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[bookmark: _Toc222769743]Abstract 
This research explores the impact of refurbishment activities on guest experience and operation practice in a hospitality setting using Best Western Abbots Barton Hotel as a case study. With the current competitive environment in the hospitality industry, the challenge of ensuring high standard of service quality and making physical improvements is a major managerial problem. Refurbishments are necessary to modernise facilities, ensure that the brand standards are met, and enhance the long-term competitiveness but may interfere with the service delivery and influence the perception of the guests when not managed efficiently. This study will focus on how refurbishment affects guest experience and the strategies that can be used to ensure the minimal disruption on the quality of services.
The research is a qualitative secondary study in an interpretivist research philosophy to explore an operational reality and service challenges in refurbishment. The analysis of the Best Western Abbots Barton Hotel is performed using a case study approach with references to academic literature, industry reports, and the placement observations that will offer a deep insight into the topic. They are applied in analytical frameworks which comprise thematic analysis, SWOT analysis, and PESTEL analysis in an effort to assess internal operating factors as well as external environmental factors which influence refurbishment management.
The results reveal that refurbishment has a big influence on the perceptions of the guests especially in the areas of noise disturbances, lack of access to facilities, and temporary accommodation of the services. The amount of work performed by the staff, complexity in coordinating and communication gaps were also found to be major issues that influenced service delivery. Other threats to the satisfaction of the guests and brand reputation that are also noted in the research include the possibility of negative reviews and low loyalty in case disruptions are not adequately handled. The study however concludes that these risks can be alleviated through proactive communication, responsive service and effective recovery strategies that would facilitate positive guest experience when renovating the place.
The discussion has revealed that service quality models like SERVQUAL come in handy in the explanation of how disruptions influence the perceived reliability and tangibles besides the service recovery theory that highlights the need to attend to the concerns of the guests in a timely manner. The change management theory also emphasizes the necessity of systematic planning, involvement of stakeholders and dynamic leadership in case of refurbishment. These theoretical lenses will be helpful in understanding how to cope with operational transition in a live service setting.
According to the conclusion, a number of suggestions are put forward to facilitate efficient refurbishment management. These are working out clear communication strategies, ensuring that the concept of guest experience is taken into consideration when planning projects, appointing a refurbishment coordinator, improving the training of the staff, proactive messaging, and regular monitoring of the guest responses. In general, the research determines that the most effective way to conduct refurbishment is a balanced strategy in which both efficiency and high emphasis on the experience of the guests are considered without disrupting the long-term gains with the short-term inconveniences.
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[bookmark: _Toc222769744]Chapter 1: Introduction
[bookmark: _Toc222769745]1.1 Background to the Study
The experience of the guest has become a core competitiveness factor in the hospitality sector where customer satisfaction, loyalty, the image of the brand is determined by the quality of services, comfort, and personalised interactions. Hotels are increasingly becoming competitive as online reviews and customer expectations keep changing and organisations must always ensure that the level of service delivery remains highly competitive. Periodic refurbishment is one of the most important tactics employed by hotels to be competitive since the properties can modernise their facilities, adjust them to the brand expectations, and adapt to evolving market trends (Bertolazzi and F Micocci, 2023).
Refurbishment projects however, are normally associated with operational challenges which may interfere with the normal service delivery. The noise during construction, limited accessibility of facilities, and temporary alterations in service processes may have negative impacts on the perceptions of the guests unless it is done in a proper manner. Although refurbishment is an attempt to increase long-term value, the short-term effects on the experience of the guests may be extremely risky, especially in case of inadequate communication and service recovery interventions (CP Au-Yong, 2025). Thus, it is important to study the impact that refurbishment has on the level of guest satisfaction and ways of reducing inconvenience, which will help to ensure the sustainability of service quality and competitive edge.
[bookmark: _Toc222769746]1.2 Case Study Context: Best Western Abbots Barton Hotel
The research research is dedicated to the example of Best Western Abbots Barton Hotel, which is a midscale heritage hotel situated in Canterbury, the city with high level of tourism demand caused by cultural attractions and inflow of visitors. The hotel is a part of Best Western brand which places stress on the uniformity of the service and comfort of the guests and still has the local flavor (M Prabu, 2022). Since the property is heritage, it is vital that the physical environment is not compromised in order to sustain the expectations of the guests concerning ambience and quality. Refurbishment has a significant role to play in the process of making the hotel appealing to both leisure and business travellers and meeting brand requirements and changing industry standards. Meanwhile, the process of renovation may also present operational strains, so it is worth studying how the experience of the guests may be handled in the time of physical transformation (Macek and Stanislav Vitásek, 2024).
[bookmark: _Toc222769747]1.3 Problem Statement
Despite the need to renovate the property to keep it in good condition, it will provoke multiple operational issues, such as disturbances, delays in services, and temporary restrictions in the facilities (Chen et al., 2021). It can cause the dissatisfaction of the guests, negative reviews, and the additional burden on the workers, which can impact the reputation of the hotel and its general performance. In the absence of proper planning and communication, the refurbishment desired benefits can be spoiled by the temporary service failures (Jönsson, 2022).
[bookmark: _Toc222769748]1.4 Research Aim and Objectives 	
The aim of this study is to explore how refurbishment activities impact guest experience at Best Western Abbots Barton Hotel and to identify practical strategies that can minimise service disruption while maintaining service quality. The objectives of research are;
· To analyse how refurbishment activities influence guest experience and perceived service quality.
