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Abstract
This research aimed at investigating the effect of the standard of services offered by the restaurants and bars on the final performance and guests’ satisfaction of Belton Woods Hotel in the United Kingdom, Lincolnshire. This research has investigated the connection between dimensions of service qualities namely, reliability, responsiveness, empathy, assurance and tangibles, with their influences on the overall guest experience and operational effectiveness in the hotel. The study also aimed to establish the major influences on guest satisfaction in the restaurant and bar departments and to offer suggestions on how to improve the services and departmental performance.
The secondary qualitative case study approach has been used, where the secondary data was given priority, where the evaluation refer to the guest reviews, online feedback sites and the existing literature. This method enabled a more contextual and in-depth study of the problems of the quality of the services in the hotel. The thematic analysis was employed to uncover common patterns and insights into the information, resulting in the emergence of four major themes - service consistency and responsiveness, professionalism and training of staff, food and beverage quality, and ambience and atmosphere.
The research further identified that the hotel demonstrated the highest standards of quality food, variety of menus and ambience, but there were inconsistencies in service delivery when the hotel was at full operation. The customers had largely enjoyed the classy ambience of the restaurant and the help of the accommodating personnel, although service and staff responsiveness were at times slow, which negatively affected the services offered. The analysis reflected that the service quality was directly and quantifiably related to the guest satisfaction, which highlighted that the SERVQUAL model and Expectancy-Disconfirmation Theory are applicable in determining the performance of hospitality services. Whenever the service delivery was good and met the expectations the levels of satisfaction, loyalty and perception of the hotel increased. On the other hand, failure to follow a timetable or communicate with customers resulted in dissatisfaction and caused low ratings.
The discussion was also revealed in the study that service consistency depended heavily on the performance of employees and training. The hospitality level of accommodation motivation, employee interaction, and listening proved to have a great influence on the perception of guests in terms of the value of what they were served. In addition, it was noted that there were operational problems, including workforce scheduling and inadequate technological integration, that were responsible for creating slow-paced services during high demand. These inefficiencies in operations pointed to the necessity of process optimisation and innovation to serve the hotel with the image of excellence.
Some of the suggestions were made based on the findings to improve the quality of services in the Belton Woods Hotel restaurant and bars. To begin with, the hotel was recommended to invest in constant development and recognition programmes to maintain employee motivation and enhance service delivery consistency. Second, it was suggested to adopt predictive scheduling mechanisms, digital ordering systems, and real-time feedback systems to increase the level of responsiveness and operational efficiency. Third, it was suggested to implement the Customer Relationship Management (CRM) system that would allow personalised services when engaging with guests and building long-term loyalty. Moreover, it was also proposed in the study that the hotel differentiation could be made in the form of experiential dining programmes, including local food festivals and themed dinners to enhance the competitive edge of the hotel.



Declaration
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.

Signature
Mihaela Alecu



Aknowledgments
I would like to express my sincere gratitude to my supervisor, Kathryn Flynn, for her continuous guidance and motivation for the values ​​of this project. Her guidance has contributed greatly to my personal and academic development.
I would also like to express my gratitude to my family for their unconditional love and encouragement, which gave me the strength to complete this work.

Table of Contents
Chapter 1: Introduction	7
1.1 Concise Background	7
1.2 Overview of the Case Study	7
1.3 Key Theme or Topic to be Explored	7
1.4 Research Aim, Objectives and Questions	8
Chapter 2: Literature Review	9
2.0 Introduction	9
2.1 Strategic Role of Service Quality in Hospitality Organisations	9
2.2 Evaluation of the service quality standards in the restaurant and bar departments	9
2.3 Impact of service quality on guest satisfaction at Belton Woods Hotel	10
2.4 Recommendations for the strategies to improve service quality	10
2.5 Conceptual or Theoretical Framework	11
2.5.1 PESTEL Analysis	11
2.5.2 SWOT Analysis	12
2.5.3 Theoretical Applications	12
2.6 Literature Gap	12
2.7 Summary	13
Chapter 3: Methodology	14
3.0 Introduction	14
3.1 Case Study Methodology – Overview	14
3.2 Data Collection Tools and Techniques	14
3.3 Data Analysis	15
3.5 Ethical Considerations	15
3.6 Chapter Summary	15
Chapter 4: Findings and Discussion	16
4.1 Introduction to Findings	16
4.2 Secondary Qualitative Thematic Analysis	16
4.2.1 Theme 1 – Service Consistency and Responsiveness	16
4.2.2 Theme 2 – Staff Professionalism and Guest Engagement	16
4.2.3 Theme 3 – Food and Beverage Quality	17
4.2.4 Theme 4 – Ambience, Technology, and Guest Experience	18
4.4 Introduction to Discussion	19
4.4.1 Interpreting the Research Findings	20
4.4.2 Addressing the Research Topic, Objectives, Questions	21
4.4.3 Exploring Implications, Pointing Out Limitations and Valuable Areas	22
Chapter 5: Conclusion and Recommendations	24
5.1 Conclusion	24
5.2 Recommendations	25
References	28
Appendix	35



[bookmark: _heading=h.g6iy12ave5ve][bookmark: _Toc213265799]Chapter 1: Introduction
[bookmark: _heading=h.lj7p7yi976af][bookmark: _Toc213265800]1.1 Concise Background 
The hospitality business is a field where high-quality food and beverage services become essential in achieving satisfaction among the guests and hence repeat customisation. The hotel restaurants and bars are more than simply being service outlets, as they are an integral part of the complete guest experience, enabling hotels to curate customer service. In the hospitality sector, the quality of the restaurant and the hotel bar has a significant impact on the overall experience of the customer, whether the customer thinks that they are receiving value, comfort and professionalism (Ali et al., 2021). Moreover, Singgalen (2024) has also talked about service quality and atmosphere within the hotel's environment as important factors creating competitive differentiation in the market, especially in the currently saturated market. The competition has made it even more necessary for hospitality businesses to adapt to current consumer preferences, ensuring satisfaction by creating value (Bardukova, 2023). The satisfaction levels are established on such factors as levels of service, the attitude of employees, responsiveness, and product consistency. As the level of competition increases, quality service is turning into a strategic requirement among the hotels that seek to attain higher performance and reputation (Bandara and Dahanayake, 2021). This discussion will argue regarding the direct correlation between service quality in the food and beverage operations and guest satisfaction on one hand, and the success of the Belton Woods hotel on the whole.
