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Topic/Theme: Customer Experience in the Food and Beverage Department of Novotel Bristol Centre Hotel
This research paper aims to investigate "Customer Experience" in the food and beverage department of Novotel Bristol Centre Hotel in the United Kingdom. Drawing insights from scholarly research and personal observations during placement, the study extends to assess the customer satisfaction rates, the opportunities, and the issues faced during service delivery. Although the department was generally good at providing service, there is a need to improve the food presentation and quality and expand the menu for more diverse options. The aim of the research is to critically discuss these aspects, to shed light on the ways of increasing customer satisfaction, and to outline practical recommendations. 
Abstract
As mentioned, this paper is a hotel placement research work that focuses on the Customer Experience in the Food and Beverage Department of Novotel Bristol Centre. The main goal is to assess general customer satisfaction, the positive aspects, and the areas of improvement, emphasising the food appearance, quality, and menu options. It was established that although customers acknowledged that customer service was generally good, some clients cited bad experiences, reporting that the food was poorly presented and the food quality was below expectations. In addition, the limited menu options complicated the customer experience further, restricting customers to specific un-preferrable meals. This affected their satisfaction. A SWOT analysis revealed internal operational vulnerabilities and external competitive threats as the major determinants of performance. Therefore, based on the findings, the study provides specific suggestions to improve customer experience. Notable interventions that the department can adopt are enhancing the presentation of foods, increasing the variety and range of foods to suit the various customers, and ensuring that the quality of the foods is maintained. Further, staff training programs that seek to enhance service delivery and promote organisational learning are suggested. These strategies are aimed at solving problems, improving the level of satisfaction of customers, and increasing the hotel's competitive advantage in the sphere of hospitality. 
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Introduction
Customer experience is a key determinant of success within the hospitality industry. Hotels offering comprehensive customer service deliver memorable experiences to guests (Alnawas and Hemsley-Brown, 2019). The vice versa is true for hotels offering poor client service. This research focuses on the concept of customer experience in the Food and Beverage (F&B) department of Novotel Bristol Centre, a midscale hotel brand affiliated with AccorHotels. The hotel is situated in the central business district of Bristol and serves a diverse clientele (Accor Live Limitless, 2024). It mainly targets businesspersons, leisure travellers (tourists), and local residents. Novotel Bristol Centre is located close to the central business district and offers various services to visiting clients. Among them are conference facilities, restaurants, and fitness services. Despite its excellent location, modern architecture, and aim to provide quality service in all aspects, the facility's food and beverage department has been under immense criticism surrounding food quality. This study assesses its performance based on food presentation, quality, and menu diversification. 
Research Aim, Scope, and Relevance
The purpose of this study is to evaluate the customer experiences in the F&B department of the hotel through critical observation during placement and insights from scholarly research. The department has been complimented for its friendly staff and the warm environment it provides, but areas of concern include poor presentation of foods, limited menu and fluctuating quality of foods. These issues are important because they directly impact customer satisfaction. Köninger and Gouthier (2024) explain that they shape the client's perception towards the brand. In response to these challenges, the research outlines the department's major strengths and weaknesses and provides practical solutions to improve the quality of service delivery. This study mainly focuses on customer experience in the F&B department of Novotel Bristol Centre, underlining the need to solve operational issues to satisfy the guests and sustain the hotel's competitive advantage. By analysing the customers' feedback and the organisation's operations, it will offer recommendations to ensure high-quality service is delivered to customers. 
It is also essential to note that three objectives define this study. First, it assesses customers' overall satisfaction in the F&B department by evaluating operations and customers' perceptions. Second, it seeks to determine specific areas of concern, with significant interest in food quality, presentation, and menu. Third, it aims to offer actionable solutions to the outlined challenges, using benchmarking data from the hospitality industry to enhance guest experience. In achieving these objectives, this research benefits the improvement of the F&B operations at Novotel Bristol Centre and supports the brand's mission of providing excellent service to its guests. In addressing these objectives, the study will answer the following research question: "How can Novotel Bristol Centre improve the Food and Beverage customer experience to enhance guest satisfaction and competitiveness in the midscale hotel market?" This question complements the study as it seeks to evaluate customer experiences, identify service gaps, and explore best practices to enhance hotel food and beverage offerings. 
The study employs a case study research strategy, with Novotel Bristol Centre as the primary subject of analysis. This method enables the analysis of real-life issues and practices in the F&B department with the help of firsthand experience during the placement. The research uses tools like SWOT and PEST to ensure that the internal and external factors affecting customer experience are well understood. Further, it employs a synthesis of the existing literature on customer service and hospitality management to synthesise the study findings. This project is important and relevant as it highlights challenges faced by midscale hotels' food and beverage department. This research will help to reveal the main issues and provide specific suggestions for the further strategic improvement of Novotel Bristol Centre's F&B operations to help enhance its reputation as an Accor brand and foster guests' satisfaction. 
