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Abstract
This research project looked at how operational service limitations of a budget hotel in a competitive area of South East England affect guest satisfaction in Premier Inn Gravesend Central. The professional placement at the hotel served the investigation as a grounding point from which it was possible to observe (proximately) the everyday operation and customer service management of the hotel. Recurring challenges, spanning their staff and guests alike, gave rise to the start of the project. Despite the cursory nature of these operational issues, the effects were visible and served as examples of why strategic service management.
Specific infrastructural and procedural gaps in the hotel environment generated guest satisfaction and facilitated organisational efficiency; that was the main aim of the study. The primary research question that guided the research was To what extent is guests’ satisfaction at Premier Inn Gravesend Central affected by the limitations of service and infrastructure? The study was in pursuit of three objectives to achieve this. The first of these was to probe the impact that the absence of a public toilet for non-resident guests had on customer comfort and first impressions. The second looked at manual cheque-ins and how that impacts the speed and efficiency of service. The third objective examined how the restaurant layout and short menu list influenced the dining satisfaction of different guest groups.
In response to the research question, a mixed methods approach was used. A guest feedback survey was used to collect quantitative data which enabled numerical insight into satisfaction levels in several service areas. Semi-structured interviews with frontline staff produced qualitative data providing insights into staff’s operational constraints but also into their experiences. Several consistent drivers of guest dissatisfaction were identified in the study, which were largely infrastructure-deficient and procedure-deficient. One big problem was a public toilet that a non-resident guest could also enjoy. Guests arriving early and waiting in the lobby often felt uncomfortable. 
Staff assistance was needed to gain access to internal facilities, which resulted in employees being under extra pressure and complaints about the quality of first impressions.  In addition, the hotel’s restaurant, though largely praised, was limited in size and options, which meant most guests did not eat there. It limited additional on-site revenue and became a whole perceived value issue. The findings were responded to by the study through recommendations that aim to enhance guest satisfaction and operational performance. To streamline the arrival process and reduce queue time, there were, in the first place, suggestions to advise the installation of self-check-in kiosks. Third, making the restaurant area bigger with a seasonal menu that has much more variety could retain the guests for keeping their evening meals and improve customer satisfaction. The project delivered practical insights into the ways small, though crucial, service gaps are capable of influencing the guest experience in budget hotels. The case proved the need to match guest expectations with efficient service delivery and underscored the value of continuous feedback and improvement as the basis for remaining competitive in the hotel industry.
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[bookmark: _Toc199556556]Chapter 1: Introduction
[bookmark: _Toc199556557]1.1 Research Background
In the hospitality industry, guest satisfaction has been recognised, for a long time now, as a critical performance indicator. It has a critical role in deciding service quality and client maintenance, and at the same time, it affects the last business results, for example, repeat booking and brand loyalty (Cho, 2020). The popularity of sharing economy services in the UK has made budget hotel chains like Premier Inn deal with the increased competition not only from traditional hospitality providers but also from newer accommodation platforms (Essight, 2015). Following a ten-week industry placement at Premier Inn Gravesend Central, Kent, England, the present study was developed. Referred to as the Premier Inn brand, this hotel is part of the more significant, well-known chain for offering reliable, mid-scale accommodation at prices across the UK (Premier Inn, 2025). 
[bookmark: _Toc199556558]1.2 Problem Statement
Operations at Premier Inn Gravesend Central, when characterised, presented three main areas that serve to frustrate guests. The first was that the hotel did not have a self-check-in system, so queues were fuller at peak times. Time constraints pushed already busy reception staff to near breaking point and reduced their ability to give personalised service (Alda, 2019). Secondly, there was not a public toilet in the hotel lobby or reception area to which the public could go. Legislative and planning policies that ignore sanitation infrastructure in shared spaces have been blamed for a more general decline in public toilet provision across the UK (Phiri et al., 2024). The study also stated that UK restaurant chains have seen increasing expectations for greater variety and healthiness in offerings that many smaller stores have difficulties doing (Huang et al., 2021). 
[bookmark: _Toc199556559]1.3 Research Aim
This research aims to evaluate how operational and facility improvements can increase guest satisfaction at Premier Inn Gravesend Central.
[bookmark: _Toc199556560]1.4 Research Objectives
To achieve this aim, the study will pursue the following objectives:
· To evaluate the impact of the missing public toilet on guest comfort and satisfaction.
· To assess how the absence of a self-check-in system affects the guest experience and front desk operations.
· To examine how the restaurant’s limited menu and space influence guest dining behaviour and satisfaction.
[bookmark: _Toc199556561]1.5 Research Question
How do operational and facility limitations affect guest satisfaction at Premier Inn Gravesend Central?
The study looks into how the operation of facilities can improve or diminish the satisfaction of Premier Inn guests in Gravesend Central. Conducting a hospital audit requires looking into the performance of the staff, the condition of rooms, hygiene and repairs and what amenities guests enjoy during their stay. All these things contribute to shaping guests’ experience and how they review the quality of service. Identifying the same kinds of problems and their effects on customer service helps identify what can be improved. The main objective is to give management advice that can make service better, increase the likelihood of guests returning and help the hotel perform and be seen in a good manner.
[bookmark: _Toc199556562]1.6 Significance of the Study
Moreover, this study is significant both academically and in terms of practice. In practical terms, it provides hotel-specific insights for use at Premier Inn Gravesend Central and applications in other hotels suffering from similar constraints. Based on this, there will be clear recommendations to fix guest dissatisfaction by applying targeted upgrades in technology, facilities and food service (Phiri et al., 2024). Service efficiency and comfort are as important in budget hotels (Alda, 2019). The study provides an academic contribution to the overall growing body of literature on customer satisfaction in hospitality. The previous research has mainly tended to highlight service quality more broadly without differentiating specific operating constraints (Sousa et al., 2019). This research project explores real-life conditions examined during industry placement to provide context-rich, applied insights based on both industry and theory. 


