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Abstract
This study investigates the impact of front-desk service quality on visitor satisfaction at Maldron Hotel Newcastle, a mid-market urban hotel owned and operated by the Dalata Hotel Group. The front desk is widely acknowledged as an important service point in hospitality, influencing both emotional engagement and long-term brand perception (Kandampully et al., 2018; Torres et al., 2014). Drawing on the author's hotel experience, this study combines direct observation and secondary guest feedback to assess four key elements of front desk operations: staff professionalism, responsiveness, communication, and complaint handling. The theoretical framework is based on the SERVQUAL model (Parasuraman et al., 1988), customer experience literature (Kandampully et al., 2018), and the concept of emotional labour (Hochschild, 1983), which all contribute to the examination of service delivery techniques.
A qualitative case study technique was used, with data gathered through passive, non-intrusive observations and anonymised guest evaluations from platforms such as TripAdvisor and Google. The findings show that, while Maldron Hotel Newcastle excels in terms of staff courtesy, attentiveness, and service recovery, systemic issues like interdepartmental miscommunication, inconsistent complaint resolution authority, and lapses during shift transitions occasionally detract from overall service consistency. visitor feedback also indicates that individualised, emotionally intelligent service encounters are a significant driver of happiness and loyalty, which supports broader literature that places front desk involvement at the heart of the visitor journey (Wu & Liang, 2009; Zhan Wu, 2025).
The conversation demonstrates that, while individual service performance is frequently exceptional, operational systems require modification to guarantee long-term greatness. Managerial consequences include increasing employee empowerment, refining shift handover protocols, formalising cross-departmental communication systems, and investing in soft skills training for front-line workers. Furthermore, the study reveals prospects for incorporating technology to automate regular duties, allowing personnel to focus on relational aspects of service, a hybrid strategy proposed in current hospitality research (Mustonen et al., 2019).
Although limited to a single case setting and hampered by the absence of direct interviews due to ethical concerns, the triangulation of observational and secondary data provides credence to the conclusions reached. The study contributes significantly to applied hospitality research by providing context-specific insights into service quality in a high-volume, mid-scale hotel environment, an area that is frequently under-represented in empirical literature, which focusses solely on luxury chains or customer survey data (Sulastri, 2023; Nair, 2023). Finally, the research confirms that a hotel's capacity to consistently provide high-quality front desk service is dependent not only on individual professionalism, but also on systems alignment, interdepartmental assistance, and organisational learning. The last chapter includes practical advice to help Maldron Hotel Newcastle improve its front desk operations and overall guest satisfaction strategy.
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[bookmark: _Toc199531761]Chapter 1: Introduction
The hotel industry is essentially experience-driven, with constant delivery of high-quality service serving as a barometer for operational performance and customer loyalty. Among the several visitor touchpoints, the front desk is particularly influential because it is often both the first and last point of contact in the guest journey. These moments are more than just transactional; they build emotional responses, form first impressions, and eventually affect a guest's overall judgement of their stay. As the hospitality industry becomes more competitive, with distinction centred on experiential quality rather than physical facilities, the need of smooth and guest-centric front desk operations grows (Kandampully et al., 2018).
This study focusses on Maldron Hotel Newcastle, a property of the Dalata Hotel Group, Ireland's largest hotel operator with a growing presence in the United Kingdom. The hotel, located in Newcastle's city centre, caters to a wide range of clients, including corporate visitors, leisure tourists, and event attendees. Maldron Hotel Newcastle, situated in the mid-market urban category, is known for its functional modernity, effective service delivery, and affordable pricing. However, given its prominent location and high occupancy turnover, the front desk faces significant pressure to fulfil shifting guest expectations, answer service issues quickly, and maintain consistently high standards across all operational periods.
The author's research focus stemmed from his own placement at Maldron Hotel Newcastle, where routine engagement with front desk operations provided valuable exposure to service patterns, team dynamics, and guest behaviour. Observational observations revealed that front desk staff bear a twofold burden: they must execute procedural responsibilities effectively while also creating good, sympathetic connections. While employees were regularly seen demonstrating professionalism and warmth, some recurring service shortcomings were discovered. These included departmental communication problems, guest irritation during peak hours, and delays due to shift handovers. Such tendencies prompted significant questions about the relationship between front desk performance and passenger happiness, necessitating a thorough investigation.
The primary aim of this research is to assess how front desk service quality influences guest satisfaction at Maldron Hotel Newcastle and to develop practical strategies for improving service delivery. To achieve this aim, the following SMART objectives were established:
1. To discover the essential characteristics that influence great guest experiences during front-desk encounters.
2. To compare the hotel's front desk procedures to established industry standards and guest expectations.
3. To make evidence-based recommendations that promote operational efficiency and visitor loyalty.
In line with these objectives, two central research questions were formulated:
· What are the most important features of front-desk service in determining client satisfaction at Maldron Hotel Newcastle?
