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Executive Summary
Discussed in this placement dissertation elaboratively discusses the role played by the frontline staff especially in reception and bar in moulding the guest experience with regard to the context budget hotels, taking into account the example of placement hotel, i.e. IBIS Budget Sheffield city as a case study. Differing from the luxury hotel brands that highly rely on premium amenities, the functionality of budget hotels is with limited physical offerings and therefore depend precisely on the quality of human interaction in order to bring about guest satisfaction. The study explores how frontline employee behaviours, emotional engagement, and communication contribute to perceived service value in a cost-conscious hospitality setting. The research adopts a qualitative methodology with an interpretivist research philosophy and is solely based on secondary data collection method supported by observations made in the area of placement. A thematic analysis of academic literature, industry reports, guest reviews, and experiential insights revealed four central themes: emotional labour, employee satisfaction, emotional intelligence, and guest perception of service quality. Findings highlight that frontline employees in budget hotels frequently engage in high levels of emotional labour, often without structured support or training, which may lead to inconsistency in service delivery. Conversely, staff with high emotional intelligence were more effective in guest conflict resolution and service recovery. Furthermore, guest reviews signify that friendly, empathetic service frequently compensated for basic standards of room standards, putting forward the idea that emotional connection is a core component of perceived value in budget accommodations. The dissertation recommends cost-effective strategies such as emotional intelligence training, peer mentorship programmes, internal recognition schemes, and feedback mechanisms. These objectives is to elevate staff wellbeing as well as heighten the aspects of guest satisfaction without a huge financial investment. This study contributes to hospitality management literature by applying emotional and behavioural service theories to budget hotel operations and underlining the strategic role of frontline employees in experience creation.
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[bookmark: _Toc198655351][bookmark: _Toc201165402]Chapter 1: Introduction 
1.1. [bookmark: _Toc201165403]Background
According to Nazarian, et al., (2024), within the hospitality industry across the globe, the aspects of guests' experiences have come to be a fundamental factor in order to achieve competitive advantage for a hotel, especially for the budget hotel segment. Meanwhile, the luxury hotels mostly rely on providing lavish services as well as superior amenities in order to attract customers; on the contrary, the budget hotels emphasise more the aspects of providing clean, pocket-friendly, as well as comfortable services and accommodation (Hewagama & Hutchison, 2019). This helps in bringing about human interaction as the major factor, as well as making frontline service delivery a major element in bringing enhanced guest experiences. As stated by Giousmpasoglou, et al., (2025), the frontline employees, like the bar staff and the receptionists, are the first point of contact in a hotel. The frontline employees can represent the identity of a hotel with their daily interactions and service quality with the guests. Hereby, this particular placement dissertation will delve into the important human factors of service quality and its delivery in budget hotels whilst focusing on the aspects such as behaviours, attitudes and also emotional intelligence of the frontline workers. This research study is based on the placement hotel, IBIS Budget Sheffield Centre, St Mary's Gate, situated at the Velocity Tower, 10A St Mary’s Gate, Broomhall, Sheffield S1 4LR. The IBIS Budget is run by Accor, a globally-known hospitality organisation and is popular for providing budget-sensitive service to travellers looking for simple, efficient as well as constant service. According to Accor, (2025), the Sheffield city IBIS Budget highly reflects on its brand ethics of providing its guests with services that brings value in return for both the parties such as 24/7 support, bar amenities, compact rooms etc., It does have certain limitations in offerings as a budget hotel wherein guest satisfaction and enhanced experiences can be established with excellent engagement with the guests by the frontline staffs (Lashley, 2022). 
The aim of the study is to assess how the frontline workers' behaviours, personality and emotions can impact or influence guest experience in IBIS Budget hotel, as well as to explore how hotels can enhance their service quality by adequately investing in staff-centric strategies. The objectives of the case study are follows;
· To develop a critical understanding of the human factors of the frontline workers.
· To explore guest perceptions and evaluate strategies for an efficient operation.
· To recommend practical, evidence-based strategies for improving service delivery through staff training and emotional intelligence development. 
The research questions are such as;
Q1: How do frontline employees' personal attitudes and behaviours influence guest satisfaction?
Q2: What challenges do frontline staff in budget hotels face when providing different guest experiences, and how do they manage these situations?
Furthermore, the key theme of this study is to assess the role played by the frontline staff members especially in reception and bar in molding the guest experience in budget hotels. This study will implement secondary research methodology in accordance with the existing academic journals, research papers, and articles relevant to this case study and understanding employee behaviour and guest satisfaction within the budget hotel industry. Therefore, the chosen research methodology will further aid in broadly understanding the case study topic from multiple perspectives.






[bookmark: _Toc198674490][bookmark: _Toc201165404]Chapter 2: Literature Review
[bookmark: _Toc198674491][bookmark: _Toc201165405]2.1. Role of frontline employees in the budget hotel
As signified by Gutiérrez, et al., (2024), the industry of hospitality is completely people-driven across the globe, where human interaction with the guests plays a vital role in bringing about an enhancement in guest satisfaction. The budget hotels, such as IBIS Budget, massively depend upon the aspects of effective interaction with the guests by the frontline employees for quality experiences (Tai, et al., 2021). Following this, the literature review of the case study delves into the emphasised foundation and the rapidly emerging aspects discussing the satisfaction of guests and their experiences along with the frontline employees in service delivery and emotional intelligence, especially those in reception and bar within the budget hotel (Tung, et al., 2017). This elaborative research study aims to highlight how frontline employees can influence guest perception whilst emphasising the challenges faced and pinpointing the literature gaps in the present study that will accordingly justify the case study of IBIS Budget Sheffield City.