· To examine operational challenges that arise during refurbishment projects.
· To evaluate risks to guest satisfaction and brand reputation during renovation periods.
· To assess strategies that can minimise disruption and support service continuity.
[bookmark: _Toc222769749]1.5 Research Questions 
· RQ1: How do refurbishment activities affect guest experience and perceived service quality at Best Western Abbots Barton Hotel?
· RQ2: What operational challenges arise during hotel refurbishment, and how do they influence service delivery?
· RQ3: What risks do refurbishment projects pose to guest satisfaction, online reputation, and brand image?
· RQ4: What strategies can hotels implement to minimise service disruption and maintain positive guest experiences during renovation periods?
[bookmark: _Toc222769750]1.6 Structure of the Report
This report is divided into five chapters. Chapter One presents the context, aims and objectives of the research. In Chapter Two, the author will review the literature on the topic of guest experience, service quality and change management in the hospitality industry. Chapter Three presents the methodology of the research. The fourth chapter is a discussion, findings of the analysis of the case study. Lastly, Chapter Five presents the conclusion and suggestions on how to enhance the experience of guests in the refurbishment.

[bookmark: _Toc222769751]Chapter 2: Literature Review 
[bookmark: _Toc222769752]2.1 Guest Experience Theory
It is well known that guest experience is a major source of competitive advantage in the hospitality sector where service experiences influence customer perceptions, satisfaction, and loyalty (Arapou and Kapiki, 2023). The theory of Experience Economy by Pine and Gilmore reiterates that organisations should cease to be involved in merely providing services but in the creation of memorable experiences that customers can experience on the emotional level. The view of the hotel is that in the hotel environment, the role of atmosphere, service interactions, and overall comfort in creating a sense of value is paramount. The hotels do not merely serve the purpose of accommodation providers but encounter facilitators, in which the customer rates both the real factors like room quality and the hypothetical ones like the behaviour of the staff (K Kirillova, 2025). 
Within the refurbishment context, the proactive maintenance of a positive guest experience is complicated in terms of the interference of construction noise, poor access to facilities, and changes in operations. Researchers claim that visitors become more accepting of inconvenience when hotels are open and communicate and manage expectations. Nonetheless, there are other researches that even minor failures in service provision can greatly contribute to online reviews, implying that guest experience in refurbishment must be well controlled. This theoretical approach emphasizes the necessity to strike the balance between the physical gains and the emotional satisfaction.
[bookmark: _Toc222769753]2.2 SERVQUAL Model
The SERVQUAL model is still one of the most popular models used to examine service quality and that concentrates on such dimensions as reliability, responsiveness, assurance, empathy, and tangibles (M Abdulrab, 2025). It has been found that these dimensions tend to be weak especially in cases of operational disturbances like renovation. In delay of services or unavailability of facilities reliability might be compromised whereas responsiveness and empathy will be essential when dealing with the concerns of the guests. Research has shown that frontline employees are important in influencing the perceptions of the guests during refurbishment, reassuring and offering timely services. Negative experiences can be compensated with empathy, especially in such a way that the guests feel the importance of the inconvenience. However, other scholars criticize SERVQUAL because it is more oriented towards customer perceptions and lacks an analysis of the realities in an organisation and thus ought to be supplemented with an organisational analysis (Crossman, 2024). Using SERVQUAL to refurbishment situations evokes the importance of physical conditions, as well as careful communication and employee interaction that is related to ensuring quality in terms of services.
[bookmark: _Toc222769754]2.3 Service Recovery Theory
Service Recovery Theory highlights the relevance of managing the service failures in an immediate, efficient manner to regain customer satisfaction and confidence. Refurbishment in hotel settings can easily result in noise, delay, or limited facilities complaints (Dawson et al., 2023). Studies show that properly developed recovery management measures, such as apologies, compensation, and customised responses, can help to alleviate bad experiences and even increase customer loyalty. About that, however, fairness in compensation is not enough as there might still be certain problems to eliminate and it is worth noting that the perceived fairness and authenticity is crucial in recovery processes. Staff emotional reactions, including displaying empathy and providing solutions are usually more powerful than financial offers. When renovating a room, dissatisfaction can be minimized by preempting guests and providing alternative means of recovery (G Hamadziripi , 2023). According to this literature, recovery is not an action, it is part of operation planning.
[bookmark: _Toc222769755]2.4 Change Management in Hospitality
Refurbishment is a type of organisational change, which involves the management, employees, and outside contractors (Kerrigan, 2021). The Change Model by Kotter is a systematic implementation of change management process based on six steps of urgency creation, vision communication, employee empowerment and solidification of gains. In the hospitality industry, a good change management is needed to maintain the continuity of services and participation of employees in the transition process. Studies indicate that lack of effective communication in change initiatives may cause confusion, demoralization, and inconsistent services delivery (Atiku, Kurana and Ganiyu, 2023). On the contrary, those hotels where employees are consulted on planning and their direction is clear, better sustain the level of services. Other researchers have attacked linear change models as simplifying complex organisational realities because they believe that hospitality environments need to be approached flexibly and adaptively. The use of change management theory in refurbishment encourages the significance of leadership, communication, and staff assistance in handling operational changes.