· How might the hotel's present front-desk operations be enhanced to improve the overall guest experience and encourage repeat business?
The report is divided into five chapters. Following this introduction, Chapter 2 provides a critical literature assessment, focussing on theoretical models of service quality, emotional labour, and customer experience. Chapter 3 discusses the technique used, including the research design, data sources, and ethical considerations. Chapter 4 presents the findings from both observational and secondary data, followed by a thematic discussion. Finally, Chapter 5 provides a conclusion and a set of actionable ideas for improving front desk operations in line with guest expectations.

[bookmark: _Toc199531762]Chapter 2: Literature Review
The hospitality sector is fundamentally service-oriented, with customer satisfaction serving as both a vital success component and a primary indicator of operational excellence. Within this setting, the front desk is the focal point of guest interaction, shaping first impressions and frequently dictating the emotional tone of the whole hotel experience. This chapter critically explores existing literature on service quality, customer experience, emotional labour, and their direct implications on front desk performance and guest loyalty, providing the conceptual foundation for the current study.
Complementing the SERVQUAL model is the growing body of research on customer experience, which goes beyond service delivery to include the guest's emotional and psychological journey. Scholars suggest that in competitive service environments such as hotels; functional excellence must be accompanied by experiential richness. The front desk is more than just a transactional node; it's a vital experience touchpoint where interactions can either strengthen or weaken the guest's emotional connection to the business (JunMei & Zhengquan, 2025). Variables such as tone of voice, attentiveness, and personalised interaction all play a role in defining these encounters, underlining modern hospitality's move from product-oriented to experience-oriented service models (Mustonen et al., 2019).
The concept of emotional labour is central to this experiential perspective, and it relates to the work required by individuals to manage their emotions in conformity with corporate expectations (Pearson, 2022). Staff at the front desk are expected to be friendly, patient, and professional at all times, even when under stress or provocation. This emotional control can have both positive and negative repercussions. While it may improve perceived service quality, it also increases the risk of employee burnout, which can have an impact on performance and visitor satisfaction (Khotob & Marlien, 2024).
Empirical research on the relationship between front-desk performance and guest satisfaction continually highlights the importance of this encounter point in determining consumer perceptions (V Oster, 2023). According to recent research, the quality of service provided at reception has a substantial impact on overall satisfaction ratings, review scores, and return intentions. For example, prompt resolution of concerns, excellent communication during check-in, and individualised greetings have all been linked to increased guest satisfaction. Furthermore, the front desk is frequently the location of service recovery, were operational failures, such as room unavailability or booking errors, can be converted into chances to exceed client expectations. In such instances, the expertise and sensitivity of front desk personnel are critical in determining whether a service lapse results in discontent or loyalty reinforcement (Sherf et al., 2023).
Furthermore, visitor loyalty has been shown to be dependent not only on the practical components of service delivery but also on the relational qualities incorporated in such encounters. According to studies, trust, recognition, and emotional comfort are frequently formed during the hotel's initial and final points of contact, both of which typically take place at the front desk. These moments are important not only operationally, but also as memory anchors, impacting how the stay is seen in hindsight. The capacity of front-desk workers to continuously give a favourable experience helps to create emotional commitment, which is a forerunner to repeat business and positive word-of-mouth (Zhan Wu, 2025).
Despite the extensive corpus of literature, significant research gaps remain. Much of the current research has concentrated on luxury or branded multinational chains, with little investigation of mid-market hotels in metropolitan areas—settings that frequently operate under harsher pressure and with fewer resources. Furthermore, while quantitative models dominate the field, few researchers have used qualitative or observational methodologies to capture the nuances of human interaction in real-time hotel settings (Sulastri, 2023). This is a key issue because many aspects of guest satisfaction at the front desk, such as tone, empathy, and atmosphere, are difficult to quantify but essential to the guest experience (Nair, 2023).
Within the context of this study, the Maldron Hotel Newcastle presents a relevant and current case for investigating these underexplored processes (Zucco et al., 2024). As part of a well-known but non-luxury hotel chain, the resort caters to a wide client demography, and front desk workers must frequently strike a balance between efficiency and individuality. Examining service delivery in this context reveals important insights into how theoretical concepts transfer into real-world visitor experiences.
Another significant area of attention in existing research is the impact of organisational culture and training on front-desk performance (Sharma et al., 2024). Scholars suggest that service quality is influenced not only by individual employee behaviour, but also by the hotel's support structures, leadership, and value systems. Well-trained employees who feel empowered and appreciated by their superiors are more likely to demonstrate the emotional intelligence and problem-solving abilities needed in high-pressure guest-facing positions (Harris, 2023). 