[bookmark: _heading=h.bfthxna38c64][bookmark: _Toc213265801]1.2 Overview of the Case Study
This study is a study on Belton Woods Hotel, which is a five-star country hotel situated in Lincolnshire and which incorporates complex leisure and dining facilities (Belton Woods, 2025). The emphasis is on its restaurant and bar business, which is crucial in defining the way guests will experience it. In terms of examining the quality of service and how it affects the level of satisfaction, the research will produce insights to facilitate better performance within the operations of the hotel and also to improve the overall service quality within the hotel. [refers to Appendix 1 for hotel brand and location]
[bookmark: _heading=h.8zczp6z62bqo][bookmark: _Toc213265802]1.3 Key Theme or Topic to be Explored
The general topic of the research is the correlation between the quality of service in restaurants and bars, customer satisfaction, and the work of the hotel as a whole. The study investigates the effects of the staff efficiency, consistency in the service, quality of the food and ambience among the guests and guest loyalty. Through the evaluation of the operations of Belton Woods Hotel, the research is aimed at defining the major strengths and weaknesses associated with the food and beverage sectors of the hotel. The outcomes of the research will be used to present evidence-based suggestions for improving service quality and the general experience of the guests, and these suggestions will contribute to the improvement of the hotel and its reputation.
[bookmark: _heading=h.ofop81l650ex][bookmark: _Toc213265803]1.4 Research Aim, Objectives and Questions
Aim
The aim of the project is to analyse how the quality of the Restaurant and Bar services impacts guest satisfaction and overall performance at Belton Woods Hotel.
Objectives
· To evaluate the service quality standards in the restaurant and Bar departments.
· To identify the impact of service quality on guest satisfaction at Belton Woods Hotel.
· To recommend strategies to improve service quality for enhancing overall departmental performance.
Questions
· What are the service quality standards in the restaurant and Bar departments?
· What are the impacts of service quality on guest satisfaction at Belton Woods Hotel?
· What are the recommended strategies to improve service quality for enhancing overall departmental performance?



[bookmark: _heading=h.xmusy12vytuz][bookmark: _Toc213265804]Chapter 2: Literature Review
[bookmark: _heading=h.uu0veyyv6skn][bookmark: _Toc213265805]2.0 Introduction
The quality of service is an imperative factor in the satisfaction of the guests and the general hospitality achievement. In the hospitality industry, the restaurant and bar departments hold a distinctive position to create customer perceptions as they come into direct contact with them (Vasani et al., 2024). Satisfaction is not the only benefit of quality in delivering high-quality services that promote brand loyalty and a good image. This chapter discusses how the efficiency of the existing service quality at Belton Woods Hotel is reflected in its customer satisfaction, and how it can be improved. It also incorporates theoretical and analytical standards to evaluate internal processes as well as external forces in the hotel setting on service performance.
[bookmark: _heading=h.38vqzzk1w3m0][bookmark: _Toc213265806]2.1 Strategic Role of Service Quality in Hospitality Organisations
As explained previously, service quality has become a major market differentiating factor. It is especially necessary considering the market saturation and high level of competition in the market. Yeong et al. (2022) have stated that there are specific dimensions, such as reliability, empathy and tangibles, that are crucial to address in service quality due to their importance in shaping customer perceptions. This was put in place to improve customer satisfaction and loyalty in the hotel business. In this regard, Wilson (2025) has stated that the quality of service in hotel management is not equivalent to compliance, but has been transformed into a strategic requirement and direction. It has also linked it to the twofold aspect of operational performance as well as customer satisfaction. However, Ajayi (2024) talked about the importance of establishing service standards that not only meet but also surpass customer expectations. This also involves maintaining consistency within services to outperform in the competition (Papaioannou et al., 2024). Therefore, it can be stated that consistency is also connected to service quality, which can improve hotel performance. 
[bookmark: _heading=h.bennj4ohpr81][bookmark: _Toc213265807]2.2 Evaluation of the service quality standards in the restaurant and bar departments
Belton Woods Hotel has established standards within the restaurant and bar departments, which are centred on food quality, efficiency in the service, and ambience. In line with the premium positioning of the brand, the restaurant has a wide range of menus and pays attention to its service. Employees learn hospitality manners and working with customers, and this is expected of a four-star hotel (Perdomo-Verdecia et al., 2024). To some extent, though, delays in peak times when there is a large volume of tourists may occur, and inconsistency in staff responsiveness may influence the service perception. Guest comments and observations of other clients suggest that, besides positive comments on the way food is presented and tastes, it would be possible to implement a better approach to the range of service and interaction with customers (Zhubi et al., 2024). Guest comment cards and online reviews will be useful sources of information in understanding the levels of service quality, like reliability, empathy and responsiveness. Constant staff performance and interaction monitoring allows holding the standards high, and more attention to active work with guests and quicker solution to issues might bring guests satisfaction to even higher levels (Kurniawan et al., 2024). In general, the hotel has good service backgrounds, but there are gains that must be made in this regard in terms of service perfection and maintenance of client loyalty.
