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Abstract  
The study falls in the context of the highly competitive hotel industry in the UK, where the hotels are under increased pressure to manage their operations cost-effectively and at the same time provide high standards of service to their guests as they continue to rise. The heightened competition, labour issues, change in technology and the increased power of online guest reviews have rendered operational efficiency a strategic issue of critical concern for hotel management in need of maintaining the level of service and customer satisfaction. It is against this background that the objective of this research is to test the relationship that exists between the practice of operational efficiency and service quality management, and to test the relationship that exists between the two variables, on how it affects the overall guest experience in a branded UK hotel environment. The study uses a desk-based qualitative case study research design about the Novotel Cardiff Hotel and employs secondary data sources only to promote ethical consideration. The academic literature, industry reports, company reports, and online guest reviews made available publicly were used to obtain data. The data was interpreted using a thematic analysis methodology with the help of the developed analytical frameworks, such as SERVQUAL, SWOT, and PESTL, as these theoretical frameworks allowed conducting systematic measurements of operational and service quality dynamics.  
The results indicate that there is a significant and consistent correlation between the outcome of service quality and operational efficiency. The operational practices that were found to increase the main service quality dimensions, especially reliability, responsiveness and consistency. These were found to be the core processes in which efficiency has aided service delivery by minimising error and variation at all guest touchpoints through process simplicity and standardisation. Staffing and workflow management proved to be of prior importance as well because a balanced workload and coordinating processes between departments will lead to better employee performance and increased positive interactions with guests. In its turn, the results suggest that the overemphasis on efficiency with a lack of concern about human factors can have a detrimental impact on service empathy and flexibility, which shows the necessity to balance operational control and personalised service delivery. The feedback analysis by guests also indicated that efficiency-based aspects, including service speed, cleanliness, and responsiveness of the staff, are very evident to the guests and greatly influence their perceptions of satisfaction.  
Drawing on these findings, the study offers a series of feasible recommendations that would help in improving the performance of the operations and the quality of the services. They encompass the front-desk process streamlining to minimise wait times, staff training in line with identified service gaps, online review analytics as a constant improvement tool, and flexibility of the processes during peak hours. Other suggestions underline the fact that workload management, efficient application of the current technology, and the necessity to incorporate sustainability practices in everyday work are critical. All these steps are aimed at being cost-effective and within the framework of current operation structures, and, as a result, assistance with the enhancement of the quality of its services in the long term is provided without significant financial investment.  
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[bookmark: _Toc33918]Chapter 1: Introduction 
[bookmark: _Toc33919]1.1 Background  
The UK hotel sector is a very competitive and dynamic industry influenced by changes in demand, the cost of operations, and the ever-evolving expectations of guests. The hotels are continuously challenged to ensure that they remain profitable and, at the same time, provide high-quality services that could satisfy or even surpass the expectations of the customers (Bardukova, 2023). The issue of cost control has become a burning managerial issue, especially with reference to labour, energy consumption, and investment in technology, which directly influence the sustainability of operations. Simultaneously, the service quality is still one of the major distinctions in the hospitality industry that has a strong impact on the satisfaction of the guests, brand image, and frequent visits (Sheoran, 2025). The importance of guest satisfaction has increased over the past few years, thanks to the popularity of e-based review sites and social media, in which a failure or inefficiency in the services of any hotel can spread virally, harming their reputation. This means that hotel managers must juggle efficiency-based practices and the quality of services to be competitive (Iyengar, 2025). In this regard, the issue of operational efficacy is at the heart of branded hotels, where standardisation, process optimisation, and consistency are considered crucial to providing stable service experiences in various locations whilst keeping the cost of operations under control (Tan and Despotis, 2021). 
[bookmark: _Toc33920]1.2 Case Study Context – Novotel Cardiff 
Novotel Cardiff belongs to the Novotel brand of the Accor Group that occupies the mid-scale hotel segment. The brand is known to provide modern accommodation, similar standards of service and a combination of comfort and functionality. Novotel hotels normally serve a mixed market where business travellers, conference attendees, and short-stay tourists come to the hotels. Since this is a multi-ethnic customer base, uniformity in service provision is especially vital. The business guests tend to focus on efficiency, speed and reliability, whereas the leisure travellers may be more focused on comfort and the experience (Tan and Despotis, 2021). Being a branded hotel, the Novotel Cardiff hotel is a company that functions under already existing operational practices and brand standards, which makes it a suitable case study to study the impact of operational efficiency practices on the quality of services and experience of guests. 
[bookmark: _Toc33921]1.3 Research Aim 
This study will use secondary data to assess the effect of the practice of operational efficiency on the management of quality services and the overall experience of the guest at Novotel Cardiff Hotel. 
[bookmark: _Toc33922]1.4 Research Objectives 
· Critically review academic and industry literature on operational efficiency and service quality in the hotel sector 
· Analyse key operational processes at Novotel Cardiff Hotel using secondary data 
· Apply established service quality and operations management frameworks 
· Evaluate the impact of operational efficiency on guest satisfaction outcomes 
[bookmark: _Toc33923]1.5 Structure of the Study 
This research project is divided into five chapters. Chapter 1 presents the context of the research, aims, and objectives. In Chapter 2, a critical analysis of the available literature on operational efficiency and quality of the service is conducted. Chapter 3 describes the research methodology and sources of data. Chapter 4 presents the findings and explains them with reference to the available literature. Lastly, Chapter 5 concludes and offers practical recommendations on how these issues can be solved to enhance operational performance and quality of services at Novotel Cardiff Hotel. 
