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Abstract: 
Customer satisfaction is a pivotal role in the success of hotel industry influencing guest loyalty, brand reputation, and overall profitability. This research paper explores the customer experience at the front desk of the hotel Novotel Birmingham Boarded Street. Customer first and last experience at the front desk influenced customer satisfaction, loyalty, and online positive reviews. The researcher observed customer negative experience during busy time at the front office of the Novotel Hotel Birmingham board street. Online platform such as Tripadvisor, booking.com. Novotel hotel websites guests reviewed indicate the same issues in service quality at the front desk to maintain customer satisfaction. The researcher observed that during busy time at the hotel check in and check out time customers experience long waiting times, lack of attention from front desk staff, poor conflict resolution in response to customer concern. Guest felt unwelcome upon arrival due to busy period and had to wait quite long to reach out front desk staff. Guest frustration shows during busy time which is bad impression for a front desk. These experiences caused inconvenience and created negative impression for the hotel brand. The analysis highlight staff training and internal communication protocols and no self-service facilities available at the front desk. Customer satisfaction can be maintained during pick time by professionalism and empathy. Service standards issues indicate poor operational guidance performance monitoring at the front desk. Novotel Hotel globally recognised midscale brand under the Accor group, the negative front desk customer experience indicates systemic service delivery challenges which affect customer retention and brand reputation. The study highlights the importance of staff empowerment, training and investment in digital solutions such as self-service kiosks, facilities to do car registration self-service. This research pepper discusses the Novotel hotel front desk operation by invest technology self-service, improve staff training and communication and adopt a more guest centric approach. By addressing those area of weakness at the reception, the hotel can improve first impressions, increase customer satisfaction and strengthen its competitive position within Birmingham hospitality markets. This place has already in a great location and busy place because of convince area and location. This case study addresses how customers satisfaction at the front desk cause customers retention when not organised busy time of the day which can affect brand reputation. This study highlighted the possible recommendation at the front desk during busy time of the day to maintain customer satisfaction.
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1.Introduction:
In the highly competitive hospitality industry customers satisfaction is a critical determinant of business success and long-term sustainability. Guest satisfaction at the hotel industry secure repeat business, enhance reputation, and increase profitability. The front desk plays central role in within the hotel industry to satisfice customer satisfaction and loyalty. Front desk is the first and last point for the guest, therefore reception significantly influences their overall performance and service quality for guest satisfaction. This research paper explores the customer satisfaction at the Novotel Hotel; Birmingham Broad Street are well known four-star hotels located in the heart of UK’s major cities, (Accor,2019a). Birmingham is the second largest city in the United Kingdom this hotel target business and leisure travellers, (Core cities UK,2024). The city’s hospitality sector is highly competitive. Novotel Birmingham Broad Street, part of the Accor hotel group is mainly targets guest like Business, corporate guest, tourists, and families. The hotel’s front desk is busy with check-ins, check-outs, inquiries, complaints, general guest assistance. Front office interaction with guest is directly impact on customer satisfaction. Most Hotelier are more focus on increasing customer satisfaction, happy customer will come back and will generate revenue for the hotel, (Omar et al.,2022). From this research centred that front desk service is a significant contributor to customer satisfaction in the industry. There more details have been written about overall hotel service quality; the study has focus specifically on the front desk service. Front desk staff are responsible for creating first impressions and resolving issues that may affect the guest stay. Employees professionalism, responsiveness, communication skills and efficiency can lead to negative guest experience. Nowadays customer online reviews platforms like social media, customer feedback has become more visible and influential than ever before. Nowadays visitor check online reviews when they plan to travel and book accommodation, poor online reviews can reduce the hotel bookings, (Ji k.K,2023). Guest is quick to share their experience, both positive and negative, and this reviews prompt to public perception and future bookings. The researcher observed at Novotel Hotel Birmingham Broad Street front desk customers long wait time to reach front desk which makes frustration. Understanding the cause of both satisfaction and dissatisfaction in this area can help the hotel management improve service delivery, retain loyal customers, and build a stronger brand image. The aim of this research paper is to build up customer satisfaction at the front office at the Hotel Novotel to identify the key factors that influence guest performance in this area. Firstly, find out element of the front office that customer preferences, secondly evaluating the current front desk term from the guest preference, thirdly recommendation for the service improvement based on critical findings, ( Pogarcic. Jankovic and Seturidze .2017). This case study approach allows positive exploration and recommendation how the hotel front desk can create customer satisfied with the services. The research highlights mixed –methods approach, customer satisfaction improved by staff training and regular observation by management interviews and invest on new self-service technology. Data source collected include previous guest satisfaction reports and relevant academic literature on hotel service quality. By Addressing several platform Customers opinion, the research aims to develop an understanding between customer expectations and experiences at the front desk.’’ Misunderstanding between customer and employees during service encounter can be based on stereotypes and perceptions’’, (Moufakkir,2017). Therefore, staff needs to observe their performance with customer to improve customer satisfaction. The study is aiming to establish theoretical frameworks related to service quality and customer satisfaction. The findings of this research aim to improve Novotel Birmingham Broad Street front desk customer satisfaction. This research contributes aims to discuss hospitality management of how front desk interactions influence overall guest satisfaction. The study will highlight enhance guest satisfaction increase customer loyalty, support competitive advantage in the market environment. The front desk plays a pivotal role in shaping customer satisfaction in the industry. Hotel front desk staff responsible for delivering memorable service experience. The study, focused on Novotel Birmingham Broad Street front desk service quality and customer satisfaction improvement and recommendation that can be drive service excellence in the hospitality sectors. Nowadays, hospitality sector is experiencing rapid development through the incorporation of intelligent services systems and keep growing their business of by using digital platforms, according to (Zhou.Tian. Hon,2025). Technology is a great investment at the hotel industry especially at the hotel which help to speed up front office work and maintain customer service. Self-service is a great service which allows guests to check in and check out without waiting. AI technology is transforming the hotel industry by reshaping customer experience and reducing reliance on human labour, as a result many hospitality businesses have increased their investments in technology in recent years to drive revenue and support growth, according to (Limna et al..2022).      
