[bookmark: _Toc199556563]Chapter 2: Literature Review
[bookmark: _Toc199556564]2.1 Introduction
This literature review critically assessed its core themes, which were guest satisfaction, hotel facilities, service innovation and food and beverage management. It is aimed at linking theoretical frameworks to the practical issues faced at Premier Inn Gravesend Central: lack of public toilets, the nonexistence of self-check-in technology and few restaurant options. 
[bookmark: _Toc199556565]2.2 Theoretical Framework
According to Shi and Shang (2020), the SERVQUAL model is one of the most popular frameworks to evaluate service quality, especially in customer-orientated industries such as hospitality. Five dimensions, tangibles, reliability, responsiveness, assurance and empathy, make up the model. Comparison of customer expectations against actual service performance is possible, based on these dimensions. A meta-analysis of this case study by Teshnizi et al. (2018) reinforced the utility of this case study for the adaptation in diverse service sectors such as health care and tourism. 
Another way to look at service attributes is the Kano model. According to Pandey et al. (2020), the Kano model defines customers’ needs into three categories, namely, must-be, one-dimensional and delighters. According to Materla et al. (2017), the Kano model is valuable in prioritising service improvements by considering the services’ features which provide the most marked impact on customer satisfaction. Pandey et al. (2020) mentioned that it is particularly applicable to the tourism and hospitality industry, stating that because of the rate at which expectations change, categorising service features becomes crucial to ensure sustained customer engagement.
[bookmark: _Toc199556566]2.3 Review of Key Studies
[bookmark: _Toc199556567]2.3.1 Guest Satisfaction in the Hospitality Sector
Customer loyalty, profitability and brand image have all been extensively linked to guest satisfaction. According to Baquero (2023), although physical infrastructure makes a significant impact on satisfaction, it is not by itself sufficient. These three things are equally important: emotional connection, service quality and convenience. According to Rios (2025), the hospitality industry’s satisfaction is no longer measured by the availability of what is promised but by immediacy, personalisation and seamless service. It is also observed at Premier Inn Gravesend Central where the facility limitations have posed a smooth flow of guest interactions. Sonawane (2021) found that cultural differences also exist about what guests expect from UK hotels, and, in some respects, UK customers often expect less of aesthetics—functional cleanliness, efficiency and convenience tend to matter more. Budget hotels, generally beset with cost-budging guests, expect the least and the most of the basic services. Nguyen et al. (2018), in a related study, found that customer satisfaction in UK food service contexts is heavily influenced by speed and simplicity of service delivery, which could be extended to hotels possessing in-house food service facilities.
[bookmark: _Toc199556568]2.3.2 Role of Hotel Facilities in Shaping Satisfaction
Hotel facilities appear as a foundational base form where customer perceptions are formed. According to Baquero (2023), the source of dissatisfaction, regardless of other service quality strengths, stems from facility-related shortcomings, for instance, broken amenities and toilets which are inaccessible. This is the critical point, especially in budget hotels, where guests use the existence (or not) of essential services to assess the value that they receive for their money.
This was also supported in Davis et al.’s (2018) discussion of operational infrastructure, in which they argued that poor design and resource scarcity can adversely influence service provision and guest comfort. For example, when a restaurant does not have enough seating room, visitors may feel awkward or uninhabited. According to Tourky et al. (2020), the UK food and beverage sector has relied on brand identity often related to environmental cues, the spatial layout and the finding that facility constraints are not limited to functionality but extend to impact perceptions towards a brand. For example, Premier Inn (2025) portrays itself as a supplier of undemanding but reliable accommodation. But at the Gravesend Central location, which lacks a public toilet and has a cramped restaurant space.
[bookmark: _Toc199556569]2.3.3 Technology in Guest Experience
Technology has played a central role in the way in which modern hospitality experiences. According to Arapou and Kapiki (2023), emerging digital tools such as self-check-in kiosks not only enhance operational efficiency but, at the same time, are the most effective way to show that guests can be autonomous and up-to-date. According to Lacalle (2022), self-service technology in shorter line queues reduces queue lengths and increases guest satisfaction by minimising the wait time itself, especially during peak hours. In budget hotels, with lower staffing levels, it is especially relevant.
According to Bharwani and Mathews (2021), technology in luxury hotels may be popular owing to tailored human interaction. The importance of using such digital solutions like automated cheque-in systems in mid-scale hotels can be emphasised with this distinction. Arapou and Kapiki (2023) also noted that technological upgrades can serve as indicators of innovation, which can create positive effects on brand reputation and guest expectations. Though these advantages exist, the implementation of such technologies is not without challenges. Lacalle (2022) warns hotels to consider this with guest demographics because not all guests feel comfortable using self-service tools. Consequently, a successful technological transition requires training and clear instructions.
[bookmark: _Toc199556570]2.3.4 Food and Beverage Experience
Dining primarily defines the guest experience, especially with long-stay guests. According to Davis et al. (2018), food and beverage services are not only revenue centres but also powerful drivers that add value to brand experience. Nguyen et al. (2018) reported that menu variety and perceived freshness are the two important determinants of satisfaction in the UK restaurant industry. Not that the guests for budget accommodations may not demand gourmet offerings; they do expect some reasonable variety of the offered dishes and quality of service.
Rios (2025) claimed that satisfaction is frequently associated with simple functional conveniences which serve to fulfil guest needs without complications. However, guests have voiced frustration repeatedly about the small restaurant layout and limited menu at the location at Gravesend Central. Tourky et al. (2020) also claimed that the service speed and the dining environment ultimately affect the impression of professionalism and care; it deteriorates when the space lacks or the selection is not complete.
[bookmark: _Toc199556571]2.4 Research Gap 
Although much has been done in guest satisfaction research, very little has been done about highly specific operational limitations such as how public toilet availability or restaurant space constraints might affect operational decision-making (Spira, 2024). Existing literature studies service quality either in broad terms or in the luxury segment, thereby ignoring the unique needs of budget hotel guests. According to Pandey et al. (2020), tailored models like Kano may be recommended for tourism research to find out which service features have the most significant effect on satisfaction.
Additionally, there is a small corpus of work based on real-time, practice-orientated case studies carried out in budget hotel settings. According to Arapou and Kapiki (2023), the literature on innovation in the hospitality field is mainly theoretical and even derived from luxury situations. On the contrary, this research project takes a grounded perspective using observation of direct placement in the Premier Inn Gravesend Central. By way of this approach, a key gap is addressed by establishing connections between theories from models such as SERVQUAL and Kano to concrete realities on the ground in a highly constrained operational setting. 