Conversely, restrictive procedures, a lack of autonomy, or a punishing performance culture can stifle initiative and authenticity, resulting in robotic or apathetic service delivery (Abdullah, 2024). These organisational factors are crucial for understanding front-desk performance results and identifying areas for long-term improvement.
Furthermore, cultural sensitivity and diversity management are becoming increasingly important in front-desk operations, particularly in metropolitan hotels with international customers (Saraswat, 2025). Studies have shown that staff must be taught not just linguistic and interpersonal communication but also cultural awareness to accommodate various guest expectations, norms, and service views (Suciati & Ramadhanty, 2023). Failure to do so can result in misinterpretations or accidental service breakdowns, which reduce customer satisfaction.
Taken together, the examined literature provides a solid theoretical and empirical foundation for evaluating the impact of front desk operations on client satisfaction (B & D, 2025). It emphasises the interplay of service quality aspects, emotional labour, organisational culture, and technology adaptation. However, it indicates major limitations in applied, context-specific research, notably among mid-tier branded hotels like Maldron Hotel Newcastle. This study aims to bridge that gap by assessing front desk service delivery through direct observation and secondary guest input, providing insights based on both theory and practice. The next chapter will describe the methodology used to attain this goal.



[bookmark: _Toc199531763]Chapter 3: Methodology
This chapter describes the research strategy, methodology, and data gathering strategies used in this study. Given the emphasis on analysing front desk service quality and its impact on client satisfaction at Maldron Hotel Newcastle, a qualitative case study methodology was chosen as the best approach. The chapter also goes over the reasoning for this strategy, the specifics of the data sources, ethical considerations, and the constraints of the research design.
This study used two primary data collection techniques: non-intrusive observation and secondary data analysis. Observational methods were used to capture front desk operations, staff-guest interactions, and service consistency. Observations were made discreetly during the researcher's placement term, with a focus on essential characteristics such as staff responsiveness, communication styles, the efficiency of check-in/out operations, and the management of guest enquiries or complaints (Roache, 2023). No personal discussions were recorded, and no identifiable information was gathered, ensuring that the observation procedure followed ethical norms while providing rich, contextual insights (Carlton & Malik, 2024).
In addition to observations, secondary data were evaluated to help triangulate findings and provide a more complete picture of guest satisfaction (Hinsley et al., 2021). This includes the hotel's internal feedback records, online guest reviews from public platforms such as TripAdvisor and Google, and summary stats on visitor satisfaction levels. These sources provided valuable insights into reoccurring themes, service strengths, and areas of concern from the guest's perspective. All secondary data utilised in the study was either publicly available or anonymised prior to analysis, guaranteeing strict adherence to data protection guidelines (Last, 2020).
The justification for using a qualitative technique stems from the nature of the research questions, which are exploratory and geared towards understanding behaviours, attitudes, and perceptions rather than testing hypotheses or quantifying variables (Kalemdaroglu-Wheeler, 2023). Qualitative methodologies enabled the collection of minor service details like emotional tone, body language, and service atmosphere, which are sometimes neglected in quantitative assessments.
Ethical considerations were important to the study design. Prior to beginning the study, the university provided ethical permission, and the study was classified as low-risk because there was no direct involvement with guests or personnel via interviews or surveys (Saniakhmetova, 2024). Observations were passive, and secondary data were managed with tight confidentiality and anonymity.
While the methodology used has some advantages, it is not without restrictions. The dependence on a single hotel reduces the generalisability of findings, and the lack of direct guest or staff interviews may restrict the depth of interpretation (Pandiangan et al., 2024). However, these constraints were purposefully accepted in order to retain the project's ethical integrity and a realistic scope within the framework of the placement.
In conclusion, the technique used in this study is intended to provide context-rich insights into front desk operations and their impact on visitor satisfaction. The study's goal is to give practical, evidence-based recommendations for service improvement by combining organised observation and analysis of existing guest input. The following chapter discusses the findings of this technique and interprets them in light of the broader literature reviewed before.

[bookmark: _Toc199531764]Chapter 4: Findings and Discussion
[bookmark: _Toc199531765]4.1 Findings
This section offers the study's primary findings, arranged thematically around four crucial components of front desk operations: staff professionalism, timeliness and response, communication, and complaint handling. The analysis is based on observations made throughout the placement period at Maldron Hotel Newcastle, as well as an examination of secondary data such as anonymous online guest evaluations and internal performance reports. These studies aim to highlight patterns in guest-facing service delivery and identify the areas that have the greatest impact on customer satisfaction.
