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Abstract
The research project has different chapters that provide a structured way to conduct a study. First chapter of this study has elaborated on diverse elements that provide a detailed explanation of the topic. The impact of staff retention and infrastructural development on enhancing consumer satisfaction has been chosen as a topic. Background of the study, rationale and significance have also been elaborated in this part. It has developed aims, questions and objectives to progress the whole research systematically. The three objectives encompass effect, strategies and challenges have been determined to generate reliable answers. The second chapter has explained an introductory part and a detailed description of three objectives. Using existing literature such as books, articles and journals the investigator has provided various perspectives on the topic. A theoretical framework and literature gap have also been included to determine the error in this chapter. The next chapter is methodology which involves developing ways in which the study has been conducted. A set of structured choices has been evaluated to gain trustworthy results. Secondary mono approach with thematic analysis has been performed by the individual. The limitations and advantages of each choice have been elaborated in this project. Fourth chapter presents the findings that discuss the results of the research. The findings have been gathered from existing sources including books, journals, websites and articles. This chapter uses themes to highlight the results which ensure the integrity, truthfulness and reliability of the aspects. It has also provided a discussion to declare the key aspects. A comparison between the literature review and the findings has been explored in this project. The conclusion chapter has elaborated the main aspects of the outcomes that help to meet the objectives. Various recommendations on employee retention and infrastructural development in Hotel Indigo have been analysed in this chapter.      
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[bookmark: _Toc212053009]Chapter 1: Introduction 
[bookmark: _Toc212053010]1.1 Introduction
The introduction chapter will demonstrate the background context of the research topic on infrastructure and staff retention. Here, the overview of the case study organisation, Hotel Indigo, will be presented, highlighting its core information. Aims and objectives will be made to give the work a systematic structure and guide findings. The research questions will be included based on the objectives, highlighting the core focus of the outcomes.
[bookmark: _Toc212053011]1.2 Background of the research and rationale
Customer satisfaction in the hospitality industry is influenced by staff performance and infrastructure (Svendsen, 2024). Due to this, retention is important and modern as well as well-maintained facilities enhance visitors' experiences. According to the 2023 report, the UK hospitality sector was struggling with staff shortages and reported 48% higher vacancies compared to the pre-pandemic era (Dempsey, 2023). Hotels in this field have been facing several issues due to understaffing, which directly affects their service quality and customer satisfaction (Otte, 2023). This highlights the necessity of detailed research on that topic, which can identify the potential barriers and deliver effective solutions to mitigate the problems. 
[bookmark: _Toc212053012]1.3 Overview of the case study 
Hotel Indigo is a boutique hotel brand owned by IHG Hotels & Resorts, which is known for its culture and customer service (IHG Plc, 2025a). It was established in 2004, with global headquarters in the UK and since then has expanded throughout the world with more than 150 properties in 25 nations (IHG Plc, 2025b). Its significant locations are in San Diego, California and London. Revenue of IHG Group Plc from reportable segments up to 30 June 2025 is £882.12  (London Stock Exchange, 2025). It mainly targets travellers who prefer a luxurious lifestyle and seek personalised accommodations (Qubein, 2023). Overcoming the staff shortage issues is necessary to enhance customer satisfaction at the hotel. 
[bookmark: _Toc212053013]1.4 Research aim and objectives
Aim
To understand the impact of infrastructure development and staff retention on the customer satisfaction of Hotel Indigo.
Objectives 
1. To identify the effect of infrastructure development and staff retention on customer satisfaction of Hotel Indigo. 
2. To analyse the infrastructure problems faced by Hotel Indigo, along with staff retention, that affected customer satisfaction. 
3. To evaluate suitable strategies that can be deployed by Hotel Indigo to overcome infrastructure and employee retention issues and offer maximum customer satisfaction. 
[bookmark: _Toc212053014]1.5 Research questions 
1. What is the impact of infrastructure development and staff retention on customer satisfaction at Hotel Indigo?
2. What specific infrastructure and staff retention challenges has Hotel Indigo faced and how have these affected customer satisfaction levels? 
3. What strategies can Hotel Indigo implement to address infrastructure and employee retention issues in order to enhance customer satisfaction?
[bookmark: _Toc212053015]1.6 Summary
The role of infrastructure development and employee retention in customer satisfaction has been the topic of research. The background of this has depicted a clear understanding of the situation along with highlighting the reason to conduct the study. The description of Hotel Indigo has included its brands, location and current performance to facilitate concise knowledge. Then, aims and objectives have been constructed to point out the main goal of the research.  




[bookmark: _Toc212053016]Chapter 2: Literature Review 
[bookmark: _Toc212053017]2.1 Introduction 
A well-stated literature review strategically inspects the present study on a topic through recognition of primary theories, findings, or gaps. Effective assessment of scholarly sources to contextualise work will be conducted through this. Assurance of academic rigidity through the placement of a new study within fundamental knowledge frameworks is gained. The specific research will be based on the significant impact of infrastructure growth or employee retention on the client experience of hotel establishments. 


