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[bookmark: _Toc190618010]Executive Summary
The research investigates how service quality affects guest satisfaction at Mercure Birmingham West Hotel. The research investigates service quality through multiple hotel departments starting from Front Office and Housekeeping and continuing to Leisure Club and Meetings & Events while highlighting the importance of leadership and teamwork and communication for guest satisfaction. Efficient service delivery combined with individual guest contact produces higher satisfaction levels according to the research while modern technology is essential for this enhancement. Service quality encounters several obstacles which include staff workload problems and inconsistent housekeeping practices and communication breakdowns between different departments. The research suggests implementing three strategies which include staff training for leadership and problem-solving and digital coordination tools and updated cleanliness protocols. Using AI-powered customer service technology along with improved department coordination will enhance hotel operations to deliver better service quality which will increase guest satisfaction rates and keep the hotel leading in the hospitality market.


[bookmark: _Toc190618011]Introduction
[bookmark: _Toc190618012]Background
Guest satisfaction in hotels depends on superior service delivery which leads to business success and guest happiness. Hotels need continuous service enhancement to satisfy evolving customer demands within their competitive market. Financial profitability, customer loyalty, and brand reputation depend on customer satisfaction, so hotels must improve service quality (Alnawas and Hemsley-Brown, 2019).
The Accor Group's mid-range Mercure Birmingham West Hotel serves business and leisure tourists. The hotel in West Bromwich, near Birmingham's city, offers lodging, dining, amusement, and event facilities. It serves families looking for decent lodging and business travelers attending meetings. Ghanem (2021) discusses the hotel must address service quality issues that affect visitor happiness and long-term client retention to be competitive.
This study examines operational issues, staff performance, and managerial initiatives that affect client experiences to evaluate how much service quality at the Mercure Birmingham West Hotel improves guest happiness.
[bookmark: _Toc190618013]Research Aims & Objectives
This study seeks to identify the main factors that affect visitors' experiences at the Mercure Birmingham West Hotel and determine how customer satisfaction and service quality relate. The specific objectives are:
1. To analyze the relationship between service quality and guest satisfaction at Mercure Birmingham West.
2. To examine operational challenges related to guest services, including reception/front office operations, housekeeping, leisure club, and event management.
3. To identify the impact of leadership, teamwork, and communication on service delivery and guest experiences.
The study provides helpful suggestions for improving the hotel's customer service and operational efficiency in order to achieve these goals.
[bookmark: _Toc190618014]Research Question
The central research question guiding this study is:
"How does service quality impact guest satisfaction at Mercure Birmingham West Hotel?"
Staff productivity, leadership duties, interdepartmental cooperation, and guest service operations can all be examined critically through this research. It looks into ways that training and technical solutions could enhance service quality generally.
[bookmark: _Toc190618015]Significance of the Study
The hotel may improve staff training, service performance, and guest interactions as well as service efficiency by offering data-driven suggestions. Leadership, communication, and problem-solving are three of the most important skills for a successful career in the hotel sector. They enhance guest service knowledge and make clients happier. The Mercure Birmingham West Hotel can improve client loyalty, build its brand reputation, and achieve long-term business success by addressing service quality issues.
[bookmark: _Toc190618016]Literature Review
[bookmark: _Toc190618017]SERVQUAL Model in Hotel Service Quality
Parasuraman, Zeithaml, and Berry (1988) created the SERVQUAL model, which is used in many industries, including hospitality, to assess service quality. It quantifies the difference between service performance and client expectations in five areas: reliability, responsiveness, assurance, empathy, and tangibles. Recognising these characteristics helps hotels improve customer satisfaction and identify potential areas.
[bookmark: _Toc190618018]Reliability: Consistency in Delivering Promised Services
Hotel reliability is its precision, consistency, and dependability. Hotels must address concerns quickly, clean rooms, and keep appointments (McGinley et al., 2021).
For example, at Mercure Birmingham West Hotel, reliability is crucial in:
1. Guarantee a seamless check-in and check-out procedure to ensure that visitors arrive at their accommodations promptly and without any unnecessary delays. 
2. Guaranteeing room cleanliness and maintenance before guest arrival to prevent complaints.
3. Immediate resolution of visitor complaints, including the repair of Wi-Fi connectivity issues or defective air conditioning.
Guests become dissatisfied when they perceive that services are not consistently provided. This may lead to reputational harm, fewer visitors, and negative internet reviews (Padma and Ahn, 2020).
[bookmark: _Toc190618019]Responsiveness: Speed and Willingness to Assist Guests
Hotel staff's degree of responsiveness is determined by their ability to promptly and efficiently address requests, grievances, and demands (Elbaz et al., 2022). It illustrates the staff's dedication and commitment to ensuring the visitors' satisfaction.
Examples in a hotel setting include:
1. In order to mitigate extended wait times during peak hours, front desk personnel promptly facilitate client check-ins.
2. The housekeeping staff promptly responds to requests for room service and provides additional towels.
3. Event personnel guarantee that conferences and meetings are conducted without any superfluous delays and with efficiency (Shin, Perdue and Kang, 2019).
During high check-in periods, business meetings, and visitor requests, the Mercure Birmingham West Hotel must be responsive. If hotel staff are slow to respond, tourists may view the establishment as inefficient and unprofessional (Hewagama et al., 2019).
[bookmark: _Toc190618020]Assurance: Professionalism, Knowledge, and Courtesy of Staff
Travelers trust hotel staff due to their professionalism, civility, experience, and ability to provide a safe stay. Well-trained staff who can answer questions, resolve issues, and provide clear information boost guest pleasure and confidence (Mandal, Kavala and Potlapally, 2022).
Examples include:
1. Front-desk staff clearly explain accommodation features, hotel policies, and surrounding attractions.
2. Restaurant and bar staff must recommend food, accommodate dietary requirements, and ensure a good meal.
3. Security guards watch visitors and assist as needed to ensure their safety.
At Mercure Birmingham West Hotel, assurance is reflected in how well staff interact with guests. If employees demonstrate confidence and professionalism, guests are more likely to feel valued and secure (Ma et al., 2021).