[bookmark: _Toc222769756]2.5 Hotel Refurbishment Impacts
The literature has found that there are a number of operational and experience-based effects of hotel refurbishment (Veloso and Gomez-Suarez, 2023). The level of noise, visual distraction, and restricted access to facilities are some of the factors usually mentioned to have an influence on satisfaction of the guests. It has also been found that the physically unfinished environments and the temporary modifications of services can lead to a decrease of service quality in the eyes of the guests. Such perceptions may cause bad reviews and decreased repeat visitation (Jaradat and Henderson, 2023). Meanwhile, renovation provides a chance to increase brand image through refining facilities and meeting the changing customer demands. Other studies highlight that when guests have a clear picture of the improvements and it can be perceived to be beneficial, they are likely to tolerate the inconvenience. It is difficult to strike the balance between the short-term interference and long-term results, especially when it comes to heritage hotels where the preservation of the ambience is one of the primary concerns of a guest.
[bookmark: _Toc222769757]2.6 Operational Resilience and Service Continuity
Operational resilience is the capacity of an organisation to change and continue offering services when it is disrupted (T Colberg, 2022). Resilience in the hospitality industry is the flexibility in staffing, emergency plans, and departmental coordination. Resilient hotels have been found to have measures in place like gradual renovation, effective lines of communication and constant review of customer-feedback in an effort to reduce the effects that are negative. Researchers claim that resilience is not just a reactionary process but it involves future planning and organisational learning. Those hotels where the culture of adaptability is fostered are more likely to maintain the quality of services through refurbishment (Meng et al., 2025). Nevertheless, other studies mention that smaller or resource-limited hotels might not be able to apply resiliency strategies effectively, which is why it is crucial to have strategic planning.
[bookmark: _Toc222769758]2.7 Research Gap	
Although the literature in the field offers valuable information on the quality of service, experience of guests and the management of the process of change, the research on refurbishment as a specific operational disruption in the hotel environment is limited (Wilson, 2025). The present scholarly literature pays much attention to overall service failures or organisational change as opposed to the peculiarities of building-related activities. Moreover, not many studies address the issue of how heritage or midscale hotels cope with the guest expectations in their renovation cycles. This gap demonstrates the necessity of the research that combines the service quality theory and the operations reality to comprehend how hotels can keep the guests positive experiences and transform their physical appearance at the same time. This research could provide more insight into the strategies that could be used to maintain service continuity and save the brand reputation at the time when change is inevitable by addressing the refurbishment as a contextual challenge.
	


[bookmark: _Toc222769759]Chapter 3: Methodology 
[bookmark: _Toc222769760]3.1 Research Philosophy 
The interpretation of the research philosophy followed in the given study is an interpretivist research philosophy that is suited to delve into the impact of refurbishment activities, on guest experience, and operation within a hotel setting (Fonseca and Dias, 2025). Interpretivism is used in the understanding of social phenomenon using subjective meaning, experience and context instead of using quantitative measurements. Human interaction, perceptions and organisational culture determine the level of guest satisfaction and service delivery in the hotel industry hence the use of interpretivist approach to study the complexities that arise with service disruption in the process of refurbishment. The study will seek to produce a greater amount of information concerning challenges and strategies associated with managing guest experience by concentrating on the contexts of operational realities as perceived and interpreted in the case scenario of the Best Western Abbots Barton Hotel.
[bookmark: _Toc222769761]3.2 Research Approach 
The study follows a qualitative research method using secondary case studies by taking Best Western Abbots Barton Hotel as the main setting (Aarabe et al., 2025). The use of a case study has been suitable due to its in-depth ability to explore a particular organisational environment to enable the researcher to study operational processes, service issues and management practices in a detailed manner. The secondary research is justified because the study will be based on available scholarly literature, industry reports, and documented practices in the hospitality industry to examine the effects of refurbishment. Also, the information obtained in the hotel placement offers the contextual knowledge that facilitates interpretation of the results without the need to engage in the data collection process (Liu and Demosthenes, 2022). This will enable the study to critically assess the real world practices whilst ensuring that the methodological viability is within the project timeframe.
[bookmark: _Toc222769762]3.3 Data Sources
To address the specified problem, data related to this study is based on a variety of secondary sources to provide a complete and well-balanced picture (Costa, 2024). Another source of access to theoretical backgrounds concerning the concept of guest experience, the quality of services, and change management in hospitality is the academic journals. Hotel refurbishment is a topic of industry reports, professional publications, which will provide information in terms of prevailing trends, operational issues and best practices. Additionally, the rules and case studies in hospitality management provide viable insights on how the standards of service can be ensured in the case of disruption of operations. The appropriateness of various sources increases the validity of the study and aids the triangulation of results (S Donkoh, 2025).
[bookmark: _Toc222769763]3.4 Analytical Tools
A number of analytical tools are used in order to analyze the information collected in a systematic manner. The literature is analyzed through thematic analysis to derive recurring themes connected to the experiences of guests, operational difficulties, and ways to mitigate them (Christou, 2022). The approach would allow the researcher to combine the knowledge gained on various sources and make significant conclusions. Besides this, SWOT analysis is also used to assess internal strengths and weaknesses and external opportunities and threats that are related to the management of refurbishment in the hotel setting (Hatoum et al., 2023). PESTEL analysis is considered to evaluate the wider environmental aspects, such as regulatory, economic and social forces that can be involved in refurbishment projects. All these tools help provide a systematic and critical analysis of the internal processes and the external situation.