[bookmark: _Toc212053018]2.2 Effect of infrastructure growth and employee retention on client satisfaction for hotel establishments
Improvement in the operational system
Cabral and Marques (2023) stated that the innovation-navigated mechanism leads to improvement in service standards. Effective utilisation of a qualitative case study has been implemented, with low generalisability as the key weakness. Contextual clarity or priority in innovation has been the primary strength. Advanced facilities, such as modern accommodation, effective HVAC mechanisms, and upgraded amenities, directly increase customer comfort. Buhalis and Moldavska (2022) discussed that various AI-steered systems, such as voice assistants, improve service performance or experience. Qualitative interviews have been used in this, and a restricted sample size operates as the key weakness. The strength is the focus on tech-based information or customer-provider perspectives. Minimisation of service delays through catering to positive feedback has been the primary navigator of client experience in hospitality cultures. 
Employee balance and service consistency 
As per Ruel and Njoku (2021), the blending of AI leverages retention by improvement of constant positive customer experiences. Conceptual analysis has been used here, with the empirical gap as the key weakness. Critical foresight is the key strength of this article for leveraging effectiveness. Balanced, experienced groups ensure a continuous service standard, increased client involvement, and rapid problem-solving. Jolly et al. (2021) stated that endorsed pay systems decrease turnover by improving continuous customer service. Stringent information, restricted scope is the key strength, weakness by the usage of quantitative survey analysis as a methodology. Employees in the extended-term frequently generate acquaintance with redundant customers. 
Incorporated service excellence
During the time of enhancements in infrastructure, various factors adhere to this. As per Mariani and Borghi (2024), a dedicated workforce, operational performance, and service individualisation create a hike in this. Practical data, with the shortage of causal inference, acts as a strength or weakness. Digital review analysis is used as the methodology in this particular article. The bilateral capitalising generates a flawless customer experience. Buhalis et al. (2024) discussed that positive experience metrics and competitive placement in the hospitality industry are leveraged through this. Shortage of empirical suitability, strategic scope operates as the key strength or weakness by using longitudinal review. 


[bookmark: _Toc212053019]2.3 Infrastructure issues encountered by companies, along with workforce retention for impacting client experience
Old systems 
Troisi et al. (2023) depicted that ageing amenities, non-continuous Wi-Fi, and restricted smart technology decrease customer comfort. Minimised flexibility across industries, ecosystem priority has been the primary weakness or strength through case-dependent analysis. As per Stylos et al. (2021), low operational performance results in negative reviews or decreased experience scores. Utilisation of case study assessment is done with progressive information as the primary strength. Low multi-sectoral applicability operates as the key weakness in this. 
Increased employee turnover
Minzlaff et al. (2025) stated that workforces in many times exit due to discrepancies in service consistency. Generational data, restricted multi-sectoral scope, operates as a key strength or weakness by the usage of mixed methods. According to Formica and Sfodera (2022), low group progressiveness and individualised customer responses lead to the minimisation of trustworthiness. Utilisation of a structured literature review is done, with precise conceptual framing, and low empirical data as the key strength or weakness. 
Operational pressure 
According to Jooss et al. (2023), blended infrastructure gaps and imbalanced staffing result in decreased service transmission. Critical depth, a shortage of empirical inspection, operates as the fundamental strength or weakness by using the conceptual framework analysis. Soares et al. (2021) discussed that a high amount of customer complaints, with reduced redundant bookings, depicts the necessity for prior investment. Theoretical clarity, restricted generalisability across hotels represents a strength or weakness. Utilisation of qualitative interviews are utilised as the methodology. 
[bookmark: _Toc212053020]2.4 Approaches that can be followed by establishments to address infrastructure or retention challenges for offering client satisfaction 
Staged advancement of infrastructure 
As per Santa et al. (2025), execution of a critical upgrade plan focuses on increased-impact regions, such as customer rooms, virtual connectivity, and energy-performed mechanisms. Critical clarification, low generalisability represents a strength or weakness by using structural equation modelling. Sakovska et al. (2021) described that improvement of comfort or decrease of maintenance discrepancies adheres to viability objectives. Theoretical modelling has been used here, with a focus on innovation as a strength. Shortage of empirical relevance across industries operates as the basic weakness. 
Staff involvement and growth 
As per Vicente Pascual and Paradinas Márquez (2024), initiation of constructive career advancement, competitive advantages, and constant learning increases morale. The case study method has been utilised, with contextual clarity as the primary strength. A low amount of generalisability presents the key weakness in this article. Vakira et al. (2023) depicted this through the utilisation of quantitative surveys. Psychological clarity operates as the primary strength, and the restricted cultural assortment in sampling displays the weakness. Strengthening employees caters for trustworthiness, service continuation or increased customer rapport. 
Incorporated service excellence campaigns 
According to López‐Gamero et al. (2023), compliance of offline enhancements with employee balance through multi-functional partnerships. Multidimensional information, restricted qualitative depth, acts as the key strength as well as a weakness. Quantitative analysis is utilised in this specific work to leverage effectiveness. Review loops and efficiency bonuses are the key aspects here. Morosan and Bowen (2022) discussed that effective cohesiveness assures flawless service delivery through reemploying brand image in a competitive hospitality picture. Critical foresight, shortage of empirical relevance across hospitality industries, presents a strength or weakness by using conceptual analysis.
[bookmark: _Toc212053021]2.5 Theoretical implications
According to Hacioğlu et al. (2021) the concept of organisational equilibrium is very effective for infrastructure development and employee retention. As per this theory, any organisation can survive while there is a balance between contributions and inducements. As per the authors, this theoretical framework is highly effective in designing a supportive environment of work. Furthermore, it can easily reduce stress and improve employee performance. Incorporation of this theory also helps to enhance the rate of retention of workers as it can easily align with individual values and organisational goals. From the perspective of delivering career progression, it also helps to remove career stagnation.
[bookmark: _Toc212053022]2.6 Literature Gap
The above literature has delivered detailed insights about the overall analysis of retention of workers and infrastructure development. However, there are some loopholes in the literature that can be overcome in further research. For example, according to Cabral and Marques (2023) implementation of innovation makes a huge impact on the operational activities that can easily satisfy the customers. The authors have completed the study only for a specific hotel unit. Due to this reason, the generalisability of the study creates a significant drawback. On a different note, Mariani and Borghi (2024) has mentioned that service excellence of the companies of the hospitality industry can be increased with the help of artificial intelligence. The entire study was conducted only on hotels and thus in this study also lacks generalisability.
[bookmark: _Toc212053023]2.7 Chapter Summary 
A well-defined literature review has depicted fundamental knowledge through identification of gaps. Proper methodology has been discussed through this by endorsing theoretical modelling. Effective assessment of work helps to overcome redundancy, which assures that the study functions significantly to the underpinned growth. The significant impact of infrastructure growth or employee retention on the client experience of hotel establishments has been depicted through this. 


