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Abstract:
This Placement Research Project investigates how guest service efficiency during peak periods, with emphasis on breakfast service, can be enhanced at IBIS London Barking (referred to in the study as IBIS Red – Barking). The study responds to practitioner observations made during the author’s placement in both kitchen and front-desk roles, which identified recurrent bottlenecks: understaffing during breakfast peaks, ad-hoc table allocation and rotation, and communication failures between front-of-house (FOH) and kitchen teams. Using a qualitative, desk-based case-study approach, the research synthesises contemporary academic literature and industry practice reports to diagnose failure modes and to propose practicable operational and technological interventions appropriate for a mid-scale Accor property.
Methodologically, the project applies secondary research and thematic analysis to map recurring problems and to evaluate candidate solutions. The approach prioritises recent, industry-relevant sources (2015–2025) and uses thematic coding to translate literature and practitioner case studies into implementable recommendations for IBIS Barking. 
Key findings indicate that IBIS Barking’s peak-hour inefficiencies are multi-causal. First, labour fragility and sub-optimal rostering in mid-scale operations leave little slack to absorb morning arrival surges, producing longer table turnover and slower service recovery. Second, FOH–kitchen coordination is disrupted by legacy practices (paper dockets, verbal ad-hoc signalling), causing sequencing errors and delays. Third, inadequate queue management and the absence of simple demand-smoothing mechanisms create perceptual dissatisfaction that is amplified through online guest reviews and reputation channels. Industry trend reports underscore that guest expectations for speed and convenience are increasing, and that digital adoption (mobile ordering, app pre-selection) is a major lever for smoothing peaks if implemented in a user-friendly way (Booking.com, 2023; Accenture, 2022). Macro-level analyses also highlight labour-market and policy pressures that constrain mid-scale operators’ hiring flexibility, reinforcing the need for low-capex operational remedies and targeted digital tools (OECD, 2024).
From these findings, the study derives a staged set of recommendations. Immediate low-cost actions include breakfast-room zoning and a visible host role to manage seating and perceived wait times, standardised mise-en-place and quick-turn assembly points to shorten plate lead-times, and focused pre-shift briefings to align FOH and kitchen teams. Medium-term measures include the implementation of predictive rostering and shift forecasting to match labour to demand and short pilots of digital waitlist tools. Longer-term technology recommendations include a phased trial of POS–KDS integration and light in-app or QR pre-order functionality (time-slot or simple package choices) to stagger demand and increase order accuracy. All recommended steps are accompanied by short pilots, explicit KPIs (average wait, covers per hour, breakfast satisfaction score) and a change-management programme to secure staff buy-in.
The implications extend beyond the single case: for Accor mid-scale operations and similar hotel groups, the evidence suggests that modest, well-sequenced interventions combining lean process improvements, pragmatic scheduling tools and selective digital features can materially improve throughput and guest satisfaction without prohibitive capital cost. Crucially, technology should be framed as an enabler within a socio-technical change programme rather than a stand-alone cure. The study concludes by recommending field-based pilots and mixed-method follow-up studies to quantify impacts and refine scalable roll-out strategies.
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[bookmark: _Toc211337865]Chapter 1: Introduction
The contemporary hotel industry operates in an environment of intense competition and elevated guest expectations where service efficiency has become a key determinant of performance and reputation (Accor, 2024). For mid-scale brands in particular, timely and reliable delivery of routine services, notably breakfast and check-in/out during peak periods, is critical because these operations account for frequent guest touchpoints that shape overall satisfaction and repeat business (Leite-Pereira, 2022; STR, 2023). Industry benchmarking and group performance data confirm that operational effectiveness at peak times materially affects RevPAR and ancillary revenue generation, and that hotel groups are investing in process and digital initiatives to protect margins while meeting guest expectations (Accor, 2024; STR, 2023).
This project uses Ibis London Barking (commonly referred to as "IBIS Red – Barking") as a single case study to investigate how guest service efficiency might be improved during peak periods, with a particular emphasis on breakfast service. Ibis London Barking is a standard Ibis (red) property with 86 rooms, a hot-and-cold buffet breakfast, a restaurant and bar, and 24-hour reception facilities; its location and service offering typify Accor's mid-scale positioning and operational constraints (Accor, 2025). During the author's placement in the kitchen and at the front desk, recurrent operational issues were observed: apparent understaffing during peak breakfast hours, sub-optimal table allocation and rotation, and communication delays between kitchen and front-of-house staff that lengthened service times and caused guest dissatisfaction. These frontline observations align with broader sector evidence that labour shortages and skill gaps continue to challenge hospitality operations in the UK (UKHospitality, 2024; Fourth, 2023).
The problem addressed in this study is straightforward: inefficiencies during peak service periods can reduce service responsiveness and reliability, erode guest satisfaction and reviews, and ultimately impair revenue for mid-scale hotels. Empirical and industry studies indicate that poorly managed peak flows increase wait times and lower perceived service quality, which has measurable consequences for brand reputation and profitability (Revinate, 2022; Peng, 2024). In response, hotel operators are experimenting with a combination of operational redesign (lean workflows, staffing optimisation) and digital solutions (POS-KDS integration, pre-order and mobile services) to reduce cycle times and smooth peak demand (Buhalis & Leung, 2018).
Project Aim: To critically analyse the way in which the efficiency of the service during the peak periods (especially the breakfast service) can be enhanced in the IBIS Red -Barking by utilising operational and technological advancements.
Project Objectives:
1. Assess the existing problem areas that impact the speed of service and customer satisfaction at busy times at IBIS Red- Barking.
2. Locate the best practices strategies in the academic literature and industry reports on the efficiency of service provision in hospitality operations.
3. Provide some recommendations on how to increase improvements to guest service processes based on the secondary data that can be sensibly implemented in IBIS Red - Barking.
The study is important both practically and theoretically. Practically, it seeks to provide IBIS Red – Barking with evidence-based, implementable options that could improve throughput and guest experience. Theoretically, the study contributes to service operations management literature by applying concepts of lean service, queuing and digitalisation to the specific context of mid-scale hotel breakfast operations. The remainder of the report proceeds as follows: Chapter 2 reviews relevant literature and theoretical frameworks; Chapter 3 outlines the secondary case-study methodology; Chapter 4 presents findings and discussion; and Chapter 5 concludes with recommendations and suggestions for further research.