1. Staff Professionalism
Staff professionalism became a highly visible and influential aspect of guest engagement at the front desk. During observations, front desk employees regularly presented themselves as friendly, attentive, and well-groomed. Uniform standards were strictly followed, and frontline personnel maintained a calm and cool demeanour even during periods of heavy traffic (Mayer, 2024). Their use of polite introductions, eye contact, and active listening helped to foster a sense of warmth and professionalism, which was reflected in guest evaluations.
Secondary data supported these findings. Numerous internet evaluations referred to the staff as "friendly," "welcoming," and "professional." While some reviews mentioned individual staff members by name, implying a favourable emotional impact on guests, these remarks were removed from this study to ensure confidentiality. However, the frequency of such remarks indicated that staff conduct had a considerable impact on visitors' perceptions of service quality (Sappor & Chakraborty, 2025). Notably, the language employed in these assessments tended to express not only satisfaction with technical performance, but also appreciation for real warmth and hospitality (Tseng & Hsu, 2023).
2. Timeliness and Responsiveness
The efficiency of front desk operations varies according on the time of day and the number of guest arrivals. Morning and early evening check-ins were especially busy, often resulting in small lines at the reception area. Nonetheless, the personnel managed the flow of guests with reasonable efficiency, using available team members to assist with luggage storage, billing enquiries, and key card issues.
While most operations were completed quickly, certain operational bottlenecks—such as delays in room availability or confusion over payment pre-authorization—occurred from time to time (Saniakhmetova, 2024). These incidents were rare but noteworthy, and in some cases, they had a direct impact on the mood of the waiting visitors.
Secondary data sources corroborated this theme. Several guest reviews mentioned wait delays at check-in or needing to follow up on requests that were not fulfilled right away. However, it is important noting that these reports frequently balanced criticism with recognition of the staff's attempts to rectify the concerns that were brought to their attention (Wei & Wang, 2024).
3. Communication
The front desk personnel at Maldron Hotel Newcastle were repeatedly praised for their effective communication skills. Throughout visitor interactions, staff spoke clearly and simply, utilising appropriate language and tone. Standard greetings were always extended upon check-in, followed by a summary of the guest's reservation, facilities, breakfast arrangements, and check-out timings. Staff frequently checked for understanding, especially with non-native English speakers, and adjusted their language and pace accordingly, indicating a level of intercultural awareness.
What distinguished good communicators from merely efficient ones, however, was their capacity to tailor interactions (Beattie, 2024). During quieter moments, front desk personnel would occasionally initiate light, courteous conversation as clients waited for assistance—an informal gesture that helped to create a more relaxed, friendly service environment.
Secondary data supported this observation. Guest evaluations often praised personnel for being "helpful with clear explanations," "knowledgeable about the area," and "patient when asked repetitive questions." While the majority of reviewers expressed satisfaction with verbal communication, a minority mentioned concerns such as contradicting information between the front desk and cleaning, or confusion about hotel restrictions (for example, parking arrangements or late check-out penalties) (Park, 2022). These examples indicate that, while direct communication was robust, internal communication across departments may occasionally influence the consistency of the passenger experience.
4. Complaint Handling
Complaint resolution was identified as a particularly informative area of investigation. Although the number of obvious complaints during observation was low, the way personnel handled difficulties when they arose demonstrated a high level of procedural training and emotional intelligence (Hudyma, 2024). Staff typically handled visitor concerns, ranging from room allocation to billing inquiries, with calmness and a service-oriented attitude. Sincere apologies were conveyed, and appropriate follow-up actions were done. In one case, a guest's discontent with a late check-in was answered with an immediate offer of luggage storage, complimentary drinks, and a phone call when the room was ready. Such comments exhibited an effective combination of empathy and problem-solving (Fleishman, 2021).
However, online criticism revealed certain irregularities. While many reviewers reported prompt and helpful responses, some cited delays in follow-up or inadequate explanations when issues were raised. For example, a tiny proportion of guests expressed dissatisfaction with not obtaining reimbursement or clear information following service outages. These incidents, while not typical, highlighted potential gaps in empowerment or autonomy at the front desk level, where workers may not have had the authority or discretion to go beyond normal norms.
Taken combined, the themes of communication and complaint handling highlight both the strengths and places for improvement in front desk operations (Syari & Toni, 2021). While most guests received clear, courteous, and helpful communication, occasional variations in information delivery and issue resolution indicated a need for more integrated cross-departmental alignment and clearer escalation protocols (Kumar et al., 2023).
5. Observed Patterns and Service Flow
Aside from the thematic elements of professionalism, responsiveness, communication, and complaint resolution, other broader patterns emerged that represent the operational rhythm and consistency of front-desk service delivery (Verma et al., 2025). These patterns were observed across numerous shifts and at different levels of guest volume, offering insight into how the front desk responded to situational demands and managed resource constraints.
