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[bookmark: _Toc229477764]Abstract
The research project aims to assess the effectiveness of front office operations at Morgan Hotel in terms of providing quality guest service and enhancing customer satisfaction. The front office department is selected as the object of the study as it is the main place of interaction between the guests and the hotel, and it has a great impact on customer experience, quality of service and the reputation of the organisation. The qualitative case study method was used to conduct the research, which was supplemented with secondary research and observation at the workplace during the placement experience.
The study aimed to investigate how front office operations can impact guest satisfaction, what the operational constraints to service delivery are, what the best practices in the hospitality industry are, and what the managerial recommendations are to improve operations. The results showed that front office operations at Morgan Hotel have a positive effect on the satisfaction of the guests by means of professional employee behaviour, effective reservation systems and interaction with the customers. Nonetheless, several operational issues were also noted, such as the lack of communication between departments, workload pressure among staff during peak times, slow check-in processes, and inconsistent response to complaints.
The study also found that there was a discrepancy between theoretical standards of service quality and the actual hotel operation. Although the theories of hospitality focus on responsiveness, reliability and personalised services to the guests, operational constraints tend to lower service consistency in the actual working environment. Another aspect of the study that has been brought to light is the growing relevance of technological efficiency and human-centred hospitality practices.
On the managerial front, the project has shown that strategic workforce planning, enhanced communication systems, staff training and balanced integration of technology are key elements of effective front office management. The research suggests the introduction of flexible staffing schedules, frequent interdepartmental briefings, customer service training programmes, digital pre-check-in systems, and constant monitoring of service quality as measures of improvement of operational performance and customer satisfaction.
Generally, the study concludes that front office functions are very important in organisational competitiveness and guest loyalty in the hospitality sector. The results offer practical and scenario-based suggestions that can aid in managerial decision-making in the future and help to improve the services in the long term at Morgan Hotel.
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[bookmark: _Toc229477766]1.1 Background of the Study
Customer satisfaction is a very important aspect in the hospitality industry since it is a very service-oriented industry, and thus hotel reputation, customer loyalty and business performance depend on customer satisfaction (Statista 2025). The front office department is a crucial part of the hotel operation since it handles the initial and final contact with the guests by providing the following services: reservations, check-in, check-out, and handling complaints. With the ever-increasing customer expectations, hotels are increasingly experiencing pressure to provide quick, personalised and consistent service experiences. Ghazi et al. (2025) assert that the quality of service in the guest-contact departments has a strong influence on customer perceptions and repeat purchase behaviour. 
Front office operations at Morgan Hotel are directly related to the efficiency of operations and the overall guest experience (OECD 2022). Nonetheless, issues like staff workload, communication, and service delays can adversely impact customer satisfaction at the peak periods of operation. Thus, front office operations effectiveness is worth considering to determine the areas of improvement and assist managerial decision-making in an ever-competitive hospitality setting (ONS 2024).
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Source:(The Morgans Collection, 2025, https://themorganscollection.co.uk/)
[bookmark: _Toc229477767]1.2 Research Problem and Industry Relevance
This research explores how front office operations at Morgan Hotel are effective in providing high-quality guest service and customer satisfaction. Front office employees play a major role in the hospitality industry because they interact directly with guests and provide services, which are the key factors that determine the perceptions of the guests (Hu, Trivedi, and Teichert, 2022). Nonetheless, issues concerning the delay in the check-in process, communication, and inconsistent complaint management might adversely affect the service quality and the organisational image. 
The subject matter is very pertinent to the broader hospitality industry due to the fact that the expectations and online review influence of customers are on the rise. Van Nguyen and Ngoc (2024) argue that customer retention and competitive advantage in the contemporary hotel business depend on the quality of services and efficiency of operations.
[bookmark: _Toc229477768]1.3 Research Aim and Objectives
[bookmark: _Toc229477769]Research Aim
To evaluate the effectiveness of front office operations at Morgan Hotel in delivering quality guest service.
[bookmark: _Toc229477770]Research Objectives
· To examine the role of front office operations in influencing guest satisfaction at the Morgan Hotel. 
· To identify the key operational challenges faced by the front office department in delivering quality guest service. 
· To evaluate current front office practices against hospitality industry best practices. 
· To recommend managerial strategies that could improve front office efficiency and guest experience at Morgan Hotel.