Literature Review
Customer experience, abbreviated as CX, has become one of the most important foundations for success in the hospitality industry, particularly in F&B (Zha, Marvi and Foroudi, 2023). With the changing customer expectations, the pressure to provide high-quality service delivery that meets these expectations has been placed on the hotels. This literature review critically analyses academic literature and industry trends in relation to customer experience in F&B outlets, specifically food styling, food quality, menu diversification and customer satisfaction. 
Customer Experience (CX) in Hospitality
Customer experience in hospitality is a complex concept that depends on several factors that affect the customer's experience. In F&B operations, these factors include service, food, menu variety and atmosphere, which are key factors that the guests use to form their impressions and experiences (Godovykh and Tasci, 2020). Guests use them to form their impressions and experiences. Ali et al. (2021) present the SERVQUAL model, which focuses on the quality of service based on dimensions like reliability, responsiveness, assurance, and empathy. They explain that staff polite employees offer quick and effective. This is backed up by Kharouf et al. (2021), who explain that friendly communication with clients leads to a favourable attitude and client retention. However, service delivery gaps such as delays or rude attitudes adversely affect the dining experience. 
Secondly, food quality is a core component of F and B operations and encompasses aspects such as taste, freshness, nutritional value, and appearance (Han et al., 2019). Proper presentation of food and preparation of meals make the food more appealing to the eyes and the guests. On the other hand, poor food presentation and low-quality meals make consumers dissatisfied even if the other aspects of the service are good (Liu et al., 2019). Consumers are more conscious of food sustainability, which is another challenge for F and B departments.
Thirdly, the menu should be diverse and inclusive to accommodate different customers' preferences and cultural palates. According to Kuo et al. (2020), the lack of menu variety is a way of repelling guests. It is important to provide customers with new and exciting meals while at the same time providing meals that are more traditional to meet the needs of all customers.
The physical surroundings and ambience of an F and B venue also play a crucial role in influencing the customers' perceptions. Factors like seat help in setting up a good mood (Agbenyegah et al., 2022). In summary, customer satisfaction in hospitality depends on the interplay of service quality, food quality, menu diversity, and ambience. While each factor contributes uniquely to the overall experience, their combined effect determines the success of F&B operations. Addressing these aspects effectively can help businesses meet customer expectations, build loyalty, and gain a competitive edge.
Customer Expectations vs. Reality
Customer expectations significantly shape client experiences in the hospitality industry. These expectations are influenced by various factors, including prior experiences, brand image, marketing campaigns, and recommendations from peers or online reviews (Hu et al., 2019). The gap between what customers anticipate and what they actually encounter is termed the expectation-disconfirmation model (Carraher-Wolverton and Hirschheim, 2022). It plays a pivotal role in determining their satisfaction or dissatisfaction. When reality matches or exceeds expectations, customers will likely feel satisfied or even delighted. For instance, a guest anticipating high-quality service and diverse menu options at a reputable hotel restaurant will likely have a positive experience if the staff is attentive, the food meets high standards, and the ambience complements the dining. Surpassing these expectations, such as through personalised greetings or complimentary treats, creates memorable experiences that foster brand loyalty and repeat visits (Ramasamy, Ramasamy and Ramasamy, 2024).
Contrastingly, a gap between what is expected and what is achieved results in negative attitudes and perceptions. For instance, guests expecting high-quality service delivery in a restaurant may be disappointed if the food is presented poorly and lacks diversity or if the waiters are unresponsive (Malik et al., 2019). This is because unmet expectations can lead to the dilution of the brand image and a consequent dissuasion of customers from revisiting the place or recommending it to others. It is thus essential to maintain expectations in the hospitality industry through efficient staff training to ensure consistency in service provision. 
Best Practices to Enhance Food and Beverage Customer Experience
There are several ways that successful hotels can enhance the F&B customer experience. These interventions are achieved through comprehensive service delivery, innovation, and customization (Zrnić et al., 2023). These practices include staff training and development to provide employees with a high level of service. This training helps employees acquire skills such as professionalism, attentiveness and flexibility to ensure good customer relations. Also, the best hotels foster team autonomy by permitting the staff to make decisions on the spot, solve problems, and offer customized solutions to guests (Chiang and Chen, 2020). Innovations in menus are also another vital practice. Many successful hotels change their menus regularly by using seasonal products, special diets, and exotic dishes typical for the region. This approach increases the perceived value of the dining experience while satisfying the various needs of the customers at the same time. 
Another factor that is important in improving client experience is the creation of a welcoming atmosphere. Veloso and Gomez-Suarez (2023) cite that F&B spaces in luxury hotels are well-planned and decorated with proper interior décor, lighting and background music, which makes the guests comfortable, paving the way for a memorable dining experience. The use of technology has also become a standard of best practice in the industry. According to Soares, Mendes-Filho and Gretzel (2020), most facilities utilize table booking through the Internet, mobile payments, and feedback forms to ensure convenient services. Other hotels even use artificial intelligence (AI) to anticipate the guests' preferences. Research by Thirumaran, Klimkeit and Tang (2021) also reveals that making consumers aware of hotel services and foods through menus and getting consumer feedback through surveys are key. They help to make clients aware of services offered and identify client needs and concerns, ensuring a seamless management of client expectations. 
