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Abstract:
This research takes a close look at the HR development plan within the Canary Wharf hotel and service quality market in the hospitality industry. The learner attempted the exploration of various ways of considering the vital instruments which are used to determine service quality by exploring fundamental theories and concepts that surround the management of the quality of services rendered. 

The Canary Wharf hotel, a three-star hotel in one of London's busier areas, was chosen as the case study. This is a three-star hotel that has had major problems with service delivery. In terms of hospitality and tourism, service delivery has been examined. This unit examines topics such as absolute quality control and the service benefit chain, as well as the learner's attempts and evaluations of e-services and hospitality industry ethics principles.

Human resource management has become a crucial component of every company's management. Human resource management's primary goal is to improve the organization's human relations by evaluating strategies, developing new programs, and implementing different human resource procedures. Human resource management is also concerned with the supervision, recruitment, and guidance of employees. This division of management ensures that each person or employee of the company makes their best effort to help the company achieve its objectives. The various goals and scopes of human resource management, as well as the efficacy of various elements of an organization's HRM, are addressed in the following article. The impact of internal and external influences on HRM decision-making has also been addressed.
[bookmark: _Toc71105365]


Background:

The case study of Canary Wharf Hotel will be examined in this article. Since the year 2000, the Canary Wharf Hotel has been situated in East London. The hotel has 100 luxurious and modern rooms, as well as banquet halls, a gym, a swimming pool, and a spa. Since renovating the rooms and banquet halls in 2012, the hotel has seen a nearly 200 percent rise in bookings and earnings. Customers' grievances, on the other hand, have risen over time.
[bookmark: Introduction:][bookmark: _bookmark0] Clients also express their dissatisfaction with waiting times, customer support, front-desk issues, and staff turnover. As a service quality consultant, I performed an investigation and made recommendations based on the findings of recent empirical studies.

[bookmark: _Toc71105366]Introduction:

The aim of this report is to examine and make recommendations for improving an organization's service quality and employee development in the restaurant. Service quality is a modern term that describes the contrast of service efficiency and perceived expectations, which can be explained in an equation as P-E =SQ. (Meesala and paul,2018)

Excellence in customer service is regarded as an accomplishment in business management. It describes how customers compare and contrast each service's experience with previous ones, as well as marketing, word of mouth and networking. (Meesala and Paul, 2018). 

Customers are usually dissatisfied when the service they perceived falls short of the desired service.
[bookmark: 2.1_Employee_Empowerment_and_Service_Qua][bookmark: _bookmark16]The initial section of the report is going to describe the significance of the quality of management by describing the history and evolution of service quality and contrasting the various schools of thought on the subject. Because of the logical understanding of the dimension of service quality, it would be easier for companies to recognize that each dimension requires its own strategy. The case study of London's Canal Wharf Hotel will be discussed in the report's second section. The effect of service quality on service quality culture, employee empowerment and the parallel movement of human resource and marketing strategy will be explained in this section. The strategy and feedback system for customers for efficient feedback from customers will be discussed in the third section of this article. 

Service quality is one of the distinguishing factors in the hospitality industry, and many industry leaders, such as hotel and restaurant chains, are considered to set a gold standard for good service quality. Customers have high expectations of the industry's services. Service quality refers to how well a service is provided and how well it meets the customer's needs. Customers will consider a few dimensions when evaluating service quality levels, and businesses that meet these have very high expectations. 
These are the tangibles, or physical characteristics, of the services rendered, as well as their dependability and responsiveness. The assurances that service quality managers can offer are the most significant because they provide a foundation for consumer understanding and how that can be used to determine the boundaries under which most of the industry's departments must operate effectively.
[bookmark: _Toc71105367]

Service quality and employment empowerment:


Empowerment for employees is the process of giving workers a certain degree of self-sufficiency and accountability within a company. Employee empowerment increases workers' sense of duty and authority, allowing them to produce more, which helps companies perform better (Kumari, and Sharanya, 2017). 