[bookmark: _Toc212053024]Chapter 3: Methodology 
[bookmark: _2k4m4shdlo3d][bookmark: _Toc212053025]3.1 Introduction
A series of methodological choices will be included in this chapter to conduct the study. It is essential to highlight a path in which the study will be performed. This context includes data collection, philosophy, methods, approaches, strategies and ethics. It helps in gaining accurate perspectives to meet the objectives of the study. 
[bookmark: _wsoke93twk5j][bookmark: _Toc212053026]3.2 Research Onion
[image: ]
Figure: Research Onion
Source:(Saunders et al., 2012)
The research onion is described as a framework that guides individuals to perform a study (Saunders et al., 2012). It includes six key layers which move from wider assumptions to a particular procedure. This context is utilised to improve a justified and coherent design and affirm that decisions are appropriate. It encompasses diverse parts which offer a better understanding on the subject and deliver positive results. This context provides philosophical assumptions and gains credible findings. It was developed by Saunders in the year 2007 and describes the interconnected logics. This context offers a step-by-step and clear outcomes to navigate the complexity of design. 
[bookmark: _gflklzj7m05w][bookmark: _Toc212053027]3.3 Research Philosophy
The philosophy refers to a set of assumptions and beliefs that a study holds about the nature of reality and knowledge (Collis and Hussey, 2014). It provides detailed guidance on the whole study and selects a particular method to interpret the findings. There are different parts including pragmatism, interpretivism and positivism. The investigator has taken interpretivism to gain theoretical knowledge. It has prioritised the participants’ subjective experience and permitted to generation of trustworthy results (William, 2024). The outcomes may be influenced by the individual’s values, interpretations and beliefs.  
[bookmark: _gj8ixdmtzkv][bookmark: _Toc212053028]3.4 Research Approach
An approach is referred to as the entire procedure and idea for conducting a study and preparing the ways in which the data is collected (Cottrell, 2014). This choice is dependent on the nature of the problem and offers predicted phenomena from the perspectives. It has diverse parts such as deductive, inductive and abductive. An inductive approach has been selected by the researcher to explain the issue. It has allowed to discover new models and offered detailed information. One of the main limitations lies as the conclusions are probabilistic and not defined that may provide inaccurate information (Webb et al., 2024).    
[bookmark: _ur4fca3i0mc2][bookmark: _Toc212053029]3.5 Research Strategy
A strategy is explained as a systematic idea which offers paths for analysing and arranging data to answer the particular questions (Mtisi, 2022). It includes explaining the topic and particular approaches that affirm that the study is focused. There are numerous choices including surveys, case studies, observations, experiments and interviews. The investigator has analysed various case studies to gain insights from real-life experiences. It provides a deeper and contextual understanding of complex issues. The unique nature of the case may make it challenging to replicate the findings (Hancock et al., 2021). On the other hand, analysing and collecting information needs a resource-demanding procedure which is difficult to evaluate.  
[bookmark: _wwyvr37lwkfr][bookmark: _Toc212053030]3.6 Research Methods
The methods of the study are a particular process that is utilised to interpret information to gain brand new information (Ghanad, 2023). It is essential to provide reliable models and ensure that the outcomes are transparent and valid. Among mono, multi and mixed the investigator has taken the mono method to generate results from a particular source. It is associated with the choice of qualitative information that enables meaningful conclusions. This context considers simplicity and makes it easier to execute the plan effectively (Remtulla et al., 2021). Depending on the kind of information collection cannot offer a comprehensive view of complex issues.    
[bookmark: _kz6vrunumc3j][bookmark: _Toc212053031]3.7 Data collection and analysis
Information collection tools refer to the techniques and instruments for arranging data to answer the questions (Taherdoost, 2021). This context depends on the objectives and purposes of the study and offers common examples. It has primarily two parts including secondary and primary. The researcher has evaluated secondary information to gain insights based on existing resources. Thematic analysis using books, journals, websites and articles has been conducted by the investigator. It has offered a huge amount of information and has bridged the gap through broader perspectives (Newman et al., 2021). This context may raise concerns about the reliability and quality of the outcomes which is a significant limitation. 
[bookmark: _uen6cxh69qkd][bookmark: _Toc212053032]3.8 Ethical Considerations
Ethical considerations are explained as the moral principles that guide the investigator to maintain data integrity, protect participants and maintain the scientific standards (Laryeafio and Ogbewe, 2023). It includes informed consent, confidentiality, potential for harm, anonymity and voluntary participation. The researcher has maintained confidentiality of the outcomes to affirm its reliability. All the regulations have been managed including GDPR. The valuable aspects have been kept in a safe place to reduce the chance of data theft.
[bookmark: _s8yikh5vh9ht][bookmark: _Toc212053033]3.9 Summary 
This chapter has declared the strategies and approaches of the study which help in generating appropriate results. Sedentary thematic analysis has been chosen by the individual to perform the study. This action can offer better realisation of the topic. Ethical considerations have also been included in this portion. 



[bookmark: _Toc212053034]Chapter 4: Findings and Discussion
[bookmark: _Toc212053035]4.1 Introduction
This particular chapter of the process will play a core role in analysing all the objectives properly through the application of various academic writings. The analysis part will strongly focus on the secondary mono method to evaluate resources regarding the topic. Google Scholar will play a significant role in offering authentic articles to the individual. Various themes based on the subject will also be presented in this section for the completion of the process properly. The assurance of the result will be highlighted through the approach to identify its real-life application. A major link between this part and the literature review will substantiate the plan significantly. 