2.2. Understanding service management within hospitality 
According to the studies of Jonathan & Legowo, (2024), service provided within the hospitality industry is multifaceted, encompassing people, procedures, as well as different standards of performance. By this, the studies of Page, (2025) put forth that in service management, stresses on the need for incorporating operational efficacy with people-centric services. It hereby pinpoints the variability and intangibility of different services whilst also bringing forward the argument that staff and guest interaction can be considered the only tangible performance indicator utilised by the guests in examining the quality of service provided in IBIS Budget hotel (Ali, et al., 2021). Further, the implementation of the SERVQUAL model supports this aspect as it outlines five major dimensions in assessing the guest experiences brought about by the frontline employees, especially in reception and bar, such as tangibles, reliability, responsiveness, empathy as well and assurance. Among these five dimensions, empathy as well as responsiveness are directly connected with human factors of attitude and behaviour of the frontline employees (Nazarian, et al., 2024). As per Page, (2025), the SERVQUAL model can be relevant within the budget hotel environment where streamlined services are provided, and this emphasises that frontline employees are the identity of the brand and sometimes are the only point of contact for service.   


2.3. Establishing guest experiences via human factors
The studies of Ogbeyemi, et al., (2024) have suggested that guest experiences in hospitality are majorly co-formulated with the frontline staff members who are the key enunciators of emotional intelligence and connecting with guests. The role of frontline staff, such as receptionists is responsible for making the guests feel comfortable, welcomed, safe, as well as well-respected (Alhelalat, 2017). Hence, as part of Managing Hospitality, Organisations with excellence in guest experience can be reinforced by underscoring guest satisfaction by not only procedures of service but also genuine moments of caring. This particular approach, humanised by the receptionists, brings about the potentiality of budget hotels such as IBIS Budget in being highly hospitable despite limitations in the aspects of luxury (Kaminakis, et al., 2019). However, this emotional intelligence is rarely addressed in the training manuals, as well as the description of the job for frontline employees. The frontline employees are often expected to automatically be 'nice' and 'always positive' with the guests without proper training for emotional support or provided with adequate resources for the same (Giousmpasoglou, et al., 2025). In cases of budget hotels like IBIS Budget, where frontline staffs are to manage multiple roles, such expectations can lead to extreme emotional exhaustion, leading to compromise in service delivery.
[bookmark: _Toc198674492][bookmark: _Toc201165406]2.4. Service excellence with emotional intelligence
To bring about an excellent service delivery to the customers, there is a need of ability in the frontline staff to manage their and others' emotions as a key skill. According to Giousmpasoglou, et al., (2025), the elaborative concept of emotional intelligence (EI) encompasses empathy, relationship management, as well as self-awareness. Within the hospitality industry, the presence of EI in the frontline staff in bars and reception particularly, can aid in understanding the needs of the guests, provide adequate response to guests' queries, as well as help remain calm during stressful instances (Mmutle & Shonhe, 2017). Similarly, the authors Gutiérrez, et al., (2024) have put forth that emotional intelligence is measured according to the set scales where the scores are linked with communication skills, better ability of conflict resolution in bringing guest satisfaction. Most of the studies focus on the luxury hotels with lesser consideration towards budget hotels, where the frontline staff are expected to perform similar tasks as luxury hotels, but with less training and lower pay (Page, 2025). Therefore, this portrays a significant research gap in assessing the aspects of guest satisfaction brought about by the frontline staff, especially reception and bar employees.
[bookmark: _Toc198674493]

[bookmark: _Toc201165407]2.5. Service-Profit chain with employee engagement
The Service-Profit Chain model established by James Heskett portrays the link between employee satisfaction, internal service delivery quality, customer loyalty as well as profitability (Jones & Robinson, 2020). Within the hospitality industry, this particular framework is approved, signifying that the frontline staff, such as receptionists and bar staffs, can deliver superior service when adequately supported, engaged and are satisfied; ultimately leading to guest satisfaction enhancement and then higher potentials for repeat business (Sharma & Srivastava, 2018). However, this model is less applied in budget hotels like IBIS Budget. Hereby, the authors Jonathan & Legowo, (2024) have put forth their argument that budget hotels often do not implement this framework, which brings about low job satisfaction for the frontline staff, consisting of intensified work and limited opportunities for growth. It is also discussed by Page, (2025) that unless budget hotels properly invest in their basic systems for employee support in terms of stress management, fair work scheduling, etc., the consistency in service delivery can be elusive.
[bookmark: _Toc198674494][bookmark: _Toc201165408]2.6. Expectations of the guests and the value achieved
Considering the luxury hotels and IBIS Budget hotels for this case study, the aspects of guest satisfaction can broadly differ. Concerning the placement hotel IBIS Budget of Sheffield city, the guests here mainly focus on the aspects of safety, basic cleanliness, efficiency etc., as per Jones & Robinson, (2020), meeting these basic needs can bring about high satisfaction for the guests. Exceeding these aspects with empathetic service from the reception or the bar staff can lead to heightened value for money for the guests in IBIS Budget.
[bookmark: _Toc198674495][bookmark: _Toc201165409]2.7. Limitations in staff training and development in a budget hotel
According to Ogbeyemi, et al., (2024), the training programmes within the hospitality industry mostly emphasise the functionality of the organisation, such as the implementation of adequate housekeeping protocols and utilisation of reservation systems, however, it rarely focuses on the enhancement of soft skills, techniques for conflict resolution and also emotional intelligence. In accordance with this, the studies of Giousmpasoglou, et al., (2025), highlight that enhanced guest satisfaction training for the frontline staff must also encompass elevation of communication skills, role-playing, assessing scenarios, etc., in budget hotels. 
