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Topic: Understanding the Influence of Front Office Employees Emotional Intelligence on Guest Satisfaction: A Case Study of Delta Marriott Swansea
[bookmark: _Toc190631089][bookmark: _Toc190814938]Abstract
The hospitality industry thrives on customer satisfaction, with front office employees playing a crucial role in shaping guest experiences. Emotional intelligence (EI), comprising self-awareness, self-regulation, motivation, empathy, and social skills, is essential for delivering superior service quality. For this reason, to analyse the influence of front office employee’s emotional intelligence on guest satisfaction of Delta Marriott Swansea. It identifies the role of emotional intelligence in handling guest complaints and unexpected service challenges. Then, it analyses the influence of front office employee’s emotional intelligence on guest satisfaction. Also, it proposes strategies for improving emotional intelligence training among front office employees to enhance guest satisfaction and overall service quality at Delta Marriott Swansea.
The study adopts a deductive approach, using a case study strategy and quantitative methodology to examine the impact of front office employees' emotional intelligence on guest satisfaction at Delta Marriott Swansea. Structured surveys (50 guests, random sampling) collect data, analyzed via statistical methods (descriptive statistics, regression, correlation) using Excel for objective insights.
The study finds that emotional intelligence (EI) helps front office employees at Delta Marriott Swansea manage guest complaints and unexpected challenges by fostering empathy, emotional regulation, and effective communication, reducing conflicts and enhancing guest experiences. Also, the findings indicate that employees with high EI positively impact guest satisfaction by recognizing and addressing guests’ emotions, leading to improved service quality and stronger customer relationships. Moreover, to enhance EI, Also, the findings suggest that training programs should focus on empathy, communication, and conflict resolution through workshops and interactive sessions. These strategies equip staff with the skills to handle complaints effectively, ensuring superior service, higher guest satisfaction, and a competitive advantage for the hotel.
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[bookmark: _Toc190814939]1 Introduction 
1.1 [bookmark: _Toc190814940]Research Background
The hospitality industry thrives on customer satisfaction with front office employees playing a crucial role in shaping guest experiences. The essential components of emotional intelligence such as self-awareness together with self-regulation and motivation and empathy and social skills now serve as prime elements for delivering superior service quality (Choi et al., 2019). Employees who demonstrate high EI excel in handling guest relations while addressing criticisms with professionalism to develop an inviting environment that enhances visitor happiness. Emotionally intelligent employees develop superior customer bonding which produces positive evaluations from guests along with higher client loyalty and more returning visits (Duan et al., 2025). The employees who work at hotel front desks serve as the primary start and end points of contact with guests so their capabilities of emotional control and clear communication directly affect the quality of hotel service (Delpechitre et al., 2015). Also, hotels which focus on EI training achieve better levels of guest satisfaction together with more efficient services. The front office employees at Delta Marriott Swansea demonstrate an excellent study group to understand how their emotional intelligence affects guest satisfaction in UK hotels (Delta Hotels Swansea, 2024). Studying customer relations based on emotional intelligence provides understanding about the impact of emotional intelligence on service quality and customer retention. The findings from this research will guide hotel managers to launch successful EI training which leads to superior guest satisfaction alongside strategic advantage in the hospitality sector.
[bookmark: _Toc190814941]1.2 Overview of the Case Study
Delta Marriott Swansea is a premium hotel located in Swansea, Wales, United Kingdom which offers upscale accommodations, fine dining and exceptional hospitality services (Delta Hotels Swansea, 2024). Located near city centre and the local waterfront the hotel welcomes visitors from business sectors and for leisure purposes. The hotel offers contemporary facilities that consist of conference rooms combined with fitness facilities and a well-known dining establishment. The hotel conducts operations with strong service standards at Delta Marriott Swansea as they deliver personalized services and maintain efficient front office operations which makes this hotel suitable for hospitality management research (Delta Hotels Swansea, 2024).
1.2 [bookmark: _Toc190814942]Research Rationale and Significance
This research holds vital importance because it examines how emotional intelligence in front-office staff impacts guest satisfaction levels which serve as the key indicator of hotel achievement. The overview of this relationship enables organizations to deliver better service while strengthening guest satisfaction and building brand loyalty (Choi et al., 2019). The analysis of Delta Marriott Swansea contributes real-world approaches to hotel management about EI training programs so they can develop emotionally competent staff which leads to extended industry competitiveness (Duan et al., 2025).
[bookmark: _Toc190814943]1.4 Research Aim and Objectives
This research aims to analyse the influence of front office employee’s emotional intelligence on guest satisfaction of Delta Marriott Swansea. The objectives are as follows:
1. To Identify the role of emotional intelligence in handling guest complaints and unexpected service challenges at Delta Marriott Swansea. 
2. To analyse the Influence of Front Office Employees Emotional Intelligence on Guest Satisfaction at Delta Marriott Swansea
3. To propose strategies for improving emotional intelligence training among front office employees to enhance guest satisfaction and overall service quality at Delta Marriott Swansea.
[bookmark: _Toc190814944]1.5 Research Questions
The research questions are as follows:
1. How does emotional intelligence help front office employees handle guest complaints and unexpected service challenges effectively?
1. What is the impact of front office employees' emotional intelligence on guest satisfaction at Delta Marriott Swansea?
1. What strategies can be implemented to enhance emotional intelligence training for front office employees to improve guest satisfaction and service quality?
[bookmark: _Toc190814945]1.6 Scope and Organisation