[bookmark: _Toc211337866]Chapter 2: Literature Review
This literature review critically examines research on service efficiency and guest experience in hospitality, with particular attention to breakfast and other peak-hour operations in mid-scale hotels. The review is organised under five subthemes: (1) service quality and guest experience, (2) operational efficiency and process design, (3) technology for efficiency, (4) human factors and communication, and (5) theoretical and conceptual models that guide diagnosis and intervention.
[bookmark: _Toc211337867]Service Quality and Guest Experience in Hospitality:
Service quality continues to be a central concern for hospitality researchers and practitioners because guests evaluate hotels predominantly on the reliability and responsiveness of core service encounters (Parasuraman, Zeithaml and Berry, 1988). The SERVQUAL framework tangibles, reliability, responsiveness, assurance and empathy provides a robust, guest-centred lens for analysing how operational lapses during peak periods translate into lowered perceived quality (Parasuraman, Zeithaml and Berry, 1988). In practice, responsiveness and reliability are the SERVQUAL dimensions most stressed during breakfast and check-out peaks because these are high-frequency, highly visible touchpoints where delays are immediately noticed by guests (Dotchin and Oakland, 1994; Parasuraman, Zeithaml and Berry, 1988). Empirical analyses of online reviews and guest-feedback datasets show that delays at breakfast and congested reception times have disproportionate impacts on overall satisfaction and on e-word-of-mouth scores, which in turn affect future booking decisions (Ponteras, 2025; research into online review analytics).
Recent consumer-focused studies emphasise that breakfast performs both a functional and emotional role in the guest experience: it influences perceptions of value, sets the tone for the day, and often features in narratives in review platforms (Leite-Pereira, 2023). Consequently, modest operational failures, long queues, empty buffet stations, and slow coffee service are amplified in guest evaluations, creating reputational risk for mid-scale brands where margins are thin and repeat bookings are important (Ponteras, 2025). These dynamics make service efficiency not merely a cost issue but a strategic determinant of brand performance.
[bookmark: _Toc211337868]Operational Efficiency in Hotels: Process Optimisation and Workflow Design
Adaptations of Lean and manufacturing-derived process techniques to hotel and F&B operations have become well-documented in the last decade. Foundational lean concepts, value-stream mapping, elimination of non-value activities, and standardised work offer practical tools to diagnose and remove sources of delay in kitchens and service areas (Ohno, 1988; Womack and Jones, 1996). Contemporary hospitality research confirms these benefits: case studies and systematic investigations report that applying lean thinking to breakfast and back-of-house operations can reduce food-to-table times, decrease wait times for seating, and improve consistency of service delivery (Perdomo-Verdecia, 2022; Kartinawati, 2022). Value-stream mapping is repeatedly flagged as especially useful because it visualises handoffs between reception, FOH and kitchen and illuminates points of accumulation (Perdomo-Verdecia, 2022).
Empirical time-motion and simulation studies provide quantitative evidence supporting simple, low-cost interventions. Observational stopwatch studies, agent-based simulations and time-driven activity-based costing (TDABC) analyses have shown that modest layout reconfigurations, the introduction of parallel service stations, or reallocating personnel at critical intervals can reduce average service cycle times meaningfully (Aguilar-Escobar, Garrido-Vega, Majado-Márquez and Camuñez-Ruiz, 2021; research on automated layout reconfiguration, 2019). In hotel breakfast contexts, organising food-assembly points, using grab-and-go stations, and simplifying plating sequences are examples that consistently lower labour cost per cover while preserving perceived quality (Shimmura, 2017; Lim, 2019). Business Process Management (BPM) approaches and process modelling are increasingly used to simulate “what-if” scenarios before capital investment, reducing implementation risk (Chalupa and Petricek, 2020).
[bookmark: _Toc211337869]Technology in Enhancing Service Efficiency:
Digitalisation has emerged as a major lever for smoothing peak demand and improving coordination. Studies of mobile food-ordering applications (MFOAs) and mobile-dining platforms indicate that pre-ordering and mobile payment reduce ordering time at the point of service and can smooth kitchen workflows by staggering preparation (SAGE Journal study on MFOAs, 2024; Dirsehan, 2021). Leading hotel chains’ mobile-dining solutions (e.g., Marriott Mobile Dining) demonstrate how integration between guest apps and kitchen workflows can increase ancillary F&B revenue while freeing staff for guest interaction and order fulfilment tasks (IRIS case study; Marriott documentation). Evidence also shows that such systems support upselling and improved guest awareness of offerings, both beneficial at breakfast when per-cover spend matters.
Kitchen Display Systems (KDS) and integrated POS-KDS setups are particularly relevant for the IBIS context because they reduce paper orders, improve order accuracy and help kitchens sequence work more efficiently across outlets (market reports on KDS adoption). Market research and practitioner reports highlight growing KDS adoption in hotels and quick-service operations for event catering and multiple-outlet coordination (DataIntelo; MarketIntelo), while academic reviews caution that technology must be deployed alongside process change and staff training to avoid unintended service friction (Iranmanesh, 2022; Ye, 2022). Automation, such as self-check-in or robotic delivery, is promising but introduces socio-technical challenges (resistance, maintenance, guest acceptance) that limit immediate applicability in mid-scale settings unless piloted carefully (Ye, 2022; Fu, 2022).
[bookmark: _Toc211337870]Human Factors and Communication Challenges:
Human and organisational elements are recurrent themes in studies of service failure: poor coordination between FOH and kitchen, unclear role allocation, and inadequate pre-shift briefings are leading causes of prolonged service times and errors (Leonard, Graham and Bonacum, 2004; Afifi, 2023). Research from the chef's perspective emphasises that many kitchen failures that lengthen service times are preventable when communication protocols and standards are instituted (Afifi, 2023). Practical interventions, such as structured handovers, simple in-service checklists, and real-time messaging tools, have empirical support for reducing miscommunication and speeding table turnaround (Lee, 2023).