[bookmark: _heading=h.5esnhz1yz746][bookmark: _Toc213265808]2.3 Impact of service quality on guest satisfaction at Belton Woods Hotel
As stated by Talukder and Kumar (2025), the quality of products in the restaurant and bar will directly affect how the guests will view the value of the experience, comfort, and overall experience. In the Belton Woods hotel, satisfaction and loyalty of the guests occur due to positive service experiences such as quick response, polite behaviour, and customised dining services. In its turn, service postponement or the lack of communication among the staff members may lower the perceived quality, which influences the satisfaction rates (Rathnasiri et al., 2025). Positive feedbacks (according to the reviews made by the guests) encompass the pleasant atmosphere and quality of the food offered by the restaurant as significant sources of satisfaction, although some breakdowns in service delivery during the peak hours are also indicated by some negative feedback. Such experiences indicate the significance of SERVQUAL dimensions' reliability, responsiveness, and assurance in determining the results of satisfaction. The quality serves to grow revenues by word-of-mouth and returning customers (Akanpaadgi et al., 2024). Therefore, it is important to ensure that service delivery remains consistent, staff training goes on, and the improvements are made based on the feedback in order to maintain the satisfaction of the guests. It indicates that the overall hotel performance and fame can be greatly improved through proper control of the work of restaurants and bars (Belgrade, 2025).
[bookmark: _heading=h.1rsp43cgeni7][bookmark: _Toc213265809]2.4 Recommendations for the strategies to improve service quality
Belton Woods Hotel has been suggested a number of improvement strategies to enhance the quality of services provided and the satisfaction of the customers. To improve the staff training programmes, simple upgrades in staff training programmes should be directed at communication, attention, and managing time, as a result of which uniform service delivery can be achieved (Sharma and Jain, 2025). An effective solution to the issue of detecting concerns of the guests is the implementation of real-time feedback facilities, such as a digital tablet or quick-response surveys.
Second, it should be optimised in terms of better scheduling of its staff and workflow coordination during high dining times (Dutta et al., 2025). The introduction of service quality audits and guest assessment could be used to follow up on the performance and discover areas of weakness (Sazdova et al., 2022). Moreover, the culture of recognition and motivation of the employees might be advanced, which will probably enhance morale and service quality.
Lastly, it can invest in the integration of technology into its operations, including reservation systems, point of sale and billing systems, to improve the efficiency of operations and shorten waiting times (Zemlina et al., 2023). Human touch coupled with digital assistance will enable the hotel to offer smooth personalised services to its customers (Abdullah et al., 2022). By following such recommendations, it is possible to achieve better satisfaction among the guests, repeat business, and general good departmental performance.
[bookmark: _heading=h.9r5t5fqu7b7i][bookmark: _Toc213265810]2.5 Conceptual or Theoretical Framework
[bookmark: _heading=h.nunibgo15gkr][bookmark: _Toc213265811]2.5.1 PESTEL Analysis
Political: Government legislations on food safety, labour legislation and tourism promotion can directly affect the operations of the restaurant (Perdomo-Verdecia et al., 2024).
Economic: Economic fluctuations have an influence on customer purchasing power and frequency of dining, which influences the revenue of the hotel (Shebl et al., 2021).
Social: Service strategies are influenced by the guests who have changed their demands on personalised and sustainable dining experiences (Zhubi et al., 2024).
Technological: The improvement in technology, like the digital ordering system and artificial intelligence-based feedback mechanisms, will also expand the efficiency of the service (Vukolić et al., 2025).
Environmental: Sustainability programmes such as waste management and local procurement have all become prominent in the brand image (Khalil et al., 2024).
Legal: Adherence to health, safety and employment regulations will guarantee reliability of the services and ethical functioning (Talukder and Kumar, 2025).
[bookmark: _heading=h.e9m7iinkik5g][bookmark: _Toc213265812]2.5.2 SWOT Analysis
In terms of strength, the hotel has an established brand under The QHotels Collection, a good quality restaurant and well-trained employees. In terms of weakness, it includes intermittent service provision during peak hours and scanty online communication in the feedback of guests (Rathnasiri et al., 2025). In the context of opportunity, it involves sustainability branding, sustainability staff development programmes, and the adoption of technology. Lastly, in terms of threat, it includes the competitive market in the hospitality sector, fluctuation of customer preferences, and economic uncertainties (Belgrade, 2025).
[bookmark: _heading=h.nk15hlxsk6lm][bookmark: _Toc213265813]2.5.3 Theoretical Applications
SERVQUAL Model
This model establishes five dimensions, which include tangibles, reliability, responsiveness, assurance and empathy, which determine service quality discrepancies between the perceptions and expectations of the guests (Akanpaadgi et al., 2024). The model aids in the analysis of the efficiency of the restaurants and bar service provided to the guests in Belton Woods based on cleanliness, timeliness, and courtesy of the staff (Gabrow, 2021).
Expectancy- Disconfirmation Theory
This theory describes satisfaction as the outcome of what is found between expected and perceived service performance (Cai and Chi, 2021). In cases where the restaurant and bar services offered by the hotel surpass the expectations of the audience, then the visitors get positive disconfirmation that increases their satisfaction. When this is not fulfilled, it leads to dissatisfaction (Sharma and Jain, 2025). By integrating the two frameworks, the study will include not only internal operational factors, but also external factors, which reflect on a comprehensive perspective that the service delivery system is complex in the Belton Woods Hotel to achieve service quality and guest satisfaction.
[bookmark: _heading=h.ujprro9ljxc5][bookmark: _Toc213265814]2.6 Literature Gap
There is a lot of literature on service quality in the hospitality industry; however, not many studies have looked at this specific issue in the restaurant and bar departments of UK countryside hotels such as Belton Woods. The majority of literature appears to generalise the quality of service offered in hotels without much deeper scrutiny of the operational aspects of food and beverage units (Kazakov et al., 2025). Furthermore, integration of the models of service quality and the external environment analysis within similar circumstances is also lacking. The present study fills the said gap through integrating the theoretical and analytical methods of evaluating the relationship between the quality of services available in such departments and the level of guest satisfaction and hotel performance within a real context.