[bookmark: _Toc33924]Chapter 2: Literature Review 
[bookmark: _Toc33925]2.1 Theoretical Framework 
SERVQUAL Model (Service Quality Theory) 
SERVQUAL model, which was established by Parasuraman et al., was commonly used to measure the quality of service by aligning customer expectations with perceptions of real service delivery (Shi and Shang, 2020). The model is held on the five dimensions, namely tangibles, reliability, responsiveness, assurance, and empathy. When applied to the hotel setting, SERVQUAL assists in measuring the efficiency of the working processes in relation to stable and quality service provision. This paper uses SERVQUAL to evaluate the importance of operational efficiency on the perception and satisfaction of guests in the Novotel Cardiff Hotel (Ertürk, 2019). 
Operations Management Theory (Operational Efficiency)  
The operations management theory is concerned with the design, management and enhancement of organisational processes with an aim of ensuring efficiency, consistency and value creation. Efficient operations in the hospitality industry entail effective utilisation of labour, technology and standard procedures with the aim of providing services (Szende, Dalton and Yoo, 2021). Slack et al. claim that operational efficiency allows controlling the cost without influencing service standards. This framework applies to the research because it describes how process optimisation and standardisation at the branded hotels can have a direct effect on the quality of the services and the general experience of the guests (Kharenko, Titomir, and Markovska, 2023). 
Expectancy–Disconfirmation Theory (Guest Satisfaction)  
Expectancy-Disconfirmation Theory is a customer satisfaction theory that proposes that customer satisfaction is achieved through the consequence of a comparison between the expectations before service and the perceptions after service. When the perceived performance falls within the expected performance or falls below the expected performance, satisfaction results and when the expected performance is not achieved, dissatisfaction arises (Choi, Moon, and Kim, 2019). In the hotel business, efficiency of operations has an impact on speed, accuracy and reliability of services, which determine how the guests perceive the hotel. This theory is used to complement the study of the extent to which efficient hotel operations can lead to a favourable guest experience and satisfaction results in the Novotel Cardiff Hotel model. (Yasa, Iqbal, and Pangestuti, 2026).  
[bookmark: _Toc33926]2.2 Empirical Research  
Service quality has long been a key predictor of customer satisfaction and organisational success in the hotel industry, especially in competitive markets in the hospitality industry. The quality of services that hotels provide is usually understood as the degree to which the service delivery is delivered and surpasses the expectations of the guests, affecting the perceived value and overall experience (Ali et al., 2021). Over the last few years, the pressure of higher competition, online reviews, and consumer demands has increased and made hotels uphold consistent and quality services. As a result, service quality is no longer a supportive operation outcome but a strategic priority in the hotel management practices (Priyo, Mohamad and Adetunji, 2019). 
Experiential literature of the hospitality industry points to the existence of a strong and positive relationship between the quality of the service and customer satisfaction. Empirical studies indicate that the dimensions of service quality that are improved, including reliability, responsiveness, assurance, empathy, and tangibles, have a significant positive impact on the level of guest satisfaction and loyalty intentions (Setiono and Hidayat, 2022). These dimensions, which have been usually conceptualised based on the SERVQUAL framework, are very much applicable in the hotel setting where repeat service experiences are used to create an impression on the guest. In a case when the service processes are highly effective, guests feel an increased level of reliability and responsiveness, which supports the results of satisfaction (Idayati et al., 2020). 
Efficiency in operations is key to ensuring that the hotel is able to offer good service at all times without going bankrupt. The term efficiency in hotel operations implies the efficient utilisation of resources, such as labour, technology, and time, to produce desirable service results with the least amount of waste (Tan and Despotis, 2021). Literature on the UK hotel industry reveals that operational inefficiencies tend to lead to delays in services, workforce overload, and unequal guest experience, which in turn adversely impact the level of satisfaction (Hussain et al., 2019).  
TQM has been extensively studied as a complete strategy of enhancing service delivery within the hospitality sector. Studies have shown that TQM has beneficial impacts in terms of operational performance and reliability of services, which include continuous improvement, employee participation, and standardisation of processes (Khan, Mirza and Khushnood, 2020). The effective use of TQM in the service-driven industries, such as the hospitality sector, is tightly linked with the increase in service uniformity and customer satisfaction, especially in branded hotel settings where uniform service delivery is anticipated (Bouranta et al., 2019). 
Hotel factors are also employee-related and have a great impact on the outcomes of service quality. The literature illustrates that work overload, insufficient staffing, and less managerial support may cause emotional fatigue in hotel workers, which adversely affects the interactions of service and reception by the guests (Grobelna, 2021). The key to efficient operational planning, however, is not just the key to productivity but also the key to the safety of the employees and maintenance of the standards of service quality. Hotels that do not implement the alignment of operational efficiency and human resource management are likely to fail in their services, although formal service standards are introduced (Koç, 2020). 
In the hotel sector, changes in technology have also changed the operational efficiency as compared to the quality of services. Adoption of artificial intelligence, property management systems, and data analytics has helped hotels to simplify the operations, personalise the services, and become more responsive (Prentice, Dominique Lopes and Wang, 2020). Nonetheless, the efficiency of technology-driven efficiency lies in proper integration with the processes of services and the capabilities of staff. The ill-placed technology can disrupt the service provision process and adversely impact customer satisfaction instead of enhancing it (Nguyen and Malik, 2022). 