Employee empowerment and a poor degree of morale are two of the Canary Wharf Hotel's big problems. Because of a lack of authority and a lack of incentives and appraisals, the hotel staff are not performing well.
 The Chinese hotel industry was investigated by Bello and Bello (2017). Five-star and seven-star hotels in China's major cities were included in the report. Employee empowerment and motivational programs, such as incentives and appraisals, have been found to increase employee service efficiency in China's hotel industry. 
Front-desk staff, in particular, receive specific motivational training and incentives because they are responsible for primarily treating and dealing with customers. The effect of employee empowerment and motivation on service quality, which would improve customer satisfaction, was calculated using the SERVQUAL service quality measurement model.
[bookmark: _Toc71105368]


System of customer feedback:


This system is designed to put to light flaws in a company's services or goods, while also providing the input that businesses need to better understand their customers (Song and Kang, 2016).

 These feedback systems aid in the identification of dissatisfied consumers, the analysis of data, and the collection of data, as well as allowing them to easily contact clients. Below are some of the most effective feedback procedures (Liu and Whitt, 2017). 
[bookmark: _Toc71105369]

Comment cards:


Customers can share their experiences with the services and provide suggestions for improvement using comment cards, which are one of the best resources available (Liu and Whitt, 2017). 

These cards are primarily intended for use in the hotel and restaurant industries to collect input. These comment cards can also be used to collect consumer testimonials that are useful for marketing and advertisement purposes. In the case of the Canary Wharf Hotel, it was noted that the management was so preoccupied with their booking seasons that they did not pay attention to customer feedback or react to it. They were using telephonic input after customers had checked out. 
The comment cards, on the other hand, are most effective in the hospitality and tourism industries. For this case, I created for the hotel industry, a feedback comment card for the customers, which can be used to assess and analyze customer feedback in order to enhance service quality.
[bookmark: _Toc71105370]

Online feedback:


This system is web-based and is used mostly by college and university students. Typically, businesses solicited input through social media websites and e-mails. The biggest and most popular means of communicating with consumers via announcements and promotions is through social media websites (Liu and Whitt, 2017). 

Online feedback systems are a more efficient and easy way to collect feedback, but often service providers do not react or delay responding, leaving a negative impact on customers. Customers were providing input on the hotel's Facebook page, as was mentioned in the case of Canary Wharf Hotel. 
Because of their profession as a booking agent, the management did not react to the feedback. Prioritizing customer feedback is often recommended due to the reason that what the customer goes through is the real experience, and it will assist in enhancing customer engagement and, eventually, their satisfaction (Liu and Whitt, 2017).
[bookmark: _Toc71105371]Telephone interview:


An even more powerful method of collecting input on the service offered is by telephone interviews. The service asks customers a few personal questions and then measures the customer's percentage satisfaction rating based on their responses. After 15 minutes of their checkout, the Wharf Canary Hotel used a similar approach to assess the quality of service by calling and asking questions to the customers. 
Personal feedback interview timings are critical because the longer it is after delivering services, the less likely the customer is to remember the quality of service he experienced.

[bookmark: _Toc71105372]
Employee feedback:


This is the process of bosses, administrators, or colleagues providing constructive feedback to employees. It may also be the other way around, with workers providing input on the success of their supervisors, managers, and so on. Employee input is not an easy task, as simple as it may appear (Song and Kang, 2016).

 There is a typical expectation by Employees to receive reviews for the work completed, but only a small percentage of them do.
 Employee feedback is an important tool for improving employee performance since constructive feedback motivates workers to perform better in the future. Although the condition may be reversed, if workers receive poor feedback for the work they have done, they can become demotivated as a result of the feedback. In hospitality, it's important to share all reviews by customers with the employees so that they can improve their services.
[bookmark: _Toc71105373]


Personal Interview:


This is an interview, one-on-one, with a customer or client in which they share their experiences with the programs in order to assess the organizations' service quality. In the hospitality industry, personal interviews are additionally, a popular method of estimating services. 
Customers will share their hotel space, food and beverage, and travel experiences with front-line employees at the time of check-out. The main advantage of conducting one-on-one interviews to obtain feedback is that micro-level problems can be addressed in front of consumers on the spot, leaving a good impression on his mind (Song and Kang, 2016)

[bookmark: _Toc71105374]For reviews, personal interviews include questions such as "What is your opinion about our lunch buffet?" and "Would you like to tell us your experience staying at our hotel?"