At the sector level, staffing shortages and skills gaps amplify these human factors, particularly in the UK and Europe, where persistent vacancies force managers to operate with lean rosters and flexible (but often stressed) teams (House of Commons Library briefing; Fourth Workforce Report). Labour market pressures, therefore, increase the value of interventions that reduce dependency on extra headcount, process redesign, technology that lowers transactional labour, and cross-training that improves workforce flexibility (House of Commons Library, 2023; Fourth, 2023). Moreover, recent industry reporting indicates rising overheads and recruitment difficulties that make low-cost operational improvements especially attractive to mid-scale operators (The Guardian, 2025).
[bookmark: _Toc211337871]Theoretical and Conceptual Models:
Integrative frameworks provide practical roadmaps for diagnosing and solving peak-hour problems. SERVQUAL centres the guest perspective and connects operational metrics (wait times, order accuracy) with perceived service quality (Parasuraman, Zeithaml and Berry, 1988). Lean management (Ohno, 1988; Womack and Jones, 1996) offers process tools to remove waste in kitchen and FOH flows. Queuing theory supplies quantitative models to estimate required server capacity for given arrival rates and desired service levels, an approach that has been applied successfully in food-service settings to determine optimal server numbers and reduce average waiting times (IJSTR queuing study, 2019). PESTEL and SWOT analyses situate local process decisions within broader technological, economic and labour market constraints, ensuring that proposed changes are feasible and resilient to external shocks. Combining these models supports a staged intervention strategy: measure (time-motion, queuing), redesign (lean/BPM), enable (technology), and embed (training and workforce planning). 
[bookmark: _Toc211337872]Synthesis and Implications for IBIS London Barking:
The reviewed literature converges on a multi-pronged solution logic: effective peak-hour improvement requires simultaneous attention to process design, targeted technology adoption, and human-centred practices that manage communication and skill constraints. For a mid-scale hotel such as IBIS London Barking, where breakfast is a recurring high-impact touchpoint, this implies that modest investments (KDS, mobile pre-order, breakfast station reconfiguration) combined with operational redesign and short, focused staff interventions (briefings, role clarity) are likely to yield measurable improvements in throughput and guest satisfaction. The subsequent methodology chapter will explain how secondary evidence and thematic analysis will be applied to assess which of these approaches is most appropriate for IBIS London Barking.
[bookmark: _Toc211337873]Chapter 3: Methodology
[bookmark: _Toc211337874]Research Approach:
This study adopts a qualitative, secondary research approach that is exploratory and descriptive in nature. Secondary research is appropriate where the aim is to synthesise existing knowledge, compare best practice and derive practicable recommendations for a single organisational case without primary data collection (Saunders, Lewis & Thornhill, 2019). Using secondary sources allows the researcher to draw on a broad range of academic studies, industry reports and practitioner guidance to form an evidence base for operational and technological interventions that may be feasible for a mid-scale hotel such as IBIS London Barking (Wickham, 2019). 
[bookmark: _Toc211337875]Case-Study Methodology: Justification for IBIS London Barking
A single case-study design is used to permit an in-depth, contextualised analysis of peak-hour service efficiency within a real hotel setting (Yin, 2018). The case IBIS London Barking was chosen because it is representative of Accor's standard Ibis (red) mid-scale portfolio (86 rooms, buffet breakfast, FOH–kitchen interface) and because the author's placement role in both kitchen and reception produced rich, practitioner insight that can be triangulated with published evidence. Case studies are particularly valuable when the research objective is to explain "how" and "why" phenomena occur in context and to identify actionable, context-sensitive interventions (Yin, 2018). 
[bookmark: _Toc211337876]Data Sources:
The study draws on four classes of secondary material: (1) peer-reviewed academic literature on service quality, lean operations, queuing and technology in hospitality; (2) industry and market reports (e.g., hospitality trade bodies, technology market analyses) that document operational benchmarks and technology adoption trends; (3) corporate and practitioner materials (Accor operational/guest experience guidance, product pages for POS/KDS vendors); and (4) methodological literature on secondary analysis and thematic analysis to guide interpretation (Easterby-Smith, Thorpe & Jackson, 2018; SAGE Secondary Data Analysis, 2024). Selection criteria emphasise currency (2015–2025), relevance to mid-scale hotel operations, and methodological rigour of the source.
[bookmark: _Toc211337877]Data Analysis Technique: Thematic Analysis and Synthesis
Data were analysed using thematic analysis, a flexible, systematic method for identifying, analysing and reporting patterns across qualitative data (Braun & Clarke, 2006). Thematic analysis enables the researcher to code literature and industry texts inductively and deductively, generating themes such as staffing constraints, process bottlenecks, technological enablers, and communication failings and to compare how different sources treat these issues (Braun & Clarke, 2006; Guest, Name & Mitchell, 2012). Thematic mapping was complemented by simple process-mapping concepts (value-stream/BPM) and queuing insights to translate thematic findings into operational interventions. Where possible, evidence was triangulated across academic studies, industry benchmarks and Accor-specific materials to strengthen inferential claims.
[bookmark: _Toc211337878]Limitations and Validity Considerations:
Relying exclusively on secondary sources imposes limitations. First, the absence of primary data (surveys, time-motion observation or interviews at IBIS Barking) restricts claims about the precise magnitude of local issues (e.g., exact queue lengths or minute-by-minute kitchen delays). Second, secondary sources vary in scope and methodological rigour; industry reports often use proprietary metrics that cannot always be independently verified. To mitigate these limitations, the research used multiple source types and prioritised peer-reviewed studies and reputable industry databases; methodological transparency is maintained by documenting selection criteria and analytic steps (Easterby-Smith et al., 2018; SAGE Secondary Data Analysis, 2024). Finally, the single case study design limits generalisability; however, the study aims for analytical transferability, producing recommendations that are plausible for similar Accor mid-scale properties rather than universal prescriptions.
[bookmark: _Toc211337879]Ethical Considerations:
Ethical practice in secondary research centres on accurate attribution, avoidance of data misuse, and respectful representation of organisational contexts. All sources are cited in Harvard style, and full bibliographic details are provided in the reference list. Where corporate materials (e.g., Accor pages) or proprietary reports are used, the researcher notes the source limitations and does not disclose any confidential internal data. The research adheres to academic integrity standards and the university's expectations for responsible scholarship. 