Moreover, feedback collection and its constant improvement are crucial for sustaining high levels of service delivery. Effective hotels always consider the guest feedback and satisfaction ratings to determine the areas that need to be improved and the customer complaints that need to be addressed (Park et al., 2021). The focus on the guest and the provision of outstanding service, food, and beverage, as well as the use of technology, are key to the development of a successful hotel brand. These strategies can help hotel such as Novotel Bristol Centre Hotel build a positive experience that can assist in closing expectation gaps.
Gaps in Literature: Research Gaps Related to Midscale Hotels like Novotel
Existing literature is devoted to customer experience in luxury and low-cost hotels. There limited customer experience research on midscale hotels, such as Novotel. This gap underlines the need to explore how midscale hotels can serve their customers better, with particular interest in F&B services. A notable research gap is limited studies to understand how midscale hotel chains manage to maintain a good standard of F&B services while at the same time operating efficiently. Mid-scale hotels have limited choices than luxury hotels, which offer a wide range of food offerings (Martinović, 2020). This underlines the need to conduct more research on how these hotels can introduce and sustain variety and high quality of meals at reasonable prices. Furthermore, research on the effect of food presentation, portion size, and food quality on customer satisfaction in mid-scale restaurants is scarce.
The examination of customer personalisation in midscale hotels is also under-researched. Compared to luxury hotels which provide customised services, midscale hotels work on tight budgets and face the challenge of limited resources. Future studies could look into ways of offering personalised services for customers at a cheaper price. Further, there is a lack of research that targets the customer groups that patronise midscale hotels. It is crucial to know what these people expect from hotels to meet the needs and demands of midscale hotels. Moreover, current research does not address the role of technology in enhancing customer satisfaction in midscale F&B environments. Studies could focus on how digital ordering platforms, mobile payments, and AI recommendations affect F&B in midscale hotels. 
Case Study Hotel Overview and Findings
Overview of Novotel Bristol Centre
Novotel Bristol Centre is 4-star midscale hotel located in the energetic city of Bristol, United Kingdom. It is managed by Accor Hotels, a world leading hotel operator, with more than 5,300 hotels in 110 countries and it has established itself in providing quality services in different hotels (Accor Live Limitless, 2024). The hotel has 131 comfortable guestrooms that are equipped to suit mid-scale customers, including families, individual travellers, and business people (Novotel Bristol, 2023). In addition to its facilities, Novotel Bristol Centre provides clients with conference rooms and gym, restaurant and bar services, making it a suitable location for a diverse clientele. Novotel is a part of the international hotel chain and provides a combination of professional services, cozy rooms, and up-to-date facilities for business and leisure guests. The strategic focus of the hotel is in the sphere of hospitality and the hotel’s ability to meet the needs of the customers, as well as to offer comfortable environment and high quality of the services. Novotel Bristol Centre occupies a perfect location that suits business and leisure travellers (VisitBristol, 2024). 
Its location is close to Temple Meads Station and the city centre, which provides comfort and easy access for hotel guests having business meetings and conferences and tourists visiting historical and cultural sites. Novotel is conveniently located near local attractions, which include Harbourside and Bristol Cathedral. The hotel is also located near Bristol Temple Meads railway station and the major bus routes served by Queen Charlotte Street. This makes it ideal for local and foreign travellers. Bristol's geographical location has influenced the nature of customers in Novotel Bristol Centre. The city's combined modern and traditional style and position as a creative and sustainable hub influence the guests' expectations. Although the staff at Novotel Bristol Centre are trained to cater to these expectations, the facility is experiencing challenges in providing services that blend convenience and comfort. 
Hotel Operations Overview
Hotel Facilities and Services
Novotel Bristol Centre has modern facilities. The hotel boasts a well-developed food and beverage department with a restaurant and a bar. It also has conference and meeting facilities. These facilities are equipped with the latest audio-visual equipment technology. Also, the accommodation has added facilities such as a gym and a sauna for the guests who prefer healthy lifestyle meals and paramount relaxation.
Staffing and Organizational Structure
The hotel is renowned for its well-structured workforce, which oversees the daily operations. The staffing levels are generally consistent with the hotel's midscale positioning, although the hotel aims to deliver high customer service. Some management positions are General Manager, Food and Beverage Manager, and Front Office Manager. These individuals oversee housekeeping, maintenance, and customer relations operations. In the Food and Beverage department, the staff comprises chefs, servers, and supervisory staff who are capable of providing quality services. The department is critical to the hotel as it caters to visiting clients during breakfast, lunch and dinner. Despite the dedicated service during peak meal times, the hotel lacks diverse menu offerings, and some clients reveal that the food quality is not always great. 