One of the most significant aspects of service flow was the controlled yet flexible approach to visitor arrivals and departures. During high check-in times, staff were seen efficiently coordinating—allocating jobs to available team members, redirecting guest queries as needed, and maintaining visible control of the line (Coleman & Ali, 2022). There was an apparent prioritising of guests based on urgency (e.g., flight times, accessibility requirements), although this was done informally and without causing visible displeasure among other guests. This informal triage represented worker discretion and situational awareness, two attributes that helped maintain a smooth overall client flow even when the front desk was under strain.
Off-peak hours, on the other hand, enabled more individualised service. Staff had more time to interact with guests beyond the immediate utilitarian needs, such as making nearby recommendations or confirming lodging choices in advance (Ponsignon, 2022). These quieter intervals appeared to improve service depth, allowing for a more relational style of hospitality, which added to the hotel's reputation for friendliness and warmth, as seen by numerous visitor reviews.
However, several fundamental inefficiencies became apparent. For example, low staff coverage during transitional periods, such as shift handovers, resulted in brief lapses in attention. During one observation, a delay in processing a guest's payment coincided with a system reboot and the end of a staff member's shift, producing some uncertainty and discomfort for the guests. While such incidents were infrequent, they highlight the importance of operational continuity and the requirement for well-defined contingency plans during shift changes.
A new pattern arose in the emphasis on internal coordination. Front-desk employees were seen often contacting with housekeeping, maintenance, and food and beverage teams to fill visitor demands. Although typically effective, these encounters were sometimes delayed due to back-of-house availability, implying that the front desk occasionally took on the weight of cross-departmental coordination (Fennell et al., 2024). In some circumstances, staff were compelled to explain delays or miscommunications caused by other departments, which may have put unnecessary strain on front desk personnel and diminished the guest's perception of efficiency (Schick & Fischer, 2021).
Secondary data confirmed these tendencies. Positive feedback regularly underlined easy and pleasant encounters, particularly upon arrival, whereas more critical feedback frequently highlighted gaps in information sharing or follow-through on requests (Rascon, 2025). This shows that, while the front desk team performed well within their mandate, systemic improvements in interdepartmental communication and resource allocation could improve service outcomes even further.

[bookmark: _Toc199531766]4.2 Discussion
The findings of this study highlight the critical role that front-desk operations play in defining visitor satisfaction at Maldron Hotel Newcastle. In accordance with the theoretical viewpoints presented in the literature review, particularly the SERVQUAL model and the broader framework of customer experience, the front desk emerged as both a functional service hub and an emotional touchpoint. This discussion delves into how the identified themes—staff professionalism, responsiveness, communication, and complaint handling—reflect and deviate from previous studies, while also indicating operational strengths and opportunities for growth.
Maldron's routinely observed staff professionalism aligns with the SERVQUAL assurance factor, which includes employee competency, civility, and the ability to inspire trust. The many mentions of workers being polite and attentive indicate that emotional labour is successfully managed, at least at the guest-facing level (Pultz & Dupret, 2023). This complements previous research emphasising the relevance of emotional intelligence in front-desk employment, particularly in creating a welcome environment that guests perceive as genuine and customised. While this strength maintains the brand's service culture, it also puts constant pressure on employees to perform emotional labour, which may be sustainable in the long run if proper training and management support are provided (Erasmus & Oosthuysen, 2025).
Another SERVQUAL component, responsiveness, was usually excellent but exhibited situational variations, particularly during peak periods or system outages. These operational limitations echo concerns raised in past research regarding the vulnerability of service efficiency in high-volume settings. The ability of Maldron workers to alleviate visitor frustration through civility and prompt interventions demonstrates an understanding of service recovery principles (Ozuem et al., 2025). Nonetheless, the infrequent delays highlighted in observations and assessments highlight the need for stronger procedural backups or additional staffing during high-pressure periods. Without such changes, even capable front-desk professionals may struggle to consistently maintain service standards, especially when cross-departmental collaboration is required (Barbos, 2025).
Communication stood up as a crucial asset, particularly when it came to visitor involvement and information clarity (Arsenovic, 2019). However, gaps in internal communication, such as departmental differences, reflect an organisational gap rather than an individual performance issue. This is consistent with broader hospitality research, which emphasises the need of interdepartmental collaboration in maintaining service excellence. As a result, communication training or procedural alignment may need to extend beyond the front desk crew and encompass the entire guest service cycle.
While individual staff members demonstrated a solid mastery of guest communication and problem solutions, variations in complaint management point to a larger constraint in procedural authority or resource allocation. Several assessments and observed instances revealed delays in resolution or insufficient clarity about compensation programs (Cao et al., 2024). This illustrates a typical issue in mid-sized hotel operations, as front-desk personnel may lack the authority to conduct service recovery measures without managerial consent. As stated in prior research, fast and empowered replies to complaints are critical not only for service recovery but also for maintaining guest views of caring and competence.