[bookmark: _Toc198674496]

[bookmark: _Toc201165410]2.8. Literature Gaps
The research study in assessing the importance of frontline staff in shaping guest satisfaction, especially in reception and bar, has numerous literatures supporting this case study, however, certain limitations have been pinpointed. It is as such;
· Perception of guests in human-centric service
Though models like SERVQUAL are applied in addressing responsiveness and empathy towards guests by the reception and bar staff, there are gaps in exploring how the guests perceive these services emotionally and place value on them.
· Practical model for budget hotels
For enhanced frontline services, there is an evident need for evidence-based models that are also scalable for budget hotels to adequately boost and train their employees in elevating guest satisfaction.
[bookmark: _Toc198674497][bookmark: _Toc201165411]2.9. Conclusion 
The above literature review highlights that frontline staff, especially in reception and bar, are vital in bringing guest satisfaction in hotels like IBIS Budget hotels. The study emphasises the need for aligning functionality with the needs of the guests whilst also engaging with them emotionally. This case study of IBIS Budget Sheffield draws on the behaviours required to be portrayed by the frontline staff whilst also proposing implementation of practical strategies for enhancing guest experiences.



[bookmark: _Toc201165412]Chapter 3: Research Methodology and Data Collection
[bookmark: _Toc201165413]3.1 Introduction
The chapter on research methodology and data collection precisely outlines the chosen method of study for this placement dissertation, elaborating on the procedure by which frontline workers impact guest experience in the IBIS Budget hotel in Sheffield. Moreover, this chapter will highlight the rationale behind the utilisation of the case study strategy and the use of qualitative as well as secondary research methods here. 
[bookmark: _Toc201165414]3.2 Case Study Methodology
As signified by Altinay & Paraskevas, (2024), the use of case study methodology in a research study is well-suited to achieving an in-depth understanding of real-life context. This study method allows comprehensive exploration of different issues nuancedly such as the human factors or the behavioural impact brought about by the reception and the bar employees in bringing enhanced guest satisfaction in budget hotels like IBIS Budget with limited resources. With regard to emphasising the human factors, the research design of an intrinsic case study can be appropriately implied; it supports exploring the aspects of both interpersonal as well as operational dynamics that have been observed during the time of placement in this hotel with the adequate support of academic reports (Sukhu, et al., 2019). 
[bookmark: _Toc201165415]3.3 Methods of Data Collection
In addition to analysing existing research journals and articles, a secondary research method is employed to gather in-depth information. The data sources utilised encompass academic journals as well as books on service management, functionality of the hospitality industry, emotional intelligence etc. (Altinay & Paraskevas, 2024). Following this, industry reports are also taken into account like STR, reports from Accor Group and hospitality consultants delving into the aspects of guest experiences in a budget hotel. In addition to this, case examples are also included from other budget hotel chains like the Premier Inn or the Travelodge in the UK. According to Bharwani & Mathews, (2021) this can ensure comparative insights, relevance, credibility and theoretical grounding of the study. 


[bookmark: _Toc201165416]3.4 Implementing Analytical Procedures
Concerning the studies of Naeem, et al., (2023), for broad data interpretation, thematic analysis can be taken into account along with the qualitative study in order to precisely identify the themes, patterns as well as concepts of the data such as bringing elevation in guest satisfaction, employee satisfaction, emotional intelligence etc. This can in turn adequately support the aim and the research objectives of the study. This particular method is highly likely to be effective in this placement dissertation as it can incorporate real-world observations from IBIS Budget Hotel Sheffield to better understand the behaviours of the receptionists and bar employees in understanding the perceptions of the guests (Morgan, 2022). 
[bookmark: _Toc201165417]3.5 Ethical Considerations
This research study is in adherence with the ethical standards of the university and in accordance with the ethics form (Ciasullo, 2024). This placement dissertation utilises only secondary data from previously published journals, articles as well as research papers and no primary data are collected, the information included is also all based on academic studies that are publicly available for use.
[bookmark: _Toc201165418]3.6 Limitations
Within this study, the only major limitation is the absence of primary information like surveys or interviews of the staff of IBIS Budget Sheffield. This can however bring a lack of first-handed opinions and perspectives though, the use of a secondary research method can bring about a well-detailed case study without any generalised information with the sole emphasis on IBIS Budget Hotel in the UK. 
[bookmark: _Toc201165419]3.7 Conclusion
Discussed in this chapter is the broad elaboration on the use of secondary research method and qualitative study method in this placement dissertation as the utilisation of thematic analysis and case study method has the potential to provide practical information. The use of this approach can directly highlight the influence of frontline employees in reception and bar in bringing enhanced guest satisfaction to IBIS Budget Hotel Sheffield City. These approaches adequately address the study's aim and objectives whilst positioning the research on academic grounds and also real-world functionality of budget hotels within the UK hospitality industry.