[bookmark: _Toc199556572]Chapter 3: Methodology
[bookmark: _Toc199556573]3.1 Research Philosophy
The approach of this research was taken as pragmatic and philosophical to investigate both operational and facility issues which have been affecting guest satisfaction at Premier Inn Gravesend Central. This philosophical approach allows combining quantitative data with qualitative data to offer solutions to real-life practical problems (Collis and Hussey, 2014). The flexible methodological decisions depended on the context of the research because pragmatism did not follow positivist or interpretive traditions (Kaushik and Walsh, 2019). 
[bookmark: _Toc199556574]3.2 Research Approach
An inductive research approach was used in the study whereby patterns and meanings were allowed to emerge from data collected rather than predetermined (Saunders et al., 2023). The inductive process enabled the key staff interview themes and the key observations from field observations of guests to be identified. To this end, this dual-layer approach was adhered to to differentiate research from relevant theory (Sauce and Matzel, 2022). This type of approach works well in qualitative research where categorisation or pattern identification naturally comes out of participant narratives and observed behaviour (Azungah, 2018).
[bookmark: _Toc199556575]3.3 Research Strategy
This study used a case study strategy to realise its aim by focusing on the case of Premier Inn Gravesend Central. An in-depth analysis was done, as only a case study was deemed fit to identify the unique operational limitations, for example, the complete absence of a public toilet and automated check-in system (Priya, 2021). The use of case study methodology also contributed to the triangulation of several data sources that are utilised in this study and, in turn, enhanced the validity and reliability of the findings and its connection between empirical observations and theoretical constructs (Cottrell, 2014).
[bookmark: _Toc199556576]3.4 Data Collection Methods
Several different data collection methods were used to gain a full picture of guest satisfaction. The survey questions were structured in this way to allow the indicators of satisfaction and dissatisfaction to be measured and subsequently statistically analysed (Mirhosseini, 2020). The second method was a semi-structured interview of reception and restaurant department staff. These interviews provided vital qualitative data from which themes not limited to guest feedback may arise (Flick, 2017).
Third, the data collection method was observational data collection. Observations also occurred during peak check-in times and times of meal periods. The fourth method was competitor analysis, i.e., comparable budget hotels in the local area. The limitations at Premier Inn Gravesend Central were contextualised to the best practices of competitors and used as a basis for recommendations (Honkanen, 2019).
[bookmark: _Toc199556577]3.5 Sampling
Convenience sampling was adopted as the prime strategy for participants’ selection in the study. The research was placement-based and due to time and financial limitations, convenience sampling was thought to be most appropriate (Denscombe, 2010). While it provides no randomisation, it provides the researcher with data from available subjects in the natural field in which the researcher operates (Stratton, 2021). Consequently, to ensure the validity of observation, the study observed the same bartender for several observations at different time shifts and weekdays to make allowances for variations in guest flow and operational workload.
[bookmark: _Toc199556578]3.6 Ethical Considerations
All ethical standards set by the university were being complied with. Before data collection, ethical approval was obtained. All participants gave informed consent, and it was voluntary participation (Veal, 2017). Reported to participants, as part of guest surveys and staff interviews, were the goal of the study, their right to withdraw at any time and precautions to safeguard anonymity and confidentiality. Data protection procedures followed the General Data Protection Regulation (GDPR), and such data were securely stored with the help of encryption and stored on password-protected devices (Thi et al., 2021). The raw data will be disposed of after completion of the project in compliance with university policy (Hasan, 2023). 