Customer Demographics
As mentioned, the hotel serves a diverse clientele, including business and leisure travellers. Business guests are usually enticed by the hotel's location near business establishments, conference facilities, and transport facilities. Business travellers are attracted to the hotel because of its strategic location and proximity to key facilities, such as the Harbourside. Leisure travellers, including tourists and families, are attracted to the facility due to its close proximity to the Bristol Museum. The hotel targets local and foreign guests, with the foreign guests being mainly from Europe and North America. The length of stay is usually between 1 and 3 nights. However, business travellers may spend fewer nights, while leisure travellers may spend more time on weekend getaways or city tours. 
Turnover and Business Performance
Novotel Bristol Centre has shown good financial performance in accordance with the standard performance indicators of midscale hotels in the Accor chain. While specific financial data are sensitive, the hotel has an average occupancy of about 75-80%, depending on the season and other events in the region (Novotel Bristol, 2023). Accor reported global revenues exceeding €4 billion in 2023 (Accor Group, 2023). The Bristol property, benefiting from its strategic location and steady demand, notably contributes to the company's regional performance. Novotel Bristol Centre employs approximately 70-100 staff members across various departments, including front desk operations, housekeeping, food and beverage services, and maintenance (VisitBristol, 2024). The average RevPAR is usually in the middle of the scale for Bristol's hotel market due to the equal mix of business and leisure travellers. The hotel's turnover is also affected by its strategic location and its quality of services. The business performance has been fairly stable due to Bristol's position as a developing commercial city and a tourist attraction. The performance is high during the large conferences, festivals, and events that are held in the city.
SWOT Analysis of Novotel Bristol Centre
Strengths
Novotel Bristol Centre has several advantages that help it succeed in the highly competitive midscale hotel industry. First, it is a part of the Accor Group, meaning the brand is well-known and popular among business and leisure travellers. According to Tan and Despotis (2021), the hotel is known for its quality service delivery, dependability, and the ability to deliver a consistent customer experience. These aspects give it a loyal clientele base (Bagnaresi et al., 2019). Also, it is strategically situated in the central business district of Bristol, near major attractions, transport facilities, and business centres, making it suitable for business and leisure travellers. Another strength is the hotel's operational efficiency. It has sound management practices that enhance the delivery of services, especially during the peak season, making it more attractive to a large market. 
Weaknesses
However, Novotel has several weaknesses. One major issue is the limited menu options the Food and Beverage department offers. Serhan and Serhan (2019) report that this is a drawback for guests who are seeking more options or personalised meals. Also, the quality of food is an issue of concern, especially in terms of presentation and taste, limiting optimised guest experiences (Petrescu et al., 2019). These operational inefficiencies can lead to negative customer feedback when the guests' expectations are not met (Sadilek, 2019). In addition, the hotel needs to enhance its staff training and communication to maintain high standards of service delivery during peak seasons.
Opportunities
The facility can leverage and explore several areas of development to foster its growth. This includes menu diversification, which can address the shift in consumer preferences and needs (Vermeulen et al., 2020). This can be achieved through offering vegetarian and regional cuisines. Rane et al. (2023) share similar insight, explaining that bettering the guest experience through better service delivery and customisation of services is another way the hotel can stand out from its competitors. Another opportunity is training and developing organisational staff. It would help the hotel maintain high levels of customer satisfaction and organisational efficiency by developing employee skills, especially in the Food and Beverage department (Waqanimaravu & Arasanmi, 2020). Also, the use of loyalty programs and special offers for customers who have already visited the hotel could help enhance customer loyalty (Kim & Chung, 2020). 
Threats 
Novotel hotel operates within the tourism and hospitality sector. This competitive industry implies that the facility is subject to experiencing significant threats (Hossain et al., 2020). This includes stiff competition from other 4-star hotels in the region such as Marriot Inn. These hotels have invested in personalised customer experience and customised dining services (Bharwani & Mathews, 2021). Other factors that may influence the occupancy rates of the hotel include the changing market trends, for instance, the home-sharing services like Airbnb. Moreover, fluctuations in the economy due to declining or increasing cost of living, may lead to decreased rates of visiting clients (Madanoglu & Ozdemir, 2020). The threat of negative online reviews, especially those related to the quality of food or services, adversely impacts the hotel. This is because consumers shift their focus to the few and bad online reviews, reducing the rate and the number of bookings and tainting the brand's reputation. These threats must be addressed to ensure continued success (Casado-Díaz et al., 2020). 
PEST Analysis of Novotel Bristol Centre
Political Factors
Like any other hospitality organisation, Novotel Bristol Centre has to adhere to the laws and policies of the United Kingdom. According to Reynolds, Rahman and Barrows (2021), the hotel is expected to adhere to policies regarding health and safety, particularly in the food and beverage division. This department is defined by observing numerous rules and regulations concerning food handling, storage, and cleanliness. Failure to meet these standards puts the guests at risk and exposes the hotel to fines and loss of reputation (Clifton, 2022). Minimum wages and other legal provisions regarding workers also affect staffing practices. Alterations in these regulations may impact operational costs related to training and working conditions. In addition, the hotel has to consider environmental standards concerning waste disposal, recycling, and energy efficiency to ensure sustainability, which has become a priority within the hospitality sector (Prakash et al., 2022). 