 


2.Literature Review:
Novotel Birmingham city centre is 4-star hotel situated at 70 Broad Street in Birmingham city centre,(Accor,2019b). Established in 1991, the hotel has been in the city over three decades. Accor is a leading French multinational company owns Novotel Birmingham hotel,(Accor,2024). In 2006 the hotel has been modernise its facilities and enhance guest comfort. The hotel has 148 modern guestrooms with each equipped with minibars, flat-screen TVs, and Wi-Fi. For business travellers, Novotel Birmingham centre offers nine fully equipped meeting rooms with a total capacity with up to 300 guests, making it suitable for conferences and events. In recent years the hotel has invest in its facilities such as gourmet bar to provide comfortable guest experience,(Hotels Birmingham,2025). The hotel front desk staff are available round the clock to assist guest with check –in, check-out, and general inquiries. Guest can use express service to expedite their arrival and departure process. Luggage Storage available for guest belongings before checking in or after checking out ,(Booking.com,2025). Safety deposit box available at the front desk for guest valuables. Front desks aim to assist to their guest by providing local information, direction and recommendation, (expedia,2025).The Hotel front desk has multiple tasks first welcome guests warmly, manage check in and check outs efficiently, and address inquiries to ensure a seamless stay,(Tripadvisor,2025). In today's world hospitality industry environment technology service have become pervasive as a routine part of daily operation batter service and effective performance, state on (Shin. Perdue. Kang,2019). Operate the switchboard, handle calls professionally and replay messages accurately to guest and departments. Also maintain guest accounts, process payments and maintain strict security protocols for cash and credit transactions. Collaboration on human and artificial intelligence both would be assigned with suitable task there are no winner or loser, and they can do their best, according to (Khoa,2023). Staff at the front desk actively promote hotel facilities and services, improve product knowledge to increase guest experience. Team leaders greet and assist VIP guest, address credit issues, deal with guest concerns promptly to maintain satisfactory. Manage daily front office activities, including room assignments, reservations, and communication with housekeeping. Training and development sessions to improve customer service and cultural awareness. Ensure health and safety and environmental regulation and risk management. Front desk staff green behaviour practice creates a great impression towards customers which is also beneficial for the hotel owner and business growths, according to (Dewantari.Sagitarini and Aryana,2022).Customer satisfaction is known as the key performance indicator in the hospitality industry. Customer satisfaction directly affects guest loyalty, brand reputation, and overall profitability, (Ilieska,2016). Front desk is one of the main points to connect with customers face to face, and opportunity to build up customer satisfaction. The front desk plays an important role in the hotel industry. Guest first impressions and overall experience depends on front desk staff, (Yuchao,2017). Front desk staff performance and service standard significantly influencing guests. Task such as checks in and out handling inquiries, resolving complaints all contribute to customer satisfaction. Customer satisfaction contributes to positive feedback and repeats guest. The researcher experiences front desk staff at the Novotel hotel are not meeting customer satisfaction in result customers are frustrated and this affects the brand reputation and guest retention. There are also customer reviews online indicating the same issues at the front desk. There are recent reviews about four months ago written by guest Liam Mabbott saying horrendous experience, the check –in process was completely disorganised and unprofessional. Guest also highlighted they had to wait over 30 minutes with no updates or communication, don't expect fairness or decent customer service, (Accor,2029,c).There are another guest Patrick Cox complaints online highlighting that front office staff are unfriendly has not helpful on checking, not knowledgeable of the area and could not answer a simple question on food and area or parking ,(Accor,2019d).There are many more complaints about customer satisfaction at the front desk .Complain in the hospitality sector is common but front desk customers satisfaction can lead to more further and customer dissatisfaction at  the first point is not a great start .



