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Abstract
Front desk operations are extremely crucial for establishing an image of the business before the customers. It is the first point of contact that the guests have with the Hotel services and hence, if the staff members fail to deal with the customers in the politest manner possible, then the entire quality of guest experience diminishes. For Delta Hotel Swindon, guest satisfaction is strategically aligned with the goals and values of the organisation. Being a part of Marriott international, Delta Hotel strives constantly to add value in the lives of the customers and become the best, most favoured travel company in the world. Delta Hotel is also considering the guest satisfaction and improving guest experience as a paramount factor, which is constantly contributing to the growth and profitability of the business organisation. Front Desk operations have been entrusted with a number of demanding tasks and constant problem solving responsibilities. Delta Hotels Swindon under the stewardship of Marriott International has been streamlining its front desk operations by implementing advanced technologies. The senior managers in Marriott are constantly identifying the importance of implementing AI technology for improving the productivity and efficiency of the front desk operations within the hotel. On the other hand, the hotel staff members are facing issues and challenges such as Lack of skills and capabilities of the managers to use the AI backed technologies. These challenges are significantly undermining the guest satisfaction and guest experience within the organisation. In this study, a critical understanding of important practices that can help the front desk experience for the customers to be more enjoyable and smoother has been carried out.
The aim of the study has been to identify the factors that can help in improving guest satisfaction. This is to be achieved by optimising the front desk operations. After carrying out extensive research from existing journals and online articles, along with newspaper magazines, and newsletter publications, the findings of the study have revealed that ongoing recognition and training programs can play a very crucial role in developing a motivated front desk service team. The primary focus has to be on introducing a sense of empathy and emotion in the one on one communication that is established between the customers and the representatives of the organisation. When the employees are speaking with a lot of empathy, they are actually putting themselves in the shoes of their customers and thinking in terms of what the customers are requiring from them. The AI technology can play a very crucial role in streamlining the entire front desk operations while collecting customer data to analyse their needs and requirements. Although the AI systems within Delta hotels Swindon has been implemented to understand the personal needs and requirements of the customers, its implementation is not without its fair share of challenges and problems. The AI tools are not seamlessly integrated with the legacy systems of the organisations. The extended wait time has also become a significant problem as there is, yet no self-service kiosk implemented to streamline the entire process. This has led to a source of frustration for the customers. However, the mobile application and website check-in is powered by AI chat bots and hence in case of any problems and challenges, these AI powered chatbots can resolve customer queries and complaints instantly thus enhancing guest satisfaction.
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[bookmark: _heading=h.wqmiyb4dug7]Chapter 1: Introduction
[bookmark: _heading=h.l9fyzyvzqno8]1.1 Background 
Front desk operations are considered the primary point of contact between the hotel services and the guests. Nalley and Bufquin (2020) have considered front desk operations as the heartbeat of any hotel or restaurant, as it is the first impression made before the customers regarding the quality of guest experience they might enjoy during their stay. However, Jawabreh et al. (2022) highlighted that the front desk is also one of the most demanding areas in hotel operations. The staff members are often facing a lot of stress due to frequent check-ins, checkouts, constant guest enquiries and continuous problem-solving of demanding guests. To ensure staff well-being and guest satisfaction, front desk operations must be optimised.
[bookmark: _heading=h.4jndirsvwax]1.2 Overview of the case study organisation
Delta Hotel Swindon is a chain of four-star hotels that has been managed by the Marriott group. Marriott acquired the Delta Hotels chain in 2015, and since then, the property has been known for its world-class hospitality for both leisure and business travellers. Delta Hotels by Marriott Swindon is located near sites like Shaw Forest Park and Queens Park. The brand has differentiated itself from its competitors by focusing on simple things that matter the most to the customers (Delta Hotels Swindon, 2025). For instance, free Wi-Fi and water, modern guestrooms with smart services, AI-powered flexible spaces and delicious food that is on schedule for the customers have often been important factors that made it the primary choice of most customers (Delta Hotels Swindon, 2025). With first-class amenities such as a tennis court, gym and restaurant, Delta Hotel Swindon is known for its guest-friendly accommodations perfect for family getaways, business meetings, and relaxation.
[bookmark: _heading=h.ayle7ctyghmz]1.3 Rationale for studying the topic
For Delta Hotels Swindon, guest satisfaction is directly aligned with the values and goals of the organisation. Strategically aligned with the mission of Marriott to be the world‘s favourite travel company, the focus of Delta Hotels Swindon is to enhance the lives of the customers by enabling unmatched leisure and vacation experiences (Delta Hotels Swindon, 2025). Delta Hotels is constantly focused on the details that matter the most to the customers. Hence, guest satisfaction not only drives businesses, but it has also enhanced the number of referrals and positive reviews on social media platforms. With the help of desk operations optimisation, guest satisfaction and the willingness of the customers to return to Delta Hotels Swindon are enhanced (hotelieracademy.org, 2025). The front desk is definitely the first and last impression that the customer is going to have of the hotel. Yet, the front desk operation is the most demanding as there is a constant problem-solving responsibility and resolution of guest enquiries and complaints to be handled for a smoother guest experience. An efficient front desk is also strategically aligned with improved staff morale (travelweekly.com, 2025). By carrying out a critical understanding of factors that can enhance the front desk experience for the customers, the research can identify important practices that can contribute to satisfied guest experiences and boost the online reputation of the brand on important third-party travel websites and platforms like TripAdvisor. This will further help in attracting new bookings from customers.