[bookmark: _Toc222769764]3.5 Ethical Considerations
Since the research uses only secondary data, there are low chances of ethical risks. There will be no direct contact with the participants, and no personal or confidential information will be obtained (Laryeafio and Ogbewe, 2023). However, the study complies with academic honesty since all the references are cited and used in a responsible way. Objectivity is also applied in the information analysis of the study to prevent any bias and mis-representation. Transparency and intellectual property are the means of maintaining ethical research practice (Sarai, Jeet and Marg, 2022).
[bookmark: _Toc222769765]3.6 Limitations
Irrespective of the strengths, the study has a number of limitations. The use of secondary data will imply that the results would be contingent on previous studies and might not generalize the exact events happening in the hotel at the time (Norzalita Abd Aziz et al., 2024). Also, the case study is based on one property, which can reduce the externalisation of the conclusions to other hotel settings. Contextual factors may also affect interpretation of the findings because of the circumstances in the placement environment. The recognition of these limitations helps to make the research transparent and show the way forward in the future (Hirt et al., 2022).



[bookmark: _Toc222769766]Chapter 4: Findings and Discussion	
[bookmark: _Toc222769767]4.1 Overview of Placement Hotel
Abbots Barton Hotel is a middle-priced heritage venue located in Canterbury that is run in a competitive tourism market with highly active demand among leisure travellers and business tourists (Beketov, 2022a) . This hotel has been known to have traditional architectural design and historical environment that is supplemented by modern hospitality services that are oriented towards modern guest expectations. Being the franchise of Best Western, the hotel strives to provide the standard of service and retain the distinctive flavor of the hotel, and thus, the importance of the preservation of the physical facilities and the standards of services provided, in particular, cannot be underestimated.
The refurbishment process also involved running the hotel business as usual and renovating it, which was a dynamic and challenging experience in which customer satisfaction necessitated a close balance to coordinate (Chen, 2022). The renovation mainly aimed at renovating the guest rooms and other major facilities to meet the brand needs and to make the guest experience better in the long-term. Nevertheless, the presence of construction work and day-to-day operations also came with short time pressures such as dealing with the expectations of guests, coordinating the communication between the departments and the contractors, and making sure that the service delivery was uninterrupted despite the inconveniences. Such circumstances furnished important information on how the practice of change in operations evolves (Baldi et al., 2024). The results below are based on the observations of placements and the corresponding literature to identify the major problems and management responses related to refurbishment.
[bookmark: _Toc222769768]4.2 Findings		
[bookmark: _Toc222769769]4.2.1 Impact of Refurbishment on Guest Experience 
The results show that renovation processes may significantly affect the experience of guests, especially by causing environmental and service-related inconveniences. The problem of noise disruption became one of the central ones, since construction work may disrupt the possibility of guests to relax and have a nice time in a hotel, where silence is the key factor of the whole experience (Gao and Jiang, 2025). Less availability of facilities such as closures of some areas or a shift of service points caused inconvenience and sometimes frustration to guests who anticipate continuous service provision. Moreover, there was also inconsistency in the service, which was occasionally manifested through delays, changes in routine, or even lack of some services, which may adversely impact the perceived quality of service.
Another important outcome of unmanaged expectations was also pointed out due to negative online reviews in the refurbishment (Liu et al., 2025). As the power of digital platforms increases, more guests will be willing to broadcast their experience into the world, which translates to the fact that even the slightest inconveniences may affect the perception of potential customers about the hotel. It has been found that in cases where guests are warned beforehand and where staff members are understanding and receptive, the guests are more willing to accept inconvenience. In the setting of Best Western Abbots Barton Hotel, observation of placement showed that the response of guests differed with the effectiveness of communication management. Visitors that were informed about the refurbishment works clearly also seemed less dissatisfied, although it sometimes caused the absence of satisfaction (Mansour Ghazi, 2022). This brings out the significance of active communication, regularity of service provision and personnel behaviour in ensuring guests continue enjoying a good experience even in times of change of operations.
[bookmark: _Toc222769770]4.2.2 Operational Challenges During Refurbishment 
Refurbishment projects also involve a variety of operational issues that have the potential of impacting on the efficiency of the service and on the staff performance. Among the main results, one can note the growing staff workload as workers will have to provide the regular guest services and, at the same time, address the problems that may appear during the construction work (AM El-Sherbeeny, 2024). Such extra pressure may lead to inconsistency in services, especially when the peak hours are reached and the operational needs are high. The problem of communication discrepancies between the departments of the hotel and the outsourced contractors was also shown as one of the possible challenges as sometimes misunderstandings related to working schedules, room availability, or guest arrangements.
The other major operational problem is the scheduling conflicts that may occur particularly when it comes to balancing between the renovation schedules and the occupancy rates (Muskan Sharma Kuinkel et al., 2024). There is need to have a close planning of housekeeping, maintenance, and front office, in order to reduce disruption. More so, safety levels should be upheld when performing refurbishment since the construction zones should be well separated to avoid the fire affecting both visitors and workers. This may necessitate more surveillance and proper signs, which makes operations more complicated. The placement experience in Best Western Abbots Barton Hotel indicated the significance of good coordination between the management and operations personnel. Flexibility and collaboration of the staff were instrumental in ensuring that the services continued despite the constant upheaval. Employees often made workflows flexible and communicated intensively to overcome difficulties, which is an example of how the flexibility of the organisation can help to maintain stability in the work process during the refurbishment (Steen, Haug and Patriarca, 2023). These observations underscore the significance of good leadership, effective communication and active planning in order to deal with the pressure of operations.
