include clean and comfortable rooms, check-in time, and civil and professional staff. These observations are consistent with the SERVQUAL dimensions of service qualities, which are reliability, responsiveness, assurance, empathy and tangibles that offer a theoretical context in explaining the expectations of guests in a budget accommodation. Moreover, some online booking services such as Agoda (2026) provide real-time reviews and ratings, which captures instant experiences of guests and can be a useful source of information to evaluate the quality of service. The Ibis Northampton Centre reviews continue to emphasise the significance of the clean environment, friendly staff and services that are worth the price, which promotes the idea that even in the low-end environment, ensuring maintaining the high standards of the service remains a crucial factor in increasing the level of satisfaction and loyalty among the guests. The data indicate that the success of standardised operational processes, attentive personnel, and constant control over the feedback on the guests is the foundation of the service quality in low-end hotels. In the case of Ibis Northampton Centre, these factors must be taken seriously to achieve quality guest experiences and competitive advantage in the very competitive part of the hospitality industry. 
Challenges in Maintaining Consistent Service Quality in Ibis Northampton Centre  
The key challenge posed by budget hotels like Ibis Northampton Centre is maintaining a consistent service quality. These hotels are run on a very thin margin; there are a lot of turnovers of guests, and the staffing is very low and may make it hard to provide a uniform and reliable service. However, inexpensive hotels, clients in low-cost hotels focus on cleanliness, efficiency, and punctuality of service, and thus, a lack of consistency in these two fundamental aspects of services may have a greater impact on customer satisfaction and retention (Waaje et al., 2025). A significant constraint is operational resource constraints. The low cost of running a budget hotel is usually through the minimal staffing and the operational process which is simplified. This may lead to overworking of the employees especially at the busiest times, housekeeping or check-in delays, and the occasional neglect of regular servicing or responsiveness. According to industry sources, these constraints tend to make budget hotels poor in managing the efficiency of operations and addressing the expectations of the guests (FSM.How, 2025). Waaje et al. (2025) also observe that lean operations, in spite of being cost-efficient, can make service inconsistency more probable in the event of staff overworking or failure to ensure stringent process standardisation. 
Service consistency is also a challenge in staff turnover. The high turnover rates interfere with the workflow, and it takes time to train new recruits thus introducing inconsistency in service delivery. TripAdvisor (2025) reviews about Ibis Northampton Centre suggest that the responsiveness of staff and their service efficiency was inconsistent in some cases, proving the fact that workforce management is directly linked to the service quality consistency. The situation is further complicated with outside forces. The level of guest expectations is increasing and online review sites like TripAdvisor increase the publicity of service failures. Such negative experiences that are published online may affect the choice of potential guests and the reputation of a hotel. Experiences in related service industries reveals that customer expectations and constraint of operation may introduce a disparity in service delivery (Bakır, Atalık and Itani, 2025). 
Overall, Ibis Northampton Centre has a variety of interconnected issues with ensuring the quality-of-service delivery. The factors that influence the reliability and consistency of service delivery include operational limitations, high staff turnover, and increased expectations and demands by the guests. The challenges can only be overcome through effective workforce management, operational planning, and planned monitoring of the guest feedback to maintain the consistency of service standards and to sustain the guest satisfaction. 
Effective strategies for addressing the service quality challenges and improving a guest satisfaction level.   
To solve the service quality issues affecting low-cost hotels, including the Ibis Northampton Centre, the multifaceted approach that involves balancing the operational effectiveness, employee performance, and organised observation of the guest experience is required. It has been shown that the establishment of structured strategies can contribute greatly to the satisfaction and loyalty of guests despite the limitation of low budgets, minimal staffing, and high guest turnover (Wilson, 2025). In a low-cost hotel environment, maintaining high standards of service demands a lot of planning, clear operational practices and active involvement with the expectation of the guests. One of these strategies is the constant training and development of employees. The employees play a key role in ensuring high and consistent service delivery especially in the budget hotel industry where resources are scarce and employees are sometimes expected to play a variety of roles. The training programmes are organised based on the areas of customer service, complaint handling, housekeeping efficiency, and problem-solving, whereby employees are trained on the required skills to ensure that service remains consistent (Alharbi et al., 2025). The key point made by Singgalen (2025) is that training is not a one-time process, but a continuous process guided by guest feedback. After examining trends in complaints and suggestions made by the guests, the hotel management will be able to adjust the training programmes to address the same service problem, thereby minimising the differences in guest experience. 
