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PROJECT TITLE / FOCUS:
The impact of upgrading customer services to increase customer satisfaction: A critical analysis of Holiday Inn Sunderland

PROJECT AIM:
This project aims to analyse customer satisfaction if Holiday Inn Sunderland upgrades its customer services from its deficient position that prevails now. 

PROJECT OBJECTIVES: (e.g. Evaluate, Identify, Determine, Recommend)
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


RATIONALE (reasons):
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 services. 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. This research aims to make a contribution to the continuing discourse about hospitality management by offering an investigation into the ways in which quality service influences the experiences of visitors based on an analysis of operational efficiency, service quality, and customer happiness.

LITERATURE RESEARCH:

1. According to Ali et al., (2021), 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, it is very necessary for establishments to pay attention to the desires, requirements, and expectations of their clients in order 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.
2. Rao and Sahu (2013) 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, in order 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. 
3. Priyo et al., (2019) investigated the ways in which the quality of hotel service and the satisfaction of customers are related to the loyalty of consumers. In order 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. 

BENEFITS:
1. Lacking of Holiday Inn Sunderland in providing customer services will be found.

2. Areas to improve customer services can be determined

3. There will be increased customer satisfaction if Sunderland emphasizes increasing quality customer service.
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