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Abstract
This research investigates the strategies employed by Ibis Budget Hotel Heathrow to maintain and enhance service quality and guest satisfaction within the competitive economy hotel sector. The study explores how the hotel manages to balance affordability and operational efficiency while meeting guest expectations. The SERVQUAL model and PESTEL framework were applied to evaluate both internal and external factors influencing service delivery. The findings highlight that while Ibis Budget Hotel Heathrow excels in providing value-for-money accommodation and cleanliness, challenges persist in responsiveness, empathy, and staff engagement. The research concludes that improved staff training, better communication systems, and the integration of digital service tools could significantly enhance guest satisfaction and brand loyalty. Recommendations include enhanced service training, digital feedback systems, and sustainable operational strategies to strengthen overall service quality and customer retention.
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Chapter 1: Introduction
This chapter introduces the background, aims, and objectives of the study. The research is based on a 180-hour placement at Ibis Budget Hotel Heathrow, part of the Accor Group’s economy brand portfolio. Located near Heathrow Airport, the hotel caters primarily to transient travellers seeking affordable and efficient accommodation. The hospitality industry faces significant challenges in maintaining service quality amidst labour shortages, operational pressures, and evolving guest expectations. For economy hotels such as Ibis Budget, guest satisfaction is essential to achieving repeat business and sustaining brand reputation. The aim of this research is to evaluate how Ibis Budget Hotel Heathrow maintains guest satisfaction and service quality while operating within a cost-sensitive environment.
Chapter 2: Literature Review
Service quality and guest satisfaction are foundational to the hospitality industry. Parasuraman et al. (1988) proposed the SERVQUAL model, which identifies five dimensions of service quality—tangibles, reliability, responsiveness, assurance, and empathy. In budget hotels, these dimensions play a vital role in compensating for limited facilities. According to Kotler et al. (2017), satisfaction depends on the perceived value and the extent to which expectations are met or exceeded. Budget hotels must therefore excel in reliability and efficiency to balance low prices with positive guest experiences. Research by Ladhari (2009) and Zeithaml et al. (2018) further indicates that responsiveness and empathy significantly influence repeat intentions. Additionally, PESTEL analysis reveals external factors—such as inflation, technological change, and environmental regulations—that impact service delivery (Johnson et al., 2020).
Chapter 3: Research Methods
A qualitative case study approach was adopted to explore the operational practices and guest experiences at Ibis Budget Hotel Heathrow. Data sources included placement observations across multiple departments, secondary literature, and online guest reviews. The SERVQUAL model was used to evaluate service quality dimensions, while the PESTEL framework assessed macro-environmental influences. Ethical considerations were maintained by ensuring confidentiality and anonymity. Limitations included the short placement duration (180 hours) and reliance on qualitative observations rather than survey-based data.
Chapter 4: Findings and Discussion
Findings indicate that Ibis Budget Hotel Heathrow demonstrates strong performance in tangible elements such as cleanliness, facility maintenance, and brand presentation. However, challenges were observed in responsiveness and empathy, primarily due to understaffing and time pressure during peak check-in and breakfast periods. Online guest reviews reflected similar themes: positive comments on value for money and convenience, but recurring issues with waiting times and staff approachability. Through SERVQUAL analysis, reliability and assurance scored well, while responsiveness and empathy were lower. A PESTEL analysis showed that political stability and Heathrow’s location advantage support business flow, while economic inflation and labour costs strain service standards. Environmental factors, including sustainability expectations, also influence operational decisions. These findings align with Veal (2006), who emphasised that effective service delivery in budget hotels depends on consistent processes, efficient systems, and motivated staff.
Chapter 5: Conclusion and Recommendations
The research concludes that Ibis Budget Hotel Heathrow successfully delivers core hospitality value—affordability and convenience—while maintaining acceptable service quality standards. However, service consistency and personalisation remain limited. Enhanced training and improved staff engagement could address responsiveness and empathy gaps. The study recommends: (1) establishing continuous service training programmes; (2) implementing digital tools such as automated guest feedback systems; (3) improving internal communication between departments; (4) promoting eco-friendly practices to align with Accor’s sustainability goals; and (5) leveraging technology for efficiency improvements. These strategies could increase guest satisfaction, brand loyalty, and overall competitiveness within the economy hotel segment.
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