[bookmark: _heading=h.bn3iw6xtpt01][bookmark: _Toc213265815]2.7 Summary
This chapter has examined how well service quality measures influence the satisfaction of the guests at Belton Woods Hotel. It was able to recognise the strengths, weaknesses, and areas of improvement in the restaurant and bar departments. The use of PESTEL, SWOT, and other related theories gave a better insight into both internal and external factors on service delivery. To empirically prove these findings, the following chapter will involve the research methodology, data collection, analysis and interpretation. 

[bookmark: _heading=h.scmv7a9rhry9][bookmark: _Toc213265816]Chapter 3: Methodology
[bookmark: _heading=h.3g4pqf8blx00][bookmark: _Toc213265817]3.0 Introduction
This section is dedicated to developing the research methodology for this placement project on Belton Woods Hotel, Lincolnshire. The methodology encompasses different methods and approaches that have been selected to perform this research (Saharan et al., 2024). Consequently, this guides the direction of the research and allows for responding to the research questions by the end.
[bookmark: _heading=h.ti2cpjlkuh88][bookmark: _Toc213265818]3.1 Case Study Methodology – Overview
This study has adopted the qualitative research approach, allowing for employing the case study methodology, which this placement project revolves around (Viera, 2023). The case study method is beneficial for examining a single subject comprehensively and in depth within its real context or settings. This is achieved by deriving information from multiple sources that can be documents, observations or interviews (Priya, 2021). Hence, it allows for using primary or secondary data for examining the subject, which helps to establish an extensive understanding of the topic. This is also suitable for applying the qualitative approach, which allows for deriving descriptive, non-numerical and in-depth information for examining situations or individuals (England, 2022). 
The selection of case study methodology with a qualitative approach is justified here because the study aims to analyse the impact of service quality in restaurant and bar services on the hotel's performance and guest satisfaction. The quantitative approach was also considered, but it only allows for deriving numerical and/ or statistical data (Taherdoost, 2022). Even though this leads to objectively analysing and interpreting the datasets, it also limits the study's ability to examine the research topic in depth by considering all underlying factors, complexities and nuances (Ahmadin, 2022). This also explains the current selection.
[bookmark: _heading=h.vot5wjkiuibg][bookmark: _Toc213265819]3.2 Data Collection Tools and Techniques
Considering the application of case study methodology and qualitative approach, this project has utilised the secondary data collection method. It enables the researcher to derive information from already existing sources, thus making the data already processed, analysed and interpreted (Ganesha and Aithal, 2022). Due to this, it may also contain subjective bias and may not be particularly relevant to the requirements of this project. However, it is also less time-consuming and more resource-efficient (Cheong et al., 2023). Compared to this, primary data collection was also considered, which would mean deriving raw data directly from guests who have obtained restaurant and bar services in the Belton Woods Hotel, Lincolnshire (Mazhar et al., 2021). However, due to resource and access limitations, this option could not be considered. Instead, the project has derived secondary information from multiple relevant sources, such as web and guest reviews from websites like TripAdvisor and Google, the Belton hotel's internal reports and other existing sources (Alam et al., 2024). Alongside, academic sources like research papers, journals, and reviewed articles have also been considered.
[bookmark: _heading=h.q0sdy3mw1d53][bookmark: _Toc213265820]3.3 Data Analysis
This project uses the Thematic analysis method guided by the Braun and Clarke six-phase framework (Ahmed et al., 2025). This allows for systematically evaluating the information by generating codes, reviewing their themes and creating broader themes as per repeated themes, patterns and ideas that reflect the research aim and objectives (Braun et al., 2023). This supports reviewing the data to reflect upon service quality standards in the hotel from guests’ perspectives. 
[bookmark: _heading=h.dyt0j3jxq82f][bookmark: _Toc213265821]3.5 Ethical Considerations
The key ethical consideration is ensuring academic integrity within this project. Ethical approval has been sought from the University prior to conducting this research. Additionally, the research will prevent plagiarism by ensuring that sources have been cited accurately using in-text citations and attaching a list of references at the end (Gupta et al., 2024). Moreover, the data being derived will be used transparently and accurately in the research by paraphrasing it.
[bookmark: _heading=h.1y4f67va4ghb][bookmark: _Toc213265822]3.6 Chapter Summary
Hereby, the methodology section is being concluded for this placement project. As noted in this chapter, the case study methodology has been selected for this, along with the qualitative approach. The data is being sourced from secondary sources and analysed thematically. 
[bookmark: _heading=h.8e60hul1vwna]

[bookmark: _Toc213265823]Chapter 4: Findings and Discussion
[bookmark: _heading=h.2wanqiqqd4g5][bookmark: _Toc213265824]4.1 Introduction to Findings
This chapter establishes the findings of the secondary qualitative analysis with the help of reviews, reports, and literature on Belton Woods Hotel, Lincolnshire. The analysis is aimed at getting the correlation between the quality of restaurant and bar service, customer satisfaction and the general hotel performance. The thematic analysis approach was utilised to arrange the data into four overriding themes, including consistency and responsiveness in the services provided, professionalism of the staff and their interactions with the guest, food and beverage quality, staying at the hotel, ambience, technology and guests. These themes incorporate the main areas of service quality that were found in the literature review based on the SERVQUAL model, such as tangibles, reliability, responsiveness, assurance, and empathy.