[bookmark: _heading=h.4kar6t6z1axe]1.4 Research aims and objectives
The research aims to identify the factors that can help improve guest satisfaction through optimisation of the front desk operations.
To achieve this goal, the following objectives have to be met:
· To evaluate the current front desk processes and operations that are taking place in the Delta Hotels Swindon and identify areas of improvement that can significantly contribute to guest satisfaction and high-end customer experiences.
· To critically analyse the existing company reports, journals, and online articles publications on guest satisfaction and process optimisation to determine the impact of front desk staff training on the guest satisfaction levels.
· To recommend strategies for enhancing the front desk operations within the case study organisation based on the findings of the staff insights and guest satisfaction published in the company newsletter and annual reports.


[bookmark: _heading=h.oqdnf6girqof]Chapter 2: Literature Review
[bookmark: _heading=h.75eiakifb29l]2.1 Current challenges and bottlenecks in front desk operations in hospitality
The front desk serves as a crucial point of contact for the customers and the visitors within the organisation. It not only establishes the operational tone within the office, but it also creates the first and impression in the mind of the customers regarding the kind of experience they are likely to enjoy from the hotel (Ananta, 2022). As a result, identifying the critical bottlenecks and challenges faced in maintaining the efficiency of the front desk operations has been a very crucial and detailed point of discussion within the available literature. A large chunk of the literature has identified different staffing and operational challenges that act as a significant barrier towards high-quality guest experiences (Borui, 2024). The desk staff often gets overwhelmed as there is a constant flow of customers, demanding check-in, checkout, or guests coming to them with any form of queries or complaints. In most cases, the staff members are not adequately trained to tackle operational errors or even use advanced tools and technologies like AI that can help streamline their repetitive and operational tasks (Dewi et al. 2022). This has significantly impacted positive guest experiences, as long queues are the biggest barrier preventing effective communication among departments while leading to staff burnout.
Elziny and Emam (2021) have highlighted the need for capacity management rather than demand management. In the literature, there is a misconception that demand management is synonymous with the idea of capacity management. However, Yimam (2022) argued that the focus of capacity management is to identify the capabilities of the organisation in handling the demand. Demand management, on the other hand, is identified as the factors that influence the number of customers attending or using a particular service of the hotel. When the operation department can sustain enough capacity to meet the demand, that is when employee satisfaction and high-quality guest experiences are achieved. Long-term sustainability and profitability are also critically aligned with the idea of capacity management. In terms of front desk operations, high-quality capacity management is reflected in the form of shortened wait times and continuous planning to meet the guest demand. Wirtz et al. (2023) argued that those guests who are waiting in line have a physiological and a psychological requirement or an expectation. Hence, the operational managers must choose the right approach towards capacity management to manage the heightened demand. 
Al-Araj et al. (2022) have identified that the front desk staff members often confuse themselves when managing leisure guests with those of guests who have come to the hotel for a business trip or a business conference. The leisure guests often feel lost when a large group of business travellers or conference guests is checking in. When these two groups of customers clash, the wait time becomes longer. Budur and Poturak (2021) argued that the conference guests do not have the flexibility to check in at the hotel from the comfort of their mobile phones or laptops. Hence, the lack of flexibility heightens the frustration level in the customers. Even those leisure guests who have used their reward points to get a faster check-in are not getting the recognition that they deserve. This might irritate the customer, leading to unnecessary escalations to the senior management team.
[bookmark: _heading=h.h4gm691i358t]2.2 Impact of front desk staff training on the guest satisfaction levels
The available literature has identified that technical training, especially using advanced tools and technologies, such as AI-powered systems and robotics, is the most important skill that needs to be developed by the front of his staff members. According to Demirel (2022), online reservation, Wi-Fi technology, and high-speed internet are important factors and technological services that contribute directly to guest satisfaction and customer loyalty. More and more customers are also expecting fast and prompt service. The hotels that provide a straightforward and flexible check-in process are often preferred by customers. The in-room check-in that eliminates the need for guests to wait in long queues at the front office desk is also a major factor that is contributing to customer satisfaction overall (Hasan, 2021). The staff members must be well-equipped to use these advanced tools and technology that can lead to high-quality guest satisfaction and personalisation in the services. 
Nalley and Bufquin (2020) highlighted that understanding the specific needs and requirements of the customers is crucial to contributing to the wow factor in service delivery. This can range from keeping a modest welcome gift in the room of the customers to offering welcome drinks in the lobby, which is preferred by them. Understanding the taste and preferences of the customers is likely to help the staff members differentiate the services from those of other competitors. AI and machine learning have the power to predict guest preferences for more personalised services. Hence, digital literacy skills are crucial as this will help the front desk staff members to operate through various software and technology so that they can communicate effectively and offer high-quality customer services (Jawabreh et al. 2022). These management systems, backed by AI technology, not only offer faster operations but are also well-equipped to handle routine tasks while reducing human error. The staff members will be able to effectively communicate with the customers by gaining access from several data sources such as instant messaging, email and automated chat bots. The customer relationship management that is powered by AI technology can help track feedback and guest preferences. Hence, data literacy skills also allow the front desk staff members to use these AI-powered systems much more effectively (Ananta, 2022). The front desk personnel have to engage with the visitors individually and calmly to resolve all the client issues and queries. A seamless blend of interpersonal skills and technical skills is going to help the front office staff members retain customers.