[bookmark: _Toc229477771]1.4 Managerial Perspective of the Study
This research takes the viewpoint of a front office manager in the future by critically examining the current operational practices and what needs to be done strategically to improve the current operations (Collis and Hussey 2014). The research does not just describe what is going on in the operations, but it seeks to serve as an evidence-based managerial decision-making tool by investigating how the quality of service, operational efficiency, and employee performance can be enhanced using effective leadership and management practices. The results of this research will be applicable in practical recommendations that are in line with best practices in the hospitality industry and enhance long-term guest satisfaction and organisational performance.
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[bookmark: _Toc229477773]2.1 Introduction
Front office operations can be regarded as one of the most crucial functional areas of hotel management, as it directly affects guest satisfaction, the quality of services, and the reputation of the organisation. In the hospitality sector, customers tend to judge the quality of a hotel as a whole, depending on how they interact with front office staff when checking into the hotel, communicating, and resolving their problems. As a result, the efficiency of the front office processes has gained more significance in customer retention and competitive edge. The chapter critically examines the applicable theories, concepts and scholarly discussions concerning front office operations and quality of guest service in the hospitality industry.
[bookmark: _Toc229477774]2.2 Service Quality in Hospitality Operations
The quality of services is regarded as one of the most crucial aspects that affect customer satisfaction and competitive advantage in the hospitality sector (Alananzeh et al., 2022). Although the SERVQUAL model developed by Parasuraman is widely used to measure the quality of services offered by hotels, several researchers have claimed that the model is limited in the contemporary hotel set-ups. Abdulrab and Hezam (2024) decry SERVQUAL on the basis that it mainly focuses on standardised service dimensions and ignores emotional engagement, digital interaction, and personalised guest experience. Nevertheless, other scholars claim that SERVQUAL remains useful because it provides a structured approach for evaluating operational performance and customer expectations in hotels (Kim and Lee, 2023). Although it has been criticised due to its standardised dimensions, the model assists managers in determining service gaps in responsiveness, reliability and empathy. However, SERVQUAL may oversimplify hospitality experiences, as not all guests have the same emotional experience and cultural expectations. Thus, quantitative service dimensions might not be the best measure of customer perceptions in luxury and personalised hotel settings. This discussion indicates that service quality should be assessed through both operational efficiency and emotional engagement in the hospitality industry.  
[bookmark: _Toc229477775]2.3 Guest Satisfaction and Customer Experience
Guest satisfaction is the degree to which the hotel services are satisfactory and surpass customer expectations. According to Saut and Statista (2025), customer satisfaction is determined by the relation between expectation and actual service experiences. Front office departments are also significant in the operations of the hospitality industry since they are the ones that deal directly with customers during the customer journey. According to Hospitality Net (2023), effective communication, professionalism and fast problem-solving are key factors that lead to guest satisfaction. Nevertheless, the satisfaction of guests in hospitality has become complicated and cannot be described by operational performance. 
According to recent research, emotional attachment, empathy of employees, and personalised interaction are equally significant in the development of customer loyalty and online reputation (Maghembe and Magasi, 2024). Guests of the Morgan Hotel enjoyed quick check-in services; however, they reacted better when employees showed personalised communication and problem-solving abilities. However, other researchers believe that customer satisfaction is not always translated into customer loyalty due to other reasons like pricing, location and online reputation that affect guest behaviour (Camilleri and Filieri, 2023). As such, customer satisfaction must be considered as a component of the overall hospitality experience, as opposed to operational performance. 
[bookmark: _Toc229477776]2.4 Front Office Operations and Operational Challenges
Front office functions entail reservations, guest registration, complaint management, and communication and customer support services coordination. These functions have a direct impact on guest perceptions and the performance of the hotel operations. According to Ivanov and Webster (2023), good front office management will retain customers, enhance service quality and organisational image. However, front office departments are prone to operational problems like staffing shortages, work overload, communication difficulties and high turnover (Kim and Lee, 2023). These problems reduce the efficiency of the service and pose strategic threats to hospitality organisations in the long term. The workload and communication breakdown of employees can adversely impact the perception of guests, staff burnout and service delivery during peak times. In the Morgan Hotel, the peak shifts at times limited the ability of employees to provide personalised interaction with guests, even though the organisation had high expectations of quality service. This proves that ideal hospitality principles are hard to sustain in real working conditions where the staffing constraints and demand for services differ greatly (Camilleri, 2023). Even though hospitality literature advocates one-on-one guest interaction as the best service practice, this expectation can be unrealistic in times of high occupancy and labour shortages. As a result, hotel managers tend to focus on speed of operations rather than emotional involvement to ensure efficiency of workflow. These trade-offs indicate that front office operations entail a trade-off between commercial efficiency and customer-oriented hospitality practices (Gaim et al., 2022).  