[bookmark: _Toc201165420]Chapter 4: Findings and Discussion
[bookmark: _Toc201165421]4.1. Introduction
This particular chapter brings about the elaborative discussion with regards to the major findings that has come up from the existing researches as well as the insights achieved from the experiential studies done during the placement dissertation at IBIS Budget Sheffield city. Given that the primary objective of this study is to assess how frontline employees and their behaviours, especially those in reception and bar enhance guest satisfaction in terms of emotional engagement, interpersonal abilities as well as the style of communication in delivering a valuable service. As the qualitative methodology is taken into account within this placement dissertation, the study findings were brought about by thematic analysis that is adequately drawn from previously published research papers, articles, industry reports as well as observations made in the placement site. Furthermore, the findings taken into account are interpreted by established hospitality theories as well as models of service management in order to properly understand the aim of this research objectives. Divided into four core sections the concepts firstly explore the emotional labour of the frontline employees and how it is a must for the frontline employees especially in bar and reception to constantly regulate their emotions. Next, the study adequately investigates the connection or the relationship between employee satisfaction with that of organisational support mechanisms. Following this, the study will assess the role of emotional intelligence in bringing about responsive and also guest-emphasised services then elaboratively analyse the perceptions of the guests on how the services put forth by the frontline employees mould the entire guest experiences especially in IBIS Budget Sheffield city. The themes in each area of study portrays a comparative analysis with other budget hotels in the city, enabling a broader understanding of the dynamics of frontline employees in the UK hospitality industry.
[bookmark: _Toc201165422]4.2 Emotional Labour for Frontline Employees Hospitality
Emotional Labour can be said to be the procedure of calculatedly managing feelings as well as expressions while performing a job (Yao, et al., 2024). Within the industry of hospitality, where service comes across as core aspect that are moulded by interpersonal interaction, the phenomenon of emotional labour does not only come as an expectation but is enforced via standards of service in terms of greeting protocols, tactics of complaint handling as well as conflict resolution ability. As signified by the authors Farrugia, et al., (2024) the quality of emotional labour is mostly prevalent in budget hotels such as IBIS Budget Sheffield, it is central for frontline employees like bar and reception employees. 


The indepth observations made during the placement at the hotel has put forward that then frontline employees often are required to uphold a positive attitude even after high workload especially during the peak hours of check-in as well as when handling numerous guest complaints regarding the amenities and room conditions. The author Schabasser, (2024) has stated that these observed instances align adequately with the study findings that suggests that display of emotions by the frontline workers are most of the time not genuine and it is common among the employees in service. It is especially occurred in institutions with lesser emotional support in stress management. It is however seen that despite the shortage in luxury services, budget hotels like IBIS Budget can still provide guest satisfaction, making the guests welcomed, understood and comfortable (Hu, et al., 2022). Therefore, the aspect of emotional intelligence or the emotional labour is a critical component in service that is also highly crucial in budget hotel brands. Furthermore, from the observations made in the placement hotel, the frontline staff in IBIS Budget are frequently seen to engage in a continuous emotional management even during the times they are performing more than one tasks such as issuing invoices to the guest, handling, key cards or attending to guest queries and bar duties (Noor, et al., 2017). As per Amissah, et al., (2022), the frontline employees in a budget hotels like IBIS Budget Sheffield city are not only responsible for administrative functionality but also for emotional reassurance, mostly in times when guests bring about dissatisfaction during their experience with the stay in the hotel. The industry report and literatures support this point signifying that within the hospitality sector, the aspect of emotional labour has quite a measurable consequence. In addition, the studies of Chehab, et al., (2021) also paints that long time exposure to surface acting with no proper support for emotional regulation can ultimately lead to emotional drainage and then intentions for turnover. The manual of Accor Group in terms of guest interaction standards has high references but limited details and guidelines about strategies on emotional resilience for the frontline employees (Jawabreh, 2022). Hereby, bringing about a massive opportunity for the Accor Group with the example of IBIS Budget in bringing mass functionality improvements for the brand.
Practical Implications:
In order to adequately address this challenge, the budget hotels can highly benefit from the low-cost training modules especially focused on emotional labour awareness as well as tactics of self-regulation. By emphasising and working on the emotional burdens that are placed on frontline employees, hotels like IBIS Budget can broadly bring down the rate of burnout, then elevating the service consistency, and also positively impacting on the overall guest satisfaction (Bello, 2017).

[bookmark: _Toc201165423]4.3 Employee Satisfaction and Organisational Aid
Moving on from the first theme of emotional labour, next comes the highly emerging theme from the elaborative findings; understanding the role of employee satisfaction in providing a quality service (Yoopetch, et al., 2021). The implementation of the Service-Profit Chain model indicates that satisfied employees happen to be more engaged, and this in turn leads to better customer service as well as heightening of the customer loyalty. In the hospitality industry, frontline staff engagement is considered to be primary driver of brand identity and perception, especially in cost-sensitive environments where budget hotels come off as basic (Stamolampros & Dousios, 2024). The in-depth observations made in the IBIS Budget Sheffield placement hotel has revealed both strengths as well as weaknesses in this area. Following the studies of Pu, et al., (2024), frontline staff generally portrayed commitment and responsibility, but it was more than that, there were evident signs of fatigue, especially in the long shifts or the peak hours with high occupancies. Moreover, the staff members have also occasionally spoken out about their dissatisfaction with the tight shift patterns, less break times, and little to no managerial feedback  (Han, et al., 2021). Although such type of dissatisfaction or complaints are not really voiced in front of the guests, it is reflected in their actions while delivering their hospitality services. The findings here adequately align with the arguments made by Saleem, et al., (2025) that the wellbeing of frontline staff are many a times neglected in budget hotels due to the industry being focused on bringing operational cost efficiency. However, this brings about a paradox: while budget hotels look forward to optimise staffing costs, they often happen to risk the undermining quality of service through low morale as well as disengagement. According to Dorta-Afonso, et al., (2025), with no adequate emotional, professional or the procedural support, even an experienced staff might struggle to uphold service standards. Meanwhile the similar studies affirm that internal service and its qualities such as tools, support or feedback providing to the frontline employees happen to directly contribute towards guest satisfaction. In budget hotels such as IBIS Budget, where the frontline workers especially in bar and reception must bring about different roles and multitask with less support, the instances of internal service quality happen to be a must and critical aspect (Laškarin Ažić, 2017). The Accor group hereby provides centralised training with programmes like the "Heartist", an initiative which encourages empathy as well as a cultural sensitivity, however such frameworks need continuous reinforcement (Accor, 2024).