[bookmark: _Toc222769771]4.2.3 Risks to Guest Satisfaction and Brand Reputation 
The results indicate that renovation may pose a huge threat to the guest satisfaction in case disturbances are not well handled (Heinonen and Kiviranta, 2025). The comfort, consistency, and reliability are the factors that guests tend to identify with their stay at a hotel and thus, any perceived reduction of these factors during renovation could create dissatisfaction. Reduced scores in the reviews are a major weakness especially at a time when online platforms have a great impact on consumer decision-making. The negativity of the feedback associated with noise, inconvenience, or decreased service level may influence the perception of the population and, possibly, affect future bookings. This danger is particularly applicable to the case of competitive markets where guests can easily substitute and have many other options.
The perception of the brand can also be susceptible to the process of refurbishment since the guest can view inconveniences not as a process of improving the service standards but as a failure as a company to do it (Ganshagai Batmunkh, 2025). Failure to handle expectations can cause short-term inconvenience to override long-term gains of upgraded facilities. Furthermore, the loss of loyalty among the guests can also become evident when the people who frequently visit the place feel that their experience has been affected negatively, so it is important to consider keeping the trust during the renovation process. In the framework of Best Western Abbots Barton Hotel, the placement observations have shown that the reputation of the hotel was a priority in the context of the refurbishment. Nimble efforts by the management to ensure that complaints were addressed immediately and that they reassured the guest seemed to reduce the negative perception (Sudiarta and Santra, 2025). Customers to whom the explanation and support was given in time were more satisfied to stay inconvenienced. These insights indicate that vigilance, active interaction, and responsiveness are essential in protecting customer satisfaction and maintaining brand image in times of change of operation.
[bookmark: _Toc222769772]4.2.4 Existing Strategies Used by Hotels 
The results point to a variety of approaches the hotels tend to use to reduce inconvenience and ensure the guest satisfaction rates during the renovation (Truong, 2024). Advance communication is seen as one of the most effective methods because by notifying the guests about the works to be done in advance, the realistic expectations are set and the tendency to be disappointed is minimized. Open communication is done via booking confirmations, updates on the websites and briefing at the front desk to create awareness among the guests about what to expect in the event of inconvenience and accountability among the organisational frontline (Timalsina, 2025).
Service recovery interventions also have a significant role in controlling the perception of the guest. Provision of room upgrade, free services or personalised apologies may serve as a way of neutralizing negative experiences and reinforcing the perception of care and responsiveness. Another efficient solution that helps in continuity of service is operational zoning whereby renovation tasks are well isolated and isolated to the guest areas to reduce exposure to noise and disruption. Moreover, employee training helps to make employees knowledgeable enough to handle complaints in a professional manner, deliver right information, and keep relations with the guests positive (Xiang, Zhang and Qiao, 2022).
These strategies were clearly reflected at the Best Western Abbots Barton Hotel, especially within the context of how they were keen on communication and responsiveness during the period of placement (Isabelle, 2025). Employees were also quick to give feedback to the customers and to be adaptable on issues raised, and this was also helping in the overall service level. It was observed that the guests became more tolerant of renovation operations when they were informed and supported. This supports the value of proactive planning and effective service management in mitigating negative effects and improving guest experience in the process of renovation (Park et al., 2019).
[bookmark: _Toc222769773]4.3 Discussion 
[bookmark: _Toc222769774]4.3.1 Critical Evaluation Using Theory
The results can be critically viewed in the light of the SERVQUAL model that focuses on the impact of such dimensions as reliability, responsiveness, assurance, empathy, and tangibles on the perception of the quality of service by the guests (Setiono and Hidayat, 2022). In refurbishment, interruptions such as building noise, temporary altersation in facilities and mechanical realignment can undermine the reliability dimension since the guests might feel that there is a discrepancy between the anticipated and actual service delivery. Physical surroundings are also directly influenced, which may change the overall perception of the guests on the hotel environment. The aspect of timely communication and responsive staff interaction seemed to alleviate the negative perception, at least a bit, at the hotel where I was placed and it showed that good interpersonal service partially overcame the physical inconvenience (Anderson, 2025). Nonetheless, this also points to the shortcoming of being dependent on the responsiveness of the staff as frequent disruptions will ultimately lead to smaller guest tolerance and adversely influence the perceived quality of service regardless of how hard the staff tries.
In service recovery terms the most common strategies as recognised in dealing with service failures are that of apology, upgrade or compensation. According to the observations, the recovery steps taken at the Best Western Abbots Barton Hotel were not unsuccessful, overall, in addressing the short-term issues and keeping a positive environment (Barimov, 2025). However, service recovery theory also indicates that the efficiency of such strategies is extremely dependent on the perceptions of fairness and authenticity by the guests. When recovery is seen as usual or not enough, then recovery might not fully restore satisfaction. Also, payment does not remove the root cause of the inconvenience, which supports the idea again that recovery operations ought to be integrated into a larger service management approach instead of acting as a unique reaction to complaints.