Sustainability and green operational practices are also believed to become a significant constituent of service quality perception. The environmentally responsible practices are becoming directly linked with increased service standards and organisational credibility among the guests (Khalil et al., 2024). It is proposed that effective management of resources, energy reduction, and waste minimisation also affect not just the environmental performance but also the greater efficiency of operations and customer satisfaction (Prakash et al., 2023). These conclusions reveal the broadening of the areas of operational effectiveness expected to range beyond the issue of internal cost to encompass larger service and sustainability performances. 
Customer satisfaction has been a key outcome variable in the hospitality research because it is directly related to loyalty, positive word-of-mouth and financial performance. Emotional commitment to hotel brands by satisfied guests is more likely to create long-term competitiveness (Rather and Camilleri, 2019). Satisfaction and loyalty are further enhanced with relationship quality, trust, and perceived fairness in service delivery, especially in an economy and mid-scale hotels where price sensitivity is high (Chi, Wen and Ouyang, 2020).   
The recent research involving big data analytics and the analysis of online reviews gives a more in-depth understanding of what guests believe about the quality of the services provided to them. These works demonstrate that the most commonly discussed determinants of satisfaction during the guest feedback include the speed of the services, their cleanliness, and the responsiveness of the staff (Arici, Cakmakoglu, Arica and Altinay, 2023). Although much has been researched on the area of quality and satisfaction of services, there are still gaps in the understanding of how operational efficiency practices operate in particular hotel brands and destinations, especially when the case study research is applied with the use of secondary data. Although most studies are based on survey-based research designs, less research has critically examined publicly available data and industry reports to estimate efficiency quality relationships in branded UK hotels (Fatma and Kumar, 2024).  
[bookmark: _Toc33927]2.3 Research Gap 
Despite the large body of research conducted on the quality of services and customer satisfaction in the hotel sector, minimal consideration has been done on the explicit role of operational efficiency as a service quality determinant in branded UK hotels, especially in case study secondary data research studies. Most of the available literature is based on primary survey data and covers a general context of hospitality environments, providing very little contextual information on the individual hotel operations. 
[bookmark: _Toc33928]Chapter 3: Methodology 
[bookmark: _Toc33929]3.1 Research Philosophy 
This research believes in an interpretivist approach of research, which fits a research that aims at gaining an insight and understanding of the meaning, interpretations, and contexts instead of measuring variables statistically (Trangbæk and Cecchini, 2023). Interpretivism acknowledges the fact that the practices in organisations and the final results of service delivery are socially constructed and subject to managerial decisions, organisational structures, and the perceptions of the stakeholders (Alharahsheh and Pius, 2020). Since this study is aimed at understanding the impact of operational efficiency on service quality and experience by the guest in a particular hotel setting, an interpretivist paradigm provides an opportunity to deeply interpret the current information presented in written materials (Pervin and Mokhtar, 2022). 
[bookmark: _Toc33930]3.2 Research Design  
The study has a desk-based qualitative case study design and has utilised secondary data. The case study method is suitable because it allows scrutinising an individual organisation, that is, Novotel Cardiff Hotel, in its operational and service context (Kekeya, 2021). The ethical approval requirements caused the choice of the desk-based design because gathering primary data with human subjects is limited. Also, the use of the secondary sources is further justified by access restrictions, including time and organisational permissions (Sileyew, 2019). To increase the validity and credibility of the findings, data triangulation is used, resorting to various secondary sources of data such as academic literature, industry and publicly available guest reviews (Sileyew, 2020). 
[bookmark: _Toc33931]3.3 Data Sources 
This study will use only secondary data to provide the needed information, and it will not violate the ethical approval provision. The academic journals offer both theoretical and empirical evidence on operational efficiency, the quality of services offered and their satisfaction to the customer in terms of satisfaction in the hospitality industry (Johnson and Sylvia, 2023). The reports on the organisational website, like theSTR, Accor Group, and UK Hospitality, provide industry-specific information on the performance of hotels and operational trends, as well as service standards. Moreover, online reviews posted by publicly available websites will be utilised to gain insight into the themes of service quality recurrence and perceptions of customers regarding the performance in the operation (Dale, Arber, and Procter, 2025). The sources of information on the operational practices and structures of service delivery are also visible through company publications such as brand reports and sustainability statements (Li, Higgins, and Deeks, 2019). 
[bookmark: _Toc33932]3.4 Data Analysis 
The analysis of the secondary data is carried out using thematic analysis in order to interpret the data. This approach is characterised by the identification, analysis, and classification of the periodic themes of operational efficiency and service quality (Caulfield, 2019). The literature and industry materials extract such themes as process standardisation, staff efficiency, service consistency, and guest satisfaction. To allow the structured analysis, analytical frameworks are used (Terry and Hayfield, 2021). Service quality dimensions are measured with the help of the SERVQUAL model, and the SWOT analysis helps to evaluate the internal strengths and weaknesses of the operations and external opportunities and threats (Sundler et al., 2019). 
[bookmark: _Toc33933]3.5 Ethical Considerations 
This research has been ethically approved and can thus commence. Since the research is solely secondary research, it does not entail human subjects, personal data, or any sensitive information (Hasan, 2021). All the sources of data are accessible and are utilised in a responsible manner with proper reference to scholarly work in order to prevent plagiarism and misrepresentation (Pietilä et al., 2019). 
[bookmark: _Toc33934]3.6 Limitations 
Although this methodology has strengths, there are several limitations to this methodology. The lack of primary data will limit the capacity to get real-time employee or guest opinions that are unique to Novotel Cardiff Hotel. The quality and topicality of published sources are also of reliance on the study, as it can be characterised by publication bias or outdated information. 
[bookmark: _Toc33935]Chapter 4: Findings And Discussion  
[bookmark: _Toc33936]4.1 Findings (Thematic Analysis) 
	Key Theme 	Key Findings (from Secondary 
Data) 
	Impact on Novotel Cardiff 
Hotel 