[bookmark: _heading=h.ck9332g52ga0][bookmark: _Toc213265825]4.2 Secondary Qualitative Thematic Analysis
[bookmark: _heading=h.my5l0i7kypod][bookmark: _Toc213265826]4.2.1 Theme 1 – Service Consistency and Responsiveness
One of the overall results of online reviews and secondary databases (TripAdvisor, Google Reviews, and internal guest feedback) is the fact that consistent services and responsiveness are in the middle of overall satisfaction with restaurant and bar activities. A lot of guests complimented the quick service and the courtesy of employees in a slow period, saying that the experience was efficient, warm and smoothly organised. However, according to the guests, waiting time and service response time were longer during the peak times of the day or days of the major event. As an example, recently built TripAdvisor reviews of 2023-2024 frequently mention that the staff was friendly, whereas during breakfast the restaurant was understaffed, or, in another instance, it took almost 25 minutes to be served the first course. This discrepancy resembles the conclusions of Setiono and Hidayat (2022), who also emphasised that reliability and responsiveness are among the primary factors influencing the perception of quality of the provided service in the hospitality sector. As the responsiveness decreases, the perceptions of overall value decrease among the guests, and this affects the satisfaction and loyalty. These findings imply that although Belton Woods has justifiable service standards, issues in operations like poor scheduling, staffing imbalance, and service flow are harmful towards guest services during the peak season. 
[bookmark: _heading=h.vvd1u5ge27p0][bookmark: _Toc213265827]4.2.2 Theme 2 – Staff Professionalism and Guest Engagement
The second theme that has appeared after the analysis of secondary data is the significance of professionalism and involvement of the staff and the guests. Staff courtesy, friendliness, and helpfulness at Belton Woods are more often mentioned by guest reviews. Most of the people talked about their experiences with the servers in the restaurant and their attention to detail with the bar attendants as warm, genuinely caring and attentive. These results are consistent with the dimensions of assurance and empathy of SERVQUAL, which determine the level of confidence and individual care provided by employees. 
Akinyemi and Onukwulu (2024) note that trust can be built through empathetic and personalised service interaction with the guest, and enhance the level of emotional bond between the guest and brand. The given finding corresponds to the positive remarks of the guests during celebrations, who stated that employees made anniversary dinner unforgettable, giving dessert meals without paying, or the bartender reminded about the guest choice. It is an example of high customer-centric service ethics and a high level of emotional intelligence reflected by such gestures, which directly impacts the increase in satisfaction and loyalty levels (Wanjau, 2024). Nevertheless, some of the reviews also expressed inconsistency in newer or temporary employees, as at times they were perceived to be unsure or less confident in describing menus or taking orders. This discrepancy indicates that there is some gap in the training of the standard service procedures as proposed by Siyum (2024). Training continuity and reinforcement in the hospitality industry is essential in ensuring services remain excellent within the industry, especially in seasonal or high-turnover business settings. Hence, staff development programmes through which inter-personal communication, menu knowledge and service recovery skills are reinforced should be maintained in order to ensure professionalism. 
[bookmark: _heading=h.x3bh103sqoc8][bookmark: _Toc213265828]4.2.3 Theme 3 – Food and Beverage Quality
Food and drinks were of the same quality, which came out as one of the predominant factors of guest satisfaction. In various sources of information, such as on TripAdvisor reviews by people who have been dining in Belton Woods, the restaurant was repeatedly praised regarding its diversity, presentation, and flavours of the meals. Visitors were especially impressed by the presence of the numerous breakfast buffets, domestic products, and the presentation of the list of cuisines. These qualities conform to the results reported by Sari and Yulianto (2024), who point out that the product quality in terms of taste, freshness, and presentation has a strong and direct impact on value perception and satisfaction. However, the disappointing comments were also made periodically on the size of the portions and the regularity of the out-of-stock menu. There were guests who stated that certain products were not available because of shortages in stock, or the steak was not cooked according to the order. These discrepancies show that the areas of kitchen management and service/culinary team coordination might be unsatisfactory.
Al-Husain et al. (2024) argue that to ensuring product consistency during restaurant operations, the mechanism of quality control and communication across different departments is organised in terms of inventory and management of the latter. The other factor that has been subtly noted is the relationship between food quality and the pricing perception. Given that guests associate quality food with reasonable rates, when there are discrepancies, customers do not see the value of the prices, despite them being competitive. This confirms to the Expectancy-Disconfirmation Theory, where satisfaction is achieved by comparing the expected performance and the perceived performance (Schiebler et al., 2025).
[bookmark: _heading=h.fwanza5paa20][bookmark: _Toc213265829]4.2.4 Theme 4 – Ambience, Technology, and Guest Experience
The last theme of the analysis is associated with the ambience and the assimilation of the technological factor in improving the guest experience. Common issues that were commended in reviews include the beautiful view of the golf course, the use of warm lighting and usually an easy atmosphere in the bar, which adds to the general experience of a restaurant. Xu et al. (2022) state that layout, lighting, and decor, as elements of the ambience, are considered as the tangible dimension of the service model, which impact the first impressions and perceived comfort. The neatness and beauty of the restaurant and bar were also highly appreciated by the guests, who referred to them as being modern yet classic. Nevertheless, one of the responses that was repeatedly observed was slack order processing and billing, especially when there is a high number of people in attendance. This indicates a minimal use of digital technology in the operational treatment in the restaurant. 
Stringam and Gerdes (2021) emphasise that the level of operational efficiency and comfort of the guests can be improved dramatically through adding technology (digital ordering systems, real-time table management, and contactless payment). Moreover, numerous 2024 reviews include the fact that although the hotel bar has a great range of drinks and a calm atmosphere, there can be more activities related to engaging the audience, like cocktail masterclasses or live music nights. Emotional connection can be reinforced and even differentiation established in a competitive market through such experiences (Makwena, 2024). In general, ambience and technological application have a great impact on the perceived quality of the restaurant and bar services. Belton Woods can improve the emotional and practical aspects of satisfaction by perfecting the guest environment and embracing models of services based on technology, which will reinforce the image of a high-end leisure destination. The thematic analysis evidenced that the satisfaction of the guests in Belton Woods Hotel is complex and determined by both tangible and intangible factors of service quality. All this leads to four main conclusions:
· Service Consistency and Responsiveness: The hotel offers relatively effective and easy-going service, but there are certain variations in responsiveness and efficiency during the periods of peak (Fatma and Kumar, 2024). This is the primary cause of lowering the reliability and responsiveness, thus impacting the levels of satisfaction adversely.