The implementation of the change management theory, especially, the concepts related to a well-organized planning approach, effective communication, and the involvement of stakeholders, will bring additional understanding of how refurbishment can be effectively handled (Edward, 2022). Refurbishment is a substantial organisational transformation which involves the coordination of the work of numerous units and synchronisation of operational priorities and timeline of the projects. The placement experience made it clear that the planning processes were present, however, some challenges were observed, which were based on reactive adaptations to the unexpected problems that may arise, such as time schedule conflicts or failures in communication. It implies that change management in a working hotel setting is always complicated and involves flexibility and formal planning (Equenot, 2024).
In general, the theoretical analysis shows that management of refurbishment is successful in case it incorporates service quality management, proactive recovery strategies, and adaptive change leadership. The practice at Best Western Abbots Barton Hotel shows that, despite the fact that effective communication and employee involvement may minimise the negative effects, the consistent quality of the services cannot be guaranteed unless the organisation coordination, constant monitoring, and strategic planning to ensure the balance between the organisational need and the expectations of the guests in cases of organisational change (Chen and Ling, 2025).
[bookmark: _Toc222769775]4.3.2 SWOT Analysis of Best Western During Refurbishment
The critical analysis of the internal and external environment of the hotel shows that its existing brand reputation and clientele base was an enormous source of strength during the refurbishment process (Vardakastani et al., 2025). The hotel is a part of a well-known brand, and people trust it and have steady expectations of the services, which seemed to encourage people to be tolerant of temporary inconveniences. This is an indication of the robustness of brand equity in cushioning in their operation despite temporary difficulties. Nonetheless, the renovation also pointed at the in-house flaws, especially the strain on the working resources. The employees had to juggle between the normal service tasks and other new tasks caused by the renovating process which led to increased workload, and delays of the service in some cases. The low flexibility of change in staffing and space restrictions only proved how the capacity of operations can affect the consistency of service during the change periods (Yuan, 2025).
The re-furbishment also introduced opportunities in modernisation as well as repositioning in the competitive Canterbury market. New facilities and better guest conditions can promote the value offering of the hotel and may attract new categories of customers and reinforce the position in the market (Bardukova, 2023). Moreover, effective renovation can be used to promote the brand in the long term through ensuring the property matches with the fluctuating desires of the guests, as well as the standards in the industry.
All these opportunities notwithstanding, there were a number of external threats. The competitors who are not undergoing renovation can have a provisional advantage since they will be able to provide uninterrupted services which are likely to affect the selection of the guests. Moreover, the threat of dissatisfaction among the guests always exists in case the disruptions are seen as poorly handled or not properly communicated (Lagiewski and Perotti, 2023). On the whole, this discussion indicates that refurbishment can be effective, but its success will be determined by the capacity of the hotel to maximize the strengths, minimize the weaknesses in its operations, and manage the external risks cautiously to ensure that the service quality and customer trust do not decline.
[bookmark: _Toc222769776]4.3.3 PESTEL Analysis: External Environment
The external environment plays an important role in the planning, implementation, and management of refurbishment projects in the hospitality industry (Khatter, 2023). Regulatory requirements and safety guidelines provided by the local authorities are also political factors that influence the operational framework on which the renovation activities will be conducted. The adherence to the safety standards, building regulations and licensing presuppositions is critical to make sure that the refurbishment will not affect the wellbeing of guests and staff. The regulations would have had to be adhered to in the case of Best Western Abbots Barton Hotel to uphold the continuity of operations as well as make sure that the construction activities were undertaken in a responsible manner (Zhou et al., 2024).
The economic conditions also are important in the decision-making process of refurbishment. The escalating prices of construction materials, labour supply, and inflationary pressures may add to the financial burden of the hotel operators and may have an impact on the scope and duration of renovation projects. Simultaneously, the changes in tourism demand and occupancy rates can affect the revenue during the refurbishment projects, and it is necessary to consider the financial planning to maintain the stability of operations and invest in the enhancement of the property at the same time (DRRS KODURU, 2026).
The social factors have a strong influence as well, since the modern guests are highly demanding when it comes to comfort, transparency, and quality of services. Guests are also demanding that they be informed about possible disturbances even in the process of renovating and are reassured that they will still have an experience to enjoy (Fowler, Zinn and Musgrave, 2024). The placement observations indicated that the level of satisfaction among the guests was directly associated with the satisfaction with the management of the expectations, thus the significance of grasping the changes in preferences among the customers.
The advancement of technologies creates the opportunities to enhance the coordination and communication in the context of refurbishment (Shahi and Parashar, 2026). Products like property management (PMS) and digital scheduling systems allow the more effective cooperation between departments and contractors and mitigate the threat of operational incongruity. Environmental aspects are also becoming more relevant since sustainable renovation, such as energy efficient renovations and waste minimization, can be used to boost brand recognition as well as to meet greater objectives of sustainability.
Legal aspects, especially health and safety laws, demand that hotels have effective risk management strategies when undertaking renovation exercises (Nugraha et al., 2024). Lack of compliance may lead to attitude and operational disruption, as well as a tainted image. Altogether, the PESTEL analysis shows that refurbishment is a complex of external forces, and the strategic awareness and active management are needed to achieve successful results in a competitive hospitality environment.