[bookmark: _Toc211337880]Chapter 4: Findings and Discussion
[bookmark: _Toc211337881]Findings:
This Findings section presents a thematic synthesis of secondary evidence mapped to the project objectives. It draws on sector reports, technology case studies, academic analyses and practitioner guides to assess the specific inefficiencies reported at IBIS London Barking and to identify evidence-based operational and technological best practices that are feasible for a mid-scale Accor property.
[bookmark: _Toc211337882]Objective 1: Assess Existing Inefficiencies at IBIS Red – Barking
Staffing levels and scheduling:
Across the hospitality sector, staffing shortfalls and sub-optimal rostering are repeatedly identified as principal causes of poor peak-hour performance (Harri/CGA, 2023). Automated scheduling and forecasting tools (HotSchedules, UKG and Celayix solutions) are now common industry responses because they use historical demand patterns to generate more accurate shift plans and reduce over- or under-staffing at critical intervals (HotSchedules product literature; UKG case materials; Celayix trends overview). These platforms also support flexible shift pickup and shift-pooling, which operators use to cover short-notice gaps during breakfast peaks without long-term headcount increases (HotSchedules; Fourth/auto-scheduling commentary). 
For IBIS London Barking, a compact, 86-room mid-scale site with buffet breakfast and limited FOH capacity, the literature suggests that even modest misalignment of staff to demand (e.g., one fewer server during a 07:00–09:00 spike) can cause outsized delays in table clearing, order taking and guest throughput (Kimes, Cornell Hospitality Research). Industry surveys also show that mid-scale properties tend to operate with tighter labour-to-revenue ratios than upscale hotels, leaving less slack to absorb peaks and increasing sensitivity to planning errors (PwC hotel market commentaries; CGA/Harri insights).
Communication gaps between the kitchen and the front of house (FOH):
Multiple technology and operational case studies demonstrate that poor FOH–kitchen communication is a frequent cause of order errors, double-handling and delayed fulfilment (Toast KDS/Delious case pages; Cubet POS-KDS case study). Paper ticketing, shouting orders, and ad-hoc verbal updates are still found in smaller kitchens and lead to sequencing errors when breakfast runs are busy (Toast product case information; Cubet case study). The KDS literature emphasises that visibility of order status, prioritisation and real-time timing metrics materially reduce order errors and speed up kitchen throughput when paired with clear FOH protocols. For example, hotels that replaced printed dockets with KDS and integrated POS systems report reductions in order errors and faster service cycles, particularly for high-turn breakfast covers (Toast; Delicious PICO case).
Applied to IBIS Barking, the most likely symptoms of FOH–kitchen miscommunication are delays in starting or sequencing plate assembly, missed items on buffet top-ups, and mismatches between seating allocation and kitchen capacity at peak times, all corroborated by guest complaints in local review data that highlight 'dried up' buffets and slow coffee service (TripAdvisor reviews for Ibis London Barking). These qualitative signals match the issues observed during placement in the kitchen and reception.
Table turnover time and queue management:
Academic and practitioner work on table management shows that wait times and poor seating policies drive perceived service delays even when cooking processes are adequate (TableIn guide; EatApp; Tableo guidance). Modern waitlist and virtual queue solutions (NextMe, Waitwhile, TablesReady, QueuePad) help by providing accurate wait estimates, two-way SMS communication and real-time table status, which reduces guest frustration and improves perceived fairness of seating (Waitwhile; NextMe; TablesReady product pages). Moreover, restaurant analytics platforms that track average cover time, peak arrival curves and table-release forecasts can be used to inform staffing schedules and modify seating policy dynamically to smooth peaks.
For IBIS Barking’s breakfast room, lacking a formal queue management tool and relying on manual host-stand seating increases both real and perceived waiting times. Evidence suggests that introducing simple digital waitlist functionality or a small dedicated host role at peak times often produces rapid improvements in turnover without significant capital investment (Table; LS Retail best-practice guides).
Benchmark data on service speed and guest satisfaction:
Reputation-management platforms (Revinate, TrustYou, Shiji/ReviewPro) provide industry benchmarks showing that F&B and breakfast categories materially influence overall guest review indices; faster response times to service issues and higher outlet performance correlate with higher global review indices (Revinate Hospitality Benchmark Report; TrustYou global statistics; Shiji Guest Experience Benchmarks). These datasets indicate that mid-scale hotels that prioritise rapid resolution of F&B complaints and measurable outlet KPIs often attain higher GRI (Global Review Index) scores, a proxy for revenue resilience and repeat business (Revinate; TrustYou). For IBIS Barking, comparably lower breakfast ratings in OTA/brand pages indicate an area where operational fixes could lift the property’s aggregate service score and thereby support occupancy and ancillary spend.
[bookmark: _Toc211337883]Objective 2: Identify Best Practice Strategies from Literature and Industry
Digital ordering, pre-order and mobile guest flows:
Mobile pre-ordering and mobile dining platforms consistently appear in hospitality case studies as low-friction ways to shorten guest decision time and stagger kitchen demand (Hotel Technology News; academic studies on mobile food ordering). Hotels that offer pre-order breakfast via the brand app or in-room tablets report smoother kitchen load profiles because orders are distributed over a wider time window rather than clustering at 07:30–08:30 (HotelTechnologyNews; SAGE/Dirsehan research on MFOAs). Evidence also indicates that pre-ordering supports upsell conversion and saves FOH time previously spent taking orders. For a mid-scale IBIS, an in-app or QR pre-order option (simple breakfast packages) could divert a portion of guests from buffet queues and allow kitchen prep to be scheduled more evenly.
Kitchen Display Systems (KDS) and POS integration:
KDS deployments (Toast, Delicious, other vendor case studies) show measurable benefits in order accuracy, staging and throughput. KDS provides live timers, prioritisation, and visual lanes that help kitchen teams sequence breakfast orders efficiently; integration with the front-desk POS or app also allows FOH to monitor kitchen load and manage seating choices accordingly (Toast; Delious PICO). KDS adoption is reported both in hotel restaurants and high-volume F&B outlets as a practical step that reduces lead times and error rates, especially when coupled with staff training on KDS workflows.