· Staff Professionalism and involvement: Most of the visitors are pleased with friendly and polite service, but there are still cases when the personal differences in skills are noticed, which shows that constant training is necessary (Fatma and Kumar, 2024).
· Food and Beverage Quality: Sumptuous food and beverage sales are the main focus of satisfaction, but there are instances of failure in these terms. This include availability and control of portions, which is a symptom of poor operational performance (Bendesa et al., 2022).
· Ambience and Technology: Positive ambience helps to establish satisfaction, but the lack of technology and experience innovation hinders the ability to improve the overall experience of the guest that can be offered by this hotel (Tai et al., 2021).
All these findings together can be used to prove the relationship of service quality with guest satisfaction and overall hotel performance. The perception of value and trust leads to the notion of professionalism, responsiveness and consistency by the guests. Respectable food and beverage strengthen the reputation of the hotel, and ambience and technological advancements can be used to add value to the experience.
[bookmark: _heading=h.j3onuexrnu65][bookmark: _Toc213265830]4.4 Introduction to Discussion
This section critically reflects and discusses study findings with the current literature in terms of the quality of restaurant and bar services as they affect guest satisfaction and overall hotel performance at Belton Woods Hotel, Lincolnshire. It investigates the correlation of the mentioned themes, including consistency of the services, professionalism of staff, the quality of food and beverages, and the ambience, with the theoretical perspectives of SERVQUAL and Expectancy Disconfirmation Theory. The discussion also analyses the way these findings answer the research objectives and questions, deliberates the implications of these findings in practice and management, confers the limitations of the study and also draws on valuable areas in which the research can be enhanced in the context of the operational environment of the hotel.
[bookmark: _heading=h.hnkmjko4iuf0][bookmark: _Toc213265831]4.4.1 Interpreting the Research Findings 
The discussion has underscored that unreliability of the peak hours results in inconsistency of responsiveness, which is one of the dimensions of SERVQUAL. Though guests have been found to experience overall positive service when the area was less crowded, it took a long time to service people during peak hours, causing service imbalances. Such results support Akram et al. (2022), who suggested that predictability in service delivery plays an important role in establishing trust and satisfaction of guests. Poor service delivery is usually an indication of poor coordination in operations or a lack of staff, which may in turn affect the perception of value by the customers.
Findings of the research underline that the level of professionalism of staff and personal interests are the focal points of guest satisfaction. The positive comments, which are commendatory of attentive and courteous staff, demonstrate the assurance and empathy aspect of the service quality (Roncally et al., 2024). It proves that emotional association and true hospitality have the same and, probably, more significant impact on perceptions of quality than technical performance.
Nevertheless, there are instances where more recent employees are less consistently performing and their performance has notably decreased. This is especially due to the lack of knowledge of the menu, or lack of confidence with it, which is indicative of a training deficiency, which is a typical issue in the hospitality industry, especially with seasonal or high turnover employees. According to Wilson (2025), meeting and surpassing the expectations of the guests lies in the consistency of the standards of service delivery that can only be attained due to strong and stable staff development. The experience gap between the more and less-experienced employees is thus an indicator of a service disparity, which is not only impactful to the guest experience but also the brand perception of Belton Woods.
Here, the studies provide new grounds to confirm this claim of Wilson (2025) that the level of service quality is not only an operational issue but also a strategic attribute. The reputation and performance of the hotel itself are highly dependent on the professionalism and behaviour of employees. This will determine the satisfaction of word-of-mouth recommendations, and the nature of online reputation scores, which are among the most important measures in the modern hospitality market.
The results have shown that the quality, consistency, and creativity of food and beverage services have a great impact on guest satisfaction. In one of the positive reviews, the hotel was further recognised as having made an effort in menu diversity, presentation and sourcing locally. These are now being recognised as important elements by the contemporary consumer who prefers authenticity, sustainability. Nevertheless, the imbalances in the amounts of portions, accuracy of cooking, and inclusion of items on the menu demonstrate flaws in the coordination between the kitchen and factory employees in operations.
These results are resonant with the claims of Setiono and Hidayat (2022), who discovered that the perception of quality of the products is directly related to the perception of value in the food service context. When quality falls within the expectations, quality will be satisfied by having positive disconfirmation; on the other hand, when it is not met, dissatisfaction will arise. In this way, even slight failures in the quality of food would cause relatively unfair impressions of the whole experience in the dining house.
[bookmark: _heading=h.rf526fpdcdog][bookmark: _Toc213265832]4.4.2 Addressing the Research Topic, Objectives, Questions
The results show that Belton Woods Hotel has good service standards in a high but inconsistent manner. The strengths are the friendliness of the staff, presentation of foods and ambience, whereas the weaknesses are the lack of consistent responsiveness during high seasons and inconsistent training. They are consistent with Cocco (2025), who listed such determinants of service success as reliability and empathy. The SERVQUAL framework has been useful in assessing these standards as it shows that the hotel is fair in relation to tangibles and assurance. There is a need to focus more on responsiveness and reliability in order to create consistent excellence.
The analysis proves the presence of a strong level of interrelation between the quality of services and the level of guest satisfaction, especially responsiveness, professionalism of the staff, and consistency of the products. The level of satisfaction will increase when the guests are served appropriately, on time, and courteously. On the other hand, the slightest delays with the service or product defects may cause dissatisfaction. This also confirms the Expectancy-Disconfirmation Theory since the degree of satisfaction is dependent on how the expected experiences are performed better or worse than the real experiences. The results reverberate the findings of Cocco (2025), who reported that perceptions of service quality are the direct determinants of customer loyalty, which subsequently influences both financial and reputational performance of the hotel. The discussion outlines some of the strategies that can be taken:
· Staff Training: The training and mentoring process should be performed continuously to make sure that all staff members are consistent and self-confident in the services that the staff provide.