Economic Factors
The economic environment has a direct impact on the F&B operations of Novotel Bristol Centre. Economic factors such as income per capita, disposable income, and employment status of the population influence the expenditure of business and leisure travellers (Mahmood et al., 2022). During economic growth, consumers have more disposable income, resulting in increased spending in the hotel's F&B outlets. On the other hand, during financial crisis periods, guests prefer cheaper accommodation, which affects the hotel's income (Stylidis and Terzidou, 2021). Also, the trends in tourism have a significant impact on the performance of the hotel. Bristol is a famous tourist destination, and different types of tourists visit the city. However, changes in the tourism industry due to factors such as economic downturn and political unrest may lead to decreased demand for hotels and restaurants. Inflation and supply chain challenges also affect food costs, menu prices, and F&B margins (Senbeto and Hon, 2021). 
Social Factors
Consumer preferences are shifting toward exclusive dining experiences. Currently, customers  demand menus with various meals (vegan, vegetarian, glutenfree, and free from allergens diets) (Richardson, 2019). Furthermore, there is a shift towards sustainability, where guests are more aware of the origin of food and the amount of food that is being wasted (Okumus et al., 2020). Research also indicates that there is a growing trend in sourcing local produce and using environmentally friendly packaging (Akanmu et al., 2021). In this regard, guests expect hotels to incorporate sustainable practices in their food and beverage services. Also, with people evolving to become more conscious about their health, they seek healthy meals that align with their lifestyle preferences. This impacts the kinds of foods that hotels like Novotel Bristol Centre provide to clients. 
Technological Factors
New technologies are revolutionising the hospitality sector. Most hotels have embraced digitising food services to enhance guest experiences (Collins, 2023). A perfect example is Novotel Bristol Centre. The facility has implemented mobile check-ins and online reservations (Novotel Bristol, 2023). This has helped it streamline operations and improve guest convenience. In addition, the facility has digital menus and online ordering systems. These systems have made it seamless for customers to order meals and pay for expenses during physical visits (Roy and Pagaldiviti, 2023). Apart from enhancing the clients' experience, these technologies are helpful in ensuring that the operational costs of the hotel are slashed. Moreover, the incorporation of a customer feedback system and other forms of data analysis helps Novotel to track customers' satisfaction levels and patterns on what meals to serve, at what price, and other possible improvements in service provision (Schuckert et al., 2019). However, the menus have been criticised for lacking more diverse food options, limiting comprehensive service efficiency.
Competitor Analysis of Novotel Bristol Centre
Novotel Bristol Centre is positioned as a 4-star hotel that provides its customers with various food and beverage meals that attract business and leisure travellers. It competes with other midscale hotels like Radisson Blu, Marriott l, and Mercure Bristol Grand Hotel. Radisson Blu provides a modernist approach to food and beverages with fresh ingredients and seasonal food (Radisson Hotel Group, 2023). Similarly, Marriott is renowned for its glamorous approach to offering clients with different British and international foods (Marriott, 2024). From a general perspective, Novotel's F&B services are in queue with competitors. However, many of its competitors have invested in providing high-quality food and services. Unlike Novotel, they provide diverse menus that cater to local and international clients' preferences. This analysis signifies that the hotel needs to maintain a proper balance between its pricing strategies and the quality of the services offered to the guests. The low food quality adversely impacts Novotel's customer satisfaction index. 
It is also essential to note that the facility's pricing is within the midscale segment's price point. Novotel Bristol offers better value compared to some upper-tier competitors. Although it has affordable pricing related to the cost of meals, its food quality does not match that of its competitors like Radisson Blu and Mercure. For instance, whereas Radisson Blu's or Marriott's food, beverage, and refreshment services are expensive, they offer a superior outlook and taste to their meals. This makes them distinct from hotels like Novotel Bristol Centre. It lacks consistency in food quality and menu diversification. 
The above Competitor and Price vs. Quality analysis shows that Novotel Bristol Centre has a competitive advantage in that it is located in central Bristol, which is convenient for leisure and business travellers. Also, the hotel is associated with the Accor brand, which provides customers with incentives through the ALL program, which increases the number of customers. In addition, the friendly service and casual environment of Novotel are also a big plus, especially for families and business people. To improve its F&B services, Novotel could consider offering more localised or sustainable food options to stand out from its direct competitors. 