[bookmark: _Toc212053036]4.2 Thematic analysis
[bookmark: _Toc212053037]4.2.1 Objective 1: Impact of infrastructure development and employee retention on customer satisfaction within Hotel Indigo
Theme 1: Effect of infrastructure development on customer satisfaction 
[image: ]
Figure: Achievement of customer satisfaction through facilities
Source: (Baquero, 2023)
Infrastructure development has a significant role in increasing customer satisfaction in the hotel industry, and Hotel Indigo is one of them. Physical facilities include modern guest rooms, advanced HVAC systems and smart accessibility that directly contribute to comfort and convenience (Baquero, 2023). These two are key factors of guest experience and thus, the organisations get benefits to attract customers. A pleasing atmosphere with technological upgradations, such as high-speed Wi-Fi, smart room controls, tools and digital services, matches customers' evolving needs. Tech-savvy visitors are attracted to these, which enable the hotel to experience growth (Erdem and Barakazı, 2023). Bringing innovation in this area advances operations and allows organisations to personalise guest interactions that aid in boosting satisfaction. Another important shift in the infrastructure belongs to sustainable approaches, such as energy-efficient lighting, water-saving systems and so on (Terrell, 2024). Hotel Indigo uses multi-faceted practices in this, including supporting local communities, waste reduction and conservation of resources. These help the brand attract environmentally conscious customers, which in turn promotes brand image. In terms of operational infrastructure, digitalised check-ins and outs, workflows in housekeeping and reduced waiting times are effective in maximising visitors’ satisfaction. Investment in lounges, rooftop restaurants and wellness centres creates memorable experiences among people. 
Theme 2: Role of staff retention in satisfying consumers
[image: ]
Figure: Staff turnover and retention in hospitality sector
Source: (Dauda, 2024)
Retention of staff is indirectly associated with consumer satisfaction at Hotel Indigo. Long-term employees are more experienced than the new hires, which significantly increases consistency in service (Dauda, 2024). These staff are more accustomed to the company’s policies, work environment and operations and the impact on the guest services. Their deep understanding of the internal systems allows them to serve better and guide visitors efficiently. They are better adapted to the changes in guest behaviour and are equipped for providing potential solutions (Papademetriou et al., 2023). Additionally, the right retention rate creates a positive work atmosphere where other team members can collaborate properly, which improves their productivity. This engagement contributes to high morale, and a satisfied workforce has a notable role in service delivery. They often show dedication to their utmost and are encouraged to give extra effort to the organisational development (Mekoth et al., 2023). High rate of staff turnover hampered services by interrupting the continuity, which further led to inappropriate guest experiences. Training costs for new employees are comparatively high and time-consuming, which can be prevented through retaining existing employees. As the new hires may lack practical knowledge about guest preferences, retention is important in improving visitors’ satisfaction in Hotel Indigo. 
[bookmark: _Toc212053038]4.2.2 Objective 2: Infrastructure and staff retention problems that affect Hotel Indigo’s customer satisfaction
Theme 3: Problems related to infrastructure improvement
[image: ]
Figure: Efficiency related issues in the hospitality sector
Source: (Tan and Despotis, 2021)
Hotel Indigo has experienced several issues related to its infrastructure that have impacted customer service and satisfaction. One notable problem is the hotel’s conventional room amenities that do not match the preferences of current customers (Tan and Despotis, 2021). The hotel has a poor water system and the Wi-Fi connection is unreliable along with air conditioning malfunctions, making the situation worse. These create troubles for guests by disrupting their comfort and convenience which results in negative reviews and a lack of loyalty. Parking at the hotel varies in different regions and the elevator system is not convenient in all locations, which causes delay and customer dissatisfaction (Santos‑Lacueva et al., 2022). Additionally, the advancement of infrastructure necessitates a huge amount of money that prevents the organisation from being updated with modern approaches. Resistance from staff is another crucial problem, as many of them are concerned about changes within the organisation (Khatter, 2023). Due to the lack of support from the employees, Hotel Indigo cannot successfully incorporate its desired infrastructure systems. The old foundation in some of the properties does not align with the brand image and fails to meet customer preferences. However, the organisation has invested sufficiently in renovations and technology to deal with the problems. 
Theme 4: Staff retention issues faced by Hotel Indigo
[image: ]
Figure: Staff turnover in hotels
Source: (Michael and Fotiadis, 2022)
Hospitality brands such as Hotel Indigo have encountered staff retention challenges that impact their customer satisfaction level. High rate of staff turnover in front-line designations such as reception, housekeeping and food services leads to improper services and quality degradation (Michael and Fotiadis, 2022). Replacing employees frequently affects the continuation of services and makes it difficult to maintain personalised offerings. Another significant issue is the demanding nature of work in the hospitality sector, which requires long working hours and a lack of career growth. Due to a lack of support and recognition, employees may feel demotivated, which impacts their performance and many of them show a tendency to quit their current jobs. This results in constant recruitment and training of the new hires which creates pressure on the company's resources as well as operations (Stoimenov, 2023). Hotel Indigo invest poorly for the purpose of staff development and recognition in some of its locations, which results in low morale. Due to this, they do not show interest in guest services and ultimately, the visitor services are affected. 
[bookmark: _Toc212053039]4.2.3 Objective 3: Various suitable techniques that can be utilised by Hotel Indigo to mitigate infrastructure and staff retention challenges and offer maximum user satisfaction. 
Theme 5: Several methods to resolve staff retention and infrastructure barriers in the hotel sector
[image: ]
Figure: Significance of HRD in the hotel sector
Source: (Carlbäck et al., 2024)
This article reflects several strategies for the hotel sector to mitigate various challenges regarding staff engagement and infrastructure limitations. An effective application of the human capital model in this article has portrayed the main fact properly. As per this resource, the growth of this particular industry in the post-pandemic era is disrupted by a lack of investment in workforce development by organisations. Businesses should prioritise this area during their operations to execute their plan properly. Employee skills are essential for the hospitality industry to gain long-term success. A shift in mindset in the sustainable growth strategy allows businesses to maintain their competitive edge in the market. This aspect also requires a huge investment in staff training and career progression. These approaches are the determinants of employee well-being in the workplace. A structured HRD practice is also one of the most vital strategies for companies in mitigating the barriers properly. Continuous learning and mentorship are some key areas of this process. An effective collaboration with all stakeholders is also a portrayal of a major suggestion for this industry (Codling et al., 2022). The technique addresses the infrastructure issues in the market to maintain proper service offerings among users. Organisations should utilise these methods in their workplace to substantiate their goal significantly. 
Theme 6: Major strategies to offer maximum user satisfaction in the hotel sector
[image: ]
Figure: Role of CRM tools for user satisfaction
Source: (Demirel, 2022)
Various methods of positive staff satisfaction have been pointed out in the above-mentioned journal. The maintenance of this factor is strongly driven by the service quality of businesses. A digital customer relationship management system is a portrayal of this type of technique for the hospitality sector. This method plays a crucial role in personalising the overall communication process and real-time responsiveness. Customer satisfaction is also managed through data-driven services in the market. Companies should apply different CRM tools in their workplace to execute their plan. Guest preferences and feedback are tracked significantly with this method. Organisations also take some actionable steps with the assessment of the factors. Proactive engagement is also a vital method for this particular sector in boosting the overall consumer retention in the market. Pre-arrival messages and loyalty rewards are some examples of this practice. They allow hotels to build the overall user trust regarding their services. A large number of customers are also attracted to this method. There is also a major significance of reliability and empathy in this industry to maintain this aspect properly (Glaveli et al., 2023). An effective application of different digital tools is a portrayal of proper suggestion to conduct this process. Additionally, companies should prioritize staff training to provide personalized service offerings to them (Singgalen, 2024). Their behaviors allow users to feel valued by organizations in the market. 