Process redesign and Lean/BPM success stories:
Large hotel groups have deployed Lean and process-redesign programmes with demonstrable operational gains. Whitbread/Premier Inn, Marriott and Hilton have published or summarised pilot projects where value-stream mapping, standardised plating and simplified menu engineering reduced labour per cover and improved consistency (Premier Inn economic impact documents; Marriott lean case summaries; Hilton Winnow food-waste and kitchen optimisation case). These examples underscore that non-technology interventions, such as layout changes, simplified assembly lines for breakfast, and dedicated staff roles for peak windows, can be low-cost and rapidly implementable.
Brand app initiatives and guest engagement platforms:
Major chains use brand apps to increase operational flexibility. Accor’s ALL platform (brand app) and comparable apps from other groups provide channels for pre-arrival communication, mobile check-in and ancillary ordering; evidence shows that even basic app features (pre-select breakfast time/option) can change guest behaviour and reduce peak congestion (brand app documentation; industry commentaries). Where guest adoption is moderate, apps still generate operational benefits because even a fraction of pre-orders materially smooths demand curves for small breakfast rooms.
[bookmark: _Toc211337884]Objective 3: Thematic synthesis: operational & technological opportunities for IBIS Red – Barking
By jointly analysing the evidence, it can be proposed that there is a staged, pragmatic route through which IBIS Barking can be developed that matches its size and resources. The former is the first theme, which is low-capex operations fixes: add visible host, add basic queue/waitlist, standardise back-of-house plating sequences. Having said that, the second theme is workforce resilience: consider the concept of basic demand forecasting as part of weekly rostering and look at the concept of shift pooling within a local Accor cluster as a means of offering flexibility. The third one is the theme of targeted tech to eliminate friction: once the process has been stabilised, pilot a KDS linked to the POS and a small pre-order channel (QR or ALL app two-option package) to facilitate smoother arrival. The last theme is the concept of measure and iterate: follow a few KPIs (average wait, covers per hour, breakfast satisfactions) and evaluate the reputation analytics to see them translated into the guest sentiment. Combined, these themes present a logical, evidence-based solution to the enhancement of throughput, the minimisation of errors and the elevation of the guest experience indicators without massive initial capital.
The evidence in the literature and industry practices has confirmed that the understaffing of the breakfast period at IBIS London Barking, the lack of communication between the FOH and kitchen, and the manual seating rules are realities in mid-scale hotels and can be addressed through workarounds. Most importantly, the evidence is in favour of sequencing: at first, quick operational fixes to win the trust of the staff and quick wins; then staffing/rostering fixes to stabilise service; then a selective technology pilot that eliminates the now remaining communication and queuing friction. It is necessary to measure at every level to prove influence and develop a business case to expand solutions across the Accor portfolio where relevant.
[bookmark: _Toc211337885]Discussion:
Based on a critical interpretation of the findings according to the service-quality theory and operations management, and placing a set of proposed operational and technological actions within the IBIS London Barking environment, this Discussion addresses the findings. 
[bookmark: _Toc211337886]How Peak-Hour Inefficiency Affects Guest Satisfaction and Brand Reputation:
It is proven by the literature and industry that there is a direct causal tendency between delays in operations in periods of high service load and poor recognition of the guests, and, finally, loss of income. Empirical research indicates that the perceived service quality does affect immediate booking behaviour and brand equity in the long run (Anderson, Fornell and Lehmann, 1994). Online review platforms enhance minute failures in operations of the hospitality industry in modern markets: a single negative experience during breakfast is likely to be shared through eWOM, and the property's overall review rating will decrease, which also may decrease the conversion rates on OTAs (Luca, 2016; Sparks and Browning, 2011). In a mid-scale IBIS property, having numerous bookings tied to price and reputation is a valuable competitive advantage that can be established within the brand cluster. Repeated or observable breakfast failures will generate a disproportionate reputational risk compared to the marginal revenue addition of other restaurants (Luca, 2016).
Furthermore, the waiting experience is distinctly psychologically bad: consumers engage in more negative wait time evaluation than would be implied by service speed alone; therefore, perceived waiting (evidence of buffet shortages) reduces satisfaction to a level lower than would be anticipated by absolute service time (Sparks and Browning, 2011). Therefore, the practical implication to IBIS Barking is that operational changes that lead to perceived wait decreases and perceived reliability increases will probably have measurable benefits in terms of guest feeling and return business as a strategic objective in a high London hotel market.
[bookmark: _Toc211337887]Linking Findings to Service-Quality Dimensions (SERVQUAL lens):
Although SERVQUAL’s original authors are not invoked here, the conceptual dimensions remain useful to interpret the findings without repeating previously used sources. Three SERVQUAL-like dimensions are especially relevant:
· Responsiveness (speed and readiness to help): The observed understaffing and poor FOH–kitchen coordination reduce responsiveness, producing long waits and delayed issue recovery. Empirical work links responsiveness directly to guest loyalty and willingness to pay (Anderson, Fornell and Lehmann, 1994).
· Reliability (consistent service delivery): Variability in buffet replenishment, inconsistent table turnover, and occasional order errors undermine perceived reliability. Brand-level apps and reputation management demonstrate that reliability failures are heavily weighted in guest reviews (Luca, 2016).
· Assurance / Empathy (staff competence and caring): When staff are overworked or lack role clarity, guests perceive lower assurance staff appear less able to resolve problems or reassure guests, which worsens the experience even where the core product (bedroom) is satisfactory (Sparks and Browning, 2011).
Using these dimensions as diagnostic tools clarifies that improvements must address both measured cycle times and softer perceptions tied to communication and recovery. Operational fixes (faster seating, KDS-enabled accuracy) address responsiveness and reliability; training and empowered recovery protocols address assurance and empathy (Tax, Brown and Chandrashekaran, 1998).
[bookmark: _Toc211337888]Technological Solutions: Potential, Prerequisites and Caveats
The findings highlight three technology classes as high-impact for IBIS Barking: (1) POS–KDS integration, (2) guest-facing pre-order / app features, and (3) scheduling & forecasting tools.
POS–KDS integration reduces errors and increases kitchen visibility (Toast/Delious case literature). From a theoretical perspective, successful KDS implementation requires alignment with work design and human factors; technology is an enabler, not a substitute for process design (Davis, 1989; Venkatesh et al., 2003). Empirically, hotels that integrated POS and KDS saw error reductions and faster lead times, but only after training and workflow adjustment (industry case studies). Thus, IBIS Barking should treat KDS as part of a socio-technical change programme: pilot the system on peak shifts, train staff on visual cues and timers, and adjust mise-en-place accordingly (Davis, 1989).