Finally, a lot of importance has been put on developing soft skills along with technical skills. The investment must be in training practices that focus on developing the empathy and problem-solving skills and capabilities of the employees (Borui, 2024). The employees must understand the problems of not only the customers but also their fellow team members. This is going to significantly contribute to the development of emotional intelligence practices. This is a crucial skill for managing guest interactions and also ensuring that there is a seamless flow of communication within the departments (Dewi et al. 2022). The hotel operations are becoming extremely dynamic, where cross-departmental communication is important. Peer-to-peer problem resolution and empathetic communication can help reduce stress levels and also allow the team members to deal with stressful situations with much more confidence.
[bookmark: _heading=h.w3ovcia2ss8v]2.3 Strategies for enhancing the front desk operational efficiency to achieve guest satisfaction
The most effective way to achieve guest satisfaction and front desk operation efficiency is to optimise the checkout and check-in process and reduce the long queues or the wait times. Elziny and Emam (2021) argue that the self-service kiosk is an important technological advancement that can offer digital check-in and checkout options. The self-service kiosk allows guests to drop their keys and get an invoice through email or SMS. This is a highly effective practice that offers express check out, minimising the congestion at the front desk. Digital check-in and checkout options allow customers to use their mobile phones and completely bypass the front desk operations.
Another set of researchers has given a lot of importance to staff training for efficient operations and front desk management. Continuous development and training of the staff members can help them offer a much more effective solution to the customers. Yimam (2022) argued that the focus should not only be on technical skill development, but also on self-regulation and scenario-based training that can help the employees handle stress much more effectively. Wirtz et al. (2023) have found in their research that augmented reality or virtual reality can be important tools used for high-end training practices. The employees must be given challenging situations that go beyond just handling customer complaints and queries. With the help of augmented reality, real-life scenarios can be recreated in a simulation, and this can help prepare the staff members to respond in a much more confident manner (Al-Araj et al. 2022). There must be cross-training practices carried out between departments. Every department should understand the importance of a seamless knowledge and information flow. The staff member should have a broader understanding of all the operations that are taking place within the hotel department. Hence, this gives them the ability and flexibility in managing diverse guest experiences. 
[bookmark: _heading=h.s7sgnu3w0unc]2.4 Research gaps
There are several gaps identified in the available literature. For instance, although the need for front desk task optimisation and use of technology has been identified by research scholars, the strategies to balance and integrate the technology with the day-to-day human interactions have been ignored. This has an especially important role to play in optimising guest satisfaction and overall guest experience overall (Budur and Poturak, 2021). The available literature also lacks in identifying specific quantitative as well as qualitative matrices that can help identify the return on investment for the different training programs and methodologies that have been adopted within the organisation. These metrics have to be linked with those of guests, loyalty and overall user experiences.


[bookmark: _heading=h.vocvedkho14s]Chapter 3: Methods
[bookmark: _heading=h.671l3mwdac77]3.1 Research philosophy and research approach
The first two layers in the research onion model are the research philosophy and research approach. On one hand, the research philosophy describes the set of beliefs based on which the entire research is built. In this study, the interpretivist research philosophy has been implemented, where the focus is on identifying the influence of cultural and social practices on the views and perceptions of the individuals (Hasan, 2021). Critically aligned with the interpretivist research philosophy is the inductive research approach, where the researcher focuses on generalising the findings and building theories from the research conducted (Areco et al. 2021). The interpretivist research philosophy plays an especially important role in understanding the views and perceptions of guests regarding front desk services and identifying the pain points or the service bottlenecks that customers dislike the most. This will help in refining the existing services provided within the Delta Hotels Swindon. The inductive research approach can identify specific patterns from the case study company reports and annual reports to identify common bottlenecks and service delivery challenges that are normally faced by other hospitality sector organisations in delivering high-quality services to the end customers. This will help in refining the existing knowledge on the topic and overcoming literature gaps, such as a poor focus on quantifiable metrics that can gauge the effectiveness of staff training practices. The chosen research method is a case study research strategy, and hence, a qualitative data collection method is used by the researcher. It is of utmost importance that the cultural and social context is considered, where the assumptions and understanding of the researcher play an especially important role in interpreting the findings regarding the case study organisation. 
[bookmark: _heading=h.bg32y1aq237a]3.2 Research strategy
The case study research strategy has been implemented in the study, which focuses on carrying out an in-depth and detailed understanding of a single subject (Areco et al. 2021). In this case, the subject is Delta Hotels Swindon. The existing publications, company reports, newsletters, interviews of senior leaders of the Hotel published in reputed magazines and journals and online articles on the case study hotel are used to gain an in-depth understanding of how the hotel works and deals with real-life challenges and issues in service delivery. The case study research can also provide a highly detailed analysis of a complex process or a phenomenon, such as streamlining the front desk tasks. The case study research design can also help describe the experiences of the guests during the check-in and checkout time and suggest strategies through which the case study organisation, as well as other similar organisations, will be able to improve the guest experience through its front desk operations.
