RESEARCH PROJECT PROPOSAL 
ANGUR MIAH
2021261

Project title: 

 Enhancing Front Desk Operations and Attendance Management at Premier Inn York’s Way Kings Cross Branch

Project aim:

The aim of this research project is to analyze and improve front desk operations and attendance management at Premier Inn York’s Way Kings Cross Branch, with the objective of enhancing efficiency, customer satisfaction, and employee morale.

Project objectives:

1. Evaluate the current front desk staffing structure and analyze the impact of attendance issues on service delivery and customer experiences at Premier Inn York’s Way Kings Cross Branch.
2. Identify the underlying causes of absenteeism among front desk receptionists, considering factors such as scheduling practices, workload distribution, employee engagement, and work environment.
3. Develop recommendations and strategies to optimize front desk staffing levels, implement effective attendance management policies, and foster a positive and supportive work environment at Premier Inn York’s Way Kings Cross Branch.



Project focus area: 

Evaluating Customer Service Quality in the Front Desk Operations at Premier Inn York’s Way Kings Cross Branch

Project aim:

The aim of this research project is to assess and enhance the customer service quality provided by the front desk operations at Premier Inn York’s Way Kings Cross Branch, with the objective of improving guest satisfaction and loyalty.

Project objectives:

Analyze the current front desk processes and procedures at Premier Inn York’s Way Kings Cross Branch, focusing on customer service delivery and interactions with guests.
Evaluate the level of customer satisfaction with the front desk services at Premier Inn York’s Way Kings Cross Branch, considering factors such as responsiveness, professionalism, problem-solving, and overall experience.
Identify areas for improvement and develop recommendations to enhance the customer service quality at the front desk, including training programs, process improvements, and communication strategies.
Measure the effectiveness of implemented recommendations and assess the impact on guest satisfaction and loyalty.


Research Questions:

1. How do guests perceive the quality of front desk services at Premier Inn York’s Way Kings Cross Branch?
2. What are the main factors contributing to guest satisfaction or dissatisfaction with the front desk operations?
3. How do front desk staff members perceive their roles, responsibilities, and challenges in delivering quality customer service?
4. What are the common issues and pain points experienced by front desk staff in their day-to-day operations?
5. What recommendations can be made to enhance the customer service quality at the front desk of Premier Inn York’s Way Kings Cross Branch?




Rationale:

The front desk is the primary point of contact for guests at Premier Inn, and their experience with the front desk staff significantly influences their overall perception of the hotel. This research project is crucial to identify areas where improvements can be made in the front desk operations to ensure exceptional customer service delivery. Previous studies have highlighted the importance of customer service in the hospitality industry and have demonstrated the positive impact it has on guest satisfaction and loyalty.

Research methods:

The research will involve a combination of quantitative and qualitative methods. It will include surveys to collect guest feedback on their experiences at the front desk, interviews with front desk staff to understand their perspectives and challenges, and observation of front desk interactions with guests. Additionally, existing literature on customer service and front desk operations in the hospitality industry will be reviewed to provide a theoretical foundation for the research.

Research Method - Qualitative:

Qualitative research will be employed to gain in-depth insights and understanding of the experiences and perspectives of both guests and front desk staff at Premier Inn York’s Way Kings Cross Branch. Qualitative research allows for a detailed exploration of individual experiences, motivations, and subjective perceptions.

Interviews:
Semi-structured interviews will be conducted with a sample of guests who have recently stayed at the hotel. The interviews will focus on their interactions with the front desk staff, their overall experience, and their perceptions of the quality of service received.
In-depth interviews will be conducted with front desk staff members to gain insights into their roles, responsibilities, challenges, and suggestions for improvement. The interviews will be designed to encourage open and honest responses, allowing the participants to express their views freely.
Observations:
Direct observations of front desk interactions will be conducted to capture real-time interactions between guests and front desk staff. This will provide valuable insights into the actual service delivery process and any potential areas for improvement.
Observations will also be made of the physical environment and the organization of the front desk area to identify any factors that may impact the quality of service provided.
Data Analysis:
The qualitative data collected from interviews and observations will be transcribed, coded, and analyzed using thematic analysis. Thematic analysis involves identifying patterns, themes, and categories within the data to uncover commonalities, differences, and key insights. The following steps will be followed in the data analysis process:
Transcription: The interview recordings will be transcribed verbatim, ensuring accuracy and capturing all relevant information.
Coding: The data will be systematically coded by assigning labels to meaningful units of text. Codes will be generated from the data and refined as analysis progresses.
Theme Development: Similar codes will be grouped together to develop themes that capture the main ideas and concepts emerging from the data. The themes will be reviewed and refined through an iterative process.
Data Exploration: The themes will be further explored to identify relationships, patterns, and connections. This will involve comparing and contrasting responses, looking for variations, and searching for outliers or unique perspectives.
Interpretation: The themes and their implications will be interpreted and discussed in relation to the research objectives. The findings will be contextualized within the existing literature and used to generate recommendations.
Qualitative research allows for a deep understanding of the experiences, perceptions, and underlying factors influencing the quality of front desk services at Premier Inn York’s Way Kings Cross Branch. By capturing rich and detailed data through interviews and observations, this research method will provide valuable insights to drive recommendations for improvement.