Guest-facing pre-order and app features (simple breakfast time-slot booking or pre-selection) can smooth arrival rates and reduce queue clustering (mobile ordering studies). Technology-acceptance models (TAM, UTAUT) predict that uptake depends on perceived usefulness and ease of use; therefore, any pre-order function must be exceptionally simple to adopt (Davis, 1989; Venkatesh et al., 2003). Given IBIS Barking's mixed guest profile (business and transient leisure), a modest uptake (even 10–20% of guests) could materially reduce peak pressure.
Scheduling & forecasting tools yield better alignment of labour to demand. The Harri/HotSchedules approach from industry reports shows forecasting reduces understaffing incidents when historical arrival patterns are used to inform rosters. However, these tools require reliable historical data and managerial discipline to act on forecasts, not merely adoption (Brynjolfsson and McAfee, 2014).
A consistent caveat from the literature is the implementation gap: technology without accompanying process redesign and worker buy-in often underdelivers (Davis, 1989; Venkatesh et al., 2003). Therefore, IBIS Barking should sequence changes: start with low-cost process fixes, then pilot KDS and pre-order, monitor KPIs, and scale only after iterative learning.
[bookmark: _Toc211337889]External Influences (PESTEL Analysis):
A concise PESTEL reading shows several external factors shaping feasibility:
Political: Labour and immigration policies affect how easily hotels can hire flexible staff. Post-Brexit rules and visa arrangements remain important for UK hiring flexibility, so any staffing plan should account for regulatory constraints (OECD, 2024).
Economic: Rising wages and operating costs mean big capital projects are harder to justify for mid-scale hotels. That makes low-capex “quick wins” (zoning, host role, simple apps) attractive; larger tech investments should show a quick payback or be supported by group procurement (PwC, 2024).
Social: Guests increasingly expect speed and digital convenience, yet some segments still value human contact. A hybrid approach (digital options plus staffed support) fits most guest mixes and reduces alienation of less tech-savvy customers (Deloitte, 2023).
Technological: Cloud POS, lightweight KDS solutions and app-based pre-order tools are now affordable and interoperable — but they must integrate cleanly with the property’s PMS and the Accor ALL ecosystem to avoid siloed systems (Toast, 2025; Oracle Hospitality, 2025).
Environmental: Simplifying breakfast menus and encouraging pre-orders can reduce food waste (Winnow case), which supports both cost savings and corporate sustainability goals — a growing expectation from guests and corporate buyers (Winnow Solutions, 2024).
Legal: Any guest-data solution (pre-orders, apps, loyalty integrations) must comply with GDPR and Accor’s data policies; short pilots should include privacy checks before any personal data is captured.
Overall, PESTEL suggests a pragmatic, low-risk rollout: prioritise low-cost operational changes and lightweight tech pilots that respect regulatory and integration constraints, measure outcomes, then scale what works (Yüksel, 2012).
[bookmark: _Toc211337890]SWOT Analysis: IBIS London Barking
	Strengths
	Weaknesses

	• Brand affiliation (Accor/ibis) provides access to group systems (ALL app), procurement and cross-property staffing pools.
• Compact hotel footprint (86 rooms) allows rapid testing and iteration of small pilots.
	• Limited FOH space for breakfast (constrains seating flexibility) and tight labour-to-revenue ratios typical of mid-scale operations.
• Cashless-only policy may marginally limit impulse upgrades at F&B point-of-sale.

	Opportunities
	Threats

	• Quick wins from process redesign (mise-en-place, host role) and affordable waitlist apps.
• Potential to leverage the ALL app for light pre-order features or communications.
	• Labour shortages and rising wage bills reduce headroom for adding staff.
• Guest resistance to automation among certain segments; failed pilots could worsen perceptions.



This SWOT suggests IBIS Barking should prioritise low-cost operational improvements and scalable tech pilots that exploit brand-platform synergies while guarding against staffing and acceptance risks.
[bookmark: _Toc211337891]Limitations, Change Resistance and Financial Considerations:
Implementation faces three principal constraints. First, financial: mid-scale hotels operate under tighter capital constraints, so any technology must present a short payback or be subsidised by group arrangements (Brynjolfsson and McAfee, 2014). Second, human resistance: change management theory shows staff resistance arises from perceived threats to job security, increased workload during learning, or unclear benefits (Kotter, 1996; Armenakis and Bedeian, 1999). Overcoming this requires leadership, clear communication, incremental pilots, and visible short-term wins (Kotter, 1996). Third, adaptation curve and integration risk: technical systems can produce integration costs, data issues and service friction during rollout (Venkatesh et al., 2003). Thus, IBIS Barking should adopt iterative pilots, measure ROI and staff satisfaction, and use training to reduce resistance (Salas et al., 2012).
Interpreting the findings through service-quality theory, operations models, and external analysis demonstrates that IBIS London Barking faces classic, solvable peak-hour problems: staffing fragility, FOH–kitchen miscommunication and inadequate queuing control. The evidence supports a pragmatic, staged intervention strategy: (1) immediate low-cost operational fixes to reduce perceived wait and improve reliability; (2) workforce-forecasting and rostering improvements to reduce understaffing; (3) careful pilot of POS–KDS integration and an uncomplicated pre-order function; and (4) an accompanying change-management programme to secure staff buy-in. Properly sequenced and measured, these interventions are likely to improve guest satisfaction, protect brand reputation and provide a modest revenue uplift, outcomes that align with both academic theory and industry practice.
[bookmark: _Toc211337892]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc211337893]Conclusion:
This project set out to examine how guest service efficiency during peak periods, particularly breakfast service, can be enhanced at IBIS London Barking (IBIS Red – Barking) through operational and technological improvements. The stated aim was to critically analyse service efficiency during peak hours and to generate practicable recommendations for a mid-scale Accor property. The core objectives were (1) to assess existing problem areas that impede speed of service and customer satisfaction; (2) to identify best-practice strategies from the academic and industry literature; and (3) to propose feasible recommendations for IBIS Barking based on a thematic synthesis of secondary evidence. The following conclusion summarises the study’s principal insights, reflects on theoretical and practical implications, establishes the potential for IBIS Barking to act as a benchmark for similar properties, and outlines limitations together with avenues for future research.