[bookmark: _Toc199556579]Chapter 4: Findings and Analysis
[bookmark: _Toc199556580]4.1 Quantitative Analysis
[bookmark: _Toc199556581]4.1.1 Guest Survey
Check-in Efficiency
Perceived weaknesses in the hotel’s arrival process were reflected in the lowest mean score for the cheque in efficiency (m=78.6). As can be seen from the frequency distribution shown in Table 2 most guests rated the experience favourably, however, there were a number who rated the experience moderately negatively (in the lower rating bands, 60–70).

[bookmark: _Toc199500670][bookmark: _Toc199501530]Figure 1: Check-in Efficiency
Facility Access (Toilets) 
The second area that was surveyed was facility access, namely whether or not public toilets were available. Although a relatively high mean score was obtained (85.85), the ratings were distributed and unable to be described by a straightforward description (mixed response). Some low scores (50–70).

[bookmark: _Toc199500671][bookmark: _Toc199501531]Figure 2: Facility Access (Toilets)
Dining Experience
Premier Inn demonstrated the highest average satisfaction rating (89.6) on the dining experience. Nevertheless, the variability in guest opinion was quite high — reported by guest opinion the standard deviation was also the highest, at 9.92.

[bookmark: _Toc199500672][bookmark: _Toc199501532]Figure 3: Dining Experience
Guest Satisfaction Ratings
Information regarding 95 guests was collected via a survey covering three different service areas. Raw frequency data is presented in the tables below, from which mean, median, mode and standard deviations were derived key figures.
	Dimension
	Mean
	Median
	Mode
	Standard Deviation (SD)

	Check-in Efficiency
	78.6
	80
	80
	8.29

	Facility Access (Toilets)
	85.85
	80
	80
	8.25

	Dining Experience
	89.6
	80
	80
	9.92


[bookmark: _Toc199500701][bookmark: _Toc199501538]Table 1: Summary Statistics of Guest Ratings
Dining scores are generally the highest of the satisfaction mean scores. However, the dining response reflects the highest standard deviation, suggesting more varied guest perceptions on the part of this. Comparing the values for median and median on all three dimensions (each with a value of 80) results in a large number of guests who rated in the range of the ‘satisfied’ zone. The baseline of contentment revealed by these findings is not however without clear areas for operational improvement.
[bookmark: _Toc199556582]4.1.2 Observational Trends
The three times weekly, structured observation sessions took place during both morning and evening peaks during the 10-week placement. However, the most consistent pattern was customers queuing up at the reception desk for about 15 min around 3:00 PM, i.e., standard cheque-in hours. These queues were too much for staff to cope with, answering phones and taking complaints all at the same time. The absence of automation was most apparent during high occupancy weekends when service times can be sluggish to the point of calling attention and causing guest frustration. Breakfast service always seemed to have congested seating in the restaurant. While guests were in general satisfied with the quality of food, the seating arrangement and restricted floor space caused lapping of queues and sometimes delays as such in food delivery. The challenges identified in this project are broadened by hospitality research findings in that ineffective spatial management and unoptimised guest flow decrease perceived service quality (Sakamoto, 2020).
[bookmark: _Toc199556583]4.1.3 Competitor Benchmarking
	Feature
	Premier Inn Gravesend
	The Granby Hotel
	Travelodge Gravesend

	Self-check-in System
	No
	Yes
	Yes

	Public Restroom Availability
	Under Construction
	Yes
	Yes

	Restaurant Space
	Limited
	Medium
	Medium

	Menu Variety
	Limited
	Varied
	Moderate

	Check-in Efficiency Score
	72/100
	85/100
	78/100

	Facility Access Score
	68/100
	82/100
	75/100

	Dining Experience Score
	79/100
	88/100
	83/100

	Average Guest Satisfaction
	73/100
	85/100
	79/100


[bookmark: _Toc199500702][bookmark: _Toc199501539]Table 2: A comparison of Competitor’s quality of service
The analysis shows Premier Inn’s relative underperformance along all identified key dimensions. Use of self-cheque in kiosks tends to perform better than airports that have no such equipment in place. Satisfaction ratings have been affected by the tangible lack of public restrooms. The stronger guest impressions of both competitors stem from their permanent, clearly signed facilities. In terms of menu and spatial restrictions which are imposed at Premier Inn’s restaurant, there were less favourable responses than that of The Granby Hotel and Travelodge, where the quantity of menu was less restricted and where spatial limitations were less noticeable.
The results of this thesis are consistent with the larger body of literature in that they highlight the importance of environmental, infrastructural and technological elements in determining hotel guest satisfaction (Özdemir et al., 2018). The benchmark data directly gives the means to compare and standardise performance, but also a means by which service performance may be prioritised to enhance service (benchmarking against itself as the benchmark).
[bookmark: _Toc199556584]4.2 Qualitative (Thematic) Analysis
This section of the thesis states the qualitative findings of semi-structured interviews with staff for the case of Premier Inn Gravesend Central and is additionally supported by secondary literature. Underlying patterns in staff perspectives on guest complaints, workflow challenges and facility limitations were then thematically analysed from the data. Direct staff quotations are used to present each theme and it is cross-referenced against academic studies and industry best practise to provide context.
Table 1: Summary of Thematic Insights
	Theme
	Description
	Supporting Evidence