[bookmark: _heading=h.i0szzm7scr6l]3.3 Data collection method
The data is collected through several published sources, such as peer-reviewed journals and online articles on refinement of service delivery and improvement in guest experiences within the hospitality industry. The case study company reports, newsletters and interviews of senior managers published in reputed magazines are also used to collect the data and information. The inclusion and exclusion criteria have been implemented to select the journals and online articles. All journals and online articles should be published within the last five years. None of the journals published before 2020 is included in the study. Other magazine publications that were published before 2020 are also omitted from the given research. The journals, online articles, magazines, newsletters, and company reports should all be published in the English language. This will help the researcher to interpret the data in a non-ambiguous manner. The aims and objectives of the study were used to find the journals and online articles. The BOOLEAN search operators have been used to either expand or narrow down the search on authentic search engine platforms like Google Scholar and ProQuest.
[bookmark: _heading=h.hadr9tng0ml0]3.4 Data analysis
Thematic analysis, a data analysis method, has been used where the focus is on identifying repetitive patterns and interpreting these patterns for an in-depth understanding. This is a highly flexible technique that is commonly used in secondary qualitative research (Dale et al. 2025). The technique can help understand the repetitive opinions, thoughts, and experiences of the senior managers of the organisation in providing high-quality services to the end customers. A 6-step process is followed where the data is first familiarised and coded, followed by theme generation and theme review. The researcher has defined the themes and interpreted them for in-depth analysis.
[bookmark: _heading=h.895qw7y1lsqg]3.5 Ethical considerations
In the secondary research study, participant protection is not necessary as it has already been taken care of by the researchers who initially published the studies. However, data integrity is a major factor that needs to be taken into consideration. The researcher is extremely clear about the data sources and the methods of analysis that have been undertaken. Plagiarism is a major issue in secondary research. Hence, all the authors whose work has been referred to have been cited properly. The researcher has also ensured minimal bias by using the CASP checklist to identify the authenticity and reliability of the journals and online articles that are included within the research. 


[bookmark: _heading=h.ulon0vg6oaeg]Chapter 4 Findings and Discussion
[bookmark: _heading=h.3uzvmnfljrno]4.1 Introduction
The findings section has presented the results of the study in the most objective manner possible while interpreting it in the subsequent discussion section. The chapter has explained the significance of the study and also compared the findings with the previous research. 
[bookmark: _heading=h.brw452vvvy7f]4.2 Findings
The journals and online articles along with the company websites, newspaper articles and magazine articles on Delta Hotels, Swindon have been selected to conduct extensive secondary literature review. In the following table, the findings of different journals and online articles have been presented. These are the generalised findings. The Discussion section has focused on interacting the data from the journals and online articles and identified how they can be implemented in Delta Hotels, Swindon.
	Author
	Aims
	Findings
	Themes generated

	Borui, 2024
	The aim of the study is to look into the impact of training quality on the productivity of front desk tasks, which automatically has an impact on customer satisfaction.  
	There has to be an overall investment made in advanced technologies that can elevate overall guest experiences. The employee training program must focus on personal development and skill enhancement, especially technical skills as well as interpersonal skills such as communication and new knowledge building using AI tools and technologies.
	Enhancing the quality of training has a positive impact on customer satisfaction.
The focus must be on developing soft skills, such as empathy, communication, and customer care.
The front desk is often facing challenges like delay in check in and check out 

	Intiar et al. 2024
	 The focus of the study is to identify the interactive approach and dual relationship between satisfaction and financial viability, considering vital factors encompassing front office services and customer communication strategies.
	The findings of the study reveals that there is a positive relationship between financial profitability and guest satisfaction. However, an integrated management of the framework needs to be established where pain points of customers are resolved. 
	An integrated approach towards guest satisfaction and front desk management is important to enhance guest feedback and staff satisfaction.

	Jawabreh et al. 2022
	The focus of the study is to identify the impact of communication skills of front office staff members for improving customer satisfaction in the hospitality industry.
	The findings of the study revealed that improved communication skill can allow the staff members to fulfil all the requirements of the clients in increasing the overall happiness. This not only enhances client satisfaction but also promotes repeat purchase. Communication skills, especially communicating with a lot of empathy, can play a very crucial role in emotionally aligning with the customers.
	Training focus on communication skill development
Communication with emotional intelligence and empathy can improve guest satisfaction


	Jetson, 2024
	The focus of the study is to identify the impact of training and development in increasing the productivity of the fun desk, staff members, and their impact on client satisfaction and repeat purchase.
	The findings of the study have revealed that the front desk employees which receive a sufficient amount of training can lead to better customer service to the guest. This results in better guest feedback. The guests are feeling much more important and grateful, and the procedure also runs smoothly. The employees are able to handle the demands of the customers much more promptly.
	Assessing performance of employees after training
Continuous focus on communication skills, problem-solving techniques, and stress management skills. 

	Mandić et al. 2023
	The focus of the study is to identify the impact of automated service delivery on optimal guest experience and guest satisfaction in the hotel industry across the world.