	1. 	Process 
Standardisation 
	Standard operating procedures improve consistency and reduce service errors, particularly in checkin and housekeeping processes. 
	Enhances service reliability and brand consistency while reducing operational delays during peak periods. 

	2. 	Service 	Speed 
and Responsiveness 
	Faster service delivery is strongly associated with higher guest satisfaction and positive online reviews. 
	Efficient front-desk and F&B operations improve guest perceptions and overall experience. 

	3. Staff Workload 
Management 
	Excessive workload leads to employee fatigue and reduced service quality. 
	Balanced staffing improves employee performance and maintains service standards. 

	4. Training and Skill 
Development 
	Continuous training supports service accuracy, confidence, and customer engagement. 
	Well-trained staff deliver more consistent service aligned with brand expectations. 

	5. 	Technology 
Integration 
	PMS and digital systems improve operational coordination and reduce manual errors. 
	Technology supports smoother guest journeys and operational efficiency. 

	6. Service Quality 
Consistency 
	Consistent service delivery across departments strengthens guest trust and satisfaction. 
	Reinforces Novotel’s brand image and reliability across guest touchpoints. 

	7. Guest Feedback 
and Reviews 
	Online reviews highlight service efficiency, cleanliness, and staff 
	Guest feedback provides insights for operational 

	
	responsiveness as key drivers of satisfaction. 
	improvements and monitoring. 
	quality 

	8. Cost Control and 
Resource Utilisation 
	Efficient use of labour and resources reduces costs without compromising service quality. 
	Supports sustainability maintaining standards. 
	financial while service 

	9. 	Sustainability 
and Green Practices 
	Environmentally efficient operations positively influence guest perceptions of quality. 
	Enhances brand reputation and aligns with Accor’s sustainability objectives. 

	10. 	Brand 
Standards 	and 
Compliance 
	Adherence to brand guidelines ensures uniform service delivery across locations. 
	Maintains competitive positioning and guest 
expectations within the midscale segment. 