The other useful approach is the systematic incorporation of feedback to operational decision making offered by guests. Websites like TripAdvisor and Agoda can be used to do in-depth research on the experience where services are not doing particularly well. Through frequent reviewing of online feedback, hotels can learn how to close the most frequent service failures and focus on refining the operational processes within areas that guests appreciate the most, including cleanliness, efficiency of the check-in process, responsiveness of the staff, and comfort of the room. This feedback can be used proactively so that management is able to prevent possible problems before they become excessive and be able to provide the same guest experience throughout their multiple visits. The technological solutions are also crucial in helping to sustain the quality of service. The automation of the check-in system, online booking management and customer relationship management (CRM) system minimise human mistakes, streamline the processes and provide an opportunity to engage guests with the help of an individual approach without a rise in the cost of operations. According to Wilson (2025), the efficiency of the operations obtained with the help of technologies enables the hotel staff to perform those tasks that help to improve guest experience, including responding to special requests or addressing comments in a timely fashion. The technology also facilitates the improved monitoring of the performance measures of the services and the managers can detect the areas of problems promptly and take the appropriate corrective measures. 
Lastly, the integration of service strategies and the overall brand purpose boosts loyalty and satisfaction among the guests. According to Sah, Hong and Huang (2025), hotels implementing the principles of a circular economy and sustainable business and taking environmentally friendly steps can enhance the efficiency of the processes, enhance the brand image, and customer satisfaction at the same time. Programs like trash minimization, energy saving facilities, and green fittings offer physical advantages to customers besides branding cheap hotels in an overcrowded marketplace.  
[bookmark: _Toc222780415]Discussion 
The results of this research allow gaining considerable understanding of the interaction between quality of services and customer satisfaction in low-cost hotels, particularly, in relation to Ibis Northampton Centre. As it has been observed in the previous literature, the study establishes that the quality of service is an important factor in determining the level of guest satisfaction, loyalty, and repeat business, even in a low cost hotel that is constrained by cost limits (Maisara et al., 2025; Sihombing, Tambunan and Sinay, 2025). Customers of low-end hotels attach importance to efficiency, reliability, cleanliness, and value-to-money, and any such variations in the service dimensions may adversely impact customer satisfaction (Permatasari, Maghrifani and Wibowo, 2025). The results of the study are consistent with the principles of SERVQUAL, especially the aspects of reliability, responsiveness, assurance, empathy, and tangibles, which indicates that the focus on these dimensions of service quality is still critical in the standardised operations of budget hotels (Singgalen, 2024; Agoda, 2026). 
Interpretation of Findings in Relation to Literature 
The analysis indicates that Ibis Northampton Centre has a high level of standardisation in its operational procedures that can be observed in relatively good feedback about the hotel cleanliness, staff professionalism, and effectiveness of the check-in in the guest reviews. This underlines the available literature that highlights the significance of process standardisation as one of the means of attaining dependable service delivery at low-end hotels (Anderson, 2025; Miller and Jeong, 2025). Nevertheless, although standardisation guarantees consistency of service, the literature also warns against too rigid processes which limit flexibility and make it harder to customise (Alananga, Mlowe and Lucian, 2025). The results show that even though the hotel provides a well-organised representation of services, there are periods when the response time and employee presence become inadequate, especially at times of high demand, which demonstrates the weakness of lean operational models. This supports the earlier claims that budget hotels have serious operational limitations such as low staffing and high guest turnover that complicate the delivery of quality services on a regular basis (Waaje et al., 2025; FSM.How, 2025). 
Employee turnover became one of the major considerations that influence service quality. The results show that the average availability of employees and skill rates causes differences in the experience of guests, which is not new in the literature of low-end hospitality environments (Krishnan and Rathakrishnan, 2025; TripAdvisor, 2025). A high turnover interferes with the workflow, delays in housekeeping, and sometimes, results in a failure in the service, which further strengthens the impact of poor perceptions when it comes to quality despite the overall good operational structure. This shows that retention and constant training of employees are at the core of ensuring similar levels of service delivery as implied in the literature (Alharbi et al., 2025; Wilson, 2025). 