	Guest Queue Complaints
	Staff highlight frustration over long check-in wait times, especially during peak hours.
	Nalley and Bufquin (2020); Weiss and Tucker (2018); Kensbock et al. (2017); Özdemir et al. (2018)

	Toilet Access Pressure
	The inaccessibility of public toilets during construction created repeated guest complaints.
	Jen and Jones (2018); Nielsen (2024); Eirich (2023), Wood (2024).

	Menu Inflexibility
	Limited menu choices prompted negative feedback from long-staying guests and repeat visitors.
	Chawla et al. (2021); Okumus (2019); Temizel et al. (2024); Goh et al. (2022); Sakamoto (2019); Wood (2024)


[bookmark: _Toc199500703][bookmark: _Toc199501540]Table 3: Summary of Thematic Insights

[bookmark: _Toc199556585]4.2.1 Guest Queue Complaints
The issue of guest queuing at the front desk emerged as the first of the themes to show up strongly in the interviews. They were under pressure during peak cheque-in times and handling guest arrivals, as well as answering the telephone at the same time.  Subsequently, the identified themes were generally found to be reliable due to strong alignment with the data sources and compelling operational shortcomings that need to be dealt with immediately.
This finding argues with Nalley and Bufquin’s (2020) findings regarding inefficient hotel cheque-in processes causing visible guest dissatisfaction and an excess burden on staff. Additionally, according to Weiss and Tucker (2018), queue management is significant for maintaining service flow and protecting brand image in the situation of limited-service hotels.  This operational tension is supported by further literature. The findings of Kensbock et al. (2017) show that hotel service staff struggle to balance quality guest service with dealing with understaffing, particularly during shift changes and periods of high occupancy. Furthermore, there is also an element of business process optimisation.
[bookmark: _Toc199556586]4.2.2 Toilet Access Pressure
A second recurring theme among staff was strain caused by the non-available public toilets close to the reception and restaurant area. And the impact of this infrastructure gap went beyond guest comfort. Repeated queries regarding room cleanliness, restroom availability and bathroom cleanliness recurring interruptions at the front desk as well as increased negative sentiment at the very beginning of the guest experience (Lunkes et al., 2019). According to Jen and Jones (2018), accessible public toilets are not a luxury, as they are a necessity in sharing spatial contexts (e.g. hotels, train stations and shopping centres). The study found that the lack of safe, well-directed restrooms can lower perceptions of hospitality.
Nielsen (2024) spotlighted the emotional and physical stressors of inaccessible toilets and featured the most marginalised populations such as those with medical conditions or children. The results mirror complaints made to staff at Premier Inn who say guests felt discomfort and anger to find out they did not immediately have access to facilities. In a similar vein, Eirich (2023) looked at gendered and social inequalities in access to public restrooms, including the fact that certain at-risk populations like families and elderly guests are not able to find them. 
[bookmark: _Toc199556587]4.2.3 Menu Inflexibility
The restaurant’s menu and guests’ feedback about food options were the final themes identified from the interviews. Guests called the menu repetitive and staff said the comments were frequent, especially from guests who stayed multiple nights. They say the guests were reluctant to return to the restaurant after their first visit and tended to go elsewhere to dine or order takeaway. ‘Guests often give a lip for having a too limited menu,’ said one restaurant team member. Some skip meals altogether because there is nothing new. “It could improve satisfaction if they had a rotating menu or more variety” is what one of the guests noted. Notorious in the hotel industry for its standard menu repetitions, a study regarding the optimal menu plan which reduces food waste and maximises guest engagement was conducted by bureaucrats from Chawla et al. (2021). Guests at all-inclusive or lower-tier limited-service hotels, according to their research, expect at least some change, in even lower-tier hotels. 
This was supported by Okumus (2019), who stated that menu variability is necessary, not only for guest satisfaction but also for inventory management as well as cost control. In additional insight from Goh et al. (2022) and Temizel et al. (2024), an additional gap that food service departments tend to suffer from is a conflict between perceived quality and operational cost-saving measures. Apart from operational efficiency, Wood (2024) stressed the psychological consequences of the perceived neglect of food service. Limited choice also frequently leads guests to believe that “if you do not have variety you can not care” or offer quality which only exacerbates dissatisfaction. Even well-prepared meals cannot meet expectations when combined with queueing or service delays.