Maldron Hotel Newcastle's current strengths, particularly its professionalism and individualised service, have a direct impact on visitor satisfaction and loyalty. Guests who feel welcomed, understood, and appreciated are more likely to form emotional attachments to a company, which has been found to increase repeat visits and favourable online endorsement. This is evident in the secondary data, were good reviews frequently stressed interpersonal warmth and service attentiveness over amenities or physical characteristics. These findings reflect the experiential service literature, which emphasises the guest's emotional experience as a crucial factor of perceived value.
However, the restricted authority to settle more complex issues at the point of contact, as well as occasional departmental misalignment, may undermine these improvements (Moreno, 2022). For example, when front desk workers were unable to provide timely solutions owing to delays in housekeeping or maintenance, the visitor experience became fragmented. These seemingly insignificant incidents contribute to the overall narrative of a guest's stay. A hotel's ability to provide a consistent service experience is dependent not only on front-line quality, but also on the coherence and agility of its back-of-house support system.
The unpredictability found during transitory periods, such as staff handovers, highlights the need for process refinement (Arpita Samuel, 2022). These minor failures, while normal in a hectic operating context, constitute crucial service gaps that might have a disproportionate impact on first or last impressions. Given that front-desk contacts generally bookend the passenger experience, service continuity breaches during these times pose a higher risk. This understanding is especially important when contemplating the 'moments of truth' principle in hospitality, as single interactions can shape the overall satisfaction trajectory.
From a managerial standpoint, the findings indicate that while the hotel's front desk staff has good interpersonal skills, these talents must be complemented by structural improvements (Beenen et al., 2021). This includes improved departmental coordination protocols, more empowerment for frontline personnel in handling guest complaints, and defined procedures for ensuring service continuity throughout shift transitions. By doing so, the hotel can maintain its reputation for warmth and professionalism while simultaneously tackling the hidden inefficiencies that periodically jeopardise the guest experience.
The study's findings must also be seen in the larger perspective of changing visitor expectations in the urban mid-market hospitality category. With increased competition and the advent of digital-first travel platforms, hotels like Maldron must differ initiate themselves not only by pricing or location, but also by providing consistent, emotionally evocative service (Huo et al., 2025). Guests today are extremely sensitive to the quality of human connection, frequently perceiving it as a distinguishing feature of value (Seah & Friedman, 2024). This emphasises the crucial necessity of front desk excellence, not merely as a function of productivity, but also as a key contributor to brand identity and customer retention.
In this environment, hotels that integrate guest-centricity across all operational layers will thrive (Sattler, 2024). This mentality is clearly embodied by the front desk staff of Maldron Hotel Newcastle, who are professional and attentive. However, service breakdowns caused by misunderstanding or procedural rigidity indicate the need for systemic reinforcement (Paduraru et al., 2022). This involves creating clearer escalation channels for unresolved guest problems, enhancing information flow between departments, and ensuring that shift handovers run well. These managerial adjustments, while not always resource-intensive, can have a disproportionately good impact on guest experience consistency.
The incorporation of technology into front-desk operations creates both an opportunity and a challenge (Vicedo, 2023). While digital check-in choices and automated processes might help with mundane chores, they should not replace the relational value that professional people add to the guest experience (Schuster et al., 2023). As this study demonstrated, the power of guest happiness is frequently found in the nuances of personal interaction; tone, attentiveness, empathy; which cannot be recreated solely by technology. As a result, investing in employee development, emotional intelligence training, and real-time feedback systems is critical for operational relevance in the digital age.
Another important implication is organisational learning (Geppert, 2024). Many of the reported service qualities appear to be the result of human expertise and frontline dedication, rather than codified service mechanisms. While this boosts employee enthusiasm, it also increases vulnerability: high performance may not be sustainable if it relies primarily on individual initiative. Embedding service standards in training programs, promoting values through leadership, and cultivating a culture of continuous improvement would all serve to institutionalise quality across teams and shifts (Anderson et al., 2023).
Finally, it is vital to acknowledge the study's shortcomings. Due to ethical constraints, the research was limited to a single hotel and a specific observation time, and no direct guest interviews or staff focus groups were conducted (Bieńkowska et al., 2024). While the combination of observational data and secondary guest input adds legitimacy to the findings, the lack of primary qualitative narratives may restrict the depth of experience awareness. Furthermore, the interpretive nature of observation raises the possibility of researcher bias, despite efforts to maintain neutrality.