The next interesting observation is the growing importance of online guest feedback as a source of perceptions regarding the quality of the service. The real-time experience of guests can be seen on reviews on such platforms as TripAdvisor or Agoda, and they can impact the decision of the future customers (Agoda, 2026; Permatasari, Maghrifani and Wibowo, 2025). The research affirms that by observing and acting on online reviews, hotels can determine areas where they fail to meet service expectations, apply remedial actions, and strengthen good experiences of their guests. This is aligned with the earlier studies that have emphasised on the online feedback as a means of continuous service enhancement and reputation handling in low-cost hotels. 
Implications for Operational Management 
The results of this research have several implications on the operations of the hotel. The operational planning should focus on the efficiency-service quality balance First. Though lean staffing and simplification of processes are required to sustain low costs, the management has to make sure that sufficient workforce is allocated during peak times so that the service lapses do not occur. Introducing flexible work schedules and training employees on multiple tasks may serve as a solution to the operational limitations, without any issues with the service provision (Waaje et al., 2025; Alharbi et al., 2025). 
Second, the ongoing training of the staff turns out to be an essential strategy. Customer service, complaint handling, housekeeping and problem-solving training programmes guarantee the employees the tools needed to provide reliable services on a regular basis (Singgalen, 2025; Wilson, 2025). Training must be a process and must be updated based on the continuous feedback of the guests as well as adjusting to the frequent service problems. In the case of Ibis Northampton Centre, this programme can focus on some of the issues that have been identified as per online reviews, like delay in check-in, unresponsiveness during peak seasons. 
Third, the use of technology is crucial in delivering the same quality of service. Automated check-in systems, online booking management and customer relationship management (CRM) files limit human error, stream operations and enable staff to concentrate on value-added association with guests (Wilson, 2025). In addition, technology will allow us to conduct a systemic analysis of the work of the guests and improve their services proactively and based on evidence and make decisions. To this end, the incorporation of digital feedback systems in the operation planning would be able to enhance the hotel capacity to ensure service quality, even in conditions of resource scarcity (Singgalen, 2025). 
Lastly, service strategies must be consistent with bigger brand goals, including sustainability and environmentally friendly procedures, which will provide guests with an extra benefit as well as brand recognition. As Sah, Hong and Huang (2025) state, the efforts related to the implementation of the circular economy and optimization of the resources can not only enhance the operational effectiveness but also lead to the increased level of guest satisfaction and loyalty. At the Ibis Northampton Centre, minor investments like low-energy bulbs, recycling, and greener facilities would be able to make the hotel stand out in a competitive low-end market without compromising on the positive experiences of customers. 
Limitations of the Study 
This study has various limitations even though it has contributed to it. First, the study is narrowed because it only examined one hotel within a city in the UK thus limiting the generalisation of the results to other budget hotels or other geographical areas. Second, the usage of online reviews and secondary data is prone to the potential bias because online reviews might be biassed towards extreme positive or negative experiences. Third, the study determines the important issues related to operations and services, but it fails to measure the effect of interventions on the level of guest satisfaction; this opens the potential of future empirical research. And lastly, external factors that include seasonal variations, competition in the market, and overall economic factors were not directly evaluated but could immensely affect the quality of the services and the perception of the guests (Bakır, Atalik and Itani, 2025; FSM.How, 2025). 
Contribution to Practice and Placement Relevance 
The research is practical to hotel management, particularly in the placement of hotels or low budget businesses. It can help provide practical advice on managing workforce, operational planning, and optimisation of efficiency by designing the top operational issues, including staffing shortages, workforce turnover, and the necessity to standardise the operations. These insights can help managers deploy their resources more efficiently, predict bottlenecks in services and ensure service continuity even in lean operational conditions. Another significant point that can be made with the help of the research is that ongoing worker training is essential, and the fact that workers are provided with skills in customer service, complaint processing, and operation procedures directly increases the quality of the service and customer satisfaction. The application of technology, such as automated check-in, online reservation, and feedback systems, contributes to the further efficiency of the operations and allows employees to be concentrated on the value-added communication with the guests. Regular checking and evaluation of online and offline guest reviews can be used in the operations to offer practical solutions to the repetitive service failures and enhance responsiveness, which is critical in the competitive budget hotel industry. The findings provide a viable model of experience to students and professionals who take placements in low-cost hotels.  
Future Research Directions 
This research has identified a few aspects that deserve more research to enhance the knowledge on service quality and satisfaction of guests in low-end hotels. To begin with, comparative study of several regional and urban low-budget hotels would give more general insights into the issues of operation and strategies in service quality. These studies would aid in determining whether the results of one hotel like Ibis Northampton Centre can be generalised in other market settings or just in specific operational settings. 