[bookmark: _Toc190618021]Empathy: Personalized Attention and Guest-Centric Approach
The ability of the hotel to understand and meet the unique needs of each customer is called empathy (Sharma and Srivastava, 2018). The key to increasing customer happiness and loyalty is providing personalised service.
Examples of empathy in hospitality:
1. Receptionists greeting guests by name and remembering their preferences, such as room choices or dietary restrictions.
2. Providing special services for guests celebrating occasions (e.g., a complimentary cake for a birthday).
3. Listening actively to guest concerns and taking proactive steps to resolve them.
The Mercure Birmingham West Hotel has the potential to exhibit empathy by providing accessible services to disabled clients, admitting returning visitors, and offering flexible check-in hours. Visitors experience feelings of insignificance and dissatisfaction when empathy is absent, which diminishes the probability of their return. 
[bookmark: _Toc190618022]Tangibles: The Physical Aspects of Service Quality
The physical atmosphere, services, and features of a hotel are together termed tangibles, which significantly impact the initial impression a visitor form.
Key tangible factors in hotels include:
1. Room cleanliness and ambiance: Guests expect to find comfy furniture, new bedding, and a spotless room.
2. Hotel facilities:  Second, hotel facilities: nice restaurants, pools, and spas make guests' stays more enjoyable (Godnov and Redek, 2018).
3. Staff appearance: When employees present themselves in a professional manner and wear clean clothing, it enhances the hotel's brand image (Ponting, 2020).
4. Technology integration: Modern check-in kiosks, smart room controls, and digital key access all work together to make guests feel more at ease (Çeltek, 2023).
The Mercure Birmingham West Hotel must always clean its guest rooms, leisure areas, and conference spaces. Outdated facilities and poor hygiene can make visitors unhappy.
[bookmark: _Toc190618023]Applying SERVQUAL to Mercure Birmingham West Hotel
In order to assess and improve its services, the Mercure Birmingham West Hotel may use SERVQUAL. Staff training ensures that guests receive fast and pleasant service, which is one of the main benefits. Management may quickly respond to visitor problems with smartphone apps and online surveys, increasing tourist happiness and decreasing negative comments (Godnov and Redek, 2018). Regular cleaning and maintenance of the building ensure that all common areas and spaces are always immaculate. Regular online teamwork and quality checks are required for this. Personalised service tactics, such as tracking visitor choices and creating unique experiences, can boost customer loyalty by expressing gratitude and promoting repeat purchases (Bhuiyan, 2024). The hotel may become more competitive, provide better service, and make customers happier by using technological, sanitary, training, and personalization measures. 
[bookmark: _Toc190618024]Factors Influencing Guest Satisfaction
Communication, sanitation, and personalization affect hospitality customer happiness. Maintaining excellent standards in these areas improves visitor experience and customer loyalty. Visitor happiness depends heavily on cleanliness. According to Lovelock and Wirtz (2016), hotel sanitation and hygiene affect guests' perceptions of quality. Cleanliness improves comfort and prevents unfavorable reviews that could hurt the hotel's image. These high standards can be maintained by employee training, computerized cleaning updates, and frequent sanitation inspections. Interacting with guests requires good communication. Staff that communicate clearly and efficiently whether checking in visitors, responding to requests, or investigating complaints help create a seamless experience (Holz et al., 2024). 
Inadequate communication between cleaning and front desk divisions can lead to poor service and lower visitor satisfaction. Personalization fosters appreciation and improves customer experiences. Recognizing visitor preferences, making tailored recommendations, and celebrating important milestones like birthdays and anniversaries strengthens emotional bonds (Mandal, Kavala and Potlapally, 2022). Hotels that personalize tourist experiences get more repeat business and positive word-of-mouth. The Mercure Birmingham West Hotel may boost customer satisfaction and loyalty by stressing these factors.
[bookmark: _Toc190618025]Leadership & Teamwork in Service Management
Hospitality requires strong collaboration and leadership to give excellent service. Supervisors ensure staff efficiency, organise departments, and address service issues quickly. According to Giudici and Filimonau (2019), effective leadership boosts productivity, staff engagement, and service quality, which boosts customer satisfaction. Supervisors in the Mercure Birmingham West Hotel's front desk, cleaning, and events management departments must make informed decisions, be adaptable, and solve problems to provide excellent service (Lasrado and Pereira, 2018). Managers must excite workers, give clear instructions, and quickly resolve visitor complaints to create a great service culture and work environment. 
Cooperation is as important as interdepartmental coordination for tourists. Kolb's Learning Cycle (1984) promotes reflection and experience to improve operational efficiency and teamwork. Continuous learning and feedback-driven improvements improve coordination and problem-solving. The Mercure Birmingham West Hotel can improve service, employee performance, and guest experience by encouraging strong leadership and teamwork. This will boost customer happiness and loyalty.
[bookmark: _Toc190618026]Technology & Service Quality
Hotel technology is essential for service efficiency and customer happiness. The Property Management System (PMS) helps hotels manage bookings, check-ins, visitor preferences, and payments (Shashwat and Rani, 2023). By ensuring flawless service, an advanced PMS helps hotels improve guest experiences, reduce errors, and optimise operations.
The Mercure Birmingham West Hotel uses a real-time PMS to reduce check-in wait times, ensure accurate room allocations, and follow guests for tailored service. The technology enables Front Office and Housekeeping staff to rapidly update room status which enhances both interdepartmental communication and visitor wait times (Tavitiyaman et al., 2022).
The hospitality industry prefers automated concierge services together with mobile room keys and self-check-in kiosks because these systems provide enhanced convenience and cut human staff requirements (Bagadiya and Kathiriya, 2024). AI-powered chatbots together with visitor feedback platforms serve to enhance service levels through immediate support features and trouble resolution capabilities for the management team. Mercure Birmingham West should implement advanced digital solutions to achieve better operational efficiency and visitor satisfaction and service quality improvements. 
[bookmark: _Toc190618027]Research Methods
The research design used qualitative and analytical methods to study service quality and client satisfaction at the Mercure Birmingham West Hotel. The research methodology uses a case study approach to gather data from primary and secondary sources according to Rashid et al. (2019). Through this research method we can perform thorough investigations about the hotel services while identifying critical problems and possible ways to improve services.
[bookmark: _Toc190618028]Case Study Approach