Comparative Insight:
Taking into account the instance of Premier Inn, a UK-based budget hotel, has supposedly applied regular employee feedback surveys, schemes for peer recognition, as well as cross-departmental training for heightening the morale and internal communication (Amissah, et al., 2022). These comparatively low-cost initiatives have been recognised as initiatives that bring about higher staff retention as well as better scores for guest satisfaction (Morgan, 2022).
[bookmark: _Toc201165424]4.4 Emotional Intelligence in Service 
In accordance with the studies of Nazarian, et al., (2024), one more substantial finding is the role of emotional intelligence (EI) in frontline employees in their service. EI is referred to as the ability to observe, regulate, as well as precisely manage emotions. In hospitality, EI aids the employees to anticipate the needs of the guest, handle conflicts and queries, and sustain professional interactions even during the stressful conditions (Al-Ababneh et al., 2018).
In this study, the implementation of thematic analysis has revealed that staff at IBIS Budget Sheffield often presented high levels of situational awareness along with self-regulation. One of the most highlighted example is during the placement when an agitated guest complained regarding disturbances due to noise (Priyo & Adetunji, 2019). The frontline staff member listened to the matter attentively, and have acknowledged the issue without any defensiveness, then immediately offered to change the guest's (Amin et al., 2017) room for them. It was a quick de-escalation and the guest was also visibly pleased with the attention taken to their concern (Li, 2020). This interaction hence portrayed the characteristics of high intelligence in terms of emotions in the reception employees in IBIS Budget Sheffield city encompassing self-control, empathy and problem-solving skills. 
The literature continuously supports the value of EI in hospitality. As per Sanz-García, et al., (2024) the Wong and Law’s scale of measuring EI has resulted in positive correlations with guest satisfaction as well as employee performance. Similarly, Cropanzano, et al., (2020) has argued that EI can eradicate the negative impacts of emotional labour, leading to the emotionally intelligent staff be better prepared for handling intricate guest interactions.
Despite this, there is limited number of evidence that IBIS Budget Sheffield and similar budget hotels are formally training staff in terms of emotional intelligence. Training appears to be emphasised on practical operations, Accor Group’s standards, and compliances (Amin et al., 2017). While these aspects are completely essential, hence, leaving out the development soft skill makes the frontline employee to depend on personal traits rather than professional criteria’s (Ashkanasy, et al., 2020).
Practical Implementation:
Similar hotel chains, like CitizenM as well as Staycity Aparthotels, have already began integrating EI alongside empathy-focused communication among the frontline staff onboarding programmes. As per Altinay & Paraskevas, (2024), these new programmes, even though brief, have come to portray a significant enhancement in review scores, especially in the categories of staff friendliness in bringing elevated guest comfort and heightened experiences whilst their stay in hotels like IBIS Budget Sheffield city. 
[bookmark: _Toc201165425]4.5 Perceptions of Guest and Service Impact
The final major theme in this study analysis is the crucial role brought about by the guest perception in moulding the quality of service and their outcomes, especially in the environments encircling budget hotel like IBIS Budget. Unlike luxury hotels, which majorly rely on lavish amenities and tailored experiences, budget-emphasised accommodations foremostly compete on price, efficacy, and operational adequacy (Koc, 2020). Following this, the quality of human interaction, particularly at the frontline level, results to be a decisive factor in deciding whether a guest leaves with a satisfaction and positive experiences or not
With the implementation of the influential SERVQUAL model developed by Parasuraman et al. in 1988, guests examine service quality depending on five key factors: assurance, tangibles, responsiveness, reliability and empathy. In the case of IBIS budget Sheffield, tangible elements like the design of the room, furniture, or any additional services are intentionally made minimal to decrease the cost of functionality (Bharwani, 2017). This then makes the intangible dimension such as responsiveness, assurance and empathy a major need in moulding service value for the guest by the frontline workers especially in reception (Bharwani & Mathews, 2021)
With regard to the placement hotel observations at IBIS Budget Sheffield and the thematic analysis of online guest reviews bring about the significance of these intangible factors. Many reviews posted on platforms like TripAdvisor or the Google Reviews constantly highlight the aspects such as helpfulness, courtesy as well as warmth of the hotel’s frontline workers. 
On the contrary, negative feedback often focuses less on the facilities limitations and more on the failures perceived in interpersonal engagement. Guests who experience indifference or lack of responses from staff are more likely to leave behind unfavourable reviews for the hotel even if they had got room with the basic expectations (Ashkanasy, et al., 2020). This reflects the findings of Naeem, et al., (2023), who argue that emotional engagement has become a central source of competitive advantage in the service industry.


 In the case of IBIS Budget Sheffield, interactions observed during the placement displayed how brief exchanges like friendly greeting, making an offer to store luggage, or a quick resolution to a complaint can make a noticeable impact on guest mood as well as their tone. Frontline employees in reception and bar have actively demonstrated a consistent ability to diffuse tension and manage expectations through well-practised yet genuine communication strategies  (Cheng et al., 2019). These behaviours adequately align with the existing study research and literature on emotional intelligence and frontline service quality.