Second, quantitative research studies on the direct effect of certain interventions such as staff training programmes, technological implementation or process improvements on the guest satisfaction would enhance the empirical support of management decisions. A systematic measure of these effects can be used to give evidence-based advice to budget hotel managers to optimise service delivery. Lastly, the incorporation of real-time guest feedback analytics in the operational decision-making is a promising research opportunity. Research on the topic of how the use of digital tools by budget hotels can help monitor and react to the expectations of guests in a rapid way would offer an applicable insight into making services more responsive and consistent.  
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[bookmark: _Toc222780417]Conclusion 
This research paper helped to analyse the quality of services, and guest satisfaction in low-price hotels, and in the Ibis Northampton Centre. Budget hotels are in a competitive market where clients are more focused on efficiency, cleanliness and reliability than luxury or personalised services. This study has established that service quality is a major determinant of guest satisfaction as well as the fact that a continuity in delivering service standards are important in the guaranteeing of the guest loyalty and positive word-of-mouth. The analysis supports the view that the operational effectiveness and keen staff interaction are the pillars of providing positive guest experiences in low-end hotels. The results indicate that the Ibis Northampton Centre has several issues with ensuring the consistency of the services it provides. Flexibility in the provision of homogenous services is met by operational constraints such as staffing, lean resources, and simplified processes which are challenging to offer during peak periods. The high staff turnover also leads to inconsistency of the service delivery, since new staff needs time and training to attain the desired standards of service delivery, which temporarily impacts on reliability. Also, the increasing party demands, and the emergence of internet review sites increase the visibility of service failures, and even small details about cleanliness, efficiency of check-in processes, or even the responsiveness of staff can greatly affect the overall satisfaction of guests. The study shows that the budget hotels can guarantee the stability of the quality of services only under the conditions of the proper workforce management, the thorough operational planning and the regular observation of the feedback provided by the guests. 
One of its key conclusions is that staff has a huge influence in ensuring the quality of service. The employees are the key point of contact between the hotel and the guests, and their professionalism, responsiveness, and competence influence the perception of guests with the entire experience. Comprehensive customer service training plans, problem solving and operational efficiency are important in minimising discrepancies in service delivery. The research emphasises that the training process needs to be progressive and based on the continuous feedback of guests that will enable the hotels to manage the same service problems in the future. Through complaints and suggestions made by the guests, the management can change operational behaviours and training programmes to avoid service lapses and enhance reliability. The study also highlights the need to incorporate the guest feedback in decisions. The online review sites offer real-time feedback on guest experiences, and this identifies areas where services are not performing well. This enables the budget hotels to see the general service shortcomings, make improvements accordingly, and resolve the problems before they get out of control by tracking these reviews and responding to the feedback in a timely fashion. Active participation in the feedback of the guests not only solves the immediate problems and complaints but also contributes to the stabilisation of the service rates in all visits and promotes the desire to return to the business. 
Another strategy that proved to be effective in quality improvement of services was the technological solutions. Automated check-in, online booking management, and customer relationship management tools contribute to making operations easier, minimising errors, and enabling the staff to concentrate on the tasks that will directly enhance the guest experience. Technology also helps the hotel to monitor service performance, determine areas of operational bottlenecks, and take corrective action within a short time. This incorporation of technology in the operations ensures that the available staff resources are utilised effectively with the high quality of service delivery. It is also shown that the alignment of service strategies with overall operational and strategic objectives is also valuable. Hotels that have integrated sustainability programmes, environmental friendliness and efficiency of operations can at the same time enhance the quality of service, cut down the costs and increase the value perceptions by the guests. These activities show the initiative is responsive to the needs of the guests and also highlights a budget hotel in the competitive industry. Budget hotels should address the issue of a holistic approach by integrating the elements of staff training, technology, the introduction of guest feedback, and strategic initiatives to attain the desired consistency in service quality and the overall guest satisfaction levels. The results show that such challenges could be effectively addressed with the help of systematic plans, including the constant development of the staff, effective working procedures, and organised observation of the feedback of the guests. 
In Ibis Northampton Centre, the case study, the standardised processes, caring staff and active listening to what the guests expect are essential in providing a consistent service within the parameters of a budget hotel setting. Automatising operations by introducing technology, reviewing the reviews of the guest to determine the areas of their services that may need improvement and aligning the services with strategic plans like sustainability are more ways of improving service quality and efficiency of the operations. Finally, ensuring a high quality of services within the budget hotel will enhance the general experience of the guests and lead to building loyalty among the customers, as well as competitive advantage. The paper presents that the multi-pronged and strategically guided approach to quality of service can be and is necessary in the budget hotel industry in the long-run even in a cost-limited environment. 