	The findings of the study has revealed that various business organisations around the world have focused on implementing automated services using chatbot and AI technology to meet the customer queries and complaints while focusing on enhancing customer satisfaction. However, the repeat purchase and an emotional relationship with the customers can only be established with the help of a warm interpersonal communication. 
	Establishing a proper balance between human interaction and automated service. Delivery is the key towards enhancing customer satisfaction and ensuring repeat purchase through emotional relationships developed between the customers and the employees.
Staff training must be directed towards developing communication skills which considers lingual differences and cultural differences. The communication should not only be in terms of verbal communication but also non-verbal communication style such as body, language and eye contact.

	Wilson, 2025
	The aim of the study is to explore important components of effective hotel management by examining how the human resource, service quality, technological innovation, and operations management has an impact on the organisational performance and customer satisfaction. The important contribution made by the front desk staff members is especially important to be considered.
	The finding of the study has revealed that the service delivery must be guest centric in nature. The manager should also adapt to the advanced tools and technologies that are being introduced in a highly dynamic market environment. Technological integration within the entire legacy system is the primary issue and challenge the company is likely to face in the near future. Areas of improvement include staff training and staff morale. The focus must be on recognising the important factors that make the employees feel much more confident in dealing with the guest. 
	Ongoing training and recognition programs are important for building a highly capable and motivated service team.

	Yani and Wirawan, 2022
	 The focus of the study is to identify strategies that can optimise the performance of the staff members, especially in improving the guest satisfaction level. The performance of frontline staff members have been evaluated in the study.
	The findings of the study revealed that the front desk staff members are acting as an ambassador for the entire hospitality organisation and play an especially important role for maintaining and introducing the image of the organisation before the potential guests. Hence, the performance of the front desk staff members is especially important in enhancing the satisfaction of the guests. 
	Performance management can play an important role in guest satisfaction. 



Based on the above findings the themes that are repeatedly coming to the surface are as follows: 
· Ongoing training and recognition program can play an especially important role in developing a motivated front desk service team
· Soft skills training focusing on communication, empathy, and developing an integrated approach towards guest satisfaction can play an important role in improved guest feedback.
· The focus of the training factors must be on enhancing communication skill development, identifying cultural and lingual differences and technical skills to use advanced technologies to identify the personal needs and requirements of the customers
· A balance between AI or other advanced technologies with the one on one human interaction with the customers must be established for better customer satisfaction and repeat purchase.
· Performance management can also play an important role in enhancing guest satisfaction.
After reviewing the magazine, articles and newspaper articles, there are some repeated patterns regarding the training programs and courses available at Delta hotels, Swinden, a subsidiary of Marriott hotels.
In a human resource article published by Hotel Management, it was identified that along with the new hire orientation program, international hourly training and management training are also provided to the individual staff members. Ongoing training is an especially important factor that has made Marriott International one of the organisations with the most accessible training model. In an article published by Kitterman (2025), it was identified that training and development is one of the top priorities of the management leaders in top international hospitality brands, including Marriott international. There is a need for skilled employees who can use the AI tools and technologies and completely transform the way they service the customers.
[bookmark: _heading=h.a1r6xacmokp3]4.3 Discussion
In this section, the findings are interpreted keeping the aims and objectives of the research in mind.
Objective 1: To evaluate the current front desk processes and identify areas of improvement
· Theme 1: Current front desk processes in Delta Hotels, Swindon and areas of improvement
According to the official website of Delta Hotels Swindon, the front desk is operating 24/7. The most important focus of the front desk manager is to ensure efficient guest service and interdepartmental coordination (Borui, 2024). The front desk processes include greetings and welcoming the guest, check in and check out, including processing payments, handling billing enquiries, and confirming the reservations, reservation management, and handling cancellations or modifications in booking via email, phone and property management system. Intiar et al. (2024) highlighted that the customers often feel satisfied when they are constantly assisted throughout the checking and checkout process at every step. On the other hand, findings from research carried out by Jawabreh et al. (2022) highlighted that without an efficient and professionally managed front desk, the customers often feel uncomfortable, clueless and frustrated. Although the front desk operations in Delta Hotels Swindon is a standard and they are guided by the excellent customer Service practices of Marriott, there are still some common problems and challenges that front desk operations are facing. For instance, within the legacy systems, the advanced tools and technologies have yet not been implemented. The extended wait time is a significant problem for most of the customers specially during the check-in. This has caused a lot of frustration among the guests, especially during the peak seasons (Jetson, 2024). The long queues and delays at the front desk is often a result of insufficient staffing and even manual processes.
At present, the self-service kiosk is still not live in the front desk counter of Delta Hotel Swindon. With the help of robotics technology, Jetson (2024) highlighted that the hospitality industry can implement a streamlined check in process. However, Delta Hotel Swindon has a mobile check-in option that has significantly reduced the wait time of the customers. Alleviating the mobile check-in customer experience is especially important. This can include introduction of various fonts on the phone and ensure seamless user interface. The guest must be allowed to check in remotely to enhance the guest satisfaction and minimise the wait times.
Objective 2: Analyse the impact of front desk staff training on the guest satisfaction levels.