Therefore, the implication is that guests are often more forgiving of lack of accessories if they feel emotionally supported and valued during their stay (Chernis & Adler, 2023). In budget hotels such as IBIS Budget Sheffield, the human factor is not about supportive of the guest experience but is also foundational to it
[bookmark: _Toc201165426]4.6 Incorporating Objectives with Research Questions 
The findings discussed throughout this chapter are adequately aligned with the research aim and objectives laid out in Chapter 1, which was to assess the role of frontline staff in shaping guest experiences in budget hotel environments. The analysis draws from thematic evidence collected with the use of secondary research methodology and placement-based observations at IBIS Budget Sheffield, whilst also reflecting the value of applying a case study approach within an interpretivist, qualitative research design. Each objective is addressed with a combination of practical insight and theoretical understanding, demonstrating how human factors, including emotional labour and communication, impact guest satisfaction in resource-constrained hospitality settings.
Objective 1: Pinpointing the responsibilities and interaction points of frontline staff in budget hotels
This objective was met by observing as well as analysing the day-to-day responsibilities of frontline staff especially reception and bar employees at IBIS Budget Sheffield. Staff were observed handling a variety of operational and interpersonal tasks, ranging from standard check-in/check-out processes to resolve guest complaints, giving out local recommendations, answering queries, and addressing unexpected issues such as room allocation errors or delayed housekeeping  (Amissah, 2022) (González-González, 2021). These multiple touchpoints position frontline employees as not only operational facilitators but also emotional mediators within the guest journey.
[bookmark: _Hlk201134277]Placement experience revealed that staff often switched between roles without a clear demarcation between administrative and service responsibilities. Their performance in these key interactions had a direct influence on the mood, expectations, and satisfaction of guests. This supports Chernis & Adler, (2023) study that employees in frontline hospitality roles frequently take on responsibilities that extend beyond job descriptions, ultimately becoming representatives of brand personality and emotional tone. In addition to this, literature on service management adequately highlights that moments of truth which can be defined as any interaction between staff and guest, are crucial in shaping the service experience (Ruiz-Palomino, et al., 2025). The case study clearly portrays that these moments are often unstructured, requiring frontline staff to rely on both personal judgment as well as their emotional traits. The thematic analysis has therefore confirmed that frontline staff play a strategic role in determining the quality of service, particularly in budget hotels where guest expectations are tightly linked to the quality of personal interaction.
Objective 2: Assessing how frontline behaviours, attitudes, and emotions influence guest satisfaction
The analysis has crafted a strong connection between staff behaviour precisely in terms of emotional labour and emotional intelligence leading to guest satisfaction. The studies of Stoyanova-Bozhkova, et al., (2022) all emphasise the importance of emotional engagement in hospitality contexts. The placement findings echoed this theory in practice. Guest reviews of IBIS Budget Sheffield frequently referred to the warmth, helpfulness, and calm demeanour of staff as factors that enhanced their stay, even when rooms or facilities were considered basic.
Frontline employees were observed displaying empathy, patience, and quick responsiveness during high-pressure situations, such as resolving booking disputes or dealing with last-minute changes. These behaviours contributed to a perception of trust and care, reinforcing the idea that in budget hotels, the human touch becomes a form of experiential value.
This also ties into the findings of Amissah, et al., (2022) whose SERVQUAL model identifies responsiveness, assurance, and empathy as critical dimensions of perceived service quality. Thus, frontline workers’ emotional posture is not simply a supplementary trait, but a core factor of customer value creation. This hereby validates the research question delving into the extent to which staff attitudes and behaviours shape guest perceptions in budget-conscious environments.


Objective 3: Recommend practical, evidence-based strategies for improving guest interaction and optimising guest experience
The study has proposed numerous actionable strategies, grounded in both academic theory and industry best practices. Recommendations encompass the following:
· Training for emotional intelligence: Brief, budget friendly workshops or scenario-based exercises can improve staff self-regulation, empathy, and communication.
· Internal recognition programmes: Simple initiatives such as “employee of the month” or peer-nominated awards can foster morale and motivation.
· Cross-departmental training: Allowing staff to rotate across roles can break monotony, build adaptability, and reduce burnout.
· Feedback system establishment: Establishing platforms for staff to voice challenges and offer suggestions can improve organisational responsiveness.
These strategies reflect the successful practices adopted by competitors like Travelodge and Premier Inn, both of which have introduced micro-interventions that focus on the emotional and interpersonal development of staff. Importantly, all proposed recommendations are tailored to the operational realities of budget hotels, ensuring feasibility without compromising profitability.
[bookmark: _Toc201165427]4.7 Cross Comparison with Industry 
While the focus of this research is IBIS Budget Sheffield city, placing its findings with the hospitality industry functionality in the UK can bring about broader significances.
Premier Inn, a major budget hotel chain in the UK, has implemented proactive staff engagement policies consisting “employee of the month” schemes, anonymous staff surveys, and career development pathways (Whitbread Plc, 2024). As a result, it has been frequently ranked among the most trusted budget hotel brands. Staff morale at Premier Inn properties has shown a strong correlation with positive guest reviews and repeat bookings.
Travelodge UK has piloted several service improvement initiatives, including scenario-based training sessions aimed at empowering frontline staff to handle difficult guests more confidently. This focus on practical and emotional skill-building has reportedly led to a decrease in service-related complaints across selected sites (Travelodge, 2022).