[bookmark: _Toc211337894]Restating Key Findings:
The evidence compiled in Chapters 2–4 indicates that IBIS London Barking’s peak-hour problems are characteristic of many mid-scale hotels: constrained FOH space, tight labour-to-revenue ratios, and episodic communication breakdowns between front-of-house (FOH) and kitchen during demand peaks. Sector data and academic studies show that even modest staffing shortfalls at breakfast can produce outsized delays in table turnover and perceived service quality (Office for National Statistics, 2024; World Travel & Tourism Council, 2023). In addition, online reputation studies demonstrate that breakfast and F&B failures are amplified through review platforms, producing rapid reputational effects that influence booking conversion (Xiang, Du, Ma and Fan, 2017). The thematic synthesis supports a staged intervention strategy: immediate low-cost operational changes (host role, simplified mise-en-place, queue management), medium-term workforce optimisation (predictive rostering), and targeted technological interventions (KDS integration and light pre-order/mobile features) as resources permit.
[bookmark: _Toc211337895]Theoretical and Practical Implications:
Theoretically, the study confirms that integrative operational frameworks combining service-quality perspectives, lean process thinking and queuing analysis provide complementary diagnostic and prescriptive power. Service-quality constructs help translate operational metrics into guest perceptions and thereby prioritise interventions that will most influence satisfaction and reviews (Grönroos, 2007). Lean and BPM tools translate these priorities into specific, measurable process changes (value-stream mapping, standardised work) that reduce cycle time; queuing models allow managers to estimate the server capacity required to meet target wait-time thresholds. The synthesis therefore strengthens the argument for a pluralist, multi-level methodology to peak-hour problems: understand guest expectations, measure operational flows, and design iterative solutions.
Practically, the findings emphasise that mid-scale hotels should favour a pragmatic sequencing of interventions. Low-capex process improvements frequently produce rapid and observable benefits that justify additional investment; for example, digital waitlist tools and a short-sequence breakfast mise-en-place can reduce perceived waits without significant capital outlay (Statista, 2024). Technology investments such as POS–KDS integration and app-based pre-ordering demonstrate measurable throughput and accuracy benefits in studies and industry case notes, but these gains are contingent on prior process alignment and staff training (Gretzel, Sigala, Xiang and Koo, 2015). Thus, practical rollout plans must embed training, simple KPIs and small pilots to secure staff buy-in and validate ROI before full deployment (Creswell and Creswell, 2018).
[bookmark: _Toc211337896]IBIS Barking as a Transferable Benchmark:
IBIS London Barking is well placed to function as a pragmatic benchmark for similar Accor mid-scale properties for three reasons. First, its compact scale (86 rooms) makes it feasible to pilot low-risk interventions rapidly and measure impacts on guest satisfaction and outlet throughput. Second, affiliation with Accor offers potential access to group-level platforms (the ALL app) and procurement pathways that can lower implementation costs for KDS and app features. Third, the guest mix (business and transient leisure) reflects typical mid-scale demand profiles, so lessons about demand smoothing, pre-order uptake and staffing elasticity are likely to be transferable to sister properties operating under similar constraints. Industry benchmarking data and WTTC market analyses suggest that mid-scale chains that systematically improve peak-hour throughput secure measurable uplifts in ancillary revenue and review indices, thereby improving conversion on OTA channels (WTTC, 2023; Statista, 2024).
[bookmark: _Toc211337897]Research Limitations:
This study is bounded by the constraints of a secondary, single-case-study design. Reliance on secondary sources limits the study’s ability to quantify the precise magnitude of local performance shortfalls (exact queue lengths, detailed minute-by-minute kitchen delays) and to capture the lived experiences of staff and guests at IBIS Barking (Robson and McCartan, 2016). Industry reports often use proprietary metrics and aggregated benchmarks that do not fully reflect micro-site idiosyncrasies, and open-source review data are subject to selection bias (Xiang et al., 2017). Methodologically, secondary synthesis risks over-reliance on published success stories that may have benefited from favourable contextual conditions absent at IBIS Barking. Finally, the single-case approach limits statistical generalisability; transferability must therefore be assessed by managers against local constraints and resources (Creswell and Creswell, 2018).
[bookmark: _Toc211337898]Suggestions for Further Research:
To build on this study, three lines of follow-up research are recommended:
1. Mixed-methods field study at IBIS Barking. A pragmatic next step is a mixed-methods intervention study combining time-motion observation, staffing data analysis and short guest/ staff interviews to quantify baseline cycle times and identify micro-bottlenecks. Pre- and post-pilot measurements of KPIs (average wait time, breakfast-specific OTA score, covers per hour) would provide causal evidence of intervention impact (Creswell and Creswell, 2018; Robson and McCartan, 2016).
2. Comparative multi-site study within Accor. A cross-property comparative study across several Accor mid-scale hotels would permit statistical analysis of which interventions scale most reliably, controlling for property size, layout and guest composition. This would strengthen claims about transferability and cost-effectiveness.
3. Longitudinal study of guest adoption of pre-order and app features. Investigate the factors that predict guest uptake of app-based pre-ordering (demographics, purpose of travel, digital literacy) and measure the sustained effect on demand smoothing and ancillary revenue. This would support targeted digital strategies that maximise adoption among high-value segments (Gretzel et al., 2015).
[bookmark: _Toc211337899]Final Synthesis:
In sum, the study finds that IBIS London Barking faces peak-hour service challenges that are typical of mid-scale hotels but are amenable to improvement through a staged blend of operational redesign, workforce optimisation, and targeted technology deployment. The recommended approach privileges immediate, low-cost operational fixes, followed by informed trials of scheduling software and KDS/pre-order functionality, with rigorous measurement and iterative learning guiding scale-up. With careful sequencing, staff engagement and KPI discipline, IBIS Barking can both improve guest satisfaction and provide a replicable model for similar mid-scale properties seeking to protect brand reputation and ancillary revenue in an increasingly digital and experience-driven market.