[bookmark: _Toc199556588]Chapter 5: Discussion
[bookmark: _Toc199556589]5.1 Integration of Findings
Results from the quantitative survey and qualitative staff interviews found many issues commended with achieving guest satisfaction at Premier Inn, Gravesend Central. Both guest and staff feedback was triangulated to show a wide agreement of perceptions around three major operational bottlenecks: queueing at cheque-in, lack of toilets and limited flexible dining options. The survey results showed that there was, in general, a very high rating of service (78.6) and even higher of accommodation (89.6), only three areas of dissatisfaction emerged. This was reflected in recurring complaint themes and standard deviations and the same qualitative staff interview findings.
The big discrepancy between staff and guest outlook is ineffective cheque-in. Front desk staff identified peak time pressure and lack of automated systems as major bottlenecks to service delivery and waiting time emerged as a key guest dissatisfier. What these findings then substantiated is these problems were not related to guest-facing frustrations or lack of capacity on the back end but were rooted in outdated, manual cheque-in systems. From this alignment, it was clear that the root causes of stress among staff and guest disappointment were the same (Piso, 2022). The same went with issues related to access to restrooms. Public toilets are constructed ongoing only and contributed a moderate degree to the response scores of the facilities category (Mean: 85.85, SD: 31.175) which includes mainly the complaints about discomfort on arrival after long journeys. Families and friends travelling long distances were disproportionately affected by this issue, indicating that it had a disproportionately destructive effect on more vulnerable classes of users.
Mostly the dining experience got high ratings but slightly but highly variable. This variability emerged from a lack of menu variety and physical restrictions of the restaurant (as perceived from staff interviews). Particularly guests spending more than one night or repeat guests were dissatisfied. Staff perceived this as a problem of both service and space design insofar that spatial constraints inherent in the shape and equipment of the restaurant and limited food offering simultaneously affected guest satisfaction with the meal. The collected data overall verified most of the concerns found through the secondary literature review but also provided content-specific insights. While the guest surveys reinforced the findings, the interviews with staff offered a unique opportunity for staff to provide perspectives on stress points that are not always visible to guests. The reliability of the identified themes was generally supported by the strong alignment between data sources and the compelling nature of the identified operational shortcomings needs to be urgently addressed.
[bookmark: _Toc199556590]5.2 Linking Findings to Literature
This research fits well with the results of previous work in service design and satisfied guests in the hospitality sector. As Bagdiya and Kathiriya (2024) found earlier, outdated cheque-in happens to be a source of complaints from guests. This research has repeatedly highlighted how automation can make operations run smoother and provide guests with a better experience. Packers have shown that the use of self-service kiosks can dramatically cut down wait times and allow shop staff to pay more attention to customer service.
Modernising operations in the hospitality industry is also supported by the bigger changes happening in the industry. Automating the service process means that restaurants save resources and remain capable of offering personalised care to guests, increasing job satisfaction for employees (Kapogianni, 2025). This way of working improved things, according to the report, especially at cheque-in times when there were the most complaints from guests and the most tired staff. Restroom access proved to be an important factor in guest satisfaction, confirming knowledge established from previous research. Easy and hygienic toilets are considered basic aspects of the hospitality industry, according to Jen and Jones (2018). 
It was especially troublesome for people using transient spaces such as hotel lobbies since they should feel both comforted and cared for. Supporting this view, research has shown that providing easy restroom access makes a guest feel valued and well looked after by the company (Nielsen, 2024). The fact that the study’s findings line up with previous studies makes the challenges clearer and the need for changes more important. Addressing guest issues with cheque-in, using the bathroom and the restaurant setup can raise guest satisfaction and help the company advance their service model (Wynn and Jones, 2022). It was found that the main source of dining dissatisfaction was a limited number of meal options and how crowded the restaurant is which has often coincided with earlier research showing that dining contributes greatly to the experience expected in hotels of all price ranges (Cousins et al., 2019). Guests generally preferred to have dinner outside instead of at the hotel after their first night which strengthened reports that using the same menu every night contributes to waste and makes people bored (Okumus, 2019; Temizel et al., 2024). Many studies note that having a fixed menu in food services may be more cost-effective for hotels but could annoy regular guests (Goh et al., 2022).
The results show similarities with prior research suggesting guests are more likely to write online reviews and return if they are satisfied. The opinions guests share online on sites like review platforms have a strong effect on the perception of hotel brands (Marinakou and Giousmpasoglou, 2019). People are likely to highlight their negative experiences at Premier Inn, including delays and not having necessary amenities which may prevent others from booking there. This is in line with proof that when operational functions do not complement the company’s strategy, customers respond negatively online which can result in decreased performance in the future (Morosan and Bowen, 2018).
[bookmark: _Toc199556591]5.3 Operational Implications
This study offers clear recommendations that can improve efficiency and employee workload and help provide better service to guests at Premier Inn Gravesend Central. They also support the development of wider competitive plans for budget hotels. Using automated kiosks or mobile devices can decrease waiting times, lower the number of necessary workers and give the rest of them more important work to do. Robotic and automated technology in smart hotels has contributed to giving guests more freedom and pleasing employees, mainly when covering many repetitive services, according to Cheong and Law (2023). While people are being used more for face-to-face and supervising positions in tourism, machines deal with most operational tasks (Cilt et al., 2021).