[bookmark: _Toc212053040]4.3 Summary
This chapter of the study has analyzed several academic writings for the assessment of all three goals of this investigation. A major focus on the secondary qualitative method has allowed the observer to evaluate various pre-existing information from Google Scholar. The assurance of result generation has also been strongly maintained in this process to offer the outcome properly. Several themes regarding the goals have been presented in this study for the substantiation of the plan properly. A link between this section and the literature review has been conducted in this section. 


[bookmark: _Toc212053041]4.4 Discussion
[bookmark: _Toc212053042]4.4.1 Interpretation and analysis of the research findings
This section of the study aligns the literature review with the above-mentioned part to generate a proper outcome from the process. Cabral and Marques (2023) have discussed various effects of staff retention and infrastructure growth in the context of client satisfaction. The authors have discussed that an enhanced operational system is a major positive aspect in this area. Additionally, proper worker balance and incorporated service excellence are some major reflections of this segment. Theme 1 of the study has portrayed the major impacts of infrastructure improvement on user satisfaction. The incorporation of a pleasing atmosphere through smart tools has been highlighted in this task. A large number of tech-savvy customers are also attracted by this strategy. Various roles of worker retention on consumer satisfaction have been pointed out in Theme 2. The result of this section is similar to the literature review. Better service delivery and boosted trust are some key areas of this aspect. This assessment reflects that these two approaches have different positive roles. An effective application of the procedure will allow the industry to attract a large number of users. Troisi et al. (2023) have also discussed several issues regarding workforce retention. High staff turnover and an old system are some portrayals of this action. They prevent organizations from substantiating their plan in the market. A huge operational pressure also negatively affects the hospitality sector during its operations. Themes 3 and 4 have aligned this particular objective properly to offer the result in this area. Poor water system and Wi-Fi connection have been reflected as major barriers to Hotel Indigo. This is a reflection of an infrastructure issue in the business during its operations. The challenge is similar to the old system factor in the literature review. Several staff retention problems are also highlighted through Theme 4 in this process. High staff turnover and frequent employee replacement prevent companies from achieving their goals in the market. These results strongly supported Chapter 2 regarding the topic of this work. Companies’ struggles in this particular field are properly mentioned in this discussion part. Additionally, several strategies to maximize user satisfaction through the mitigation of challenges have been analyzed by Santa et al. (2025). According to the authors, the phased advancement of infrastructure and worker development are some strategies to execute the plan properly. Themes 5 and 6 have portrayed a similar result during the operations. Various strategies to mitigate the issues of staff retention are discussed in the first portion. As per the fifth theme, continuous learning and stakeholder collaboration are some crucial methods to address different issues. Additionally, the use of CRM tools is indicated in the next part of this assessment. These portions are strongly aligned with the literature review section. The result of the entire assessment showed that companies face several issues in their application of staff development. However, some strategies will help them to address the situation properly. 
[bookmark: _Toc212053043]4.4.2 Addressing the research topic, objectives or research questions 
Potential impact of infrastructure growth or employee retention on the client satisfaction of Hotel Indigo has been the key aim. The first objective has been based on the effect of this on customer experience. Buhalis et al. (2024) discussed that efficient optimisation leads to service measures or client comfort through innovation or AI blending. Staff retention caters to continuous service, problem-solving, as well as customer rapport. Critical pay mechanisms, virtual feedback information navigate operational increment or client experience. Enhancement of infrastructure at Hotel Indigo optimises this through upgraded amenities, smart technologies, or viable procedures. Compliance with changing consumer anticipations has been the primary aspect. Various features, such as virtual check-ins, welfare centres, and environment-friendly systems, fascinate ecologically aware travellers. Employee retention increases the positive experience by assuring continuous knowledgeable service delivery. Experienced staff cater to operational performance by encompassing customer attributes. Sustaining increased morale leads to the minimisation of turnover-connected discrepancies. Infrastructure or workforce balance builds memorable experiences through reemploying Hotel Indigo’s competitive placement in the hospitality industry. The first objective is efficiently addressed through these potential findings. According to Jooss et al. (2023), infrastructure issues encountered by organisations have represented the second objective. Increased staff turnover, operational strains, decreased service standards or customer experience. The findings state that Hotel Indigo encounters challenges, such as old amenities, unpredictable mechanisms, and expensive advancements depict customer comfort. Employee retention issues depict high turnover or decreased growth by minimising service standards. Insights from the findings can be addressed for this objective. The third objective represents the approaches to address infrastructure or staff retention challenges. Staff growth, incorporated service excellence programmes, improve customer experience through operational progressiveness. Efficient findings depict that the Hotel Indigo can improve satisfaction by financing in employee growth through emphasis on the CRM mechanism. An increase in data-navigated information caters to potential involvement for solving infrastructure gaps. Significant data from the findings fosters the third objective efficiently. 
[bookmark: _Toc212053044]4.4.3 Implications 
Thematic analysis has been done in this research project to get sufficient insights into the topic. It has revealed the themes related to inconsistent services and staff shortage. Hotel Indigo may experience expertise in the field of guest satisfaction by overcoming the barriers associated with its infrastructure and staff retention (Rice, 2022). Implications of the outcomes involve guidance on the ways to modernise the facilities. The result will facilitate the company to invest tactically in core parts of the hotel such as sustainability, amenities and other things. Addressing the staff shortage issue can be valuable for Hotel Indigo and other hotels in the hospitality sector (Kwok, 2022). This will help by reducing hiring and training costs and investing these in other essential areas of the business. The outcome guides the company to make proper planning to enhance customer experience which in turn will impact their satisfaction level. Thus, the results of the research project are able to meet the objectives and mitigate the problems faced by the hotel. 
[bookmark: _Toc212053045]4.4.4 Limitations 
The particular work depicts various issues impacting Hotel Indigo’s infrastructure or employee retention approaches. Active advancement encounters financial limitations, old mechanisms, and non-continuous amenities across areas. Restrictions of progressive client experience are the key factors in this. Technological upgradations are unevenly executed, and employee hindrance leads to a shift by delaying progress (Torres, 2024). Increased turnover, decreased financing in development efforts, or a shortage of identification minimise service consistency. Different referenced works depend on case-particular aspects with restricted generalisability. Effective constraints impact the implications of proposed resolutions across different hotel terms (Liasidou et al., 2024). Continuous service standard, with extended-term influence, makes it highly problematic,