The visitor service operations of the Mercure Birmingham West Hotel receive thorough evaluation through case study methodology. Through its real-world examination service quality management gets concrete insights into operational difficulties alongside staff performance and guest expectations.
Mercure Birmingham West Hotel was selected due to:
1. Firsthand observation of service interactions during placement.
2. The hotel's Front Office, Housekeeping, which is Leisure Club, and Meetings & Events offer many study options (Zhang, Torres and Jahromi, 2020).
3. The ability to compare the hotel's service plans to competitors and industry norms.
A case study provides a complete view of service delivery and allows hotel-specific recommendations.
[bookmark: _Toc190618029]Data Collection Methods
The evaluation of service quality at Mercure Birmingham West Hotel relied on both primary and secondary data collection methods to achieve comprehensive assessment. The study obtained detailed first-hand information regarding both guest-employee encounters and staff operational performance while industry data added secondary evidence to validate findings (Stamolampros et al., 2019).
[bookmark: _Toc190618030]Primary Data
Tourist feedback and direct observations were used to gather primary data for hotel placement. Observational study allowed real-time monitoring of guest service performance and operational strengths and weaknesses. Managers in the front office, cleaning, and events management reported departmental misunderstandings, delayed guest request responses, and check-in delays (Gaspani, 2022). These studies highlighted the importance of technology, cooperation, and leadership in service efficacy.
Guest input was important for primary data collecting. Direct communication with visitors revealed their expectations, satisfaction, and common complaints. Many visitors praised the staff's professionalism and kindness, but some worried about the lack of digital self-service, inconsistent maintenance, and long room service wait times. Guest interactions with employees also showed their ability to resolve concerns and give personalized service (Solnet et al., 2019). Primary data was needed to identify chronic visitor difficulties and make service improvements.
[bookmark: _Toc190618031]Secondary Data
Secondary data was gathered from scholarly literature, competitive benchmarking, and internet guest reviews. Finding reoccurring good and negative themes in Booking.com, Google, and TripAdvisor reviews helped comprehend visitor perceptions. Many reviews praised the staff's politeness, however some criticised delayed service and poor housekeeping. This analysis partially supported primary data (Savastano et al., 2023).
To assess competition, the Mercure Birmingham West Hotel was compared to nearby hotels. This study focused on service, cost, facilities, and tourist reviews. Mercure Birmingham West may improve the tourist experience by integrating digital services and speeding up check-in, according to some competitors (Paul et al., 2024).
The research was further supported by industry reports and scholarly literature on hospitality service quality frameworks. Research on digital service innovations, Total Quality Management (TQM), and SERVQUAL presented contextualized and evidence-based recommendations for improving visitor satisfaction.
[bookmark: _Toc190618032]Limitations
Despite its thoroughness, the investigation might have some limitations. Limited access to internal hotel records prevented the analysis of official visitor satisfaction and performance measures. Although valuable, observational data may have been skewed because it focused on individual hotel experiences, limiting its breadth to the sector as a whole. Time constraints during placement limited the longitudinal research's evaluation of long-term service gains (Sun, Price and Ding, 2019).
This study evaluates the Mercure Birmingham West Hotel's service quality using primary observations, guest comments, online reviews, competitive analysis, and scholarly literature. Despite these shortcomings, the results provide useful insights into operational issues and possibilities to improve visitor satisfaction by improving technology integration, leadership, and communication.
[bookmark: _Toc190618033]Case Study: Mercure Birmingham West Hotel
[bookmark: _Toc190618034]Hotel Overview
[bookmark: _Toc190618035]Brand & Operations
The Mercure Birmingham West Hotel is part of the Mercure trademark, which is owned by Accor, a worldwide hospitality organization. The mid-range Mercure hotels are famous for their great service, regional flair, and modern comforts. As a member of the Accor portfolio, Mercure has access to Accor's operational knowledge, worldwide brand recognition, and customer loyalty programs, such as ALL-Accor Live Limitless.
Lodging, dining, recreational facilities, and event spaces are just a few of the many guest services offered by the Mercure Birmingham West Hotel. The hotel caters to a wide variety of guests, from business travelers to vacationers, with its leisure club, meeting rooms, and other amenities. The hotel's commitment to providing outstanding service is in line with Accor's global hospitality standards, while also maintaining a distinctive local character that is suited to the Birmingham market (Bowdin et al., 2023).
[bookmark: _Toc190618036]Location & Market Position
West Bromwich's proximity to Birmingham's core makes the hotel ideal for business and leisure tourists. Its proximity to Birmingham New Street Station and the M5 freeway ensures business and leisure tourists' convenience. The hotel is ideal for business and leisure travellers due to its proximity to the Birmingham NEC, Bullring Shopping Centre, and Sandwell Valley Country Park (Mohd Ali, Shah Nurin and Mohi, 2023).
The midscale Mercure Birmingham West Hotel attracts customers seeking budget and excellent service. Mercure offers a better experience than budget hotels with a gym, spa, and restaurant. Luxury hotels in downtown Birmingham compete with it, offering more expensive accommodations.
The hotel's location and services suit business travellers attending conferences and meetings, visitors, and families seeking a comfortable stay near Birmingham's attractions (Camilleri, 2018). Due to its ability to meet a variety of visitor needs at affordable prices, it competes in Birmingham's hospitality industry.
[bookmark: _Toc190618037]Findings from Placement Experience
I acquired practical exposure in a variety of departments, including front office, housekeeping, meetings & events, and leisure club, during my internship at the Mercure Birmingham West Hotel (Billett, Cain and Le, 2018). I observed the impact of leadership, teamwork, and operational challenges on service quality, as every aspect was essential for assuring guest satisfaction.
[bookmark: _Toc190618038]Front Office: Handling Check-ins and Problem-Solving
The front desk is essential for creating a positive first impression, as it is the initial point of contact for visitors. I found that excellent check-in, open communication, and problem-solving were needed to ensure perfect visitor experiences (Hsu, 2018).
Room allocation concerns plagued front desk staff during peak check-in hours. Some clients come expecting a tranquil or view-oriented accommodation. Due to excessive occupancy or cleaning misunderstandings, these expectations were not always met (Day et al., 2020). These situations forced staff to offer alternatives, improvements, or freebies to satisfy visitors.