· Theme 2: Ongoing training and recognition program can play an especially important role in developing a motivated service team
The findings of the study has revealed that the employee training has played an especially important role in achieving exceptional customer experiences through the hotel staff. By providing a comprehensive learning opportunity, Kitterman (2025) highlighted that hotels like Delta Hotel Swindon can ensure that all the staff members are confident and comfortable within their job roles. This also increases the quality of the job performance and enhances job satisfaction. Since Delta hotels Swindon is a part of Marriott International, one of the prime focus of the training staff is to not overlook the basic skills but also meet the specific needs and requirements of the front desk staff member. When considering the training practices, the constant development of foundational skills is carried out. The training practices on basic workplace software like a Microsoft Office tool can also be reviewed on a time to time basis. 
The specific needs and requirements of the front desk staff members are considered along with providing them with foundational training. In the past couple of years, the change in experience that has been identified by the staff member is also understood by the senior management team (Mandić et al. 2023). This is done so by establishing a constant communication which is dependent on a real time feedback model. Real time feedback is a two way process. The feedback is not only given by the senior management to the staff members, but also the front desk employees are giving feedback regarding the customer needs and requirements and even their own needs to service the customers better (Miguel, 2024).
Within Delta hotels Swindon, the focus of the training is to improve the employee behaviour, ensuring better communication and engagement with the customers. As a result, these employees are well equipped to handle the guest interactions and focus on improving guest satisfaction. However, Wilson (2025) identified that the traditional models of interaction with the customers is not applicable anymore. The service level has to be constantly enhanced to improve the overall customer experience that is leading to guest loyalty. Within the hospitality sector, the quality of service that is provided by the hotel staff is a most significant factor. Hence, personalised needs and requirements of the guest must be the primary focus of the employees (Yani and Wirawan, 2022). The front desk staff members must be well equipped with AI tools to understand the specific needs of the customers. These needs can range from health requirements to pleasurable pursuits, food preferences to fragrance of their choice. All these factors need to be considered to ensure that the staff is constantly meeting and exceeding the expectations of the customers (Buhalis and Chan, 2023).
· Theme 3: Soft skills training focusing on communication, empathy, and developing an integrated approach towards guest satisfaction can play an important role in improved guest feedback.
An integrated approach towards a guest satisfaction focuses on developing exceptional service quality, ensuring personalisation and constantly communicating across all the guest touch points. The staff members in Delta Hotel Swindon are said to be extremely efficient, friendly and proactive. Currently, they are using advanced tools such as artificial intelligence to identify the specific needs of the customers and implement them within the service practices (Bigwanto et al. 2024). However, one of the most important drawbacks of the Hotel is to deliver high-quality experience in a consistent manner because the advanced technology in the form of AI and machine learning cannot be integrated with the legacy systems of the organisation. This has undermined the optimisation of online presence and simplification of the booking process (Apostol et al. 2023). However, since Delta hotels Swindon is a part of Marriott International, communication and feedback has been identified as one of the most important practices that contributes to the customer trust and loyalty (Cobanoglu et al. 2023). There are various methods of feedback collection that are put into account. These include online customer service to reviews of the employees. 
The Marriott International as a whole is actively using the guest feedback to improve on their customer service provision. An integrated approach is established where guest satisfaction is analysed using market research and data analytics factors along with a high end, AI technology and a loyalty program to deliver personalised experiences (Arapou and Kapiki, 2023). The reviews and survey form of feedback as well as the online travel portals have constantly been analysed to improve on the room designs and services while leveraging the data for loyalty programs like Marriott Bonvoy to personalise the offer and improve on the mobile app and the other guest feedback technologies (Amissah et al. 2022). This integrated approach is specifically contributing to developing a continuous improvement model and a customer loyalty practice.
Empathy has become a crucial factor in communicating with the customers as it focuses on enhancing the satisfaction by building trust and loyalty. The primary focus of Marriott international is to develop the communication skills of the employees so that they understand the perspective of the customers and focus on de-escalating tense situations (Bonfanti et al. 2021). Effective and personalised solutions are also offered by using the data from AI tools regarding customer needs and preferences and aligned them with the current situation of the customers (Morosan and Bowen, 2022). Empathetic interaction can play an especially important role in making the customers feel respected and valued and overall improving the reputation of the brand in the eyes of the customers.
· Theme 4: Communication skill development must be directed towards acknowledging cultural and lingual differences 
One of the primary focuses of Delta Hotels Swindon is to develop cultural intelligence and language skills among the employees. Hudson and Hudson (2025) highlighted the language skill not only helps in creating an instant connection between front desk staff members and the customers but also creates a memorable experience leading to the employees speaking the language of the guests. This according to Buhalis and Moldavska (2022) has made a huge impact in guest experience. The employees are able to assist the guests in their own native language and help them feel much more comfortable, satisfied and delighted. Whenever guests are ordering a room service or asking for directions and enquiring about the local tourist attractions, they can do so in their native language and get the required help. This also plays an important role in building cultural connections and trust (Djajasinga et al. 2021). Within the hospitality industry, developing a trust with the customer is the primary focus and when the employees speak their language, it helps bridge the gap between cultures (Limna and Kraiwanit, 2023). Even if the employees are speaking a few words, the guests are going to appreciate the effort that they are making, and this will help them feel much more connected to the organisation as a whole.
Objective 3: Strategies for enhancing the front desk operations for greater customer satisfaction within Delta Hotels Swindon. 