3.Methods:
 The study research explains and highlights the effects of employee training quality and front desk environment quality and invest more self-service facilities on customer satisfaction at the Novotel hotel Birmingham. Several approaches selected to maintain the customer satisfaction at the front desk. Information gathered from secondary online study, to support the customer satisfaction. The Key point described for employee training quality, workplace Environment quality, customer satisfaction, investment on more self-service such as mobile check on system and self-service car registration for the car park. Staff at the front desk needs to be trained to focus on providing a positive and efficient experience. Staff needs acknowledge how to be delivered warm greetings and initial interactions when guest approach the front desk. Serve customer with friendly tone with smile to develop positive environment and listen to the guest actively. Staff needs to be trained to be acknowledge about sounding area for the benefits of customers inquiries. Investing on self-service system for customer car park registration which will cut down the waiting time at the front desk and will remain customer's valuable time. Utilise self-service kiosks or mobile service to reduce the front desk workload. Provide clear and concise information and manage the front desk for check in or check out as well as waiting area display with sign. Staff needs to be confident be professional to effective complaint handling and issue resolution at the front desk. As well as effective communication skills during busy day how to talk to guest and apologies for any delays, also maintain contact with guest throughout their stay. To understand each other communication is the only tool, also communication is the main key for organisational and social functions such as, informing, guidance, expressing wishes making connection between employees and guest and problem solving, state on (Karaman,2019). Employees be able to provide accurate and timely information to address their inquiries. Maintain an organise environment with sign such as waiting area, self-service, front desk service. Staff training and motivation regularly is the most important to increase the guest satisfaction. There is no universal best way to predict waiting times at the front office reception-because, the accuracy of any prediction method heavily depends on the available information, system dynamics and customer behaviour, according to (Ibrahim,18). Guest feedback checks regularly replay them back and take it as an opportunity to resolve the issues. Staff at the front desk are the first to present the hotel therefore it is important to the overlooked regularly by team leaders or front office managers. During busy time front desk employees must seek attention from the management to reduce the workload and making sure customers are happy. Effective communication is the foundation for gathering a social information. Decision-making it ensures that relevant data is accurately transmitted, understood and applied efficient communication not only his team line collaboration and to reduce misunderstanding but also ensure that the needs of check holidays are met throughout the design and decision-making process, (Omar,2022).
