Guest concerns about inaccurate booking information, key card issues, and check-in delays highlighted the need for better front desk-reservations system communication. Employee training on communication and real-time problem-solving can boost guest happiness and service efficiency (Mohd-Shamsudin et al., 2024).
[bookmark: _Toc190618039]Housekeeping: Cleanliness Complaints and TQM Approach
Hotel visitors value cleanliness, making housekeeping a key aspect in customer satisfaction. Despite the housekeeping staff's efficiency, guests occasionally complained about the cleaning (Ghanem, 2021).
The rooms were not ready for check-in on time, causing long front desk lines. Real-time front desk-housekeeping communication usually broke down. Early arrivals often experienced delays that beyond their expectations, which frustrated them.
Guests' concerns about filthy rooms, low-stocked minibars, and missing amenities affected service. A Total Quality Management (TQM) plan that prioritises housekeeping inspections, training, and digital housekeeping reporting could help the hotel address these difficulties (Otto, Schutte and Kennon, 2024). Make sure all rooms are clean before check-in to boost guest satisfaction and trust.
[bookmark: _Toc190618040]Leisure Club: Personalized Services and Customer Retention
The Leisure Club showed how tailored offerings affect client happiness and retention. Many tourists, especially returning ones, expected a personalised experience (Chiu, Won and Bae, 2019).
Repeat clients appreciated when staff remembered their spa service, fitness level, or reservation needs (Chiu, Won and Bae, 2019). This showed how visitor recognition and personalised interactions build customer loyalty.
Certain visitors experienced facility access delays or unequal equipment availability, emphasising the need for better scheduling, proactive guest engagement, and equipment maintenance. Digital membership monitoring and tailored incentives can boost visitor retention (Theodorakopoulos and Theodoropoulou, 2024).
[bookmark: _Toc190618041]Meetings & Events: Teamwork and Coordination Between Departments
Managing meetings and events required close cooperation with maintenance, catering, and the front desk. Successful event implementation required good communication and planning (Rosen et al., 2018).
I saw that event staff had to set up meeting rooms, offer food and drink, and manage visitors' expectations. Lack of real-time updates and departmental collaboration sometimes caused room setup delays or equipment loss.
Digital scheduling, structured event planning meetings, and real-time event progress updates may improve service quality and coordination at the hotel (John, Tyagi and Nadda, 2024). Well-organised partnership strategies ensure corporate clients will attend future events and improve visitor satisfaction.
[bookmark: _Toc190618042]Key Service Quality Challenges & Their Analysis
During my apprenticeship at the Mercure Birmingham West Hotel, I observed operational issues that affected service and guest happiness (Bryan, 2019). Leadership and staff workload, sanitation and cleaning, departmental communication breakdowns, and technological integration gaps were difficulties (Montgomery et al., 2023). These components greatly affected passenger experience and service performance.
[bookmark: _Toc190618043]Staff Workload & Leadership Issues
Leadership and efficient management of workloads have a major impact on the quality of service that guests get in hotels (Grobelna, 2021). During busy times, the front desk personnel at the Mercure Birmingham West Hotel often struggled to handle all the guests' check-ins, reservations, and special requests all at once. There was a rise in staff stress levels and a lag in responding to visitor questions due to improper task delegation and staff dispersion.
Strong leadership and decisive action are needed for alleviating these burden concerns. According to Bastari, Eliyana and Wijayanti (2020), transformational leadership can boost employee motivation and productivity. Hotel management needs to improve their delegation tactics if they want to make sure that everyone gets what they need and that difficult situations are handled appropriately. The hotel can improve the enjoyment of its visitors and the responsiveness of its service by increasing staff coordination and using shift-based workload management procedures (Murray, 2018).
[bookmark: _Toc190618044]Housekeeping & Cleanliness Concerns
Leanness is a major component in visitor satisfaction and online ratings. The Mercure Birmingham West Hotel has the most cleaning complaints due to uneven housekeeping and room preparation delays. When they arrived, some guests found their rooms filthy, lacking amenities, and housekeeping delayed, which created a bad impression.
The lack of real-time information between the front desk and cleaning staff caused visitors to be assigned unclean rooms. According Zulkifli (2023), a clean and well-maintained environment improves customer satisfaction. Total Quality Management (TQM) with staff accountability, digital monitoring, and housekeeping inspections helps reduce cleaning complaints. More regular audits and better cleaning shift scheduling help ensure rooms are ready on schedule without losing quality.
[bookmark: _Toc190618045]Communication Breakdown Between Departments
Hotels run well with good interdepartmental communication. The front desk, housekeeping, and events departments didn't cooperate, causing service delays and poor administration at the Mercure Birmingham West Hotel (Rollins et al., 2021). Last-minute scheduling changes were not communicated to the front desk, which caused confusion about visitor reservations and lodging during event planning.
A front desk-housekeeping miscommunication prevented clients from checking in. Lasrado and Pereira (2018) says real-time information exchange and collaboration improve service efficiency. A digital communication architecture that allows all departments to quickly update service requests, room statuses, and event schedules will improve coordination and visitor experience.
[bookmark: _Toc190618046]Technology in Service Delivery
Technology influences modern hotel management. A Property Management System handled reservations and invoicing at the Mercure Birmingham West Hotel. Check-in, room assignment, and housekeeping coordination still required manual adjustments, which caused delays (McGinley et al., 2021). 
During busy check-in hours, front desk staff had to manually verify room availability, which caused long wait times. Consumers also complained about room service delays caused by the lack of a real-time service request tracking system.
To enhance service efficiency, the hotel could implement:
1. Mobile check-in and digital key access to reduce long queues.
2. A real-time housekeeping tracking system to minimize room readiness delays.
3. AI-powered guest assistance tools, such as chatbots, to handle basic inquiries instantly.
These technology-driven solutions can improve service response times, operations, and customer happiness at the Mercure Birmingham West Hotel.
[bookmark: _Toc190618047]Analytical Tools Used
Mercure Birmingham West Hotel service quality and passenger satisfaction were assessed using SWOT, PEST, competition, and netnography. We examined the hotel's competitive positioning, guest perceptions, external challenges, and strengths using these methods.
[bookmark: _Toc190618048]SWOT Analysis
	Factor
	Details