In contrast, Accor’s IBIS Budget brand, while consistent in its global branding and operational procedures, seems to lack strong visibility when it comes to soft skill training and frontline empowerment. The “Heartist” programme is a step in the right direction, but its implementation appears uneven, particularly in smaller or franchise-run hotels like Sheffield’s IBIS Budget branch (Accor, 2024).
[bookmark: _Toc201165428]4.8 Conclusion
This chapter has demonstrated that frontline employees are not only facilitators of service delivery but architects of the guest experience in budget hotels. The findings derived from literature, case study analysis, and placement observations at IBIS Budget Sheffield consistently reinforce the idea that human interactions matter more in low-cost settings, where physical comfort is basic and guests place greater value on emotional connection.
Emotional labour, while essential to service, is largely invisible and often unsupported in the budget hotel industry. Emotional intelligence emerges as a critical yet underutilised asset, and employee satisfaction remains an overlooked variable in customer satisfaction frameworks. The placement case study provides a microcosmic view of broader industry patterns and validates the applicability of the service emphasised model even in budget contexts. By equipping frontline staff with emotional and communication skills, and supporting them with meaningful internal recognition, budget hotels can create value without increasing operational costs significantly.
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Chapter 5: Conclusion and Recommendations
[bookmark: _Toc201165430]5.1 Introduction 
The chapter is made to conclude the entire discussion by meeting the aims and objectives of this research. Secondary analysis is made to find the answers to research questions and meet objectives. Insight is generated by reviewing the performance of IBIS Budget Sheffield, which is a budget hotel in the UK. This section provides realistic and evidence-based recommendations to improve the performance and management of budget hotels. This chapter also highlights the limitations of the study, provides suggestions for future improvement, and allows the development of personal reflection. 
The research aims to evaluate the performance, efficiency, and responsibilities of front-line staff of budget hotels to improve guest experience and satisfy them. It mainly tries to explain that emotional interaction between staff and guests is more significant than tangible service elements in case of hospitality industry. Customers and guests become highly satisfied with the polite, welcoming, and engaging behaviour of the staff of a hotel, instead of tangible elements. These tangible services are also important, but interaction and engagement with staff become more important for guest satisfaction. Interpretivist methodology is used in this research to understand the role of emotional labour, emotional intelligence, and the interaction of staff to influence the satisfaction of guests in the hospitality industry. Information related to the research collected from existing articles and a real-world case study of IBIS Budget Sheffield is analysed and reviewed to become aware of the influence of human factors in delivering excellent hospitality services from budget hotels. 
[bookmark: _Toc201165431]5.2 Key findings 
From the discussion, it is interpreted that emotional intelligence, satisfaction of workers, emotional labour, and finally, perception of guests are important to satisfy guests in a budget hotel. 
Emotional labour becomes the major demand for front-line workers of the hospitality industry because workers need to manage their emotions while meeting the expectations of guests. Workers have to exhibit polite and calm behaviour even under extreme work pressure or any kind of situation by neglecting their personal emotions to keep guests satisfied (Alipour, et al., 2023). In case of many budget hotels, it is noticed that front-line workers struggle with multitasking activity, extreme work pressure, and long duty hours due to a shortage of staff, which negatively affects their moods. Still, they have to maintain professionalism in front of guests while welcoming them and providing exceptional hospitality services. 
Workers in the hospitality sector need organisational support that helps to keep them satisfied. Hence, they can contribute to increasing the satisfaction of guests by providing them with an exceptional service. By reviewing the case study of IBIS Budget Sheffield, it is stated that heavy workload, shift pattern, and recognition process affect the performance of front-line workers in the hospitality sector. Hence, engagement of front-line workers is reduced if they feel undervalued or experience excessive stress in the workplace (Brotheridge and Grandey, 2020). According to the concept of service profit chain theory, it is stated that highly satisfied workers deliver exceptional quality services to guests to meet their satisfaction. 
Emotional intelligence is an important factor in influencing the performance of front-line workers to provide the best hospitality services to guests. This skill allows a worker to resolve conflicts and support interaction with guests (Cudjoe, et al., 2023). A research gap is identified after reviewing existing articles. It is noticed that a gap is present in formal EI training in the case of IBIS Budget Sheffield. 
Finally, it is interpreted that the perception of gusset is shaped by the behaviour, interaction of front-line workers and other staff of the hospitality industry instead of the availability of physical amenities. In some cases, it is noticed that the hotel offers excellent amenities but the behaviour of the staff is impolite, less cooperative, and highly rude. Then, guests would refuse to visit the hotel (Çoban, et al., 2023). Hence, the behaviour of staff is more important to keep the guests engaged and satisfied with the hospitality services. By evaluating the review of guests and real-time observations, it is noticed that guests are highly satisfied with the polite and calm behaviour, welcoming environment, responsiveness, and friendliness of hotel staff, especially front-line workers. They need to solve the query of guests immediately related to hospitality services to keep guests satisfied. The SERVQUAL model is used to understand the experience of guests (Zhu, et al., 2023). 


[bookmark: _Toc201165432]5.3 Conclusion of research 
Frontline workers are responsible for providing exceptional quality hospitality services to satisfy guests. It is stated that guests mainly value the responsiveness, welcoming environment, friendliness, and polite behaviour of hotel staff, besides placing importance on physical amenities. 