Because automated tasks are quicker, fatigue is less likely to build when things get busy at work. Error-making and low guest interaction tend to increase when the front desk is sleepy (Gupta, 2020). Using smart automation, companies can ensure the best possible use of their resources by mixing human and technology-based assets (Bagadiya and Kathiriya, 2024). Using manual check-in at Premier Inn is both slow and discouraging for staff who realise technology could make the process smoother and more efficient. Not having accessible toilets during the time of construction made people realise just how important reliable amenities are (Were and Maranga, 2022). Perceptions of trust and safety are greatly affected by the cleanliness and access to basic services such as restrooms after the pandemic (Park et al., 2019). It is important to use a preventative approach to maintenance in hospitality because breakdowns in amenities impact both how many guests return and how smoothly staff can work (Ransley, 2022).
Problems with facilities can create a poor atmosphere for workers. When infrastructure is not well maintained, staff at the front have to keep apologising or find ways around the problems experienced by guests (Were and Maranga, 2022). Guests were not happy with the bathroom situation, and it made receptionists work even harder, putting the company’s service at risk. While cuisine got high guest scores, parity between visits was an issue, and people did not return, signalling a need for better dishes and design. Food is important in shaping a brand experience, even in economy-focused hospitality (Cousins et al., 2019). Many guests now expect the menu to highlight local foods, be suited to different diets and display local practices in cooking. To keep customers, the hospitality industry must balance new experiences with the comfort of familiar comforts in dining and not only think about the food (Bardukova, 2023).
Restricted space at the restaurant led to obstacles in both staffing and how happy guests were. With spatial analytics and table-turning technologies, restaurants can increase occupancy and organise guest arrivals without needing to renovate (Saini and Renu, 2024). In the same way, longtime guests might avoid eating at the hotel when the food remains the same, and this can harm the hotel’s reputation with reviews (Michopoulou and Moisa, 2019). Overall, these results make it clear why physical and digital systems, along with daily operations, must be aligned. Because Premier Inn’s promises of good quality are not always delivered, there is a loss of consistency that weakens both its relationships with guests and its standing in the market. People now look at a hotel experience not just for comfort but for how much it reflects the brand’s main ideas.
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This research was organised to investigate how certain facility and work restrictions impact guests’ satisfaction at Premier Inn Gravesend Central. Basing the study on actual work experience in the industry, researchers looked at challenges and benefits for a budget hotel using interviews and data from staff along with survey results. The study focused on seeing how advances in check-in, building access and dining might affect guest satisfaction. This study matched what was discovered from the research with various service models and insights to analyse the main aspects at the chosen case study location.
Both survey results and staff interviews demonstrated that the inaccessible restrooms during the guest’s visit caused many families, ageing guests and weary travellers significant discomfort. Many people who stayed at the hotel said they felt unsatisfied right away, long before they entered their rooms. Being without immediate use of the main facility hampered their first thoughts on the hotel and played a part in their overall ratings of its comforts. Having to explain the restroom situation to guests so often puts more stress on both the service and reception teams. Even a simple thing like not having an operational public toilet could seriously hurt people’s satisfaction in the hospitality setting, the research demonstrated.
The second aim was to find out how not having self-check-in influenced both guests and employees processing arrivals. The lowest average value in the survey was found in the check-in efficiency measure. Many guests reported being delayed at check-in on weekends, as the number of guests far outnumbered the hotel employees staffing the front desk. Because check-in was not automated, guests had to wait in lines, staff could not focus on welcoming guests, and getting through check-in took more time. The feedback from employees confirmed that this issue created daily stress and made them feel too busy to welcome guests properly. Because the study showed that neither guests nor staff were happy with things as they were, this objective was successfully reached.
Third, the team looked at how the restaurant’s small menu and tight space influenced what diners enjoyed and how happy they were. According to the results, diners gave meals the best overall score, but their opinions were more varied than for other services. Those who stayed for a period or who needed specific dishes were usually the most upset about the same menu items all the time. People often decided to have a meal outside after their breakfast at the hotel, according to restaurant staff. Small restaurant areas caused guests to wait longer, and they were not likely to return when it was most crowded. The result from the data indicates that, besides favour, too little choice in meals can harm a hotel’s secondary revenue opportunities.
Together, the evaluation of the three objectives proved the main aim: to find out whether operational and facility changes can enhance guest satisfaction in budget hotels. Research revealed that installing kiosks for self-check-in, ensuring all-access restrooms and including more flexible food choices at the hotel could lead to better guest experiences, all without having to alter the hotel’s main brand or raise prices. They can take some of the stress off employees, allow services to flow more smoothly and help both please guests in the short run and bring back repeat business over time. Also, the report pointed out that internal operations should match the expectations of guests. Almost every employee felt pressure because they had to cope with infrastructure shortcomings, making it harder to focus on delivering great service. Mostly, what disappointed guests was the system, rather than any fault of the employees. Having both sides agree suggested that using qualitative as well as quantitative methods is valuable when examining hospitality service issues.