4.Finding and analysis: 
4.1Finding
Customer satisfaction at the front office is a golden opportunity to grow business. Customer satisfaction makes them come back and spread the positives word to friends and family. Therefore, front desk staff have several responsibilities at the front desk to make sure they serve the customer with best experience. It is important to make sure new employee at the front desk can maintain the customer satisfaction or able to provide excellent service. (Riihioja,2016) A new employee or trainee should be familiar with the workplace, also organisation idea behind it, as well as with the operating principles and policies. Employees must be familiar with the other employees and managers as well. Staff must understand their responsibilities and what the expectations are from them. A general guide should be provided by the employer for their performance duties and processes and planned everything in advance.  According to (Pitra.Talib,2025), research finding highlighted that staff attitude and communication have a significant influence on customer satisfaction. Front desk is the firsts point of a customer and often front desk is the last point of the customer there for it is very important that customers are happy and satisfied at the front desk. At the same time front desk employees are the last impression of hotel environment therefore customers need to look after at the front desk at any point even in busy time. Some guest might leave feedback or fill out surveys without paying close attention or giving honest, thoughtful answers, they may respond quickly or carelessly which can affect the accuracy of the reviews, acknowledge by (Sparks.Fung. Bradley,2016). Therefore, staff have also responsibilities to keep checking customers reviews and analysis and discuss between staff team what went well and what was not good enough. Staff training regularly is essential to make sure staff at the front desk are meeting everything such as regular replaying to the email immediately action takes place regards customer feedback or online reviews. Regularly front desk managers checking the front desk service including busy time, talk to the staff how they are finding, and staff opinion is also important to improve customer satisfaction. Staff training and development programs assist reduce the work stress while simultaneously increasing productivity and help to provide excellent customer service, according to (Jetson,2023).
Staff at the front desk required Varity of Knowledge and skills to satisfy the customer needs. Staff needs to be acknowledged about food and beverage, information about room service, information about surrounding area, room facilities, car park facilities charges, currency changes rate etc. As a front desk worker staff are mandatory to have knowledge about other departments in the interest of guest satisfaction and to answer their inquiries. Economy becoming more and more knowledge-based economy for organisational successes, knowledge is getting more important elements, and knowledge management considering top components of any organisation in the hotel industry, state on (Ahmed.Zaki.Tiger,2016).Therefore for business progress front desk staff needs to have proper knowledge about the customer satisfaction and front desk rules and duties to provide best service.Cultural diversity in the hotels brings people from different backgrounds to work together. Listening to employees help create better teamwork and understanding Between cultures, according to (Daskalaki,2020). staff team should have communitive and understanding environment at the front desk. Any issues raise or any complains at the front desk should be solve as a team, which will help to make collaboration between team member and learning point for all. Internal communications are also important such as housekeeping can ensure smooth service delivery and address guest needs. Frequent front desk also need contact with food and beverage to meet customer needs and request or inquire about drinks or meals. Hospitality is the place where culture exchange there for multicultural management focuses specifically on managing cultural differences related to ethnicity, nationality, and gender, age, and other demographics factors, according to ( Michalis et al.,2024).Staff from different backgrounds and different departments at the hotel eventually important to work as a team for the common goal which is customer satisfaction. Employee positives attitudes and helpful vibe are most likely to create welcoming environments for the guest which will increase the customer satisfaction. Individual employees are the foundation of customer satisfaction also there are more significant factors such as strategy, people, technology and procedures, state on (Kharabsheh,2023). According to (Kwansah.S.Millicent,2012)’IGT stand for Intelligent guest technology at the hotel front office streamlines check-in and check-out processes, develop guest convenience. It also improves efficiency real time data for better guest service. Customers check in check out thoroughly self-service can reduce the front office workload and customer waiting time. It is a great technology to use at the front office for customer service. Artificial intelligence has capability to hold out conventional human functions. Any time of the day, which allows hotel owners to save sufficient money, remove human error and deliver high quality of service, according to (Lad. Zade). Utilise check and check out process, car registration for the car park, customer feedback all can be process by use of technology and can be reduce the workload at the front desk. And customer will be happier lass waiting time at the front desk fining information without communication with member of staff.
Service responsiveness is essential for quick addressing guest complaints, quires and staff affective performance can satisfies guest. For a relationship to be successful, to fundamental factors must be present trust and commitment. When a customer trusts a business and there is mutual loyalty, both parties are better also to meet each other's needs, according to (Mohammed,2022). Staff at the front must create a trusted relation with guest. AI controlled systems enable computers to take overtakes that were previously carried out by humans. Chatbot is one of the AI systems known for their ability to speak with their human counterparts, according to (Wust.Bremser,2025).AI and human collaboration at the front desk make excellent customer service easier and faster. Chatbot available 24/7 for customer to provide general guest inquiries. IML intelligence which known Interactive machine learning Which performs to unlocking new levels of performance and understanding. AI system has evolved into a multidirectional to improve knowledge and decision making such as improve feedback, guidance and context, IML is contingent on the development of interfaces that foster effective collaboration between human and AI, according to (Saha et al.,2023).Smart phone apps are the new wave of technological advantage with multiple apps use and of course travel app, it allows to check everything online before booking, state on (Sharmaa.Sharmab,2016).Using smart phone app will allow to be on the market with competitor as it is becoming popular day by day. As hospitality sector has high competitor and every hotelier growing day by day with new technology, Novotel hotel Birmingham centre may consider providing smart phone facilities. Self-service for check in and check out at the front desk are fantastic facilities for both customers and front desk staff to speed up the work. Kiosks is a wonderful to reduce guest waiting time and allows to check in and check out without interact with front desk. According to (Vokulenko,2019)’’SST become a new tool for value creation, the appearance of SSTs shapes relationships between organisation and consumer, as well as potentially leading to a new set of perceived customer values’’. Mobile check in and check out service is another easy way and quicker way for the guest to check in and check out on their suitable time. Mobile technology can be used for hotel app for various purposes such as access to their room, managing their stay, communication with staff. Mobile app allows guest to communicate with front desk staff and make inquiries and requested. Chatbots and virtual assistants excellent to provide 24/7 customer service. Chatbots are practices can increase customer satisfaction. Customers' needs to encourage to use chatbots and virtual assistants. According to (Business World,2025),AI chat boot and virtual assistants is a key to enhancing customer satisfaction without a break. There are other technologies such as voice activated devices, smart rooms with automation features, contact less payments this all technology can help increase customer satisfaction also will reduce the front desk workload. Property management systems also known as (PMS) this system allows easy access to data and operations from anywhere, improving efficiency and consistency which is known as cloud based. Core functions (PMS) system handle bookings, check in-check out, payments processing, guest profile and more. According to (Moyeenudin,2018), Property management system is use depends on hotel size and design demand, it is expensive, and not all hotels are afforded to buy it. There are more technology present for front desk service to maintain customer personal preference. According to (Agarwal.Dhingra,2023), Artificial intelligent cloud service monitoring customers behaviour by analysing vast datasets and highlighting patterns to predict future actions and customise personal experiences. Staff team needs to be confidence and familiar to sue this AI at the front desk to balance customer service and improvement.
‘’Multiculturalism at workplace combines all dimensions from sociological insights and organisational behaviour theories, especially when global dynamics in the workplace continue to shift and reshape the workplace demographics’’, according to (Skordoulis,2024). Staff at the workplace from different background and different culture there for front desk employees needs to be provide proper guideline regarding customer cultural background and how to approach to prevent misunderstanding. Ongoing support and evaluation are essential to maintain customers satisfaction. Encourage staff to provide regular feedback on training and programs and identify area for improvement. Track staff performance monitoring regularly to identify area where more support may be needed. Regularly updating training programs addressing customer needs and expectations, introducing new product or service. Managerial competencies play a critical role in shaping the corporate culture of hotel front office operations by fostering effective communication, leadership, and customer excellent service. Those competencies ensured that the front office managers lead by example aligning type behaviours with the hotel's values and service standards, acknowledge by (Merhaut,2018). Refresher training to ensure staff are up to dates with any changes or services. This will help manager to make sure staff at the front desk has proper training and understanding customer handling. Online course help staff to gain knowledge about service, communication and product knowledge. Staff confident to use of digital tools in essential to maintain customer satisfaction, state on (Sue.Craig,2015). In person workshop is also an affective to include role playing, simulations and group discussions. It's an opportunity for staff to ask questions directly and understand batter with facial expiration. Weekly basis staff meeting arranges with manager improve customer satisfaction discus the task during the week and set a goal for the week as a team. Front office manager needs to delectate front office task to the staff during the week to make sure busy time of the week customers satisfaction meet and no overload of work. Staff needs to have affective complain management knowledge and how to deal with customers in the case of negative answer from guest, state on (Stauss.Seidel,2019). 
‘’CMS system and strategies are focused on professional interaction to generate value for guest and develop beneficial strategies for both company and customers’’ state on (Faed,2019). Customer management system needs to understand by each employee at the front desk to deliver great customer service. Manager at the front desk staff needs to make sure employees has training to gain knowledge regarding customer management system. Technology support Wokers to work as a team, allowing them to be more productive or freeing them from having to perform certain tasks because guest can self-manage themself, according to (Gidumal .Gonzalez,2015). This is great for employees to have speed up front desk work and maintain customer service. According to (Jr,2003)’’ Technology, system development and training a leader in public communication solutions, delivers this turnkey solution to service providers and businesses that are searching for innovative ways to increase revenue, gain more efficiencies from their operating budgets, and expand services to customers’’. Front desk team leader or manager also should participate regular training and development to be able to work at a team at the front desk. Staff use efficiency in the hospitality industry by analysing labour allocation productivity. Manager at the front office has several roles in the role of customer satisfaction. Manager has responsibility for both staff and customers satisfaction. Happy employees can make happy customers there for it is important to look after employees at the front desk to make happy customers. Metrics and operational performance evidence highlights the impacts of workforce optimization on service quality and cost management, according to (Alemayehu.Kumbhakar.Tveteraas,2022). Service quality start from managerial team there for a good team leader also need to carry on development and increase knowledge to be able to shadow the front desk staff. Teamwork is important in every sector of hospitality front desk is one of them. Staff teamwork can make job easy and smooths which can lead to customer satisfaction at the front desk. Staff teamwork directly impacts at the workplace and delivered positive environments at the workplace for everyone. Employees low level of teamwork and satisfaction will direct affect hotel productivity, staff must develop strategies to improve bonding between each other at work , according (Dash.Banerjee.Mitra,2014).