Participants:
The research will involve surveying guests who have recently stayed at Premier Inn York’s Way Kings Cross Branch to gather their feedback on the front desk services. Additionally, interviews will be conducted with front desk staff members to gain insights into their experiences and perspectives.

Review of literature:
The resources required for this research project include access to Premier Inn York’s Way Kings Cross Branch, permission to survey guests and interview staff, survey design tools, research literature on customer service and front desk operations, data analysis software, and time for data collection and analysis.

RESOURCE NO 1:
Smith, J. (2018). Enhancing Front Desk Service Quality in the Hospitality Industry: A Review of Best Practices. Journal of Hospitality Management, 25(2), 45-62.
This article by Smith (2018) focuses on the enhancement of front desk service quality within the hospitality industry. The author conducts a review of best practices in order to identify strategies that can improve the quality of service provided at the front desk. The article examines various aspects such as customer interactions, communication skills, problem-solving abilities, and efficiency in handling guest requests. The findings of this review can provide valuable insights into effective practices that can be implemented to enhance front desk service quality in hotels and other hospitality establishments.




RESOURCE NO 2:

Brown, A., & Johnson, M. (2019). The Impact of Front Desk Staffing on Guest Satisfaction: A Comparative Study of Hotels in Urban Areas. International Journal of Hospitality and Tourism Management, 12(4), 78-95.
In this study conducted by Brown and Johnson (2019), the authors investigate the impact of front desk staffing on guest satisfaction in hotels located in urban areas. The comparative study examines different hotels and their staffing levels at the front desk to understand the relationship between staffing and guest satisfaction. The findings of this study can provide insights into the optimal staffing levels required at the front desk to ensure high levels of guest satisfaction. The research contributes to the understanding of the importance of adequate staffing in delivering quality service to guests and can inform staffing decisions in the hospitality industry.

RESOURCE NO 3:

Johnson, R., & Anderson, L. (2020). Customer Service Training Programs for Front Desk Staff: A Review of Effectiveness and Key Elements. Journal of Service Excellence, 35(1), 120-138.
Johnson and Anderson (2020) conduct a review of customer service training programs specifically targeted at front desk staff. The study examines the effectiveness of these training programs and identifies key elements that contribute to their success. The article discusses various training methods, content, and delivery approaches used in these programs to enhance the skills and competencies of front desk staff. The findings of this review can inform the development and implementation of effective training programs for front desk staff, ultimately leading to improved customer service and guest satisfaction.

Remember to replace the fictional sources with actual relevant literature sources during your research and adapt the explanation to align with the content and findings of the real articles you choose.




Timeline:

Week 1:

Conduct a comprehensive literature review on customer service quality and front desk operations in the hospitality industry.
Familiarize yourself with the specific front desk operations at Premier Inn York’s Way Kings Cross Branch.
Meet with the supervisor to discuss the research design and objectives.

Week 2:

Refine the research objectives based on the literature review and discussions with the supervisor.
Develop a survey questionnaire to gather feedback from guests about their front desk experiences.
Seek necessary approvals and permissions for data collection.

Week 3:

Pilot test the survey questionnaire with a small sample of guests to ensure its effectiveness and clarity.
Revise the survey questionnaire based on the pilot test feedback.
Begin data collection by distributing the survey to guests at Premier Inn York’s Way Kings Cross Branch.

Week 4:

Continue data collection from guests, ensuring a sufficient sample size is obtained for meaningful analysis.
Schedule interviews with front desk staff members to gain insights into their experiences and perspectives.
Prepare interview questions and seek participants' availability.

Week 5:

Conduct interviews with front desk staff members, recording their responses for later analysis.
Observe front desk interactions with guests, taking notes on the service delivery process and identifying areas for improvement.
Transcribe and organize interview data for analysis.

Week 6:

Analyze the survey data using appropriate statistical methods, identifying trends and patterns in guest feedback.
Analyze the interview data qualitatively, extracting key themes and insights from the front desk staff's perspectives.
Identify common issues and themes arising from both the survey and interview data.
Week 7:

Synthesize the findings from the data analysis and develop recommendations to enhance the customer service quality at the front desk.
Review the existing literature on customer service improvement strategies in the hospitality industry to inform the recommendations.
Discuss the initial recommendations with the supervisor for feedback and refinement.

Week 8:

Finalize the recommendations based on the supervisor's feedback and additional insights gained during the research process.
Prepare a detailed report summarizing the research findings, methodology, analysis, and recommendations.
Begin the writing process, ensuring clarity, coherence, and logical flow in the report structure.

Week 9:

Complete the report writing, including the introduction, literature review, methodology, results, discussion, and conclusion sections.
Revise and edit the report to ensure accuracy, coherence, and compliance with academic standards.
Seek feedback from the supervisor and make necessary revisions to improve the quality of the report.

Week 10:

Finalize the research project, incorporating all revisions and feedback received.
Prepare the final version of the report, including any appendices or supplementary materials.
Submit the research project report by the designated deadline.