 
Theme 1: Process Standardisation 
The secondary literature always singles out process standardisation as a central source of operational effectiveness and reliability of services in branded hotels. SOPs mitigate variance in service delivery and also minimise human error, especially in high-contact departments like front desk operations and housekeeping (Panno, 2020). Standardisation in branded hotels such as the Novotel Cardiff will guarantee that customers are provided with the same standard of services irrespective of changes in staffing or occupancy rates. The standardised processes are also efficient and thus facilitate faster service delivery, and the employees will be able to handle the workloads more efficiently during peak periods. Therefore, process standardisation improves reliability and responsiveness as key aspects of service quality and has a direct impact on guest satisfaction (Knodel, 2019). 
Theme 2: Service Speed and Responsiveness 
Speed and responsiveness of the service are often distinguished as manifestations of operational efficiency in hospitality research. According to secondary data, delays in check-in, room service, or problem-solving greatly diminish customer satisfaction, especially among business travellers. Effective operational planning will allow it to react faster, which will guarantee that the request of the guests is handled in a timely and professional manner (Zhao, Xu, and Wang, 2019). In the case of Novotel Cardiff, the enhanced responsiveness helps in creating a positive perception of professionalism and competency in the minds of the guests. Effective service provision also minimises the levels of frustration by guests, resulting in positive online reviews and increased satisfaction scores (Xu, 2021). Consequently, service speed plays a decisive role in operational efficiency and the perception of service quality. 
Theme 3: Staff Workload Management 
Empirical studies have found that inefficient workload management has a detrimental impact on the well-being of employees and the quality of the service. The overload may lead to stress, exhaustion and decreased emotional involvement, which consequently undermines service interactions (Hasin et al., 2023). The effective functioning systems enable the hotels to utilise staffing resources in a better way so as to cover the peak season without excessive workload on the staff. In the case of Novotel Cardiff, equalised workload allocation ensures the delivery of services regularly and minimises the failures of services (Koniari, 2025). Adequate workload management also augments the morale and productivity of the employees, indirectly leading to heightened guest satisfaction. Therefore, operational efficiency also leads to the control of costs as well as sustainable service quality due to improved workforce management (Harvey, 2023). 
Theme 4: Training and Skill Development 
Training is crucial in transforming the efficient operation into the results of quality of service. Secondary research is of the opinion that a well trained employee is better placed to adhere to the standardised procedures although service flexibility is preserved. Training increases the confidence of staff, accuracy, and communication abilities that lead to efficient provision of services without interfering with the experience of the guests (Sao Joao, Spowart, and Taylor, 2019). At Novotel Cardiff, continuous training at par with brand standards is observed to facilitate the delivery of services consistently across the departments. Also, efficient training programmes reduce errors and service recovery costs. As a result, the interrelationship between effective operations and quality service delivery is elevated by skill development, which validates the satisfaction of the guests and brand confidence (Luo, Wang, and Tai, 2019). 
Theme 5: Technology Integration 
The use of technology has been widely accepted as an enabler of efficiency in the running of hotels in the current times. The property management systems, online booking systems, and automatic reporting systems are used to coordinate operations and minimise the number of manual errors (Tlili et al., 2021). The use of technology has been shown to enhance the flow of information between departments, which contributes to speed in decision-making and service delivery, according to secondary data. In the case of Novotel Cardiff, technology assists in easing the journey of guests booking to check-out (Das, 2023). Nevertheless, it is also emphasised in literature that technology should not substitute human service but supplement it. Technology, when deployed properly, will increase efficiency in operations and aid in a consistent quality of services provided, which will add to the satisfaction of the guests (Soares, Mendes-Filho, and Gretzel, 2021). 
Theme 6: Service Quality Consistency 
Stability in quality of service is a primary requirement of branded hotels. Secondary data indicate that a lack of consistency in service provision harms the trust of the guests and brand authenticity (Šerić and Mikulić, 2020). Consistency is supported with operational efficiency, which means that the processes, training, and performance standards are applied in all departments consistently. At Novotel Cardiff, the workings of housekeeping, front office and food and beverage activities are well coordinated, which improves the experience of the guest. Reliability is one of the most crucial dimensions of service quality, which is enhanced by consistency in service delivery (Jeong et al., 2023). This will lead to guests developing positive perceptions and showing intentions to visit the hotel again. 
Theme 7: Guest Feedback and Online Reviews 
The online guest reviews can give reliable information on the effects of operational efficiency on perceptions of services. According to secondary research, the most common comments made by guests are about the speed of the service, the cleanliness and responsiveness of the staff, which are directly correlated with the operational performance (Singgalen, 2025). The feedback on guests to Novotel Cardiff helps to determine the strengths in the operations of the organisation, and also points out areas which need to be improved. Proper management of service problems usually leads to an increased number of positive feedback despite service problems (Vo et al., 2022). Hence, the guest reviews are an indirect performance measurement instrument revealing the extent to which operational systems aid the service quality and guest satisfaction. 
Theme 8: Cost Control and Resource Utilisation 
Efficient cost control and optimal utilisation of resources are allied to effective operational efficiency. According to the secondary data, effective application of labour, energy and materials enables hotels to be efficient in service delivery as well as to balance financial forces. In the case of Novotel Cardiff, effective resource allocation will help in profitability, and guest experience is not affected (Milton, 2024). The efficiency can be reinvested in efficiency service improvement, employee training, or technology enhancement. Therefore, cost control and quality of the service are not competing goals but complementary consequences provided that efficiency is strategically controlled (Olimovich and Khudoynazarovich, 2020). 
Theme 9: Sustainability and Green Practices 
Operational efficiency based on sustainability has become relevant in the hospitality literature. Effective energy consumption, minimisation of waste, and environmentally friendly approaches become more and more related to the positive guest attitude toward the quality of services (Prakash et al., 2023). According to secondary research, guests prefer secondary research hotels where the illustration of environmental responsibility does not decrease the comfort. In the case of Novotel Cardiff, sustainable operational practices would promote the brand image and correspond to the corporate sustainability objectives of Accor. Green operations are also cost-effective and enhance operational performance, and as such, it goes to show that sustainability and service quality need not be at conflict with effective management operation activities in a hotel (Yingfei et al., 2022). 
Theme 10: Brand Standards and Compliance 
The brand standards are crucial in ensuring consistency of the quality of the service in the chain of hotels. According to secondary literature, operational performance promotes brand compliance through the provision of uniform procedures and performance evaluation (Duman et al., 2019). In the case of Novotel Cardiff, brand standards of Novotel and Accor strengthen the expectations of guests and positioning as a part of the mid-scale market. The effective operational systems will make the staff provide services in accordance with brand values, with flexibility to respond to the needs of guests. Consequently, brand compliance improves the quality of services and guest satisfaction (Chung and Byrom, 2021).  
[bookmark: _Toc33937]4.2 Discussion  