[bookmark: _Toc229477777]2.5 Theoretical Framework
The main model that will direct this study is the SERVQUAL model formulated by Verma, Kumar, and Sharma (2022). The framework is suitable as it assesses the quality of service based on dimensions that are directly linked to front office operations, such as responsiveness, reliability, assurance, empathy, and tangibles. The model facilitates the study of the effects of operational performance and employee interaction on the perceptions of the guests.
Moreover, Customer Satisfaction Theory also helps in the study, as it describes how the guests compare the expectations of receiving the services and the reality (Shin and Jeong, 2022). Collectively, these frameworks offer a systematic foundation on which the front office department of the Morgan Hotel can be assessed in terms of operational effectiveness and areas in which the management can be improved.
[bookmark: _Toc229477778]2.6 Literature Gap
Current research in hospitality extensively addresses the issue of service quality and customer satisfaction, but much of this literature concentrates on large global brands in the hotel industry and the use of quantitative analysis of customer feedback. Little research has taken a critical approach to how operational demands within individual front office departments influence service delivery from a managerial perspective. Moreover, the lack of focus on the disjunction between theoretical best practice and the realities of operations in hotel placement settings is insufficient. Thus, the present study contributes as it explores front office performance in Morgan Hotel through direct observation at the workplace and through managerial analysis of scenarios.
[bookmark: _Toc229477779]2.7 Conceptual Framework
This research is conceptualised on the correlation between front office operations, service quality, and guest satisfaction. The front office practices, including efficient communication, responsive service, professionalism of employees and management of complaints, are likely to have a positive effect on customer satisfaction and organisational performance (Sulastri and Hengky, 2025). On the other hand, operational inefficiencies such as delays, lack of coordination and pressure from the staff can have adverse effects on the guest perception and hotel image. Managerial intervention, training and operational improvement strategies are also taken into consideration in the framework as the factors that affect service quality outcomes in the hospitality setting (Maleyeff, 2022).
[bookmark: _Toc229477780]2.8 Summary
The literature shows that front office activities play a great role in determining the satisfaction of the guests, customer loyalty, and competitiveness of the hotel. Although the theories of hospitality focus on service quality and operational efficiency, realities like staff shortages, communication, and technological adjustments still influence the consistency of services in hotels. The theories and concepts reviewed provide an analytical basis for assessing the front office performance at Morgan Hotel and the evidence-based managerial recommendation formulation in subsequent chapters.
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This chapter describes the research design employed in assessing the effectiveness of front office operations at the Morgan Hotel in terms of providing quality guest service. The research was conducted using a qualitative case study with the aid of secondary research. The methodology was chosen to give a comprehensive insight into the operational practices, service quality issues and customer satisfaction concerns in the particular organisational setting of Morgan Hotel. The strengths, limitations, and ethical considerations related to the research process are also discussed in the chapter.
[bookmark: _Toc229477783]3.2 Research Methodology and Case Study Rationale
The research design was a case study design since it allowed a detailed examination of operational activities in a natural hospitality environment. According to Cannas et al. (2024), case study research is appropriate in exploring organisational issues in their natural setting. Morgan Hotel was chosen as the case study since the study was based on the front office activities and delivery of guest services in the placement organisation.
The qualitative approach was deemed more suitable than quantitative research since the study was critical in examining operational effectiveness as opposed to quantifying relationships among variables. According to Saunders et al. (2012), qualitative research offers more insights into organisational behaviour, employee interaction and service experiences. The research philosophy used was an interpretivist philosophy since the aim of the research was to comprehend employee behaviour, operational practices and guest service experiences within a real hospitality setting. Interpretivism was appropriate since the study was investigating subjective experiences at the workplace rather than statistical associations. The inductive approach was also used as the results were generated based on observations and placement experiences at the workplace (Dunwoodie, Macaulay, and Newman, 2023).
[bookmark: _Toc229477784]3.3 Data Collection Methods
Primary data collection techniques were primarily secondary data, with the help of workplace observation during the placement period. The secondary sources were academic journals, hospitality industry reports, books, organisational reports and online customer reviews of the service quality and front office operations in hotels. These sources were both theoretical and industry information on the topic of research.