[bookmark: _Toc222780418]Recommendations and Practical Strategies 
Human Resource and personnel development: The experience in research and placement suggests that the personnel are at the centre of the provision of consistent service quality in low-end hotels. The fast rate of staff turnover, multiplicity of role responsibilities, and operational pressure were pointed out as the factors that undermine the consistency in service provision. To combat these problems, Ibis Northampton Centre is suggested to use intensive and ongoing staff training programmes. These packages ought to address some of the core operational competencies that include effective cheque-in procedures, housekeeping, guest contacting, and complaint management. The training needs to be a cycle, and periodic refresher should be done depending on the review of guest comments to fill the gaps that are kept occurring. Besides training, there is an employee retention strategy that is also important. By providing their incentives based on performance, skills acquisition, and incentive programmes, staff can be encouraged to stay active and dedicated (Kefas, Cemal Nat and Iyiola, 2025). Training the employees in various areas of operation is a guarantee that there is flexibility at times when there is the peak and there are no compromises on the service levels.  
Systematic Feedback of Guests: Guest feedback is one of the vital sources of information to enhance the quality of services (Nalluri et al., 2025). The positioning reflected the fact that online reviews on websites like TripAdvisor and Agoda are real-time information on the guest experiences. Ibis Northampton Centre needs to adopt a systematic approach to the monitoring, analysis and acting of feedback on a regular basis. This may involve having a special department that will be tasked with checking on customer complaints daily, the common complaints, as well as suggesting operational changes to eliminate gaps in services. Moreover, structural feedback given by the guests during their stay can be added to online reviews and can provide more practical information (Zhao et al., 2025). They should also make sure that the management responds to the concerns of guests promptly to show that they care and are dedicated to service delivery.  
Technological Integration: Technology can bring big improvements in terms of efficient operation and minimization of variability in service delivery (J. Nair, Manohar and Mittal, 2025). The placement experience revealed that automated check-in systems, managing online booking, and customer relationship management (CRM) systems simplify the operations and allow the staff to attend to the guests (Ratnoday et al., 2025). It is suggested that Ibis Northampton Centre increase the application of technology in all areas of its operations, such as housekeeping tracking, maintenance-reporting, and room assignment systems. 
Personalisation or Service Innovation: Although operational efficiency (about budget hotels) demands standardisation, there should be an element of personalisation that leads to increased guest satisfaction. Service innovation recommendations can be the availability of flexible check-in/out, small amenities based on the preferences of the guests, and the introduction of the loyalty programmes to give the credit to the regular customers (Sharma and Sauden, 2025). Through the observations made during the placement, visitors appreciate swift problem solving, attentive personnel, and small customised gestures to a great extent, and these can greatly increase the perceived level of service.  
Resource Allocation and Operational Planning: Planning is essential to ensure uniformity in the service delivery in the low-resource budget hotels (Supriyadi and Rianto, 2025). The research outcomes indicate that the effect of resource constraints may reduce service quality especially when the hotel is at its full occupancy. It is suggested that Ibis Northampton Centre should introduce dynamic staffing shifts, which are adjusted in relation to the expected occupancy rates to be covered with sufficient staff in the most important locations like the reception and housekeeping (Ko, Hur and Ko, 2025). Periodic operational audits will help to spot the inefficiencies in the working process, and the management will be able to redistribute the tasks or correct the processes to ensure consistency (Andriakov, 2025).  
[bookmark: _heading=h.692kxjb4sk6g]Brand Alignment and Sustainability: Operations efficiency may also be enhanced by sustainability programmes at the same time as well as the perceptions of the guests. The costs of operation can also be reduced by implementing energy-saving lights, water-saving and waste reduction programmes in such a way that they will offer guests an environmentally responsible experience (Mandal, Raju and Yadav, 2025). The inclusion of sustainability in the service offering reinforces the reputation of the brand and makes it stand out in the competitive market (Monfort, López-Vázquez and Sebastián-Morillas, 2025). Visitors have become much more conscious of ecological-friendly behaviours, including low-end hotels, and facilitating these efforts by means of in-room information, signs, and electronic communications can make the stay seem more valuable (Singh, Kaunert and Lal, 2025).
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