Summary of Findings 
The case analysis of Novotel Bristol Centre based on personal insights during placement and scholarly research demonstrates the strengths of its location and brand association with Accor. It is evident that although the customer experience in the Food and Beverage department was good in general, the hotel grapples with various customer satisfaction issues stemming from bad food presentation and below standards of food quality, together with limited menu options. The customer experience was generally positive, with many guests appreciating the friendly service and convenient offerings. However, some of the foods were not up to the expected standards of the guests. Similarly, the quality of the foods was a concern due to taste and appearance. This inconsistency in food quality bred negative comments from the customers. Also, the limited food choices on the menu were a problem. Some guests complained about the lack of special varieties and diets. This underlines the need for the hotel to improve the food and beverage offerings by expanding the menu, improving the quality and presentation of the food, and training the staff. A study by Mun et al. (2022) recommends the mentioned interventions, stating that they improve customer satisfaction. Utilising them can help Novotel Bristol Centre strengthen its position and competitiveness in the hospitality sector, ensuring that the food and beverage department services align with customer needs and expectations. 
Discussion
This section provides a comprehensive discussion of the findings. The discussion offers a review of customer experience in the hospitality industry. It also discusses the findings of the research in light of previous literature, the operational and competitive implications of the research findings together, and the study's limitations. 
Customer Experience in the Hospitality Industry
Importance of Customer Experience in F&B Service
Customer experience is one of the most important factors defining businesses' success in the hospitality industry, especially in the F&B segment. According to Uslu and Eren (2020), customer satisfaction when dining increases their loyalty and makes them revisit the restaurant. Guests make their dining decisions depending on various aspects, such as quality of food, speed of service, staff etiquette, and atmosphere. Hence, midscale hotels such as Novotel Bristol Centre have to offer services at a reasonable price while at the same time maintaining quality services to customers. To ensure that the guests get the best experience while dining, there is a need to consider the food's presentation, the type of food offered, and the quality of service. Lack of quality food or a limited choice of meals can lead to guests' dissatisfaction and negative reviews, affecting revenue (Hossny, 2022). Hence, customer experience must be highly important to achieve long-term profitability and ensure the hotel is competitive in the market.
Key Determinants of Guest Satisfaction in Midscale Hotels
Food quality, menu variety, and service delivery are some of the key factors that influence guest satisfaction in midscale hotels. Miller (2023) points out that although luxury hotels may create guests' expectations with a large number of exquisite restaurants, midscale hotels need to offer valuable restaurant experiences at reasonable prices as customers expect well-prepared meals and good service delivery at affordable prices. It is important that the food served is presented well to avoid customer complaints regarding quality drops. Furthermore, the menu should provide diverse options, accommodating all clients, including those with certain allergies and preferences (Wen, 2024).
Benchmarking Against Best Practices in the Hospitality Industry
It is important for midscale hotels to benchmark with the best practices of F&B services in the industry. Some of the measures that are taken by hospitality organisations include staff training, technology, and menu development. For instance, successful hotels ensure that their employees undergo thorough training to ensure that they are knowledgeable, courteous, and able to meet the needs of the guests (Fatima and Elbanna, 2020). Using technology to improve the restaurant's efficiency and enhance the customer experience is also key. This can be achieved through digital ordering and AI-driven menu suggestions. Also, the constant change of the menu, such as the use of seasonal products and the use of local spices, makes the menu more attractive. Another area that midscale hotels need to address is the ambience. It can be enhanced by upgrading the lighting, furniture, and music in dining areas (Lockwood and Pyun, 2019). Following these best practices will help hotels such as Novotel to improve their guest satisfaction levels, boost customer loyalty, and improve their position in the midscale hotel industry.
Analysis of Research Findings 
Customer Perception of the F&B Department at Novotel Bristol Centre
Inferring from observations made during placement, it is evident that customer perception of the Food and Beverage (F&B) department of Novotel Bristol Centre is influenced by positive and negative experiences. Generally, customer experience in the Food and Beverage department was good. Most guests are satisfied with the hotel's environment and the staff. They appreciated the courtesy of the service team. This is in line with Chathoth et al. (2020), who note that staff engagement is a key determinant of guest satisfaction in the hospitality industry since it fosters comfortability.  However, there were also some bad experiences with customers. The food was not well presented, and the quality of the food was not great either. In addition, the facility has limited menu options. These issues contrast with the industry trends where the leading midscale hotels focus on menu differentiation, food quality, and appealing food presentation to improve the guests' experience (Kaushal and Yadav, 2020). These hotels have quality F&B services, enhancing customer loyalty and retention. Novotel Bristol Centre must address these gaps by ensuring consistency in food preparation, diversifying menu options, and improving food presentation. 
Food Quality Issues
Another issue identified from the customer's feedback is the fluctuating food quality served at Novotel Bristol Centre. Some guests complain about the taste, freshness, and preparation of some meals. This inconsistency results in dissatisfaction, limiting customer revisits and referrals. Köninger and Gouthier (2024) found that food quality is one of the most important factors affecting customer experience in midscale hotels. It reflects the brand image perceived by the guests. Low quality of food leads to poor customer satisfaction, low customer loyalty, and reduced hotel competitiveness. Horng and Hsu (2020) also explain that it is crucial to maintain the quality of the food served to the customers to sustain the brand's image. In the hospitality industry, it is recommended to standardise the recipes, purchase quality ingredients, and maintain quality control. Daily staff training and good relations with suppliers also ensure that the food is prepared and presented in a standard manner. Also, midscale hotels can adopt technological solutions like automated kitchen systems to monitor ingredients' freshness and standard cooking procedures (Singh and Karthik, 2024). Novotel Bristol Centre can benefit from these practices to increase food quality and guest satisfaction. 