	Strengths
	Strong brand reputation (Accor), well-trained staff, diverse guest service offerings.

	Weaknesses
	Uneven sanitation, poor interdepartmental communication, slow service response.

	Opportunities
	Personalized guest experiences, expansion of digital service offerings, enhanced customer engagement.

	Threats
	Strong competition from nearby hotels, changing guest expectations, industry trends affecting service quality.



Table 1: SWOT Analysis
SWOT analysis helped identify internal and external issues affecting Mercure Birmingham West Hotel service quality. Under the Accor brand, the hotel benefits from its global renown and excellent hospitality. It was also found that staff training and visitor services help personnel provide excellent service. However, poor departmental communication and hygiene caused service delays and client dissatisfaction.
The analysis demonstrated that both improved digital offerings and personalized visitor engagements would enhance service quality at the establishment. Hotel businesses use personalized services to drive customer happiness rates and guest loyalty through customized preference serving. Population growth requires modern digital solutions such as automated services with AI visitor assistance to advance service delivery while enhancing operational efficiency.
The hotel faces many threats, including increased competition from neighboring hotels and changing tourist expectations. The Mercure Birmingham West Hotel must stay technologically contemporary as new competitors stress tailored visitor experiences and streamlined digital services. As visitor preferences change, failing to adapt to hospitality trends may lower occupancy rates. Profiting from its strengths and improving its weaknesses can boost client satisfaction and keep the hotel competitive (Montgomery et al., 2023).
[bookmark: _Toc190618049]PEST Analysis
	Factor
	Impact on Mercure Birmingham West Hotel

	Political
	Brexit-led labor shortages impact staff availability and service efficiency.

	Economic
	Inflation and fluctuating room rates affect operational costs and revenue management.

	Social
	Growing preference for digital and sustainable hospitality solutions among guests.

	Technological
	Need for AI-driven services, mobile check-ins, and automation to enhance guest experience.



Table 2: PEST Analysis
PEST analysis was used to evaluate the hotel's external political, economic, social, and technological variables. One of the biggest political issues was Brexit's impact on labor law. The hotel sector relies on foreign workers, which has increased hiring prices and staff shortages due to stricter immigration laws. Labour shortages have reduced service efficiency, making it harder to match guest expectations. Staff retention tactics like competitive pay, training, and engagement help address this issue and ensure consistent service delivery.
Hospitality is highly economically sensitive. Inflation, customer purchasing patterns, and currency exchange rates affect room prices and operations costs. Inflation raises utilities, salaries, and food prices, while economic downturns lower occupancy rates. To reduce administrative costs, the Mercure Birmingham West Hotel may use sustainable energy solutions and dynamic pricing models (Paul et al., 2024).
Technological and social advances have shaped modern hospitality. Technology like contactless payments, AI-powered concierge services, and smartphone check-ins has transformed guest expectations. As society changes to sustainability and digitization, the hotel must use eco-friendly practices and advanced technology to improve tourism. If not, you risk losing business to competitors offering more modern technology. Modern technology ensures long-term competitiveness and operational efficiency.
[bookmark: _Toc190618050]Competitor Analysis
	Competitor Strengths
	Areas for Mercure Birmingham West Hotel to Improve

	Faster check-in processes
	Implement digital check-in and self-service kiosks.