Placement shifts in the front office department of the Morgan Hotel were observed in the workplace. The observation was centred on the interaction with the guests, the way complaints were handled, interdepartmental communication and performance, in both normal and peak seasons. This method allowed the comparison of hospitality theories and real-life practices in the workplace. The use of both observation and secondary research enhanced the validity of findings by connecting the academic concepts to the operational issues (Saunders et al., 2012). The observation activities were done on the weekday and weekend shifts to expose the researcher to various operating conditions. The researcher witnessed the process of guest check-in, the processing of complaints, interdepartmental communication, and how employees responded to service delays. Field notes were taken following shifts to determine common patterns of operation and quality service problems. This enhanced the validity of the results since the observations were done under various operational conditions as opposed to a single work period.
[bookmark: _Toc229477785]3.4 Strengths and Limitations
The case study method is one of the biggest strengths of the methodology since it enables one to understand the operational realities in the Morgan Hotel in-depth (Simoni et al., 2022). Secondary research was also a source of a broad spectrum of recent academic evidence and industry evidence, which facilitated critical analysis and comparison of theory and practice. Nevertheless, there are limitations in the methodology as well. The other weakness is that there is a possibility of researcher bias since the observations were done in the placement environment of the researcher. The subjective presence in the working processes might have contributed to the interpretation of working experiences. Moreover, the lack of primary interviews with the guests or managers did not allow for comparing the views of several stakeholders.
[bookmark: _Toc229477786]3.5 Ethical Considerations
Ethical concerns were upheld during the research. No confidential organisational information was revealed, and the research concentrated on operational analysis that was pertinent to the research objectives. Academic honesty was upheld by proper Harvard referencing of all the secondary sources that were utilised in the project. Moreover, the research did not misrepresent organisational practices to promote fairness, credibility, and professional integrity in the research process.
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[bookmark: _Toc229477789]4.1.1 Front Office Operations and Guest Satisfaction
The findings indicate that front office operations in the Morgan Hotel play an important role in determining the satisfaction of guests as well as customer experience (Statista, 2025). Throughout the placement experience, the guests often dealt with the front office employees to make reservations, check in and check out, complaints and general inquiries. Good communication and professional behaviour of employees had a positive impact on the perceptions of guests, especially when employees responded promptly to customer requests. This is in line with Fayed and Fathy (2022), who posit that the quality of front office services in hospitality organisations has a strong influence on customer satisfaction.
Nonetheless, operational inconsistencies were noted during peak times. The large number of guests led to delays in the check-in procedure, which increased the waiting time and frustration of customers. This pressure of operation lowered the responsiveness of the services and minimised the capacity of the employees to offer personalised interaction with guests. As an illustration, in the evening shifts on the weekends, the front office staff dealt with long queues and processed telephone bookings and guest complaints. There were instances where visitors had to wait over 15 minutes to check in, a factor that heightened frustration and diminished chances of having personalised communication. This real-life scenario indicates SERVQUAL aspects of responsiveness and reliability in hospitality operations. It was observed at Morgan Hotel that the responsiveness was reduced during full occupancy due to the inadequacy of staffing to provide timely and personalised services (Natarajan, Ganesh and Sangani, 2026). This proves the fact that the expectations of service quality in theory are usually hard to sustain in the actual hospitality setting.
[bookmark: _Toc229477790]4.1.2 Communication and Service Delivery Challenges
Communication issues were one of the greatest issues that were unveiled in the front office department of Morgan Hotel. Results revealed that the coordination among the front office workers and other departments, such as housekeeping and food and beverage services, was sometimes not effective. As an example, during the evening shift, when housekeeping and front office needed to communicate with each other, there were times when there were delays in communication that resulted in guests waiting longer to get a room, even after the official check-in time. This further angered customers and strained the front office employees, who were required to respond to complaints and new visitors.
In addition, language and a lack of consistency in information sharing also affected the quality of services in the case of international guests. Although the employees made efforts to be professional, in certain cases, operational miscommunication affected the trust and satisfaction of the customers. PwC UK (2024) asserts that a lack of communication in the operations of hospitality tends to reduce the uniformity of service delivery and organisational performance.
It was also found that during the busiest working hours, workers were under heavy working pressure. The workers were forced to deal with many types of requests from guests at once, and this restricted personalised customer care (Wang, 2025). Despite the fact that the employees were flexible and were able to resolve the problem, operational stress appeared to influence the consistency of the services and the response time. In one of the placements, housekeeping was slow in changing the room status, and two guests were waiting in the lobby even though they were booked. The situation was professionally addressed by front office workers, but the delay in the communication adversely impacted the perception of the guests on the efficiency of the services.