[bookmark: _Toc222769777]4.3.4 Critical Reflection on Placement Experience
The reflection on the experience during the placement offers useful information on the transfer of the theoretical concepts into the practice (Kirtchuk and Markless, 2023). The focus on communication was one of the elements that seemed to be effective as employees tried to ensure that guests are aware of what happened and heed their feedback on the matter. This helped in ensuring that there was generally a good mood even as there were continuous disruptive activities. Teamwork was also important as it was shown by the capacity of staff to adapt and cooperate in order to maintain the quality of services at difficult times.
Nevertheless, there were other spheres, in which improvements could be taken into account. In some cases, the communication between the operational teams and the contractors did not seem to be fully coordinated but reactive, which resulted in some cases of uncertainty about the schedules or service modifications. This emphasizes that it is essential to plan in a structured way and keep eyes on the project during refurbishment projects (Waqar et al., 2023). The experience highlighted that guest experience management in the context of the change in operations needs more than just operational efficiency but good leadership and effective communication strategies. In general, the position supported the realization that refurbishment is not the process of physical improvement only but a complicated service management issue (Boateng et al., 2025). The lessons learnt emphasize the importance of planning ahead, involvement of the staff, and guest-centred approach to make sure that the short-term disruption will not compromise the long-term gains.


[bookmark: _Toc222769778]Chapter 5: Conclusion and Recommendations
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[bookmark: _Toc222769780]5.1.1 Summary of Key Findings
The research aimed to examine the role that refurbishment activities play in the guest experience and operations at Best Western Abbots Barton Hotel and with the intention of determining how such activities can be undertaken to ensure that there are minimal service disruptions as well as service quality is not affected (El-Sayed, Abdelkawi and Abed, 2023). The results indicate that refurbishment influences the perceptions of guests greatly especially in cases where environmental disturbances like noise, limited accessibility to amenities, and modifications of routine services have an effect on comfort and expectations. Though renovation is the only way to keep the property up to date and competitive in the long-term future, it also has short-in-term problems that should be addressed with care to prevent the guests from having negative experiences (Fischer, 2025).
Among the key findings is that operational planning becomes an important issue in ensuring continuity in service delivery throughout the renovation. The analysis revealed that renovations put more pressure on employees and operating systems, and the coordination of the departments and contractors should be efficient (Sahraeian, 2024). The complexities in scheduling, work load, and the necessity to provide safety all lead to the operational strain, which points to the need to plan structures and have a clear communication channel. In areas where there was good coordination, the impact of service disruption was reduced, and it is possible to infer that active management could be effective in reducing adverse effects significantly.
It turned out that communication became one of the key aspects of forming the perception of the guests (Acampora et al., 2022). The bigger the guests were prepared to take the temporary inconvenience the more they were likely to accept it when in advance provided that staff showed responsiveness and understanding. The open lines of communication were used to control expectations and minimize chances of dissatisfaction, and timely addressing concerns helped to bolster positive experiences even as the process of disruption continued. The results also reveal that service recovery tools like providing support or comfort also played a role in ensuring that the guests were satisfied, although seldom used on their own and rather when coupled with proactive planning.
The research also found out that refurbishment has its dangers and opportunities. Although it has some chances of negative reviews, decreased loyalty, and the possibility of reputational damage in case the disruptions are not properly addressed, refurbishment can also provide an opportunity to modernise facilities, increase brand image, and increase long-term competitiveness (Louisot, 2024). The experience in the placement hotel demonstrates that ensuring the quality of service in the course of refurbishment involves balancing short-term operational issues with the long-term goals.
[bookmark: _Toc222769781]5.1.2 Theoretical Contributions
The study is relevant to the existing literature as it contributes to the topicality of the service quality and change management theories in the perception of the challenges of refurbishment in the context of hospitality (Saad, Elgazzar and Mlaker Kac, 2022). The results are empirical validation of SERVQUAL framework as they demonstrate how operational failures may directly impact major dimensions of service quality, especially reliability and tangibles since the guests are subjected to temporary modification of facilities and service processes. Simultaneously, the research emphasizes the importance of responsiveness and empathy in reducing the negative perceptions and thus, interpersonal service aspects may serve as a buffer against physical inconvenience. This adds to current debates and shows that service quality management is still central even in times when there is disruption in its operation.
Another contribution to the service recovery literature is the study demonstrating that the timely communication, apologizing, and compensatory measures can alleviate dissatisfaction and contribute to maintaining the positive guest perceptions (Anwar and Ozuem, 2022). Nevertheless, the results highlight that the success of these measures is determined by how perceived sincerity and consistency they have, which confirms theoretical arguments that recovery must be considered as an active service design factor and not as a purely reactive process.
Moreover, the study builds the knowledge regarding the organisational change in the live service setting by the conceptualisation of refurbishment as operational shift with the need to coordinate, adapt, and maintain communication (Nair, Manohar and Mittal, 2024). The results endorse change management theory by indicating that a systematic planning, involvement of stakeholders, and leadership are critical in carrying organizations through the times of change. The proposed research fills a research gap in hospitality studies and offers a more detailed insight into how a hotel can ensure service quality and customer satisfaction throughout physical renovation by specifically examining the concept of refurbishment as a service disruption.