The results of the present research prove a definite correlation of operational effectiveness and service provision outcomes in a branded hotel setting and confirm the accepted hospitality management theories. Understood in terms of the SERVQUAL framework, the findings show that operational efficiency directly contributes to the major service quality dimensions, especially reliability, responsiveness, and tangibles. The high standardisation of processes and the alignment of workflows will contribute to the reliability of services, meaning that it would be delivered correctly and consistently, which, again, meets the existing literature on the quality of services and identifies reliability as one of its key determinants (Ali et al., 2021). In a similar vein, the service speed and the staff responsiveness measured in the results indicate that the responsiveness dimension of SERVQUAL and the idea that effective operations help employees to serve their guests more efficiently and efficient manner (De Carlo, 2022). 
In terms of operations management, the results prove the theoretical position that efficiency is not only a cost-reduction tool, but also a strategic service quality-enabling tool. The operations theory focuses on process, resource and system optimisation in order to attain a steady production with minimal wastage. At Novotel Cardiff, resource use, technology, and workload management help provide a smoother service delivery experience and increase the guest experience. This can be identified with studies that suggest that operational systems are welldeveloped and service consistency and variability in service encounters are minimised, which is especially crucial when branding hotels as the brand value is based on standardisation (Tan and Despotis, 2021). 
The efficiency and quality of service are brought out as a key theme in the discussion. Although efficiency-based methodologies like standardisation and automation enhance consistency and speed, the results reveal that too much efficiency without regard to human factors is dangerous to the quality of service. Indicatively, poor workload management may cause fatigue among employees, which has a negative impact on empathy and assurance aspects of service quality. This echoes the wider body of literature on hospitality that emphasises that an operationally effective approach should facilitate rather than limit substantial service encounters (Grobelna, 2021). Efficiency and quality should therefore not be considered opposite goals to achieve, but complementary goals. 
The use of SWOT analysis also contributes to a better knowledge of internal processes that have contributed to service quality in the Novotel Cardiff. Among the internal strengths that were found using the findings are internal process standardisation, brand standards, and efficient utilisation of operational technologies. These advantages facilitate constant service provision and make the guests trust the brand. Nonetheless, the potential internal weaknesses are also noticeable, specifically, the threat of over-reliance on the standard procedures that might restrict the flexibility of the services in times of peak demand or abnormal guest requests. Rigidities might pose a detrimental impact on perceived empathy and personalised service, which points to a possible service risk when efficiency is considered as the priority and adaptive management is not applied (Menegaki, 2025). 
Some of the opportunities that will be realised using SWOT will be the growing popularity of reliable mid-scale hotels by business and leisure travellers and the rising popularity of technology-enhanced services among guests. These opportunities are in line with the results that integration of technology enhances operational coordination and speed of service. On the other hand, some of the external threats involve the increase in labour costs, skills, as well as increased competition in the UK hotel market. These pressures can limit the capability of the hotel in meeting its service quality in case efficiency measures are not coordinated with workforce development and service innovation. The SWOT analysis, hence, demonstrates that the labour efficiency should be regulated dynamically to capitalise on the advantages and reduce the threats to the quality of the services. 
The PESTEL analysis also brings in further background information by indicating the external environmental forces that influence efficiencies in operations and result in service quality. The UK hotels have to work under regulatory frameworks in terms of employment law, health and safety, and data protection and protection that have a bearing on operational practices and cost structures and are associated with politics and law. The complexity of compliance requirements can also push the operations to the edge, where efficiency is required to maintain the quality of services in the regulatory framework. Inflationary pressures and increased energy costs also escalate the economic factor that contributes to the necessity of efficient resource management, which supports the idea of efficient cost-effective operations without influencing the experience of guests (Hussain et al., 2019). 
The social factors are also important in influencing the expectations of the quality of services. Modern hotel customers are inclined to appreciate the speed, convenience and consistency, as well as anticipating a customised and understanding service. These results indicate that operational effectiveness can make hotels perform in the expected range of reliability and responsiveness, although human interaction and warmness of the provided service should not be neglected with the help of managerial intervention. Among the opportunities and challenges are technological factors, especially the use of digital systems and AI-oriented tools. Although technology helps to enhance efficiency and make decisions based on data, the literature warns that improper integration can distort the service delivery process and negatively impact the satisfaction of guests (Nguyen and Malik, 2022). 
Sustainability is further integrated into the operational efficiency strategies through environmental factors that are detected using PESTEL. According to the results, the effectiveness of energy consumption and eco-friendly policies increases the performance of the operations and perceptions of the guests regarding the quality of the provided services. This is in line with the research that has proposed that sustainability initiatives have a positive impact on brand image and customer satisfaction, especially where the initiatives are not carried out at the expense of comfort or service delivery (Khalil et al., 2024). Therefore, environmental efficiency is the operational and reputational benefits of hotels. 
The implications of the discussion for managers are important. Hotel managers need to take a broader perspective of operational efficiency that encompasses process optimisation, people well being and service quality goals. The results serve to indicate that the investment into the staff training and supportive management practices is necessary to make the gains in efficiency translate into favourable service results. The guest feedback and online reviews are also the strategic tools that should be exploited by managers to uncover operational inefficiencies and service gaps so that continuous improvement can be made. Moreover, the competitive positioning in the mid-scale hotel segment can be enhanced by matching the operational strategies with the brand standards and sustainability objectives. 
The discussion has also shown a high congruence between the findings of the study and the available literature on hospitality. The previous studies have always pointed out the significance of the service quality dimension in influencing guest satisfaction and loyalty, and the studies of operations management have found efficiency as the driving force of performance in an organisation. Combining these approaches, the study will provide a more in-depth insight into the way in which the concept of operational efficiency can be used as a cornerstone of service quality management within the hotel industry. This combined methodology fills a literature gap within which efficiency and service quality are commonly viewed as independent variables but not coupled results.  
Although these contributions have been made, there are some limitations that need to be realised. The research uses only secondary data, which limits access to the operational realtime information and a direct stakeholder point of view. Lack of original data also implies that the experience of employees and guests unique to Novotel Cardiff cannot be directly checked, which may restrict the depth of the context. Also, the secondary sources might be biased in terms of publication, with successful practices being more covered than failures in practice operations. Such constraints limit the external validity of the results and raise awareness of the need for an individual to be careful when making strict conclusions. 
Summary SWOT Analysis Table (Operational Efficiency & Service Quality) 
	Factor 
	Summary 