[bookmark: _Toc229477791]4.1.3 Technology and Operational Efficiency
The use of technology was found to be a strength and a weakness in the front office activities of the Morgan Hotel. The hotel had digital reservation systems and electronic guest management systems that facilitated efficiency in operations. The system's enhanced accuracy in booking and minimised manual administration. Gajić et al. (2024) claim that the implementation of technology in hotels can greatly enhance the performance of the operations and the convenience of the customers.
Although these benefits were realised, it was found that the operations of the front office were sometimes interrupted by technical problems and delays in the system, especially when there was high occupancy. The use of digital systems made employees overly dependent on them, minimising face-to-face communication and personalised interactions with guests. This created a disconnect between hospitality practices that are customer-centred and operational efficiency. Certain guests did not want the automated service procedures and wanted to be served by humans, especially in solving complaints or seeking special services. As an example, the slowness of the system during peak check-in times at times slowed down the process of room allocation and made the employees more reliant on manual communication with the housekeeping staff.
[bookmark: _Toc229477792]4.1.4 Staff Skills and Service Quality
The results indicate that professionalism and interpersonal skills of employees have a positive impact on guest satisfaction in the Morgan Hotel. Front office employees tended to be polite, professional and helpful to customers. Nonetheless, there was inconsistency in training and employee experience, which influenced the consistency of service delivery among shifts.
New employees were sometimes not confident in dealing with challenging customer situations, and this affected the effectiveness of complaint resolutions. British Hospitality Association (2024) maintains that the training of employees and emotional intelligence are crucial elements of the quality of hospitality services. Thus, the results show that staff development should be a continuous process to ensure that operational standards and customer satisfaction in front office operations are consistent.
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[bookmark: _Toc229477794]4.2.1 Operational Risks and Service Quality Implications
The findings indicate that the operational efficiency of the front office department in Morgan Hotel directly influences the level of guest satisfaction, organisational reputation and quality of the services. Following the SERVQUAL theory, the primary factors that affect customer perceptions were found to be responsiveness and reliability (Setiono and Hidayat, 2022). Nonetheless, the results indicate that there is a discrepancy between the theoretical standards of service and the real operational delivery.
Unless these operational issues are mitigated, Morgan Hotel will be exposed to operational risks in the long term. Dissatisfaction of guests at peak times can cause more negative online reviews and decrease repeat bookings. Employee stress and staff turnover may also be caused by work pressure. Moreover, unaddressed communication and staffing issues might decrease the level of service consistency and undermine competitiveness in the hospitality market. Maghembe and Magasi (2024) state that online review platforms have a significant impact on the reputation of hotels and customer behaviour. Employee turnover can also result in a further decrease in service consistency, higher recruitment costs and a negative impact on organisational performance.
[bookmark: _Toc229477795]4.2.2 Future Managerial Scenarios and Strategic Improvement
Being a future front office manager of the Morgan Hotel, there are some strategic operational enhancements that can be made to improve the quality of service and guest experience. Among the improvements would be the implementation of flexible staffing schedules during peak hours in order to ease the workload pressure, enhance responsiveness, and reduce the waiting time of guests.
Regular briefings between the front office and housekeeping departments could also enhance communication between the two departments. The coordination would be enhanced to give better updates on room availability and minimise service delays. According to Singh et al. (2024), communication among departments is a key to hospitality service excellence.
The other step that would be beneficial is the implementation of an ongoing employee training programme that deals with complaint management, communication and emotional intelligence. Though the operational efficiency is also crucial, personalised service and emotional involvement are becoming more important factors that affect customer loyalty (Anderson, 2025). Employee confidence and consistency of the services would thus be enhanced through staff development.
The technology management must also strike a balance between efficiency in operations and personalised interaction with the guests. Digital pre-check-in systems can shorten the time spent on the administration; however, the managers should make sure that the technology will assist and not substitute human-based hospitality practices (Jianu, Tussyadiah, and Miller, 2025). In summary, managerial decision-making is critical in enhancing the performance of operations, the satisfaction of guests and long-term competitiveness in the hospitality sector.

[bookmark: _Toc229477796]Chapter 5: Conclusion and Managerial Recommendations
[bookmark: _Toc229477797]5.1 Conclusion
This research analysed the efficiency of front office operations in the Morgan Hotel to provide quality services to the guests and enhance customer satisfaction. The study fulfilled its objective of critically analysing the connection between the front office performance, operational efficiency and guest experience in the hotel setting. The results proved that front office operations have a considerable effect on customer satisfaction since the department deals with direct contact with guests during their stay.