Food Presentation and Menu Diversification
Food presentation is a significant factor used in determining customer perception and experiences. According to research, good meal presentation positively affects the guests' satisfaction and willingness to pay (Sukhu and Bilgihan, 2021). Presentation entails maintaining the looks and identity of meals. A well-garnished meal is a reflection of the hotel's quality. At the moment, Novotel Bristol Centre has a poor presentation of food. This may decrease the perceived value of meals and, therefore, affect customers' first impressions. Better plating methods, garnishing and maintaining high presentation standards can greatly enhance the dining experience and re-affirm the hotel's image (Zhong and Moon, 2020). 
Limited menu options are another challenge within the hotel. Some customers cited a lack of diverse menu options. A limited menu may not accommodate the various needs of the customers, thus making the dining experience less diverse. According to Tarigan, Wijaya and Marbun (2020), menu variety is one of the most important factors influencing the satisfaction of the guests, especially in midscale hotels that target business and leisure travellers. Adding other vegetarian and local cuisine options to the menu can increase the customer base. Also, changing the menu during the different seasons can help offer new dishes without affecting the cost of operations. 
Various midscale hotels have effectively adopted menu strategies that can help to achieve the objectives of variety and efficiency. For example, Hilton Garden Inn hotels change their menus from time to time, so they can serve good food while also changing the dishes frequently to make them appealing to the guests (Molina et al., 2021). Likewise, Marriott's hotel has incorporated diverse items on the menu to allow chefs to prepare a range of meals with a few essential ingredients to minimise wastage. In the same regard, Novotel Bristol Centre can increase the menu variety, refine the appearance of the offered meals, and, therefore, improve customer satisfaction and brand recognition. 
Implications of the Findings
Operational Implications
From the research study, it is evident that there is a need to improve the training and quality assurance of the F&B department at Novotel Bristol Centre. Pleasing and consistent food quality and presentation are possible if service staff are well-trained to uphold the brand and meet customer expectations (Hariharan and Vetrivel, 2024). To reduce variation in food presentation and quality, it is recommended that there should be routine training sessions on plating and ingredient consistency. Also, quality control measures like food tasting and customer feedback monitoring can help maintain high standards (Okpala and Korzeniowska, 2021). Another important operational factor is the supply chain. It has a direct impact on the quality of food. Studies carried out among the hospitality providers indicate that food quality variations are caused by variations in the ingredients and suppliers (Köninger and Gouthier, 2024). Reducing variability and improving quality can be reduced by building long-term partnerships with reliable suppliers, sourcing from local and seasonal products, and implementing effective inventory control. 
Strategic Implications
Customer satisfaction is determined by guest loyalty. Poor food quality and limited food choices result in negative reviews (Rounsefell et al., 2019). This affects the brand, exposing the facility to reduced revenue. Notable solutions to this entail increasing presentation quality and introducing more varied meals. Additional measures to enhance guest satisfaction include individualised menus and offering special diets to guests. Menu innovation is crucial for midscale hotels to remain relevant and competitive (Schwark, Tiberius and Fabro, 2020). This is because the current trends in the food industry include the provision of local and international cuisines. Literature review reveals that midscale hotels that frequently change their menus concerning customer preferences record-high customer satisfaction scores (Ghadban and Fayad, 2021). It is also advisable for Novotel Bristol Centre to adopt seasonal and thematic menus in order to meet the needs of the consumers in the market. 
Competitive Positioning
Competition within the hotel industry is immense (Ye et al., 2020). This underlines the need for uniqueness to achieve success. Novotel Bristol Centre should adhere to this. However, the low quality of food and lack of diverse food choices are a hindrance. Benchmarking with other competitors in the midscale segment, such as Hilton Garden Inn or Marriott Courtyard, is recommended. Introducing unique dishes-themed dining will also foster a competitive advantage for Novotel Bristol Centre. 
Limitations of the Study and Suggestions for Further Research
Limitations
This study revealed valuable insights regarding the impact of food quality, food presentation, and limited menu options on customer experiences at Novotel Bristol Centre. However, it has various drawbacks. One notable constraint is the reliance on secondary data. The study utilised guest reviews and industry reports. While these sources give qualitative insights, they do not offer more profound insight into the customers' preferences and experiences. Also, the study was conducted in one hotel (Novotel Bristol Centre). Thes findings cannot be generalised since midscale hotels face unique issues depending on the location, target audience, and organisational model. Also, the study relies on customer feedback and observation data, increasing the chances of personal bias based on individual perceptions. 