	Stronger digital engagement
	Enhance online presence and guest communication.

	More personalized guest services
	Develop tailored services based on guest preferences.



Table 3: Competitor Analysis
A competitive analysis focused on pricing, service, and guest experiences to evaluate the hotel's standing in the area. Technologically orientated visitors were drawn to nearby hotels with sophisticated digital interaction and faster check-inAutomatic service requests and mobile check-in enhanced contact between guests and staff thereby establishing this as the hotel's main advantage. The Mercure Birmingham West Hotel experienced delayed check-in processes because of its outdated procedures which resulted in prolonged waiting times for guests.
A competitive economy required hotels to focus equally on their pricing strategies. Specific local hotels gave loyalty discounts together with flexible pricing based on customer demand patterns. The Mercure Birmingham West Hotel maintained a consistent price policy that restricted its ability to attract budget-conscious tourists. Price reduction techniques such as immediate discounts together with early check-in benefits with customer loyalty schemes enhance both occupany and marketplace leadership for the hotel.
The quality of service provided to hotel guests served as a key advantage for the establishment. The Mercure Birmingham West Hotel received better ratings from TripAdvisor and Google Reviews when it provided personalized services through its computerized concierge systems and tailored offerings to its guests. The Mercure Birmingham West Hotel can enhance guest satisfaction and personalize their services for repeat visitors through the implementation of guest preference tracking tools. These strengthened areas will enable the hotel to maintain its competitive position and keep its customer base.
[bookmark: _Toc190618051]Netnography
	Guest Feedback (Online Reviews)
	Suggested Improvements

	Complaints about slow check-in times
	Introduce mobile check-in and streamline front desk operations.

	Housekeeping delays affecting guest satisfaction
	Improve interdepartmental coordination and introduce real-time room status updates.

	Competitors offering better digital communication
	Enhance chatbot and real-time messaging services for guest interactions.