The analysis found that Morgan Hotel had a number of operational strengths, such as professional employee behaviour, use of reservation technology, and positive interaction with guests in the process of normal service delivery. Nevertheless, significant operational issues that impacted service quality were also found. Late check-in process, interdepartmental communication and workload pressures during peak hours, and inconsistent complaint management were cited as major problems that lowered operational efficiency and service reliability. The results are in line with the research in hospitality that claims that operational alignment and employee attentiveness are the key to customer satisfaction and organisational competitiveness (Kim and Lee, 2023).
The study also revealed that there is a common disparity between the theoretical standards of service quality and the actual operations in the hotels. Although hospitality theories focus on responsiveness, empathy and reliability, the operational pressures in actual hotel settings may diminish the capacity of the employees to always satisfy the expectations of the guests. Moreover, the paper has also identified the increased significance of the balance between technological effectiveness and individualised customer service. Despite the fact that digital systems enhance the performance of operations, overreliance on technology can lead to the decline of the human touch and emotional involvement with guests.
All in all, the greatest lesson learned during the study is that efficient front office management demands operational efficiency as well as customer-oriented leadership. The results indicate that operational efficiency is not sufficient in guaranteeing long-term guest satisfaction. Communication, emotional intelligence, and managerial leadership, coupled with efficient and personalised hospitality service delivery, are also important to sustainable service quality (Stoyanova-Bozhkova, Paskova, and Buhalis 2022). Thus, the managers of the future in hospitality organisations need to embrace balanced management strategies that will enable them to promote employee performance and, at the same time, sustain personalised guest experiences.
The practical knowledge on the impact of hospitality management decisions on employee performance and guest perceptions was also obtained during the placement experience. The real-life operational issues observed demonstrated the significance of adaptive leadership, workforce coordination and emotional intelligence in ensuring quality of service in high-stress hotel settings.
[bookmark: _Toc229477798]5.2 Managerial Recommendations and Practical Strategies
Following the results of this research, some managerial suggestions are offered to optimise the work of the front office and increase customer satisfaction in Morgan Hotel. Workforce planning would be one of the priorities as a future front office manager to deal with the pressure of operations at peak occupancy times. The results showed that staffing shortages and work overloads often compromised the responsiveness of services and prolonged guests' wait times. In the next three months, Morgan Hotel ought to implement flexible staffing schedules by having two more front office employees during peak evening shifts (5 pm to 9 pm). The success of such a plan must be evaluated by a 20% decrease in the number of guest check-in waiting times in six months (Dzakwan and Ubit, 2025).
Moreover, there should be the introduction of stronger interdepartmental communication systems between the front office, housekeeping and food and beverage departments. The results indicated that at times there were delays in communication that influenced room availability updates and coordination of guest services. Interdepartmental briefings should begin with a daily briefing at the onset of each shift, starting immediately. The management should strive to ensure that delays in room allocation and complaints of guests based on communication problems are minimised by at least 15% in the next six months. To assess the effectiveness of these improvements, the management should track such performance indicators as check-in waiting times and complaints by guests.
Professional development and training of employees should also be made a constant management approach as opposed to a periodic one. Starting the next quarter, Morgan Hotel ought to hold quarterly customer service and complaint-handling workshops for all front office employees. The effectiveness of training can be measured by the satisfaction surveys of the guests and the increase in the online customer ratings to at least 4.5/5 in comparison with the current ones in the course of one year. Agyeiwaah, Dayour, and Zhou (2022) suggest that the behaviour of the employees and interpersonal interaction have a great impact on customer loyalty in hospitality organisations. Better training would then make the employees more confident, consistent in their services and improve the level of satisfaction among guests.
There should also be an improvement in technology management. The hotel ought to introduce a digital pre-check-in system within six months to reduce time wastage by the administration during the peak seasons. The success can be gauged based on a target of reducing the average check-in processing time to five minutes, as compared to 10 minutes. Technology must, however, assist and not substitute personalised guest interaction. Front office workers should also be able to maintain human hospitality services, especially in handling complaints or responding to complicated guest requests (Das, 2023).
Lastly, the management needs to develop a continuous service quality monitoring system through guest feedback surveys, online review analysis and customer satisfaction reports. This would enable managers to detect areas of weakness in operations in a very short time and take corrective measures. These are realistic, measurable recommendations that are consistent with best practices in the hospitality industry, which will assist in customer satisfaction in the long term, enhance the operations, and competitiveness of the organisation.
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