	Strengths 
	Strong process standardisation, adherence to Accor/Novotel brand standards, effective use of operational technology, and consistent service delivery that supports reliability and responsiveness. 

	Weaknesses 
	Risk of reduced service flexibility due to over-standardisation, potential staff workload pressure during peak periods, and limited personalisation in service encounters. 

	Opportunities 
	Growing demand for reliable mid-scale branded hotels, increasing acceptance of technology-enabled services, and the ability to use guest feedback data for continuous service improvement. 

	Threats 
	Rising labour and operational costs, staff shortages in the UK hospitality sector, intense market competition, and the risk that efficiency-focused strategies may negatively affect service empathy. 


 
Summary PESTLE Analysis Table (External Environment) 
	Factor 
	Summary 

	Political 
	Employment regulations, health and safety requirements, and government tourism policies influence operational practices and cost structures in UK hotels. 

	Economic 
	Inflation, rising energy prices, and increased labour costs create pressure to improve operational efficiency while maintaining service quality. 

	Social 
	Guests expect fast, reliable, and consistent service alongside personalised experiences, increasing the need to balance efficiency with human interaction. 

	Technological 
	Adoption of property management systems, digital platforms, and AI supports efficiency but requires careful integration to avoid service disruption. 

	Legal 
	Compliance with data protection, employment law, and consumer protection regulations adds operational complexity and reinforces the need for efficient systems. 