Table 4: Netnography
Netnography evaluates online reviews to determine operational efficiency and customer satisfaction and service quality of the hotel. The research examination of TripAdvisor and Google Reviews demonstrated that selected local hotels performed quicker check-ins and provided efficient digital communication leading to better client happiness. Numerous consumers rewarded hotels that provided instant messaging capabilities for room service and concierge tasks and building maintenance with positive feedback because customers demanded quick virtual communication. Guest reviews revealed that the Mercure Birmingham West Hotel provided insufficient care to its customers. The hotel provided substandard services through delayed reception and unclean rooms and delayed housekeeping. The combination of these issues negatively impacted guest ratings through their impact on visitor satisfaction. Guest feedback tools help the Mercure Birmingham West Hotel discover areas for improvement and implement guest-driven service changes. Netnography as a research tool to track industry changes and tourist expectations may help the hotel stay competitive.
[bookmark: _Toc190618052]Discussion & Analysis
[bookmark: _Toc190618053]Comparison of Findings with Literature
Service operations of the Mercure Birmingham West Hotel match the SERVQUAL model and leadership theories that affect visitor satisfaction. This part compares the placement's practical findings with relevant research to better understand how leadership and service quality affect visitor experiences.
[bookmark: _Toc190618054]Alignment with SERVQUAL Dimensions
The SERVQUAL model (Parasuraman et al., 1988) defines service quality as reliability, assurance, responsiveness, empathy, and tangibles. The Mercure Birmingham West Hotel's statistics show its strengths and shortcomings in handling these issues, which affect tourist satisfaction and operational performance.
a. Reliability (Service Consistency & Accuracy)
A hospitality service's constancy and precision is called "reliability." Guest expectations include accurate reservation processing, prompt room ready, and easy check-in. Customers complained about the Mercure Birmingham West Hotel's poor accommodations and late check-in during peak hours. This mismatch hurt guests' confidence and contentment. 
According to Smirnova (2022), inconsistent service reliability causes customer dissatisfaction and unpleasant visitor experiences. Two measures can improve hotel reliability and ensure rooms fulfil guest expectations: real-time cleaning updates and better front desk-housekeeping communication (Smirnova, 2022).
b. Responsiveness (Speed of Service & Complaint Resolution)
Hotel responsiveness indicates its ability to resolve visitor requests and complaints. Visitors to the Mercure Birmingham West complained about slow room service and front desk support. Lateness was mostly caused by staff shortages and poor departmental collaboration. 
Solnet et al. (2019) prioritise staff training and digital service monitoring since hotels with faster service responses have higher customer satisfaction. By using a real-time guest request monitoring system, front-desk and cleaning staff can better serve guests and cut wait times.
c. Assurance (Staff Competence & Courtesy)
Assuring customers is a good indicator of a staff's expertise, professionalism, and ability to win their trust. People who stayed at the Mercure Birmingham West Hotel loved how friendly and helpful the staff was. But there were times when ineffective service resulted from a lack of communication between the front desk and housekeeping. 
Staff competence and self-assurance, according to Sun, Price and Ding (2019), greatly impact customer loyalty. Staff members must get continuous training in customer service and dispute resolution if assurance is to be improved. By ensuring that all staff are on the same page regarding the expectations of visitors, cross-departmental briefings can improve collaboration.
d. Empathy (Personalized Guest Services)
Empathy in hospitality means understanding and meeting each visitor's needs. This was shown by the Mercure Birmingham West Hotel Leisure Club staff who welcomed returning guests. Without a defined approach to visitor preferences, the hotel's ability to tailor experiences was limited. 
Tavitiyaman et al. (2022) found that tailored services boost customer retention. The hotel may use a computerised guest profile system to capture preferences, historical interactions, and special requests to build empathy and help staff anticipate guest needs.
e. Tangibles (Physical Aspects of Service Quality)
Tangibles include a hotel's cleanliness, room quality, and atmosphere. Despite the Mercure Birmingham West Hotel's regular maintenance, tourists complained about the rooms' uncleanliness and unequal care. Housekeeping delays left the lodgings unprepared for check-in, which hurt guests. 
Vos et al. (2019) observed that ambiance and hygiene affect online reviews and visitor satisfaction. Real-time maintenance updates, frequent inspections, and rigorous quality control are needed to improve tangibles and ensure all rooms meet high standards before guests arrivel.
[bookmark: _Toc190618055]Leadership Impact on Guest Satisfaction
Leadership affects guest pleasure, service quality, and employee performance. Transformational leadership improves service by boosting employee productivity, motivation, and accountability, according to Tavitiyaman et al. (2022). Supervisors oversaw teamwork and service at the Mercure Birmingham West Hotel. However, unplanned delegation and uneven worker workloads caused inefficiencies, conflict, and delays. Effective workload distribution and leadership development can improve service consistency.
In addition, Rashid et al. (2019) stresses the need of collaboration and communication in providing high-quality services. In particular, the Front Office and Housekeeping had trouble communicating at the Mercure. Delays in room preparation caused tourist discontent. Better leadership, staff meetings, and digital coordination tools can improve teamwork and efficiency.
[bookmark: _Toc190618056]Practical Implications for Hotel Management
It is important to keep improving operational efficiency, technology integration, and staff coordination in order to improve the quality of service and make guests happier (Mohd-Shamsudin et al., 2024). The Mercure Birmingham West Hotel's results show that two important areas need more attention: working together across departments and using technology to improve service. The hotel can maintain its leadership position in hospitality while improving guest experiences through proper problem resolution.
[bookmark: _Toc190618057]Importance of Cross-Departmental Coordination
The Mercure Birmingham West Hotel faced its biggest challenge because Front Office and Housekeeping and Events departments failed to communicate effectively (Otto, Schutte and Kennon, 2024). Most events suffered from operational inefficiencies that delayed readiness for new rooms alongside longer responses to visitor requests because departments were not properly aligned. The delay at peak check-in hours became longer because front desk staff did not know about the status of room bookings. The insufficient last-minute communication about event changes at corporate events sometimes led to poor service delivery and misunderstandings.
According to John, Tyagi and Nadda (2024) hospitality administration requires both interdepartmental communication and collaboration to succeed. Hotels maintain a legal requirement to maintain departmental cooperation for delivering superior service. The hotel can achieve greater efficiency and minimize delays by using real-time coordination tools together with documented interdepartmental communication methods and daily operational meetings (Gonul Kochan et al., 2018).
The Mercure Birmingham West Hotel should adopt real-time digital communication through hotel operations management software to enable department employees to share event schedules and service requests and room status updates in real time. The front desk sanitation and events teams will enhance guest satisfaction through better visitor need handling and reduced service delays.
[bookmark: _Toc190618058]Adopting Technology for Better Service Delivery
Hotel industry change is accelerated by technological advances that improve worker productivity, consumer convenience, and service efficacy. Check-in, housekeeping coordination, and visitor service requests were inefficient at the Mercure Birmingham West Hotel due to manual techniques.
Checking people in and out is crucial and needs improvement. During peak hours, guests complained about the front desk's long lines. Digital key access and smartphone check-in can reduce wait times and improve visitor convenience. Day et al. (2020) claim that digital check-in technologies boost tourist satisfaction by speeding up service.
Another important factor is real-time maintenance coordination. In the absence of real-time room status information, guests were often given rooms that had not been cleaned or inspected. A digital housekeeping management system that gives front desk and cleaning staff real-time room readiness updates can improve efficiency and eliminate check-in waits.