[bookmark: _Toc222769782]5.1.3 Limitations of Study
This study has a number of limitations that must be mentioned despite offering some very useful insights (Annamalah, 2024). The study is grounded on one case study, which can restrict the transferability of the results to the other hotel settings with different working structures or market circumstances. This purpose in the analysis of such data is dependent on the existing information and not all the dynamics of operations in reality may be identified in real time by means of secondary data and placement observation. Moreover, the given study is concentrated on a certain refurbishment situation, and the results can be different, depending on the level and character of renovation projects. The use of primary data sources, including interviews with employees or guest surveys, can be included in the future research as the more in-depth insight into the perceptions and experiences is offered. It may also be beneficial to expand the study to various hotels or comparative analysis to gain more knowledge about best practices in different contexts of hospitality (Papallou, Katafygiotou and Dimopoulos, 2024). On the whole, these limitations must be kept in mind when interpreting the findings, still, the research makes significant contribution to the knowledge of managing the guest experience during the refurbishment process, and the management of the quality of services and communication, in the way of preserving the favourable results.
[bookmark: _Toc222769783]5.2 Recommendations 
Depending on the findings and discussion, some practical suggestions are offered that can help Best Western Abbots Barton Hotel to manage effectively guest experience during refurbishment without compromising the quality of service and damaging the brand image (Han, Bi and Yao, 2024). These guidelines are aimed at strategic planning, performance enhancement, management of guest experiences, and constant monitoring considering the fact that refurbishment process is both physical and service-related phenomenon that should be coordinated.
[bookmark: _Toc222769784]5.2.1 Strategic Recommendations
One of the recommendations is to come up with an organized refurbishment communication plan that promotes openness with guests prior, at the time, and after renovation works. Proper communication must identify scope of work, when work is likely to be hampered in order to allow guests to make the appropriate decisions. This strategy is consistent with the results that the expectations are to be controlled proactively, and there will be fewer risks of dissatisfaction and negative reviews. The communication approaches might involve the updates on the hotel webpage, confirmation messages, and on-site displays to strengthen transparency (Bovsh et al., 2024). The other strategic focus is the incorporation of guest experience consideration in the processes of project management. 
The planning of a refurbishment should not be only based on the physical improvements but service continuity plans should also be adopted, such that the operational improvements should be linked with the guest comfort. Incorporating the guest experience goals in the refurbishment planning, the management is able to implement a balance between operational efficiency and customer satisfaction, which is indicative of service quality management and change leadership.
[bookmark: _Toc222769785]5.2.2 Operational Recommendations
Regarding operations, it is advisable to appoint a refurbishment coordinator to oversee the operation of the renovation and keep the operational priorities in line with the construction timelines (Xiang, Zhang and Qiao, 2022). This position would serve as a focal point of communication among the hotel departments, contractors, and senior management and minimize the risk of communication breakdowns and make sure that any possible disruption is foreseen and addressed in advance. The coordinator will be able to reduce service delays, ensure safety levels, and facilitate a smoother workflow by refurbishing by keeping track of the progress and synchronising daily operations.
Moreover, training of the staff on disruption management is necessary to reinforce service delivery in the change in operations. The training programmes must aim at improving the communication skills, providing the employees with skills on how they can handle the expectations of the guests and strengthening service recovery. Employees could develop problem-solving skills, which would help them to react to complaints and adjust to the varying situations in operations. Placement observations demonstrated that staff flexibility was a major contribution to service continuity, which implies that formal training would add additional consistency and professionalism. These operational solutions can make the organisations more resilient, minimize service delays, and make the guest experience a priority during the refurbishment process (Nair, Manohar and Mittal, 2024).
[bookmark: _Toc222769786]5.2.3 Guest Experience Recommendations
Another valuable suggestion is the improvement of proactive messaging that will allow keeping the guests updated on the refurbishment activities during the stay. Briefing at the front desk on a regular basis, providing information in the rooms or communicating using digital means can help to reassure the guests and decrease insecurities. Anticipatory communication reflects openness and is used to control expectations, which favorable perceptions in the case of disruptions. It is also advisable to have transparent compensation policies to deal with failures in service delivery and in a just manner (Iyengar, 2025). Gestures (room upgrades, free services, or personalised apology) can be used to strengthen a feeling of concern and aid in avoiding guest dissatisfaction. Nevertheless, the compensation must be made on a regular and with a participatory communication to make sure that the recovery actions are seen as humane and not as a process (Dawson et al., 2023).
[bookmark: _Toc222769787]5.2.4 Monitoring Recommendations
A flow of checking the responses left by the guests should be present so that the efficiency of refurbishment management strategies is checked. Measuring such key performance indicators as the level of guest satisfaction, the number of complaints, and the results of service recovery can be very helpful to understand what should be improved (Anderson, 2025). Online review and social media feedbacks should also be reviewed on a regular basis to enable the management to identify the emerging issues and address them proactively in order to save the hotel image. Continuous improvement can also be enhanced by setting up feedback systems that prompt the guests to give their comments directly to the management. Through feedback analysis trends, the hotel will be able to revise the operational practices and perfect the communication approaches, without forgetting that guest experience is to be maintained as a priority during the refurbishing process.
Any combination of these recommendations strengthens the need to implement a holistic approach to refurbishment, involving the strategic planning, operational coordination, and guest-centred service management (Ganshagai Batmunkh, 2025). The placement experience with Best Western Abbots Barton Hotel shows that renovation is a process which introduces certain challenges, which cannot be avoided, however, proactive planning, effective communication, and responsive service can considerably minimize these negative effects. These recommendations would not only assist in the effortless running of operations during the renovation process but also contribute to increased competitiveness in the long run by increasing the trust and satisfaction of the guests.
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