[bookmark: _Toc212053046]4.4.5 Valuable areas to place the overall hotel operations
The overall placement of hospitality procedures, especially at Hotel Indigo, is highly influenced by two major pillars. Infrastructure development and staff retention are some key areas in this segment (Kilson, 2025). These areas directly drive user satisfaction and operational excellence in the market. The first factor is essential for this particular industry in delivering a seamless guest experience. Modern physical amenities are required to offer a better service to users. Smart room control and high-speed Wi-Fi will play a core role in streamlining operations in the market (Cvijanović et al., 2024). These are some portrayals of comfort-related materials for the hospitality industry. Hotel Indigo also invests in upgraded digital check-in procedures to maintain its customer satisfaction. However, major inconsistencies in water systems and outdated elevators have prevented the hotel from achieving its goals in society. Staff retention is also a vital determinant of service quality. Well-engaged workers at Hotel Indigo possess proper institutional knowledge regarding personalized service delivery. Contrarily, high turnover in frontline roles has disrupted this progress significantly. The overall training costs are also increased in this situation. Limited career development in this particular sector is also a reflection of these types of barriers in the workplace. Companies struggle with issues during their operations to manage profitability. Hotel Indigo should take some actionable steps through the assessment of suggestions to address the challenges. An effective prioritization of structured HRD strategies is a major area for the business (Holbeche, 2022). Similarly, this brand should strongly focus on CRM tools for the achievement of goals in the market. Proper sustainable infrastructure is also prepared through these particular initiatives. The significance of the methods has been portrayed in the assessment. 