Maintenance and room service questions can be answered faster by automated guest request monitoring systems and AI-powered chatbots. Bhuiyan (2024) found that AI-based guest service solutions improve customer satisfaction and complaint resolution. The Mercure Birmingham West Hotel can improve its market position and visitor retention by integrating cutting-edge technology to improve service, reduce staff workload, and improve the guest experience.
[bookmark: _Toc190618059]Limitations & Further Research
[bookmark: _Toc190618060]Challenges in Data Collection
The main challenge during this study stemmed from the unavailability of hotel performance data within the organization. The researcher faced challenges in obtaining numerical data about operational efficiency statistics and employee performance indicators and guest satisfaction ratings although observations and client interactions provided valuable information regarding the Mercure Birmingham West Hotel's service. The study faced challenges in measuring visitor experience changes because of service quality enhancements (Bastari, Eliyana and Wijayanti, 2020). Visitor responses can only be collected via face-to-face contacts and internet-based questionnaire methods. The sources offered traveler expectations and annoyances but they failed to provide official survey data which would have enabled researchers to identify precise quantifiable patterns (Camilleri, 2018). The research findings could benefit from enhanced data collection methods which combine staff interviews with official visitor surveys and hotel service analytics access. The short duration of placement time presented itself as a major obstacle. The brief observational period made it hard to determine enduring service patterns together with long-term enhancement possibilities (Elbaz et al., 2022). The research would benefit from lifetime analysis of service quality development coupled with its consequences on satisfaction ratings and business outcomes.
[bookmark: _Toc190618061]Future Research on AI in Hotel Service Management
Hospitality businesses require research focusing on the impact of artificial intelligence (AI) on hotel service organization and management as technology continues expanding. Many guest-related changes come from the introduction of AI-powered chatbots and automated room bookings and predictive guest service data. The Mercure Birmingham West Hotel can enhance its cleanliness standards and staff response performance and guest satisfaction through AI technology implementation. The implementation of AI chatbots allows front staff to allocate their time toward critical clientele needs when the bots handle standard questions from clients. Research by Bhuiyan (2024) showed that hotels which use AI achieve better guest satisfaction levels together with much speedier response capacities.
Research according to the topic will explore how machine learning algorithms predict visitor preferences for customized services. Hotels implementing AI visitor profiles can maintain individual preferences and previous encounters through tracking specific demands together with food choices allowing them to increase loyalty and guest retention rates. Bowdin et al. (2023) discovered how customer personalization creates both better online reviews and more business repeat rates. Researchers should investigate AI housekeeping systems with two capabilities: optimization of employee schedules through real-time data analysis and automatic room maintenance plan forecasting. AI processing of occupancy statistics alongside guest check-out patterns enables better hotel efficiency together with improved readiness speed of hotel rooms.
Research about AI applications in guest service management needs expansion because technology-driven service models continue to grow in popularity to understand how smart technology enhances hotel productivity and reduces costs while improving guest satisfaction. Future investigation needs to evaluate the barriers to AI adoption which include employee training programs and data protection concerns and AI-produced human service interactions in hospitality operations. Future research focused on AI breakthroughs alongside addressing existing limits will help Mercure Birmingham West improve their service strategy and gain valuable insights about hotel service management.
[bookmark: _Toc190618062]Conclusion
The study of Mercure Birmingham West Hotel service quality and customer happiness demonstrates how technology with teamwork and leadership and communication create exceptional hospitality experiences. The investigation found operational concerns such digital integration, service responsiveness delays, cleanliness requirements, and interdepartmental collaboration. These traits affect hotel competitiveness, loyalty, and tourist perceptions. Based on the SERVQUAL paradigm, tangibles, assurance, responsiveness, empathy, and dependability are crucial to service quality. The inefficiencies in assignment management and service efficacy, despite the friendly and knowledgeable front-desk staff, highlighted the need for workforce balancing and leadership training. The findings supported Mullins' (2013) claim that departmental cooperation and open communication improve service and visitor satisfaction.
The survey also stressed the importance of technology in hotel management. AI-powered guest services, real-time cleaning coordination, and mobile check-in apps can improve operational efficiency and service customisation. Future study should examine how automation and AI may improve hotel service management and ease the transition between technology and humans. In order to sustain its market position, the Mercure Birmingham West Hotel must employ sophisticated hospitality technologies, staff training, and data-driven service innovations. The hotel might become a leader in high-quality services, improving tourist satisfaction, online ratings, and customer loyalty. This is possible by fixing these issues.
[bookmark: _Toc190618063]Recommendations for Service Quality Improvement
To improve customer happiness and service, the Mercure Birmingham West Hotel must focus staff training, operational efficiency, interdepartmental communication, and technological integration. Staff training and leadership development are key to change. Many hotel service inefficiencies were caused by workload mismatches and slow visitor response times, especially in events management, housekeeping, and the front desk. Supervisors need strong leadership skills to improve visitor relations and manage operations. Supervisor workshops on leadership and guest communication, customer service training, and on-the-job mentoring and mentorship help improve employees' decision-making, responsiveness, and problem-solving. Transformational leadership boosts morale and productivity, helping staff resolve visitor issues and satisfy customers. 
Cleaning and sanitation were also important. Low passenger satisfaction was caused by poor front desk-housekeeping coordination, delayed room readiness, and varying cleaning standards. The hotel should build a real-time maintenance management system to update room status and housekeeping schedules to address these issues. Regular training on cleanliness and digital rules for cleaning crews can assist ensure rooms meet high standards. According to Lovelock and Wirtz (2016), hospitality requires cleaning, and failing to do so might undermine one's reputation and customer satisfaction. Enhancing cleanliness at the Mercure Birmingham West Hotel can shorten check-in times and improve service reliability. 
Poor Front Office, Housekeeping, and Events communication was another major concern found in the review. Lack of coordination caused inefficient event planning, mishandled lodging assignments, and delayed service requests. At weekly interdepartmental meetings, diverse teams can discuss operational issues, planned events, and guest expectations, which may assist the hotel overcome these challenges. A hotel administration app or internal messaging system can provide real-time event scheduling, room status, and service request updates. Effective communication and coordination between departments improve tourist experiences and service efficiency (Mullins, 2013). The Mercure Birmingham West Hotel may improve operational cohesiveness and reduce service delays by improving cross-departmental communication. 

Technological integration into hotel operations is another idea for improving tourist involvement and service. The inquiry found that the hotel uses manual service procedures, which hinder visitor help, housekeeping coordination, and check-in. Smartphone check-in and digital key access may improve service and reduce receptionist wait times at the Mercure Birmingham West Hotel. AI-powered chatbots and automated visitor request monitoring systems can improve service responsiveness by prioritising customer enquiries and reacting quickly. Law et al. (2014) discovered that hotels that use automation and AI had higher visitor satisfaction and can resolve issues faster. Smart hospitality technologies will improve service efficiency, minimise staff workload, and tailor client experiences at the Mercure Birmingham West Hotel. Digital maintenance solutions, leadership training, and cross-departmental communication tools will boost hotel productivity. Mobile check-in, AI-powered guest services, and real-time housekeeping monitoring will improve speed, accuracy, and personalisation. The hotel can maintain its competitiveness, increase customer satisfaction, and receive positive internet ratings by implementing these changes. 
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