[bookmark: _Toc211337900]Recommendations:
The findings and discussion identify a staged, evidence-based pathway for IBIS London Barking to improve guest service efficiency during peak periods. The recommendations below prioritise low-cost, high-impact operational changes first, followed by targeted technology investments and complementary people-focused measures. Each recommendation is presented with practical steps and implementation notes to support feasibility, measurement and staff acceptance.
[bookmark: _Toc211337901]Operational Recommendations:
Implement breakfast service zoning and structured table-rotation:
Introduce a zoning system within the breakfast room (for example: Zone A- quick turnover, Zone B- relaxed diners, Zone C- families) and a simple table-rotation policy that assigns servers to zones during peak windows. Zoning reduces conflict between high-turn and low-turn covers and enables the kitchen to anticipate plate volumes for each zone, smoothing preparation demand (Kartenawati, 2022). Start by mapping current table types and average cover times, then pilot the zoning for a two-week period with a visible signage system and a designated morning host to seat guests into appropriate zones.
Redesign staff rosters for optimal kitchen / FOH ratio:
Adopt predictive rostering informed by historical arrival profiles so staffing levels match peak demand. Automated scheduling and forecasting tools (e.g., HotSchedules/Fourth) improve forecast accuracy and reduce under-rostering, cutting the frequency of short-notice shortages that produce peak failures (Fourth/HotSchedules, 2023). Use three rostering bands for breakfast (pre-peak, peak, post-peak) and test a small increase in peak headcount (e.g., adding 0.5–1 FTE equivalent during 07:15–09:15) for a four-week pilot to validate impact on throughput and guest ratings.
Adopt lean workflow analysis and quick wins:
Conduct a rapid value-stream mapping (VSM) exercise focused on breakfast flows (guest arrival → seating → buffet/ordering → plate delivery → table clear). VSM reveals non-value steps and supports standardised mise-en-place and parallelised assembly points (e.g., dedicated coffee station, grab-and-go shelf) that reduce server walking time and order cycle time (Perdomo-Verdecia, 2024). Use simple TDABC or stopwatch studies to quantify improvements and codify the new standard operating procedures (SOPs).
[bookmark: _Toc211337902]Technological Recommendations:
Introduce digital order tracking and POS–KDS integration:
Deploy a modest Kitchen Display System (KDS) integrated with the property's POS to replace paper dockets and provide real-time order visibility, timers and priority flags. Vendor case studies and industry guides report faster order processing and reduced errors after KDS implementation (Oracle Hospitality; Toast), especially useful during tightly clustered breakfast covers (Oracle Hospitality, 2025; Toast, 2023). Begin with a single KDS screen for breakfast service and train shifts on visual cues and escalations before wider rollout.
Utilise Accor’s ALL app (light pre-order features) or QR pre-ordering:
Leverage the group’s ALL platform or implement a simple QR-code pre-order option for breakfast packages (two or three choices). Evidence shows that even modest pre-order adoption smooths peak demand and reduces front-of-house ordering time (Hotel Technology News; NextMe). Work with Accor/app teams to enable a lightweight option (time-slot booking or selection), monitor uptake, and promote the feature at check-in and via in-room signage.
Deploy smart scheduling and predictive analytics:
Pair rostering with a forecasting module (HotSchedules/Fourth) to automate labour suggestions based on historical intraday demand patterns. These systems can reduce forecasting error and support data-driven decisions about overtime, shift swaps and short-term agency cover (Fourth/HotSchedules, 2023). Integrate scheduling KPIs (forecast vs actual covers, labour cost per cover) into weekly management reviews.
[bookmark: _Toc211337903]Training & Communication:
Cross-departmental communications workshops and pre-shift briefings:
Institute concise, focused pre-shift stand-ups (5–8 minutes) before breakfast peaks to confirm staffing, special requests, zone assignments and expected arrivals. Failte Ireland’s pre-shift guidance and hospitality practice resources emphasise the value of these briefings in aligning FOH and kitchen staff and reducing miscommunication (Failte Ireland, 2021). Run short cross-departmental workshops (2–3 sessions) to practise KDS workflows and host seating protocols.
Use real-time feedback and reputation monitoring:
Adopt a lightweight guest feedback loop for breakfast (single-question terminal/table QR or post-checkout micro-survey) to measure perceived wait time and quality; link these metrics to reputation platforms (Revinate/TrustYou) so that operations can correlate KPIs with review sentiment. Real-time flags enable rapid corrective action (e.g., deploy an extra server) and provide evidence for successful pilots.
[bookmark: _Toc211337904]Implementation Feasibility: Cost-Benefit, Staff Buy-in and Pilot Testing
Phased pilot approach (recommended):
1. Phase 1 - Quick wins (0–6 weeks): zoning, host role, pre-shift briefings, mise-en-place standardisation, basic QR pre-order experiment (near-zero capex). Measure: average wait time, covers per hour, breakfast satisfaction score.
2. Phase 2 - Scheduling optimisation (6–12 weeks): implement forecasting in the rostering tool and adjust shift patterns. Measure: forecast accuracy, understaffing incidents, labour cost per cover.
3. Phase 3 - Technology pilot (12–20 weeks): KDS + POS integration pilot (single outlet) and scale if metrics improve (reduced ticket times, fewer errors). Measure: ticket lead time, order accuracy, and guest feedback.
Cost–benefit considerations:
Small capex pilots (KDS screen(s) and licence) commonly produce rapid payback via increased covers, reduced food waste and fewer complaints (industry case studies). Scheduling software may come as a SaaS subscription with predictable OPEX; the principal cost is managerial time to configure and train. Use short pilots with baseline and post-pilot KPIs to demonstrate ROI before committing to full roll-out.
Staff buy-in and change management:
Engage staff early: co-design SOPs, run hands-on training (pre-shift demos), and implement a short incentive/recognition programme for early adopters. Use visible, measurable wins from Phase 1 to build momentum for technology adoption (Kotter, 1996). Communicate benefits in terms of reduced stress and improved guest feedback rather than job replacement.
Monitoring and governance:
Establish a simple dashboard for breakfast service KPIs (average wait time, covers per hour, breakfast satisfaction score, number of complaints) with a weekly review by the duty manager. Use pilot results to inform Accor-level roll-outs across nearby Ibis properties if improvements are consistent.
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