Analysis:
	Political Factors
	Economic
Factors
	Social
Factors
	Technological Factors 
	Legal Factors
	Environmental Factors

	*Health and safety regulation: compliance with UK hospitality standers, including guest safety and staff training, directly affects service quality at the front desk. 

*Tourism Policies:
Government initiatives to boost tourism will increase front desk workload and service expectation (Fernandes et al.,2021)














	Labour Market condition: qualified front desk worker impact reception performance. High staff turnover can affect service quality.

*Guest Spending Patterns: 
Economic condition affects the type of guest such as business VS leisure which can affect front desk interaction volumes.

*Cost of service Enhancements: Budget constraints may limit to staff training and open facilities for self-service ,(Yu,2007).


	*Customer expectations: Modern guest expects fast, friendly, personalise service. Self-service will help to speed front desk service.

*Lack of human interception more use of self-service.

*Online reviews: social media and online positive and negative reviews affect customers retention, (Srivastava.Kaul,2014).

	*Hotel Management systems: Property management system helps to reduce the front desk workload and waiting time for the customers.

*Self-service Kiosks/Mobile check in: Digital solution and Self-service improve guest expectations.

*Reply online negative reviews: Train staff to reply asap to online reviews and take as an opportunity to solve the issues ,(Medlin.Neil,2020).
	*Data Privacy and Protection: Government regulation use of guest personal information regulation change can affect front desk Performance.

*Customer preference: Guest preference changes such as personal information, name, contact detail payment details guest might more curiously use of self-service.

*Laws: Fair Trading Acts, consumer Rights Acts, etc. 
	*Safety and security: organise a safe and secure environment to feel more confident to use self-service.

*Noise and Crowd Management: Employees needs to be trained to manage busy period at the front desk,(Ahmed,2020).

*Layout and Space Design: use a well organise front desk for self-service and staff desk with clear signage designated waiting areas, accessible counter, visible self-service car registration display. 












SWOT analysis:
	Strengths:

*Brand reputation
*Central location
*Budget friendly
*Well known hotel on this area 
*Suitable for business and leisure travellers.
*Streamlined system
*Profesionales and friendly staff,(UK essays,2017).


	Weaknesses:

*Delays During peak times.
*Guest special request can delay front desk service.
*Language and communication barriers.
*No self-service car registration service.



	Opportunities:

*Introduce mobile check-in.
*Staff service quality development.
*Staff training in soft skills 
*Cross cultural communication improves.
*Monitoring guest regular feedback.
*Improve front desk procedures.



	Threats:

*Hight Staff turnover in hospitality
*Competitor may offer more personalised or tech-enabled front desk services.
*Negative online reviews can impact overall rating of future bookings.
*Economic downturns may lead to reduce guest retention. 