[bookmark: _Toc212053047]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc212053048]5.1 Conclusion
The basic aim of this study was to understand the effect of retention of workers and the development of infrastructure to ensure the highest satisfaction of consumers to a great extent. The study has been conducted on one of the renowned brands of the hospitality industry, Hotel Indigo. From the first objective of this study, it has been understood that modern infrastructure, such as smart rooms, HVAC systems control and ergonomic design of rooms, makes an impact on customers. It has also informed the readers that these advanced technologies are very impactful in enhancing the comfort of consumers. These have ample capacity in delivering the best experiences to its guests. The discussion that has taken place in the findings sections has also ensured that modern amenities of the hotels have ample capacity to increase the brand value of the chosen organisation of the hospitality industry. The study has delivered detailed particulars about the infrastructure which can be an indicator of the reliability and professionalism of Hotel Indigo, which plays a critical role in reinforcing brand loyalty in the market. This certain objective has also shown that the incorporation of digital technologies can enhance personalisation and efficiency of the company for the modern-day consumers. It has made it clear that sustainability is one of the key processes of the value proposition. The second objective has described different problems that can be faced by the chosen business house from the perspective of staff retention and company infrastructure. It has also given a detailed outline of how those issues can create a significant negative impact on Hotel Indigo. From this particular objective, it has been realised that the outdated facilities and very high-cost modernisation are the cruel problems in this context. It has been discussed that guest experiences have been reduced due to outdated amenities. Besides that, it has also been described that budget constraints have the power in the context of delaying the implementation of various technologies. The analysis of this objective has made it very evident that resistance to organisational change is another potential issue that Hotel Indigo can face at the time of developing the infrastructure. The objective of this study has delivered a precise insight about staff retention challenges that affect the satisfaction of consumers. It has talked about career development programs and the strategies of engaging the workforce and has shown that issues can emerge due to flaws in these two aspects.  While discussing the third objective, it has become easier to gain a detailed concept of suitable strategies that can be efficient to overcome the above limitation. In this case, the application of the human capital model has been described. It has given detailed insights about this model which can easily enhance skill sets where continuous training. It has also described collaborative partnerships that can easily develop by partnering with local government boards. This has given a deep concept about sustainable infrastructure investment, through which the goals of sustainability of the brand can be understood. It has also provided a concept about digital CRM systems that can easily deliver proactive engagement. From the study, the markets will get a derived idea about internal barriers and the marketers can easily foster technological adaptability and development of human capital.
[bookmark: _Toc212053049]5.2 Recommendations
Leveraging advanced technology for customer convenience and operational efficiency
The organisations of the hospitality industry have to adopt an integrated digital platform which can easily combine payments and bookings (Wynn and Jones, 2022). Customer service management and itinerary planning should also be maintained by the company which can easily minimise the chance of data duplication. It can enhance the utmost transparency across the departments of Hotel Indigo and through leveraging advanced technology, the entity can easily improve the experience of customers. With the help of automation, it can implement AI-driven chatbots that can provide real-time support 24/7 (Štilić et al., 2023). Using the chatbots will also help to build a strong bond with the customers, as it can improve the brand presence among the customers, despite the peak seasons of the year. Leveraging advanced technology will deliver an advantage to the company to implement a mobile application. The application will be used by consumers to manage different kinds of itineraries. It will also play a crucial role in empowering employees through the disruptive technological aspects. It will reduce the operational time by curtailing repetitive administrative tasks.
Developing public-private partnership model
Hotel Indigo should implement a Public-Private Partnership (PPP) framework in its operational arena to build a collaborative   infrastructure (Vecchi and Helowell, 2021). The instrumentalisation of this model will deliver capacity to invest in essential infrastructure such as waste management, transportation networks in tourist destinations. With the assistance of this model, the selected commercial entity can easily take part in the employment creation. This kind of approach of the company will help to improve the CSR approach of the company and will improve its accessibility for both international and domestic tourists (Job and Lefort, 2022). The model will be very impactful in the context of attracting investors which can easily create new opportunities for the local community. While the chosen hotel takes initiatives to tie up with the public sector, then sustainable practices can be introduced more effectively. It will encourage the hospitality house to adopt renewable energy and participate in conservation projects (Osei-Kyei and Chan, 2021). Furthermore, such an approach can elevate the brand image of the organisation as while maintaining those attributes, the company maintains UN SDGs. The inclusion of local people in the PPP format will promote a sense of ownership among them which ensures that development can meet local requirements.
Encouraging inclusive and community-based model for hospitality
Another suggestion which is very essential for Hotel Indigo to develop its organisational infrastructure and workforce retention, is encouraging a community-based model and inclusive approach (Davari et al., 2024). The development of infrastructure through inclusive and community-centric attributes allows the company to easily design the neighbourhood's history and personality to its guests. It plays a pivotal role in improving brand culture easily and also helps to establish a sound local supply chain. Making a partnership with local businesses and producers will help the chosen business house to source furniture, decor and food. It will reduce the costs of logistics along with the carbon footprint (Carp, 2024). There are many companies in the hotel industry that are accused of delayed delivery. However, with the local sourcing the hotel will be capable of strengthening its operational resilience, which can easily empower the community by multiple folds.
Implementing an employee feedback and well-being ecosystem
From the viewpoint of enhancing the company infrastructure, the entity should take the initiative of implementing and improving the employee well-being system (Song and Mistry, 2022). This will lead to the initiation of the mechanism of regular feedback from employees. The higher authority of this organisation has to introduce structured tools such as suggestion boxes and anonymous surveys among employees. It is very evident that a robust feedback system will also be implemented with the feedback portals that can help to identify the issues clearly. It will also be very efficient in fostering a channel of open communication. Such a transparent communication channel will be helpful in reducing operational ambiguity by multiple folds. Through the well-being system, the company can accentuate the work-life balance and mental health of the employees through providing periodic counselling to them (Wallenius and Vertanen, 2023).
Investing in smart and sustainable infrastructure
It is essential for the company to invest more revenue in developing smart infrastructure in the business. This action assists in reducing operational challenges and prioritising sustainability in the business. It encompasses digital booking systems, an efficient transportation network and accessible facilities which may contribute to improving responsible travel infrastructure (Mulligan et al., 2021). The organisation should collaborate with private investigators and local governments to develop airports, roads, rest stops, signage and wi-fi connectivity. This action may provide a seamless travel experience to tourists. Utilising smart technology including real-time tracking systems, AI-powered chatbots and online itinerary planners may enhance a better consumer journey (Augoye et al., 2025). 
Building a strong employer brand
Employee retention is the most significant challenge in the tourism sector that often happens due to limited growth opportunities and low wages. Mitigating these challenges, the company should concentrate on creating an effective employer brand which declares culture, values and commitment to staff well-being (Huseynova and Matošková, 2022). Providing competitive salaries, clear career progression pathways and performance-based incentives may develop retention in the business. Upskilling opportunities and constant learning can assist the organisation in empowering its staff (Samoliuk et al., 2022). It offers a sense of belonging to the employees and contributes positively to customer experience.  
Fostering a culture of staff engagement
Retaining skilled staff in the company depends on the process by which the employees are motivated and engaged in their roles. The organisation must establish an open communication in the workplace (Dehtjare et al., 2024). This context licences the staffs to share their apprehensions and knowledges in the business. It also motivates the employee to stay in the firm and maintain efficiency. Regular gratitude of staff attainments through public greetings and bonuses can boost morale and adoptive loyalty in the company (Ramlan et al., 2025). The business must inspire a vigorous work-life balance, supple work agendas and offer mental health support to reduce burnout. This action helps in providing high-quality service and increasing consumer satisfaction in the business.   
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Abstract