This research aims to find the importance of the behaviour of frontline staff and emotional intelligence in influencing the experience of guests in budget hotels. It can be evaluated by reviewing the performance of IBIS Budget Sheffield. The objectives of the research are mentioned below, which are achieved-
· Identification of interaction point and responsibilities of frontline staff in the hospitality sector. 
· Evaluating the role of attitude, emotional skill, and behaviour of staff to shape the perception and expectation of guests. 
· Suggesting evidence-based recommendations to improve hospitality service to satisfy guests. 
This section also highlights limitations of research related to the role of emotional intelligence in a budget hotel setting. 
[bookmark: _Toc201165433]5.4 Recommendation 
Some strategies are recommended to IBIS Budget Sheffield and other budget hotels to improve their performance, which reflects on an exceptional guest experience. 
Arranging an emotional intelligence training (EI) program 
Training is needed to improve the ability of front-line staff of the hospitality sector to control their emotions effectively while managing the expectations and satisfaction of guests. If staff are capable of managing their emotions while serving guests, then it would improve their involvement in organisational activity by lowering the risk of burnout and resolving conflicts (Ruiz-Palomino, et al., 2025).
Launching an effective motivation and recognition scheme for front-line staff
It is suggested to introduce some recognition scheme, such as “Employee of the month”, “peer appreciation”, “guest nominated award”, to improve the motivation and engagement of workers in hospitality activities (González-González, 2021). It will encourage workers to perform better and influence them to provide quality hospitality services to guests to satisfy them.


Developing coaching and mentorship 
It is an important practice to improve the performance and working efficiency of front-line workers in the hospitality sector. It is suggested to appoint an experienced and skilled worker as the leader of a team and influence other members, especially front-line staff, to learn from the leader about handling emotional regulation and interacting with guests (Waqanimaravu & Arasanmi, 2020). This practice is valuable for budget hotels due to the limitation of resources for formal training. 
Providing internal feedback
It is suggested to create a medium where staff of the hospitality sector would share their feedback regarding their work shift, workload, and experience of interacting with guests. It ensures that staff feel that they are valued by the hospitality sector. By reviewing this feedback, management gets an idea about the expectations, satisfaction, and current situation of staff and can take any measures as required to improve the performance of guests and staff  (Wen et al., 2020). 
Tailor services to promote authenticity 
It is suggested to maintain flexibility while interacting between guests and staff of the budget hotel to increase emotional connection and promote authenticity (Abuelhassan & AlGassim, 2022). Staff need to improve interaction to enhance the satisfaction of guests. 
Mentor emotional labour from management support 
Training is suggested for managers to improve their efficiency in identifying emotional fatigue and to support front-line workers. It is suggested that managers provide breaks to staff during intense working hours, allowing them to work rotational shifts, which would contribute to lowering the burnout of staff (Wang et al., 2021). It is expected that these cost-effective recommendations are effective and suitable for budget hotels to improve the performance of staff, which reflects on the satisfaction of guests. 
[bookmark: _Toc201165434]5.5 Theoretical and practical implications 
The theoretical contribution includes the application of all information for the under-researched area of budget hotels. The majority of existing research focuses on luxury hotels, so the research becomes significant due to reflecting on budget hotels. 
The research has a greater practical importance because front-line workers get guidance and direction about interacting with guests and behaving politely by managing emotions to maintain the satisfaction of guests. Workers get this type of guidance from this research without investing any financial budget. It also shows that the experience of employees is important to provide exceptional service to guests and contribute to their satisfaction. 
[bookmark: _Toc201165435]5.6 Study limitations 
Absence of primary data due to a shortage of time limits the research. Fast-hand data is not collected directly from employees, as well as feedback from guests by implementing interviews and surveys. Data is collected only from a single hotel, the IBIS Budget Sheffield. The researcher is highly dependent on secondary data collected from existing articles. 
[bookmark: _Toc201165436]5.7 Suggestions for the future 
It is suggested to collect fast-hand data by conducting an interview or a survey with the participants, such as front-line staff or guests of budget hotels. It is also suggested to consider a multi-site case study by reviewing case studies of multiple organisations or budget hotels to develop an in-depth idea on the research topic regarding the performance of front-line workers in improving guest experience. Budget hotel needs to explore the long-term impact of EI training for increasing the satisfaction of workers and improving their involvement in business activities by lowering burnout. It is required to evaluate the influence of cultural differences on the emotional expectation and behaviour of front-line staff in the case of international budget hotels. Integration of advanced technology will support the performance of front-line workers of budget hotels to improve their performance in increasing guest satisfaction. It is suggested to integrate a guest feedback app and a staff wellbeing tracking tool to improve the performance of hospitality staff. 
[bookmark: _Toc201165437]5.8 Personal reflection 
It is my pleasure to get an opportunity to participate in this research based on the influence of front-line workers' performance in improving guest experience in budget hotels. I am capable of generating valuable insights on the different hospitality services of IBIS Budget Sheffield. My awareness has improved about the theoretical perspective of the importance of the behaviour of front-line workers of budget hotels in improving guest satisfaction. After evaluating information on IBIS Budget Sheffield, I understand that the behaviour, responsiveness, and friendly mentality of front-line staff are more important to keep the guests satisfied than providing them with exceptional quality physical amenities. I also come to know how front liners maintain their professionalism, how they hold their patience in critical situations, and how they behave even while working under pressure. Besides improving my theoretical knowledge, the research is also capable of increasing my skills, including critical analysis, research synthesis ability. I also became efficient in increasing personal interaction. My journey in this research has influenced me to participate in a people-centered role in the coming years. This practical learning experience improves my analytical thinking and emotional awareness. 
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