Suggestions
Future research may seek to conduct cross-sectional studies that include several midscale hotels to establish the general trends and practices of F&B service enhancement. Further, some other qualitative research techniques, like conducting large-scale customer satisfaction questionnaires and using statistical tools for measuring the performance of the service, could also help increase the study's validity. Other topics that would be useful to investigate include the adoption of new technologies in F&B services or the effects of sustainability measures on customers' satisfaction levels. In these areas, future research could offer more precise guidelines on how the customer experience in the midscale hotel industry could be improved.
Conclusion
This study explored customer experience in the Food and Beverage department of Novotel Bristol Centre to identify factors that influence customer satisfaction. The study revealed that the hotel offers a good customer experience in general. This results from the exemplary staff service and ambience. However, the hotel had some bad experiences with customers as the food was not well presented, the quality of the food was not excellent either, and there were limited menu options. These weaknesses affect the general perception of the hotel by the customers, the reputation of the brand, and competitiveness in the midscale hotel industry. The results are consistent with the literature review, which states that high service quality in the hospitality industry is crucial for customer loyalty and brand image. An evaluation of the customer feedback highlighted some disparities in food quality, which may affect the brand image and future patronage. Also, limited menu options limit the number of choices that the guests can make, thus lowering the level of satisfaction. Comparing the current practices with the benchmark practices in the hospitality industry reveals that there is a need to maintain quality standards, diversify the menu, and improve the presentation of the foods served to customers. To address these issues, operational changes such as staff development, supply chain management, and menu diversification must be implemented to suit the guests' needs. 
Recommendations
Inferring from the preceding paragraphs, it is evident that this placement research revealed that Novotel Bristol Centre offers a good customer experience in general. However, the hotel had some bad experiences with customers as the food was not well presented, the quality of the food was not excellent either, and there were limited menu options. These aspects bred customer dissatisfaction. Personal observations indicate that these shortcomings affect guest satisfaction as the hotel receives frequent complaints that are increasing constantly. Utilising a comprehensive approach that will focus on improving customer service in the food and beverage department is central to ensuring that the hotel effectively meets clientele needs is recommended. These recommendations include maintaining the quality of the food served to the customers to sustain the brand's image. This can be achieved by standardising the recipes, purchasing quality ingredients, and maintaining quality control. Daily staff training and good relations with suppliers also ensure that the food is prepared and presented in a standard manner. Also, as a midscale hotel, Novotel Bristol Centre can integrate technology into its food and beverage (F&B) department. These technological solutions include automated kitchen systems to monitor ingredients' freshness and standard cooking procedures. Novotel Bristol Centre can benefit from these practices to increase food quality and guest satisfaction. 
Additionally, food quality varies depending on the quality of the ingredients used to prepare the food. This problem can be solved by developing long-term relationships with suppliers and conducting regular checks on the quality of the raw materials. It helps maintain a comprehensive supply chain management system that guarantees quality. Only ingredients that meet the required standards will be used to prepare foods. It is recommended that suppliers' contracts contain provisions on quality assurance and consequences of noncompliance. Also, establishing a proper customer feedback system will help identify the guests' needs and issues. Feedback can be collected from customers through digital survey kiosks, feedback forms created in the form of QR codes, and follow-up emails. This data will help the management make the right decisions on the changes to the menu and the quality of the food to be served. 
To increase the number of customers, adding local dishes and seasonal products to the menu can be effective. This strategy aligns with the current trend of consumers demanding fresh foods sourced locally and promoting sustainability. The hotel's current menu has limited options for guests, which affects satisfaction levels. Adding diverse food options that align with customer preferences, such as vegetarian and halal options, to the menu will help to meet the needs of different customers. Additional information, such as the description of the ingredients and nutritional values, can also help in increasing transparency and trust. However, having a rotational menu that will be changed from time to time will make the dining experience new and unique for repeat customers. The themed nights, such as international nights or gourmet tasting menus, can help to increase the number of guests and their interest in the restaurant. Investment in innovation and customer relations will ensure sustainable growth and development of the hotel and its position as a leading dining establishment in Bristol. \
Although the staff is courteous, incorporating more formal customer service training programs will help enhance their interpersonal and conflict-solving skills. Training sessions on addressing customer complaints, selling more to existing customers, and interpersonal skills will improve service delivery. This can be supported by offering regular culinary training to ensure that chefs and kitchen staff are current with current trends and new methods of preparing food and presenting. This is because collaborations with culinary schools or guest chef programs can help in the development of skills. Cross-training programs will also help in developing multiple skills among the employees, which will be useful during the busy hours. Employees should be cross-trained in different positions within the F&B department to improve team cohesiveness and versatility. These recommendations will help to improve the F&B department of Novotel Bristol Centre and increase its performance. It will help the hotel enhance the quality of food and beverages by ensuring that menus provide diverse options, the appearance of meals is satisfying, and the food quality is exemplary. 
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