· Theme 5: Developing AI and technical skills to understand personalised needs of the customers. 
AI integration within Delta Hotel Swindon has been in full swing, even though there are various challenges of integrating AI tools within the legacy system (Ahmad et al. 2024). From AI power services that understand the favourite midnight snack of the guests to chatbots offering customised trips to the customers based on their needs and requirements, AI technology has been attracting the guest specially by delivering personalised services to the end audience. Under such a situation, developing AI skills is especially important in elevating the overall customer experience within the organisation (Kumar Kaushik et al. 2022). The employees can finally move away from the one size fits all approach and focus on delivering a highly personal service to the customers. With the help of high-quality technical skills, the employees can analyse the data collected by the technology and offer experiences to the customers (Zhao et al. 2023). The AI and other technical skills also streamline the hotel operations in ways that it can directly have an impact on the bottom line. The automated services can automate repeating tasks while optimising the workflow, allowing the hotels to become much more productive at fewer resources.
However, developing the AI skills of the employees is not without its fair share of challenges. The employees must have a clear understanding of factors that contribute to safety (Sharma et al. 2022). Starting from smart surveillance to facial recognition, the employees must identify practices that contribute to unauthorised access to data (Jawabreh et al. 2023). In emergency situations, the staff members must be well equipped in understanding the evacuation signals that are provided by the AI technology. The staff members must focus on the effort towards cyber security, helping the hotel to detect and protect the sensitive information of the customers.
[bookmark: _heading=h.xmcw22opbom9]4.4 Research implications
The study has a number of important implications. It has focused on developing an integrated and a holistic approach that promotes the service quality of the front desk staff members focusing on their training practices. By identifying the importance of continuous training, this is going to give a new direction to the human resource practices, raising awareness regarding the kind of training required in the era of AI technological innovation (Wang, 2023). At the very heart of guest experiences are personalised services and responsiveness. As a result, continuous training can play an especially important role in empowering the employees making them more confident in dealing with the customers.
[bookmark: _heading=h.dvy9f5mz51ek]4.5 Research limitations
Other research is a secondary study. Hence, the researcher lacks control over the quality of data and the methodology that has been used (Afaq et al. 2023). The potential for using and outdated information is also extremely high. Since this is case study research, the data and information on the case study organisation was extremely limited on the internet (Gupta et al. 2022). Hence, there is a need for conducting a primary qualitative and primary quantitative research which gather data information form the employees working within the organisation.


[bookmark: _heading=h.7dh0vgbg72v0]Chapter 5 Conclusion and Recommendations
[bookmark: _heading=h.xxjkghuc94m7]5.1 Conclusion
The research has been extremely crucial in identifying important aspects of front desk operations that contribute to improved guest experience within the business organisation (Giannoukou, 2024). The findings of the study has revealed that it is not only important to develop communication skills, but the communication skills must be directed towards language skill proficiency, development of cultural intelligence and incorporating a sense of empathy when dealing with the customers. These are the most important factors that are going to retain the customers back to the organisation and contribute to repeat purchase (Gangwar and Reddy, 2023). The performance of the front desk staff members can play a crucial role in guest satisfaction. The employees increase the guest satisfaction in implementing the standard operating process and by providing them with high-quality services (Rawal et al. 2022). The employees take into consideration the personalised needs and requirements of the customers (Alzboun et al. 2024). This is only possible when the AI and machine learning technologies are implemented. The staff is able to provide good service and establish good relationships with the customers which motivates the latter to make a repeat purchase (Lei et al. 2023). Since other AI powered rooms are smart enough to identify every small detail of the customer needs, it contributes to the customer experience which is unforgettable.
The primary focus of Delta Hotels Swindon is on establishing a good interpersonal relationship between the guests and the front desk staff members. It is especially important that the guests are giving a positive comment regarding the organisation as a whole on social media platforms and other travel portals (Park et al. 2024). To achieve this goal, every aspect of the organisation’s service must be perfect. This includes the interpersonal and empathetic communication established between the frontline desk employees to the waiters and even the housekeeping staff members in communicating with the guests (Wynn and Lam, 2023). High-quality services, coupled with friendly behaviour of the staff members play an especially important role in repeat visits. The understanding of personalised needs and requirements of the guests using artificial intelligence and machine learning algorithms can also help in promoting guest satisfaction (Birdir and Sahilli Birdir, 2024).
Providing the employees with a lot of training programs has proved to be an excellent investment for Delta Hotels Swindon. The front desk personnel can take advantage of the training opportunities and identify the skills they need to grow in order to develop within the department and ensure career advancement. The importance of both interpersonal soft skills and technical skills development has been highlighted within the research (Koo et al. 2021). The training opportunities must be diverse, identifying the importance of an emotional and empathetic tone while communicating with the customers (Luo et al. 2021). After taking part in training courses, the employees often feel much more satisfied as they understand where they have been going wrong and can take necessary steps to rectify their mistakes (Srinivasan et al. 2024). A continuous training program is extremely crucial in motivating and empowering the front desk staff and service team. Within Delta Hotels Swindon, the staff must feel confident in their respective job roles (Shin et al. 2022). To achieve this goal, Marriott International has never overlooked the importance of the basic skills that are required to service the customers better. Over these basic skills, the front desk staff members are also provided with a foundational training where a constant two way communication is established between them and the senior management team. Real time feedback is however a two way process (Saini and Bhalla, 2022). The junior frontline staff members are also expected to voice out their own opinions before the senior managers (Chalupa and Chadt, 2021). This contributes to their own job satisfaction, ultimately culminating into customer satisfaction and customer loyalty.