	Environmental 
	Sustainability expectations and environmental regulations encourage efficient energy use and waste reduction, positively influencing brand reputation and guest perceptions. 
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[bookmark: _Toc33939]5.1 Conclusion  
This paper aimed to assess the relationship between operational efficiency practices and service quality management and the general guest experience at Novotel Cardiff Hotel through a deskbased qualitative case study design that was fully substantiated by secondary data. This study was anchored with the realities of the UK hotel industry, which is very competitive, and the hotels have to balance cost containment with the constant provision of high-quality services. The study has given significant attention to operational efficiency as a determinant of service quality as a way of solving an essential managerial and scholarly challenge in the field of hospitality management, especially regarding branded mid-scale hotels. 
The results of the research prove that operational efficiency is a central and facilitating factor in the determination of service quality outcomes and guest satisfaction. The operational practices, including process standardisation, good management of workload, technological integration, and compliance with brand standards, were also identified to have a positive impact on reliability, responsiveness, and consistency in service delivery. These dimensions are well known to be essential elements of service quality and are very much in line with the expectations of the guests in branded hotel settings. The research paper notes that efficient functionality of the operational systems leads to better support of the employees in providing the services accurately and promptly, which leads to enhanced perceptions and satisfaction of the guests. 
As to the first research objective, which sought to critically assess the available literature on operational efficiency and service quality within the hotel industry, the study established a high level of congruence with research done in the hospitality industry in the past. The literature has always given an emphasis on the quality of services as a major variable that determines customer satisfaction, loyalty, and organisational performance. Simultaneously, operations management theory places efficiency as a strategic tool that increases the consistency of the services and optimisation of the resources. The synthesis of these bodies of literature resulted in making the argument about operational efficiency and service quality as interdependent, as opposed to conflicting priorities, through the study. 
The second aim, which aimed at understanding the main operational processes in Novotel Cardiff Hotel through secondary data, was covered by thematic analysis of scholarly papers, industry reports, customer reviews, and company publications. This discussion has shown that front-desk work is highly efficient, coordinated departmental operations, and technology are used in an effective manner to add value to the service speed and consistency. Findings were also reinforced by guest feedback, where much of their satisfaction was often triggered by issues related to efficiency in terms of responsiveness, cleanliness, and professionalism. This illustrates the fact that the efficiency of operations is very transparent to the guests and it directly influences their service ratings. 
The use of service quality and operations management frameworks, as presented in the third research objective, provided a planned perspective in which the results were viewed. The SERVQUAL model was especially useful in explaining the ways operational effectiveness aids the essential service quality dimensions, such as reliability, responsiveness, and tangibles. The theory of operations management also indicated how variability is minimised and service results enhanced by means of standardised processes and optimisation of resources. SWOT and PESTLE analysis helped to gain insight because it placed internal efficiency strengths and weaknesses in context with external environmental pressures impacting the hotel business. These frameworks combined allowed assessing the efficiency-quality dynamics in the case study hotel comprehensively. 
The last goal, which was to test how the operational efficiency influences the guest satisfaction results, was met in a good way due to the findings and discussion. An efficient operation was found to enhance the level of satisfaction among the guests by minimising service delays, errors, and sustaining consistency of service delivery to the guests at the various points of contact. Nevertheless, balance was also found to be important, as too much focus on efficiency at the expense of paying adequate attention to human interaction and service flexibility can have a detrimental effect on empathy and personalised service. This confirms the necessity of hotel managers to take a moderate stance where efficiency helps, and not hampers, the service quality. 
Regarding academic contribution, this research is valuable to the literature on hospitality management as it offers a combined discussion of the operational efficiency and service quality in a branded hotel setting in the UK, based on secondary data. Although a lot of current research is based on primary surveys, the study shows that desk-based qualitative analysis is relevant and applicable in the study of real-life hospitality problems. The connection of the practices of operational efficiency directly with both the dimensions of service quality and the outcome of guest satisfaction enables the researcher to fill a recognised gap in the literature and leads to a more comprehensive view of hotel performance management. 
Practically, the results can be useful to managers in hotels, especially those who run branded mid-scale hotels. The paper brings out the sensitivity of alignment of operational strategies to the goals of service quality, employee well-being, and brand standards. It also focuses on the strategic utilisation of feedback and industry data of the guest as a continuous improvement tool. These lessons are particularly important in the modern hospitality context, where hotels have to deal with rising expenses that are rising, labour issues, and growing guest requirements. 
[bookmark: _Toc33940]5.2 Recommendation  
Automate Front-Desk operations: The hotel must automate front-desk operations in order to minimise the waiting time for check-in and check-out. The reason behind this is that the speed and responsiveness of a service determine the satisfaction of the guests, especially business travellers (Singh, 2025). The identification of the bottlenecks can be carried out through the process mapping, and then more digital check-in, pre-arrival information and standardisation of the tasks can be used. This suggestion is practical and practical because it is based on already existing systems, and it does not need a lot of extra investment since it only needs staff education and slight changes to the process instead of high expenditure. 
Align Staff Training with Identified Service Gaps: Guest feedback and service quality analysis should be used to identify areas of service gaps that will inform targeted staff training. This is required since operational efficiency does not ensure high-quality services as long as employees are qualified and assured of delivering services (Utrobičić, 2019). The areas of problems, responsiveness, and service recovery skills should be the subject of training programmes. This suggestion is inexpensive since training can be done in-house using short workshops or online courses, which would leave out the external consultants and enhance consistency in services. 
Use Guest Review Analytics for Continuous Improvement: The hotel must systematically examine the online guest reviews in order to detect common operational and service quality problems. This is significant since reviews would give real-time data about the efficiency, cleanliness and responsiveness of the staff to the guests. The management is able to group feedback by themes and apply the findings to the operational reviews and team briefings (Zarezadeh, Rastegar, and Xiang, 2022). This strategy is extremely viable since it is based on publicly available data and the resources already available to the manager, which do not need a lot of money but lots of time. 
Improve Process Flexibility During Peak Demand: The operational processes must be made flexible enough to be user-friendly during the peak occupancy seasons. This is required to avoid delays in service delivery and staff overwork, which causes negative satisfaction to the guests. The continuity of the service can be supported by flexible staffing schedules, cross-training of the employees, and temporarily adjusting the roles (Liyanage et al., 2019). This suggestion can be made in the existing functional frames and does not require substantial financial investment since it is aimed at more effective workforce planning instead of the constant rise in staffing rates. 
Strengthen Workload Management and Staff Wellbeing: This should be done to help the hotel manage its workload effectively to ensure the well-being of its employees and maintain quality services. The reason is that overworking causes fatigue, less interest, and mistakes in the delivery of service (El-Sherbeeny et al., 2024). Occupancy forecasting can allow managers to distribute the staff more efficiently and provide them with enough breaks between shifts. This recommendation is cost-effective, since better scheduling utilises the available labour resources better instead of raising the staffing cost, and it also leads to an enhanced service performance. 
Enhance Technology Utilisation Across Departments: There is a need to have greater use of technology systems to enhance coordination among the departments. This is required to minimise the communication gaps that will result in service delays or errors. The combination of front-office, housekeeping, and maintenance systems will allow maintenance and quicker responses to the needs of guests because of real-time updates (Shin, Perdue, and Kang, 2019). This is a practical suggestion, because it does not entail any radical upgrades to the current technology, but will entail improving the utilisation of the current technology through staff training, as opposed to injecting a lot of capital. 
Balance Standardisation with Personalised Service: The hotel needs to preserve the brand standards, but within the framework of limited personalisation of services, where it is necessary. The reason behind this is that the guests are becoming more sensitive to personalised contacts in addition to the effective service provision. Employees can be given the power to make minor changes to service according to the needs of guests without going against operational rules. This is a very viable and cost-effective recommendation since it does not cost a lot but involves managerial backing and empowering of employees.  
Integrate Sustainability into Operational Efficiency Strategies: The hotel must also incorporate sustainability programs with its daily operations so as to increase the efficiency and service quality perceptions. This is significant since the guests are placing a greater attachment on the standards of environmental responsibility with high service standards. Some of the measures that can be taken include energy-efficient practices, minimisation of waste and awareness programs among the staff members (Khalil et al., 2024). This would prove a longterm cost-effective recommendation because sustainability measures can make operations less expensive and enhance the customer brand reputation and satisfaction.  
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