Although low cost is very important, people still hope for quick service, high comfort and simple convenience when they check in (Nunes, 2024). Guests not getting everything they hope for—for any reason—often leads to reviews that mention their unhappiness and a drop in their future interest in booking. For this reason, budget hotels need to keep prices low but still make useful investments for guests. Case studies were shown to help analyse complicated service environments in this study. Focusing on just one hotel made it possible to study problems more closely and provide customised answers. It allowed for a close study of what people typically go through, which often gets lost in general surveys or reports from the industry.
Access to real-time data from where service was delivered gave great value to the study, especially to better show how theoretical service models work day-to-day. Employees’ feedback showed that this problem generated daily stress and had them constantly overwhelmed to have the time to welcome guests. This objective was achieved because the study showed guests and staff were equally unhappy with things as they stood.  When they work, they can remove some of the pressure on employees, facilitate smoother service flow and keep guests happy in the moment all while bringing in repeat business down the road. The report also pointed out a match between internal operations and guest expectations. The pressure was on every employee because great infrastructure was lacking and they had to feel able to focus on service. 
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Following are several suggestions: Get the self-check-in kiosk up and running, wrap up the new approach to toilets with clear signage, improve the food options in the restaurant, encourage real-time guest feedback and continue to compare the services with those at neighbouring venues.
1. Installation of a Self-Check-In Kiosk to Reduce Guest Queues
With self-check-in kiosks, people can quickly check-in without waiting, and the staff can handle different important tasks (Malcheva, 2019). With these kiosks, guests can quickly and safely check-in, which is particularly useful in the new environment after the pandemic (Loukili et al., 2024). In places with many guests, self-check-in kiosks have demonstrated that guests are more satisfied because they have more control over their arrival process (Gupta and Sharma, 2021). Having these technologies in the hospitality industry has greatly reduced bottlenecks in operations, helped process guests more quickly and decreased the feeling that customers have to wait for long (Gupta and Sharma, 2021). As a result, people are more satisfied, and there are fewer complaints about check-in times (Buhalis and Sinarta, 2019). As technology evolves, guests now look for easy technological services that make things more convenient and allow them to skip queues (Loukili et al., 2024).
2. Completion and Promotion of Toilet Access with Clear Signage
Both surveys and interview feedback from staff pointed out that there are too few public toilets for guests at the Premier Inn Gravesend Central. While construction is ongoing, this topic continues to negatively affect some guests, especially those who have special mobility requirements (Mathews et al., 2021). Having suitable and tidy bathrooms is very important for a guest’s enjoyment and will often shape their view of the service they receive (Mathews et al., 2021). Inclusive travel needs toilets to be a priority in any hotel so that all guests feel that they matter. Heavily visible and clear signage helps guests find their way, which results in a better experience (Panno, 2019). That is especially true for guests with disabilities or those discovering the hotel for the first time.
3. Expansion of Restaurant Layout and Seasonal Menu Offerings
The space available and items on the menu were mentioned as major components that lead to lower guest satisfaction scores, especially at peak dining hours. Food and beverage operations in a hotel are very important, and successful food and beverage operations are dependent on the hotel’s ability to offer guests flexibility and variety (Walker, 2022). The restaurant can come up with new dishes according to the freshest season’s ingredients, thereby meeting different taste and diet preference needs while relating to the new menu trend (Poliakov et al., 2024). It has been proven that the approach will increase guest satisfaction by providing more variety and making the dining experience less monotonous (Walker, 2022). Guest perceptions of service quality are strongly influenced by the physical design and layout of a restaurant, which directly and indirectly affects the comfort as well as the efficiency of the experience (Hemmington et al., 2018).
4. Integration of Real-Time Feedback Stations for Continuous Improvement
Real-time feedback is essential towards improving guest satisfaction. Co-created services in real-time in the hospitality industry represent an efficient method to increase guest engagement and satisfaction (Buhalis and Sinarta, 2019). Implementing real-time feedback stations in the hotel will enable Premier Inn Gravesend Central guests to have an immediate, convenient way to share their experiences. Such feedback mechanisms further brought the results of continuous improvement in service quality when integrated, as hotel managers are furnished with timely and actionable insights (Tiefenbeck et al., 2018). Real-time feedback can also be used to address operational issues when they happen, and staff can deal with them when they happen instead of having problems escalate. Because automated systems for gathering feedback can eliminate biases from traditional survey methods, they can help capture a more accurate version of the guest experience (Chung and Cakmak, 2018).
5. Conduct Routine Benchmarking to Stay Competitive with Local Hotels
To maintain a competitive position within the local market of Premier Inn Gravesend Central, it is important to routinely benchmark the hotel against hotels neighbouring the business, the Granby Hotel and Travelodge Gravesend. To achieve this, benchmarking is the process of comparing key performance indicators (KPIs) such as guest satisfaction, pricing strategies and service offerings against that of competitors and identifying areas where a hotel can improve performance (Hemmington, 2018). However, benchmarking as a strategic management tool is also highlighted as a means for hotels to keep track of industry trends and take proactive steps on how to react to changing and evolving guest expectations (Magnini et al., 2020). Especially in the post-pandemic, changing the space of the hospitality industry in the rapidly changing guest expectations and operational practices (Ruffolo and Jimenez, 2021).
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Dining Experience

Dining Experience	Frequency	60	65	70	75	80	85	90	95	6	5	10	18	22	18	14	7	


Check-in Efficiency 

Check-in Efficiency	Frequency	60	65	70	75	80	85	90	95	5	8	12	15	25	20	10	5	


Facility Access (Toilets) 

Facility Access (Toilets)	Frequency	50	60	70	75	80	85	90	95	4	10	12	25	30	10	7	2	
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