Nonetheless, the study offers useful, practical insights into the operational dynamics of front-desk service quality. It shows the characteristics that underpin visitor happiness and identifies important areas that require managerial attention. In doing so, it contributes to both academic understanding of service delivery and practical improvements to hotel operations. The last chapter will synthesise these findings and make specific, practical recommendations for enhancing front-desk performance at Maldron Hotel Newcastle.
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The purpose of this study was to determine how front desk service quality affects client happiness at Maldron Hotel Newcastle, as well as to suggest realistic service enhancement techniques. Using a combination of direct observation and secondary guest feedback, the study investigated four essential elements of front desk operations: staff professionalism, timeliness and response, communication, and complaint handling. The results were analysed using recognised theoretical frameworks such as the SERVQUAL model, emotional labour theory, and customer experience literature. This conclusion summarises the study's key findings, considers their ramifications, and comments on the overall contribution of the research.
According to the findings, front desk service quality has a significant impact on the whole client experience. Staff professionalism was regularly cited as a strength of the Maldron Hotel Newcastle front desk crew. Employees displayed a high level of civility, composure, and presentation, which is consistent with the SERVQUAL component of assurance. This professionalism was evident in guest reviews, as words like "friendly," "helpful," and "welcoming" occurred frequently. Such traits help to build guest trust and comfort, which serves as the foundation for satisfaction and brand perception.
Timeliness and responsiveness were identified as a mixed area. While employees typically performed well under pressure, peak periods put a strain on service delivery, occasionally resulting in minor delays or confusion. These occurrences did not necessarily show personnel ineptitude, but rather systemic constraints such as resource scarcity or coordination issues. The importance of responsiveness, both in terms of speed and appropriateness, was often emphasised in guest comments, confirming its role in influencing service assessments.
Communication was identified as another area of relative strength. Staff clearly communicated hotel policies and check-in/out procedures, and they demonstrated adaptability when dealing with customers from various linguistic or cultural backgrounds. However, internal communication inconsistencies occasionally harmed the exterior clarity. For example, when front-desk employees conveyed incorrect or obsolete information from other departments, the passenger experience suffered. This study supports the broader hospitality literature, which emphasises that service excellence necessitates both front-facing competency and internal process consistency.
Complaint handling demonstrated an overall positive but slightly limited performance. When problems emerged, staff were sympathetic and solution-oriented, but restricted decision-making authority occasionally resulted in delays or a lack of follow-up. This tension shows a typical issue in mid-market hotels: frontline employees are expected to manage complicated guest expectations while lacking the authority to act decisively in all situations. Guest loyalty and happiness are inextricably linked to how well complaints are handled, and a more flexible structure for service recovery could improve results in this area.
From a holistic standpoint, the research findings support the notion that client happiness is determined not by discrete service touchpoints but by consistency, empathy, and efficacy across the guest journey. The front desk personnel at Maldron Hotel Newcastle are responsible for developing and maintaining guest satisfaction. However, their efficacy is limited by the systems and organisational structures in which they function. The study found that, while interpersonal strengths are visible, operational and procedural gaps, particularly in interdepartmental coordination, shift consistency, and empowerment, must be addressed in order to provide a genuinely seamless and high-performing front desk experience.
Importantly, this study contributes to a more context-specific understanding of front desk operations in a mid-tier, urban hotel setting, an area that is frequently under-represented in existing work, which tends to focus on luxury or worldwide hotel chains. By basing the analysis on real-time observations and genuine visitor input, the study provides actionable insights that are also representative of real-world limits.
This research also demonstrates the importance of implementing proven service quality methods in current hotel environments. While the SERVQUAL framework was valuable for assessing the concrete and intangible parts of service delivery, the study also demonstrated the limitations of overly rigid models in capturing the dynamic and emotionally complex nature of front desk encounters. The combination of emotional labour theory and customer experience principles allows for a more nuanced interpretation of the data, reinforcing the importance of multidimensional methods to service analysis.
There are, of course, constraints to consider. The lack of direct interviews with guests or workers meant that certain subjective perceptions were not fully conveyed. Furthermore, the study was limited to one facility, thus, the findings cannot be extended to the Maldron brand or hotel sector without caution. Nonetheless, the triangulation of observation with secondary feedback sources improves the findings' internal validity and practical value.
In conclusion, this study achieved its goal of investigating how front desk service quality influences visitor satisfaction by identifying critical characteristics, analysing current procedures, and finding possibilities for improvement. The following and last section contains a set of actionable recommendations meant to assist Maldron Hotel Newcastle in optimising its front desk operations and, as a result, increasing client happiness and loyalty in an increasingly competitive hospitality market.

[bookmark: _Toc199531769]5.2 Recommendations
Building on the study's findings and critical debate, this part provides a set of practical recommendations for Maldron Hotel Newcastle to improve front desk operations and, as a result, guest happiness. These guidelines target both the behavioural and structural aspects of service delivery, emphasising four main areas: worker empowerment, operational coordination, training and development, and process innovation.