· Operational Efficiency: Better assignment of schedules and workflows at peak hours to be responsive.
· Technological Implementation: The implementation of digital ordering systems, billing systems, and real-time feedback systems.
· [bookmark: _heading=h.ikdso7b20idb]Quality Control: The regular audits and cross-departmental meetings to maintain the consistency of the products will also be implemented.
[bookmark: _heading=h.c1x7f8iisjjt][bookmark: _Toc213265833]4.4.3 Exploring Implications, Pointing Out Limitations and Valuable Areas
The results of this research have various practical implications for the management of Belton Woods Hotel, especially in the restaurant and bar segments. Among the most important implications is the fact that strategic development of human resources is vital since training as well as motivation is not an operational, but a strategic investment. Consistency, confidence, and employee commitment could be supported by continuous professional development programmes along with recognition and reward initiatives and assist in reducing employee turnover and keeping the standards of services to the high requirements of a four-star establishment (Odhiambo et al., 2025). 
Further, the organisational responsiveness challenges identified in the results would be appropriate to respond to by optimising the operational processes. Using predictive scheduling, data-driven resource assignment, and a queue or table-tracking system, the hotel has the opportunity to enhance efficiency and decrease the waiting time by establishing specific systems during the peak dining times. Also, technological and innovative solutions are to be given priority in order to complement the operational and emotional aspects of the guest experience. Online ordering systems, payment without interaction, and feedback tablets would enable the flow of service provision to be streamlined and give management real-time data regarding the level of satisfaction among the guests (Wibowo et al., 2024). 
An adoption of customer relationship management (CRM) strategy would also see Belton Woods monitor customer preferences, provide personalised services and create long-term loyalty, which is so important in the current competitive hospitality industry. Moreover, the hotel has an opportunity to implement the principles of experiential differentiation and organise local food festivals, tasting events and live entertainments to present unforgettable experiences that will solidify the brand position and bring in repeat customers (Belhaj and Lehman, 2024).
[bookmark: _heading=h.azvgsgy3y8ft]In future this study may use a mix-method approach, which will also involve a quantitative survey and a qualitative interview. Use of survey will strengthen this study by involving statistical insights related to the target research audience. It will also help this study to draw more appropriate conclusions and answer the research questions by directly investigating the current and previous guests of Belton Woods Hotel, Lincolnshire. Similarly, using an interview may also help this research to identify insights from the current operations. Thus, these methods may further help this study to justify the outcomes and solve the current research problem using appropriate actions accordingly. 

[bookmark: _Toc213265834]Chapter 5: Conclusion and Recommendations 
[bookmark: _heading=h.c7e3xqee4ufk][bookmark: _Toc213265835]5.1 Conclusion
This research has examined the relationship between quality of restaurant and bar services and the level of satisfaction of the guest in as far as the overall performance of Belton Woods Hotel, Lincolnshire is concerned. Among the main aims of the research, determining the essential dimensions of service quality, which affected the experiences of the guests, to study how the dimensions were correlated with the operations of the hotel and how the service quality could be improved to not only increase customer loyalty but competitiveness. The study was designed with the use of a qualitative case study design premised on secondary data sources; it utilised thematic analysis in order to establish patterns and themes that were common throughout the guest feedback and literature. Critical discussion was then made considering the established theoretical models like SERVQUAL framework and the Expectancy Disconfirmation Theory, which gave us a deep insight into how service quality, satisfaction and performance are interrelated.
To begin with, the service consistency and responsiveness theme was also discovered to be a notable determinant of satisfaction. Based on the research, it was noted that guests were generally happy with the responsiveness and the desire of the staff to help them, but the discrepancy in response during peak time led to a negative overall experience for the clients. Slackness in service delivery and some sort of miscommunication between the bar and restaurant staff were seen by the customers as a sign of inefficiencies, which, in the SERVQUAL model, corresponded with disconnects in the dimensions of reliability and responsiveness of service quality. These findings indicated the presumption that even the slight variations in operation could have an impact on value perceptions in such a way that the satisfaction would decline, and thus may have an effect on repeat patronage. This, in turn, reinforced the necessity of introducing good operational management, workforce planning systems, and scheduling systems to achieve consistency in the quality of services provided at different degrees of demand.
Second, the employee level of professionalism and interaction with the guests turned out to be a critical factor in guest satisfaction. Employees of Belton Woods were often complimented on the friendliness, attentiveness, and professionalism of the employees by guests, as this strengthened their trust and a feeling of being more at ease. Gestures that were personalised, like remembering the preferences of guests or giving them free services on special occasions, played in favour of the emotional relationship between staff and customers. Such behaviours were consistent with empathy and assurance dimensions of the SERVQUAL framework. 
Food and beverage was also one of the most important factors that contributed to the customers coming back to the hotel. Diverse food options, especially during lunch and breakfast time was a key factor in improving the perceived value of staying within the hotel. The expectancy disconfirmation theory is thus accepted from the findings of the study.
As per customer grievances, innovative digital solutions can be implemented such as order tracking, table tracking, online menu and contactless payment. In addition, it becomes equally necessary to provide the employees with robust and comprehensive on-the-job training sessions and motivating them. This way, their professionalism and service quality standards can be enhanced to maintain the consistency. 
Based on these shortcomings, the research found a number of research aspect for the future. It was recommended that, in the future, mixed-method research can be used, with quantitative surveys and qualitative interviews to increase levels of reliability and depth. Collecting original data between the guests and the employees would provide a more comprehensive view of the dynamics of services and internal issues. 