A major area of improvement develops in identifying the importance of human emotional connection for a greater personalisation and delivery of the service (Hao et al. 2023). There is a need for proper staff training, especially in assisting the employees to deal with culture differences, navigating the guests through technology and understanding the lingual distinction between the employees and the guests. The findings of the study has underscored the importance of developing a holistic and an integrated approach towards development of service quality by the front desk staff members. This is possible when technological innovation is seamlessly integrated with the skill development process of the employees (Stylos et al. 2021). A personalised service is often at the heart of the guest experience. Empowered employees are also supported through a recognised training program. Training program according to Narayan et al. (2022) is playing a crucial role in ensuring that the employees are adapting to the dynamic changes introduced within the organisation while they are also consistent in their service delivery. The technological advancement is particularly directed towards streamlining and automating repetitive tasks while establishing digital guest services which has enhanced convenience and efficiency (Oliinyk et al. 2022). Alignment of the digital tools with that of the evolving guest experiences is crucial. However, the study has highlighted that the integrated strategic framework must align with the digital infrastructure. This means that the AI technology implementation is not going to be without its fair share of challenges. The adaptability of AI technology with the legacy systems is crucial (Bhandari et al. 2023). In conclusion, effective and people centric strategies development is required to completely do away with the fear of employees regarding the use of AI technology (Bhaskar and Sharma, 2022). There has to be a futuristic strategy development, which is led by ethical leadership that has unwavering commitment towards a guest experience and satisfaction.
[bookmark: _heading=h.j1mr8t2f1u1r]5.2 Recommendations
To overcome some of the challenges that have been identified in the study and overcome the fiercely competitive landscape within the hospitality industry, the following recommendations are presented. This will help to provide Delta Hotels Swindon with exceptional guest experiences.
Delta Hotels Swindon must focus on taking advantage of the guest app. This app is significantly different from the one which is developed and launched in the market by Marriott International. The guest app has become an indispensable tool for increasing the satisfaction and experiences of the customers overall. According to Liu et al. (2024), the guest app can completely ease several pain points that the customers face when they interact with the front desk staff members. The app can be used by the staff to develop a communication with the customers even before their arrival. This will ensure a pre-arrival engagement in the most seamless manner possible (Spektor et al. 2023). The hotel can also engage with the guest through one on one personalised messages. Before the arrival of the customers, surveys can also be gathered through these mobile apps, and this will help in understanding the preferences of the customers when they are going to stay in the property. 
The app is also crucial in establishing real time assistance and mobile check-in practices. The convenient mobile check-in can help Delta Hotel Swindon from establishing an expensive self-service kiosk. The guest can also bypass the front desk and head directly to the rooms (Bharwani and Mathews, 2021). Such a seamless experience is especially appealing to the tech savvy travellers, who are looking for contactless and efficient interactions (Vinnakota et al. 2022). The AI power chatbot in the guest applications can establish a one on one communication. Starting from answering common queries to providing information at the fingertips of the guests, AI power chatbot can improve the quality of the overall stay.
AI is already playing an especially important role in changing the hospitality industry as a whole. Hence, the organisation must not focus on one size fits all approach. When the front desk staff members are establishing a one on one communication even before the arrival of the customers, innovative business practices can be used to enhance guest experience once they arrive. The information gathered before the arrival of the customers can be used to develop virtual concierges for 24×7 services (Ozdemir et al. 2023). Apart from this, the frontline staff members can recommend a customised itinerary by analysing the past preferences of the customers and providing them with an experience that is backed by scientific data (Rajesh et al. 2022). Within the hospitality industry, apart from travel packages, the front desk staff members can suggest local attractions and even in room amenities according to the basic preferences and needs of the customers.
To deal with the problem of integrating AI technology within the legacy systems, the organisation must start by implementing a robust property management system. Establishing a property management system which is powered by AI technology, not only speeds up the check-in and checkout process but also automates bookings while reducing manual entry errors and avoiding any kind of over booking (Chen and Chen, 2022). Other important benefits include billing and invoicing with integrated payment systems. This plays a crucial role in reducing payment disputes.
Finally, there has to be a balance maintained between the use of AI technology and the importance of a human resource in delivering services that are characterised by interpersonal communication and warmth. With more and more automation technologies being adopted, the employees are becoming extremely wary about their job security. Human interaction can have a negative role to play on guest satisfaction, completely undermining the personalisation and emotional connection that promotes a service quality overall (Ayyildiz et al. 2022). The hotel managers have to carefully identify the costs associated with completely doing away with the human resource and only on automated technology. The integration of automation is a complex journey that requires a delicate balance between the human touch and the use of advanced technology (Buhalis et al. 2024). This is most crucial in understanding the guest preferences. As the industry as a whole is evolving, finding the equilibrium is crucial in delivering a high-quality guest experience while benefiting from the outcome of automation.
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