1. Enhance Staff Empowerment for Service Recovery
One of the recurring difficulties found in the findings was front desk personnel's restricted ability to settle client complaints or make discretionary decisions, particularly during service interruptions (Shen et al., 2023). While escalation processes are required in any hospitality operation, relying too much on executive intervention can cause delays and dissatisfaction for guests (Dake, 2022).
Recommendation:
Introduce a tiered empowerment model that allows front-desk employees to implement small-scale compensatory actions, such as free drinks, late check-outs, or loyalty points, without requiring supervisory clearance (Younas & Halawi, 2025). These parameters must be explicitly established in service recovery guidelines to maintain consistency and accountability. Empowered employees are more responsive, and guests see this autonomy as a sign of professional competence and organisational trust (Jankelová & Joniaková, 2022).
2. Improve Interdepartmental Communication Protocols
The study found that internal communication breakdowns occasionally hampered the otherwise excellent service quality at the front desk (Pitra & Binti Abu Talib, 2025). Guests were occasionally given conflicting or partial information as a result of communication breakdowns between the front desk, housekeeping, and maintenance teams (Muhsinin et al., 2024).
Recommendation:
 Establish structured daily briefings that include key departments involved in guest service. Use digital task management tools (e.g. Trello, Asana, or dedicated hotel systems) to update real-time information such as room readiness, guest requests, or incident reports. A shared dashboard accessible by front desk staff would significantly reduce response delays and improve service consistency (Brigden et al., 2024).
3. Formalise Shift Handover Procedures
Observations revealed minor interruptions in service during shift changes, resulting in guest confusion and delays (Simon et al., 2025). These transition periods create a weakness in maintaining consistent service standards.
Recommendation:
 Develop a formal handover checklist to ensure all ongoing guest issues, pending requests, and room updates are documented and communicated between shifts. Introduce a brief overlapping window during shift changes where both outgoing and incoming staff are present, enabling a smooth transition of responsibilities. This reduces information loss and ensures no guest request is overlooked.
4. Strengthen Emotional Intelligence and Soft Skills Training
While the front desk personnel displayed excellent communication and interpersonal skills, maintaining this level of emotional labour necessitates continual training and assistance (atta & ghazi, 2023). As the hotel industry promotes emotional engagement, soft skills become just as important as operational ability (Feraco, 2025).
Recommendation:
Invest in regular training workshops that cover empathy, dispute resolution, cultural sensitivity, and nonverbal communication (Freshman, 2020). Role-playing scenarios featuring challenging visitor interactions can help employees develop resilience and improve their ability to handle emotionally complex situations. In addition, implement wellbeing support activities to reduce emotional exhaustion and improve long-term employee performance (ZHU et al., 2023).
5. Optimise Front Desk Coverage Based on Peak Flow Analysis
During peak moments of high traffic, notably in the late afternoon and early morning, the hotel's service suffered noticeably (DeSousa et al., 2020). Staff sought to manage this demand, however it occasionally led in delays and decreased customisation (Wallace, 2025).
Recommendation:
Conduct a rigorous examination of guest traffic patterns throughout the course of the week to more accurately identify staffing needs (Rottenberg, 2021). Introduce dynamic scheduling, which boosts front-desk coverage during predicted peak periods while reallocating people during low-demand periods (Gaggero & Alexander, 2024). This adaptable strategy promotes operational efficiency while maintaining a high level of visitor interaction.
6. Integrate Guest Feedback into Continuous Improvement Cycles
Secondary data analysis revealed that online evaluations offered useful recommendations that were not always implemented in practice (Stevenson et al., 2021). Guest feedback, when used constructively, is an invaluable resource for service improvement (Reddy, 2024).
Recommendation:
Create a monthly review routine in which guest feedback—from both internal surveys and external review platforms—is classified, examined, and discussed in team meetings (Pisirici, 2024). Encourage employees to reflect on guest feedback and make suggestions for improvements. This approach to closing the feedback loop fosters a responsive and accountable culture.
7. Balance Technology Integration with Human Touch
While this study concentrated on human interactions, the changing role of technology in hotel front-desk operations cannot be overlooked. Digital check-in systems, service applications, and automated messages are becoming more popular, yet customers expect customised attention (Mills & Oosthuizen, 2025).
Recommendation:
Introduce digital upgrades (e.g., online check-in kiosks, app-based room requests) to automate repetitive activities, freeing up front-desk workers to focus on personalised engagement. Train employees to use this technology as tools to enhance, not replace, human interaction. Ensure that digital interactions remain warm, responsive, and clear (Cunha et al., 2024).
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