[bookmark: _Toc190814867]Figure 1: Research Structure
This research is structured into six key chapters. The introduction outlines the research background, rationale, and objectives. The literature review explores emotional intelligence in hospitality. The methodology details the research approach. The findings present case study insights, followed by discussion and conclusion. Finally, recommendations suggest practical strategies for improvement.


[bookmark: _Toc190814946]2 Literature Review 
[bookmark: _Toc190814947]2.1 Role of emotional intelligence in handling guest complaints and unexpected service challenges in hospitality industry
Kilduff et al. (2010) explain that emotional intelligence (EI) is an essential skill in the hospitality industry, particularly when managing guest complaints and handling unexpected service challenges. One of the key components of EI, empathy and active listening, plays a vital role in dealing with complaints. Employees with high EI will be able to put themselves in guests' shoes, detecting their feelings and concerns that are essential in creating a good impression and defusing situations. When a guest sounds displeased, the emotionally intelligent worker listens and lets the guest vent, making them feel understood. Engagement in this way not only works to identify the cause behind the complaint but also portrays a message to the guest that they are worthy. On the other hand, Prentice (2023) counter that employees who are not empathetic  write off or overlook guest issues, resulting in a snowball effect with unresolved complaints and poor visitor relationship. Poor listening can also lead to missing important details, compounding the problem.

Jung and Yoon (2016) state that self-Regulation and Stress Management: The Focal Point of EI They are particularly valuable in mitigating angry or upset guests. Employees usually get stressed or frustrated while dealing with complaints. However, people with high EI know how to keep the peace, and they handle problems professionally and effectively.” They can regulate how they respond, so that the conversation is still constructive, even if it is difficult. Likewise, when service challenges are unexpected, whether it’s a technical failure or operational gaffe, employees who are emotionally intelligent can remain calm, think clearly and address the situation before it escalates. Conversely, Duan et al. (2025) oppose that lacking self-regulation, employees may respond defensively, allowing stress to take over which can lead to subpar customer service, exacerbating the issue and leaving the guest dissatisfied.
Similarly, Magatef et al. (2019) emphasise that guest complaints and service challenges fall heavily on social skills and communication. Employees with strong social skills can navigate tough conversations, expressing solutions in a way that calms guests and often turns negative experiences into positive ones. They understand how to communicate appropriately with guests, setting expectations and providing timely updates, which creates a sense of trust and transparency. The higher EI also allows them to work effortlessly with other departments to solve the problem promptly. On the contrary, Chin (2023) rejects that poor communication leaves room for miscommunication, opportunities to provide solutions go unfulfilled, and complaints go unheard. Workers with bad social skills might be unable to comfort guests or not be able to communicate with other people, extending the problems.
Lee and Zhao (2024) highlight that flexibility is essential both when dealing with guest complaints and handling unexpected challenges. Those with a high EI follow a flexible approach, understanding that every guest and every setting are different. This ability to adjust makes them able to cater their reactions, finding custom solutions tailored to individual guest needs. Additionally, employees who have a high EI can quickly pivot strategies or redistribute resources to solve the immediate problem. On the other hand, Kuri et al. (2025) argue that employees who are not adaptable struggle with change and rely on the same approach without addressing the concerns of guests. In chaotic scenarios, this can cause wrong delivery or poor service.
[bookmark: _Toc190814948]2.2 Influence of front office employees’ emotional intelligence on guest satisfaction in hospitality industry
Emotional intelligence (EI) in front office employees plays a crucial role in the hospitality industry, especially in influencing guest satisfaction. In this sector, where customer experience is paramount, the ability of employees to recognise, understand, and manage their emotions—and those of the guests—is vital to providing a positive, memorable service. Conversely, Lam et al. (2021) suggest that EI contributes to improved communication and interpersonal skills. Employees with high emotional intelligence are better active listeners and more capable of empathy, allowing them to see and react to guests' needs. This allows to communicate transparently, politely and customised for the visitor so even an intra-atomic association in a positive way that adds to his satisfaction level. On the contrary, Prentice (2023) counter that low-EI employees may not recognise guest needs and will communicate ineffectively, which creates frustration on both sides. Without empathy, their exchanges may come across as aloof or uninterested, harming the guest experience.