Recommendation:
[bookmark: _Toc71105375]It is suggested that hotel management improve employee efficiency by empowering staff by giving them a degree of authority in decision making in the absence of supervisors or senior management. Second, it is recommended that in order to motivate workers, motivational sessions and a performance-based incentive system be organized by management. Employee efficiency will improve as a result of these measures, as will the quality of services.






HR practices and service quality:

The Canary Wharf Hotel's second big problem is that it has poor HR procedures, as a result of which it is understaffed and has a high employee turnover rate. Recruitment and staffing, training and growth, employee benefits and retention, and terminations are all examples of HR activities.
 Since HR practices hire the best candidates, train them for the company, and assess their results, they are the most important component in improving customer service. The Canary Wharf Hotel is dealing with big recruitment problems as well as disgruntled staff. 

HR activities (job design, recruiting and selection, training and growth, labor preparation, and pay system) were discovered to have an important and positive effect on satisfaction of customers and service quality. The five service quality dimensions were used in the assessment of the service quality. Additionally, it was discovered that improved customer satisfaction and service quality led to improved organizational efficiency.

[bookmark: _Toc71105376]Feedback and service quality:

The third major problem that needs to be updated and changed right away in order to increase the Canary Wharf hotel's service standard. The hotel's feedback system has deteriorated significantly, with the management being unable to respond to customer feedback (Jiang et al.,2019). 

This is despite the fact that the manager of the hotel ordered the employees to direct customer complaints to him. However, responding to any customer query by the manager himself is not a reliable or efficient procedure. 

The manager should improve the employees' ability to provide positive input and react. Customer feedback offers insight about the company's perceived and observed operation, allowing the organization to improve in the future 
The feedback process enables businesses to improve customer engagement, which leads to higher levels of satisfaction of customers The feedback mechanism aids in the improvement of service quality, as well as the company's organizational development and profitability.

[bookmark: _Toc71105377]Recommendations:


[bookmark: 2.3_Feedback_and_Service_Quality:][bookmark: _bookmark18]The Canary Wharf Hotel management should reflect on and develop their HR practices, according to the study. To inspire workers, they must revise their payment structure and raise their wage rate and wages. Retaining employees needs attractive wages and an efficient payment system. Second, the recruiting process should be improved in order to attract the best available candidates and hire 


It is suggested that organizations, especially those in the hospitality and tourism industries, develop a framework system that is productive for customer service estimation. Comment cards are the most powerful feedback mechanism, since they are useful for both consumers and management. Customers' quality preferences can be used to create the comment cards. In light of the Canary Wharf Hotel's situation, I've created a feedback framework system to assist in collecting data from customers and sharing their thoughts and concerns.
[bookmark: Conclusion][bookmark: _bookmark26][bookmark: _Toc71105378]

Conclusion:


This report was meant to examine and make recommendations for improving an organization's service quality. The definition of service quality is a relatively new one that describes the contrast of service efficiency and perceived expectations. The study is broken down into three parts. The first section of this report explained the importance of quality management by describing service quality models and reviewing various schools of thought on the subject. The philosophical understanding of the service quality dimension has made it easier for companies to recognize that each dimension requires its own strategy. 

The case study of London's Canary Wharf Hotel was addressed in this section of the article. This section discussed the relationship between service quality and employee empowerment, HR processes, and the feedback framework, as well as recommendations for the Canary Wharf Hotel. The customer feedback system and strategy for successful customer feedback were explained in the third section of this study. 
Several types of feedback have been addressed in this regard, including comment cards, telephone feedback, personal feedback, online feedback, and employee feedback. Customer feedback through comment cards has been found to be the most effective, particularly in the hospitality industry.
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