[bookmark: _heading=h.kfls5tbi1lq8][bookmark: _Toc213265836]5.2 Recommendations
1. Increasing Service Consistency and Responsiveness: The research uncovered an aspect of inconsistency when it came to responding to the needs of the guests during the peak hours, and sometimes it resulted in guest dissatisfaction. To overcome this, Belton Woods Hotel ought to adopt predictive workforce scheduling systems that will make use of occupancy forecasts, booking information and event schedules to maintain proper staffing levels at any given time (Mohammad, 2023). A fact-based strategy would be instrumental in balancing labour costs and efficiency of the services, thus cutting down on the waiting time and providing prompt and regular service to the guests.
Also, the audit of standard operating procedures (SOPs) should be carried out throughout the restaurant and bar operations to determine the inefficiencies of the process, deficiencies in communication, and overlapping of responsibilities. Setting clear service rules when taking orders, delivery time and follow-ups with the guests would be reliable, and that would provide them with a stable service experience (Sinulingga et al., 2024). The implementation of a real-time feedback system such as digital comment cards or post-dining QR surveys, would also allow the supervisors to identify the problems in the middle of the process and take corrective measures before they could turn into complaints (George, 2025).
2. Investing in Progressive Needs Assessment: The research pointed out that the professionalism and involvement of the staff members were key determinants of guest satisfaction. Thus, Belton Woods must not perceive training and development as an infrequent or a one-time process or an activity, but rather as an ongoing process, or part of its organisational culture. The three areas that should be put in the training programmes include communication and interpersonal skills, product and menu knowledge and service recovery techniques (Barreto and Mayya, 2023).
Besides technical skills, emotional intelligence and empathy training should also be enhanced since they also play an important part in increasing personalisation of interaction with guests. Employees can be provided with confidence in dealing with different customers in role-playing and peer learning sessions (Semwal et al., 2024). The management may also introduce recognition and incentive programmes like Employee of the Month awards based on guest feedback marks or performance-related bonuses as a measure of strengthening staff motivation and minimising staff turnover (Rohim et al., 2023).
An organisational system of mentorship might also be created; whereby senior employees are assigned to new members of staff to help them transfer their knowledge and offer continuous service delivery. Mekoth et al. (2023) reported that active professional growth is directly associated with job satisfaction, reduced attrition, and enhanced service culture that can ensure an individual can deliver quality services in the long term at Belton Woods.
3. Improving the Quality Control of Food and Beverages: With the quality of food and beverages becoming an important factor in customer satisfaction, a holistic quality assurance system to address the procurement, storage, preparation, and presentation needs must be applied to the hotel. Consistency and avoidance of shortages in stocks should be implemented by conducting regular supplier reviews and an audit of ingredients (Abdullah et al., 2023). Seasonality, guests and cost are key areas towards good planning of the menu to maintain the quality and sustainability.
Accountability and serving consistency on the menu can be encouraged by introducing weekly tasting sessions with the chefs, service staff, and management. Such meetings would enable the employees to view the product as part of the guest, and as such, they would have a feel of the product and effectively communicate across departments (Liu et al., 2025). In addition, the introduction of transparent feedback between the kitchen and restaurant floor personnel would resolve the problems of portion control and cook service accuracy.
Periodically renewing the menu item selections to capture the changing trends of consumers should also be one of the strengths that Belton Woods can have, since plant-based products, local foods, and wellness-based dishes are all popular nowadays (Abdullah et al., 2023). This would not only improve the level of satisfaction among the guests but also improve the hotel's identity as a progressive and locally integrated hotel.
4. Using Technology to Drive Operational Efficiency and Engaging Guests: The results highlighted the lack of technological involvement in the restaurant and bar operations, which caused inefficiency in ordering and payment procedures. To solve this, Belton Woods ought to purchase restaurant management software which will combine reservations, order tracking and billing within the same platform (Stringam and Gerdes, 2021). Digital ordering systems (which could be available through tablets or QR codes) can expedite time, minimise cases of human error and give real-time information regarding inclinations of guests and periods of peak demand/
The contactless payment solutions would further improve the convenience and put the hotel in line with the expectations of its customers in terms of speed and security. Data analytics could also be used by management to process the data on the experience of the guest, the number of visits to restaurants, and how the customer spends (Wibowo et al., 2024). Such information would enable a more accurate decision-making process as far as menu design, promotion and staffing is concerned.
5. Developing Experiential Differentiation in Themed Events: To promote the restaurant and bar even deeper, Belton Woods will need to work on experiential differentiation, which will turn the restaurant experience into a memory and not a service exchange. The evenings of dining, seasonal tasting events or local food and beverage festivals may be of interest to both in-house visitors and external visitors, which would boost footfall and revenue (Hsu et al., 2023). Cooperation with local suppliers and artisans might also contribute to the authenticity of this type of experience and community participation. Also, the bar may add some interactive entertainment (acoustic live music, cocktail-making classes, wine-tasting events) to the social environment and maximise the period of stay (e Sousa, 2023). These projects would assist the hotel to position itself as a lively social place in Lincolnshire in the accommodation services.
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Highlighting the Hotel Brand
Belton Woods Hotel is a subsidiary of The QHotels Collection, which is a renowned British hospitality group that specialises in providing customers with enjoyable experiences in the UK (Belton Woods About Us, 2025). The brand focuses on comfort, uniqueness of service and quality dining. Its restaurants and bars are placed as constituents of the guest journey with the focus on excellence and attention to detail of the group. Belton Woods is an appropriate study area based on this brand's reputation for quality of service and satisfaction of the guests.
Location
Belton Woods Hotel is a five-star hotel that is situated on the borders of Grantham in Lincolnshire, within an amazing countryside setting and golf courses. It has a calm environment that is appealing to both touring and business clients (Belton Woods About Us, 2025).
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