5.Discussion: 
Customer satisfaction is the critical of a successful service experience in the hospitality industry especially at the front desk. Front desk is the first place to contact between customers and staff. Front desk is the key area where first impressions are formed. Therefor front desk staff behaviour, communication skills and efficiency directly impact the overall satisfaction of customers. Staff turnover in the hospitality industry poses a significant challenge to knowledge management as valuable operational knowledge and customer service expertise are frequently lost when employees leave, according to (Susana.Candida.Dora,2019). Therefore, to improve customer satisfaction need to increase staff retention. Moreover, staff needs to be look after to maintain customer satisfaction a happy customer can improve customer satisfaction. Digital technology nowadays can identify as a core role in digital transformation; there are three aspects of mainly divided using digital technology accelerate the disruptions accumulated they are: consumer behaviour and expectations, competitive environments and validity of data, according to (Xusen,2013). Staff members need to focus and pay intention to customer behaviour including busy time. Customer should not be felt not been looked after or not been pay attention Communication is one of the important aspects of customer service at the front desk. staff should greet customers warmly, listen actively and respond to the guest clearly and politely. Staff needs to seek attention from management during busy time and too much workload at the front desk. Hospitality employees often use their native non-English language during service interaction, especially when communicating with colleagues or guest from similar background. This use of language reflects their identity and can influence workplace dynamics and customer experience, acknowledge by (Williamson and Chen,2018). Staff needs to be provided proper guid line how to act and behave Infront of guest not to use any native language. During peak hours staff needs to be more patient when dealing with customers. Staff needs to stay calm and friendly which will maintain a positive atmosphere and give the impression to the guest that their needs are being prioritised. Another key factor is a clean organisation front desk area and professional staff help create a positive vibe at the front desk which contribute customers trust and confident. A proper sign needs to display for customer where they can find information for self-service and front desk or waiting area. This also reflect the organisational commitment and quality service as a 4-star hotel. Self-service kiosks speed out the check in, reducing wait time and improving guest satisfaction at the same time, some guests miss personalised service filling the experience becomes less welcoming, according to (Wu et al.2024).  Investing on new technology facilities for guest car registration self-service can maintain customer satisfaction and will improve service quality. Customers long waiting time at the front desk to register car for the Novotel Birmingham hotel car park will reduce and customers will be more relax.
There are many hotels are using technology at the front desk to maintain customer satisfaction. Digital check in, queue management system and technology such as automated information service. This service is provided to improve customer efficiency not to replace human interaction. Customers still value human interaction especially when dealing with   complex or personal issues. Human and technology collaboration make balance at the front desk to enhance customer satisfaction without making the experience feel impersonal. (Ibrahim,2018) state that, Delayed information at the front office can lead to confusion and frustration for customers, timely communication is key to ensure a smooth and satisfying experience. Invest on mobile check in check out system will be a great for customers as new generation loves technology and everything online. There are raising of competitor especially in the city centre there for investing to new technology will be long time profitable and will build up strong competitor at the hospitality sectors. Handling customers complaints and difficult situations how those issues are handled can greatly affect visitors' satisfaction. Staff must train to deal these kinds of situations and can address common problems effectively. Employees calm and polite service at this situation make the customer feel their concern has been taken care seriously. (Faster Capital ,2024)’The importance of Front office staff training to provide excellent services and how to stay calm and talk politely during busy time.Int
Front desk staff needs to be acknowledged of cultural sensitivities , Customers comes from various cultural backgrounds. Therefore, front desk staff must be culturally sensitive and inclusive, ensuring all customers feel welcome and understood. Language barriers, cultural misunderstandings can create difficulties for customers and feel dissatisfied. (Michalis,2023), hotel Staff incentive to attack and retain may work to maintain customer excellent service. Customer satisfaction does not end when the customer leaves the front desk. Continuous confirming requests, checking if issues were resolved, or asking for feedback. Collecting and analysing customer feedback can also help hotel customers satisfaction patterns and finds area for improvement. Consistency is one of the keys of customer satisfaction at the hospitality industry. Guest expectations every time same from the front office. Therefor customers will expect same level of service each time. Inconsistent behaviour such as employee response to the same request differently can create guest confutations and reduce trust. To maintain same level of customer service regular staff training and monitoring to help ensure that service standers remain same across different shift and staff. According to (Rahimi.Kozak,2016), In a highly competitive environment, hotel business recognises service quality to retain existing customers while simultaneously striving to attract mew market segments. Technology use can lead to customers frustrated, anxious or confused. Employee should respond with empathy and professionally during emotional situation make customer feel respected and try to help, which can turn a negative situation into a positive one. Micro elements in a hotel refer to small, detailed components that enhance guest experience, such as lighting, scent, decor and personalised services, state on (Sergey at al.,2025).The environment of the front desk also important regards customers satisfaction. A clean organised with direction of self-service, waiting room, front desk service and children can improve customer satisfaction. Also, clear information for people with disabilities, even front desk lightening and background music can influence customer welcome and feel relaxed. Hotel environment and cleanness is one of the common concern of customers expectation of the hospitality, state on (Fotis,2021).Team collaboration and internal communication such as housekeeping team technical support office. Poor internal communication can delay service and incorrect information being passed to the customer. Effective teamwork with other departments is essential for delivering smooths satisfactory customer service. Wait at the front desk can affect customer service quality. Long and unexpected waiting can lead to customer frustration, especially if customers in a hurry or stressful situation. Employees should communicate estimate wait times and keeping customers informed help customers understand they are also important and reduce negative feelings. Staff satisfaction and motivation can be more likely to deliver batter customer service. Therefore, staff at the front desk needs to be give priorities listen to their opinions let them take a lead at the front desk. Staffs need to feel they are also important part of the hotel and main face of the reception. When staff member is happy, they can deliver great customer service which make customer satisfaction. Customer personalisation can greatly increase the customer experience. Remembering repeat visitor’s names, preference or specific needs customers feel valued and appreciated. Simple greeting like serve with smile, thanking customers, or follow up on a request can go a long way in improving customer satisfaction. For customers excellent service employees must have good English spoken arability, successful language course can respond to learner needs, state on (Low.Pongsukvajchakul,2014).  Manager at the front desk needs to make sure staff at the front desk have good English-speaking ability. Communication Customers satisfaction at the front desk depends how well staff communicate, respond to needs, and maintain a welcoming and efficient environment. Continuous training and feedback can help front desk employees improve their skills and ensure every customer interaction is positive and productive. Hotel should recognise and reward good front desk performance through verbal praise, incentives, career development opportunities. Reduce the front desk staff turnover by making them feel appreciated, they are more likely to extend that positive energy to customers. Hospitality industry is often driven by low wages. Limited career growth, poor management and lack of job satisfaction. However, to reduce turnover, organization should invest in competitive. Compensation, employee development programs, supportive leadership, and a positive work environment, according to (Dwesini,2019). Staff at front desk mental health can affect customer Satis faction therefore manager also have responsibilities to  look after staff talk to them regularly ensure them friendly environment .Staff needs to feel they are free to talk if they are is any concern also their health and mental issues and they will be looked after by management will be seen as an important too. GOV .UK,(2016)’ Mental health is just as important as physical health, the only Difference is Cannot always be seen’. Although mental health can't be seen but it is present and recognise by government. Staff mental health should be seen as important matter and manager needs to be aware. 