Modem hotel business models fend fo it ownership of he property and it business operafons. It can be assumed
that a good-qualty hlel facity per se can easiy achieve high cusiomer satisfaction. The purpose of i research
was 10 investigate the effect of customer perceplion of hotel faciies on customer satisfacton by infegrating the
meiating effect o customer percepton of he personnel and business organization and the moderaling efect of the.
customers family income. Three-hundred and seventy-six surveys were compleled in two fourstar Spanish hotels in
June 2022, The PROCESS macro for SPSS was used 10 test the hypolhesis in a moderated mediation model, using
2 bootstrapping method. The results showed that customer percepfions of faciies had 2 posifie eflect on their
overal safisfacton, which was. parialy mediated by both personnel and busiess organization. Family income.
mogerated the relaionship between the percepton of faciliies and safisfaction in such 3 way that f was more.
intense in high-income customers. Medium-ncome customers had 2 more infense relatonship vith he perception of
the personnel and business orgarization, ogether with the hote facities being {0 their satisfacion. Therefore, not
only faciies, but a0 personnel and business organizations are important key players for achieving customer
‘satisfaction in hotels. and family income shoud also be considered.
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“This chapter builds a background to the broad topic of staff turnover in the hospitality industry
Small and Medium Enterprises (SMES) and introduces the statement of problem surrounding the

topic while also stating a clear aim and objectives guided by suffi

nt research questions. The

structure of the thesis is also outlined.

Employee turnover brings a persistent challenge for businesses worldwide, particularly in
industries where service quality depends on human capital. Among these, the hospitality sector,
characterized by labour-intensive operations and a customer-centric approach, experiences some

of the highest turnover rates globally. High turnover disrupts operations, increases rec:

ent

and training costs, and diminishes team morale, directly impacting customer satisfaction and
overall performance. These challenges are especially extreme for small and medium-sized
enterprises (SMES), which often lack the financial and human resources to reduce the impact of
‘workforce instability. To ensure operational efficiency and long-term success, addressing the root

causes of turnover and implementing robust retention is essential.
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Purpose-We aim to investigate efficiency in the UK hotel industry and further evaluate the
impacts of hotel characteristics and industry environment on efficiency.

Design/methodology/approach-The Network Data Envelopment (DEA) weak link approach is.
used for the efficiency analysis, while the determinants of efficiency are evaluated by
Bootstrapped truncated regression.

Findings-The findings show that the UK hotel industry is very inefficient. The results of overall
efficiency deconstruction show that the second-stage production process experiences an even lower.
level of efficiency than that of the first stage. The second-phase analysis shows that both the hotel-
specific characteristics and the industry-specific characteristics are significantly related to UK hotel
efficiency.

Research limitations/implications- robustness of the results is affected because a single set of
input-intermediate product-outputs and a single DEA method were used. Therefore, further studies
can use alternative inputs, intermediate measures and outputs in the efficiency analysis. In addition,
robustness of the efficiency score can be checked using alternative parametric or non-parametric
methods.

Practical implications- Hotels in the UK should focus on cost reduction, business diversification,
improvement in capital level and labour productivity, while at an industry and macroeconomic
level, discounts are recommended to be provided to intemational tourism and the tourism industry
should be further opened.
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1 INTRODUCTION

The human clement s crucial for the service industry,
especally the hospitality industry. Employces and. their
skill, attitudes, knowledge, personality, and behaviors play.
essential roles in organizational outcomes, such as service
quality, customer loyalty, and satisfaction (Kusluvan ct al.,
2010). Employees play a prominent role in achieving
organizationl goals because the hospitalty industry has
unique human-centric characteristics, especially the high
degree of human interactions between customers and service:
providers (Hartline & Jones, 1996; Kusluvan et al., 2010;
Parasuraman et al., 1985).

‘The importance of the human clement was recognized during
the industrial revolution resulting in the formation of a st of
formal systems to_cflectively and cfficiently use human
asscts within organizations (Delery & Doty, 1996; Mathis &
Jackson, 2000; Schneider, 1994). Today, itis widely accepted

that the policics and practices of human  resources
‘management (HRM), as well as organizational culture and
climate, can directly influence cmployces® atttudes and
performance (Bamey & Wright 1998; Mucller, 1996; Wright
etal,, 2001). HRM activities and initiatives range from carcer
planning and design, recruitment and terminations, training
and_devel-opment, promotion and motivation, cmployee
involvement and participation, compensation and bencfits, to
legal issues, performance appraisals, job sccurity, cmployee.
relations, and health and safety (Mathis & Jackson, 2000;
Tanke, 2001; Fu & Kapiki, 2016).

HRM practices were initilly designed to create compitive.
advantages for a firm by leveraging human capital to
optimally contribute to its business objectives (Delery &
Doty, 1996). Contemporary HRM models are based on an
organization providing highly specialized services to its
employees. In current models, cmployces are identificd as
humans first before being resources, and some organizations
fitl their Human Resources (HR) department as the “talent
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Human Resource Development in Restaurants in Western
Sweden - A Human Capital Theory Perspective
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THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION IN DIGITAL AGE: CUSTOMER
SATISFACTION BASED EXAMINATION OF DIGITAL CRM

Demokazn Demirel ® Infov.
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Abstract

This study examines how customer-centered management systems contrbuce to CRM thraugh the use of digital services. The artice presents empirical evidence:
from an online survey of 405 people using digial services iving Kocaeli province in Turkey and modeling a system of structural equations using partal least
squares. 405 people have been selected by a random sampling method o ensure objectivity and scientfic neutraliy. Among the 405 people, 350 were found to
have filed out the questionnaire completely. The study a1sa examined the relationship between the dimensions of service qualty and customer satisfaction. The
results confirm that most of the dimensions of digial service qualiy favour the development of customer satisfaction capabilties and bth the relationship the:
independent variables and trust, Enthusiasm, and sensiivity dimensions and customer satisfaction are positive. High customer satisfaction with digital services
can lead to superior firm performance; however, companies should also gain credibilfty for cuscomers and should design their producs according to customer
preferences.
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