6.Conclusion:
Customer satisfaction is increasing day by day as with the faster technology. Customers online negative reviews can decrease customer retention, and which can affect hotel business. The researcher observed Birmingham Novotel hotel customer frustratioduring busy time at the front desk. Customers not been contacted by front office the waiting time or apologies for long wait. There are also several reviews at the Novotel hotel website that indicating customer are not satisfied at the front desk. It is time to use more and more technology to use and speed the service as time is most valuable therefore customers want quick service. Technology uses in hospitality front desk operation in early 20th century. According to (Carlsson. Carlsson & Walden,2005) in early 20th century there wear only two major hotel chain was offering a mobile reservation service: Intercontinental Hotels Group and Accor Hotels. Now every hotelier work use technology for batter service and customer experience. Modern technology becoming more familiar for hospitality business. Human and AI collaboration at the front desk playing an excellent role to maintain customer satisfaction and be able to provide quick service. The Novotel Hotel Birmingham Centre front desk operation gets very busy during busy time. This Hotel has private car park facilities which is available for hotel guest. Guest must park and register at the front office which is also time conscious and wait at the front desk. Busy period of the day front desk gets very busy more self-service facilities can reduce these issues.  The hotel business sectors are going through a rapid changes and adaptation to the requirements of the use of modern technology in present world in the context of rapid progress, according to (Valentina et al.,2024). Hotel front desk environment is also important for the customer satisfaction. Sign of waiting room area, front desk, car registration self-service is also important for the front desk environment. Long waiting time at the front desk led to negative impression at the front desk and without communicating with the customer during busy time make them felt not been given priority. Customers are quick to respond in social media and this waiting time can lead to leave negative reviews online.




7.Recommendation:
Competition in the hospitality industry increasing day by day and customer satisfaction is also becoming challenging as customers' demands are also changing day by day. In today's rapidly evolving business environment, companies encounter significant challenges, including intense competition and market saturation, (Dokbat,2018). Customer checks online reviews before they book and accommodation therefore customer satisfaction is the key to business growths. Mobile use or mobile app in the hospitality industry benefits as they reduce cost, increased functionality, improve productivity better efficiency and ensure customer satisfaction in terms of their logistics, as well as capable to create awareness of the hotels brand, according to (Waranpong,2020). Therefore, in a competitive hospitality industry to maintain customers satisfaction Novotel hotel Birmingham also needs to foster use of technology. According to (Law et al.,2018) ,the study shows an average adult spends over four hours per day using their mobile phone, spending time on social media and communication. Social media becoming more popular trusted point for customers. satisfaction can increase this popularity. Since mobile facilities are out for the hotel guest experience, they provide an attractive source of amenities to the guest for example big hotel chain like Hilton, Marriot, IHG and Hyatt have launched guest room key technology that allows guest to enter their delicate room at the hotel by  using their smartphone, according to (Hwang,2023).Novotel Hotel Birmingham can foster more self-service at the front desk in regards customer satisfaction. No one like to wait therefore more self-service at the front desk such as self-check in and check out ,self-service for car registration at the front desk. Self-service allows staff to have opportunity to have free time to do other valuable work. Queuing Theory referred to be recorded customer arrival time, the inner arrival time of customers including average service rate of customer and time required for service mechanism to provide the complete service, according to (Shastrakar.Pokley,2018).Manager at the front desk can monitoring customer waiting timeduring busy time of the day and overlook what needs to improve .Staff at the fronts office also needs to trained to communicate with the guest and keep inform about the average waiting time at the front desk during busy time. valuable insights how premium hotels enhance customer satisfaction and build up loyalty through data-driven strategies such as personal services to tailor services to individual guest preferences hotel should leverage customer data, including feedback from online reviews, according to (Anon,2025). Staff team needs work as a team with the manager continue tracking and monitoring customers feedback and reviews and communicate with staff team to leave opinion what was good or what was bad. Staff members may refresh customers satisfaction course including manager to improve the customer satisfaction. Staff members also need to be satisfies at their workplace and need to speak if they are facing any issues. Staff teamwork and AI technology collaboration can increase customers trust loyalty and satisfaction day by day.
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Just by having good rooms and good location wouldn't
help in the hospitality business. The staff is absolute
racist and i have been a victim for racial attack by one
of the reception guy. He racially profiled me when i
called to ask for an empty glass.

Avoid this hotel if possible, this is place is absolutely a
racial discriminative place.

Rooms: 4
Service: 1

Location: 4
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The hotel rooms are no way to standard of a true
Novotel. Staff unfriendly and helpful on checking. Not
knowledgeable of the area and could not answer a
simple question on food in the area or parking.

The room was disgusting, bed uncomfortable, and AC
did not work so room was hot and unsleepable.

Room is so outdated it was a cheap motel room at
Novotel prices. | recommend if you are looking for a
nice hotel on the area not the Novotel Birmingham.

Trip type
Business

Travel group
Friends
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My booking was cancelled with no notice, despite
booking over 6 months in advance.

On the day of my stay | had to deal with rude,
aggressive security, another rude manager, and
various other staff who failed to understand my
frustration of having a hotel cancelled with no
alterative given. No compensation despite surrounding
hotels either having no rooms, or charging over £100
extra.

The staff claimed they had emailed me to inform me of
the cancellation and despite also having my phone
number, they never tried to call me. After printing the
email thread it became apparent they had been
emailing an invalid address which was not remotely
similar to the one | had provided (and received my
booking confirmation to) and they obviously never
received a response.
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The reception | checked in with is very cold, i don't
think she fully understand the word hospitality at all.
She can be the next frozen, since she is more than
cold. Room is dirty, AC is not working, bathroom is full
of dust, the whole room smell damp, the carpet under
the bed is cover with dirt. | will not stay in this hotel
again. | do hope the hotel management do read this
review, they need to do hell alot more to call this hotel
a 4 stars hotel. Very poor management and facilities
are very old.

Trip type
Holiday

Travel group
Couple

Rooms: 1
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My recent stay at your hotel was incredibly
disappointing. The poor customer service left much to
be desired, with staff appearing disinterested in guest
satisfaction. Throughout the night, the incessant noise
from a malfunctioning toilet flush made sleep nearly
impossible. To make matters worse, an unexpected
power outage lasting almost two hours disrupted our
plans significantly. Despite breakfast being included in
our booking, we were shocked to discover a massive
service charge for its delivery. Additionally, the
additional car park charges were unjustified. Our
requests for a crib went unanswered until a staggering
12 hours later, and when it was finally delivered, the
room service attendant lacked the expertise to set it
up properly. Furthermore, the absence of lifts made
navigating the hotel with a pushchair incredibly
challenging, highlighting a lack of baby-friendliness.
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This hotel was mentioned as a 4star hotel but
unfortunately it was no better than a 2 star. Firstly,
there was no parking space available and | was told
that this is available as first come first serve but
nothing like this was mentioned on their website which
I feel is a trap on their behalf. When | protested about
it, the lady and gentleman there at the reception were
least concerned. Though | know its not their fault but
the level of their concern showed the general attitude
of this hotel. The reception looked quite good and |
expected the room to be atleast somewhere near a
4star hotel room but unfortunately this was a very
congested room with a double bed and a sofa bed
completely occupying the room. Its ok if you dont have
enough space if the quality of the room is good
otherwise but the sofa bed's mattress was digging
deep into the bed and very uncomfortable for lying.
The carpet looked dirty. The toilet was divided into 2
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Absolutely horrendous experience! The check-in
process was completely disorganised and
unprofessional. We were left waiting for over 30
minutes, with no updates or communication, only to
then be asked to give up our seats so flight crew could
take priority! Don't expect fairness or decent customer
service!

Trip type
Holiday

Travel group
Friends

Rooms: 3

Service: 1