In addition, Ananta (2022) proposes that conflict is also resolved through an important role, as part of the complaint handling works. In the hospitality world, guest complaints and issues are part of the business especially during check-ins, check-outs or service disruptions. They can diffuse tension by making guests feel heard and appreciated, which might prevent conflicts from escalating, and at least assist to resolve satisfactorily increasing guest satisfaction. On the other hand, Lam et al. (2021) criticize that low EI employees can cause conflicts to escalate due to poor emotional regulation, which results in unsatisfied guests. They may find it hard to empathize or soothe upset guests, leading to unresolved complaints and negative experiences.
Furthermore, Kuri et al. (2025) indicates that EI substantially impacts personalized guest experiences. Those with high emotional intelligence can read subtle emotional cues from guests and respond to their food, drink, and mood preferences accordingly. This allows them to customize the service to an individual guest’s needs, offering a more relevant and beautiful experience. An anxious guest, for instance, may need a very different interaction perhaps a calmer, more reassuring one to create a positive emotional experience. On the contrary, Lee and Zhao (2024) contrast that without a good level of emotional intelligence, employees might miss out on the emotional signals from their respective guests. With limited one-on-one contact with an employee, guests can feel neglected or undervalued, diminishing their satisfaction level and, therefore, loyalty with the hotel.
Chin (2023) explains that Employee rapport and trust building with guests is another key component of EI. Positive relationships can be fostered through emotional intelligence, and when guests feel emotionally attuned to the staff, they elevate the possibility of returning to the hotel and recommending it to their friends, providing a boost to loyalty and guest retention. On the other hand, Magatef et al. (2019) dispute that those without EI can come off uninterested or cold and have a difficult time creating rapport with others. Guests end up unagreeable and distrustful causing them to not return to the hotel or recommend it to other prospected customers.
Duan et al. (2025) discuss that front office workers are in stressful environments, especially during peak times. People with high EI can take care of their stress and stay positive even when things the going gets tough, so guests always feel served in every situation and they will therefore be more satisfied. On the contrary, Kilduff et al. (2010) refute that employees with low EI may react poorly in stressful situations, become impatient or mistake a note. 



















[bookmark: _Toc190814949]3 Research Methodology
This research uses a case study approach, which is used to explore the impact of front office employees' emotional intelligence on guest satisfaction in the case of Delta Marriott Swansea. A case study approach enables an in-depth exploration of interactions and organizational practices that exist in a particular context in hospitality (Veal, 2006). It enables exciting results based on patterns, behaviors, and relationships, providing practical and effective findings in similar hotel environments (Bryman, 2008). 
Netnography is available for secondary observation of discussion boards, reviews, and social media. Kozinets developed this methodology for the understanding of sharing behavior around ideas and consumers' experiences, including their opinions and behaviors (Collis and Hussey, 2014). Using Netnography in the Study This study on the influence of front office employees' emotional intelligence on guest satisfaction at Delta Marriott Swansea can benefit greatly from netnography by exploring how guests express their opinions on various online platforms such as travel review websites and social media (Cottrell, 2011). Visitation tracking allows a team to scrape through streaming, unedited visitor encounters, adding over-arching situational intelligence to survey results. Nonetheless, there are limitations to netnography, where online reviews can be biased, there is no demographic control over respondents, and verification of authenticity is challenging (Saunders et al., 2012). Further ethical issues can come into play when working with publicly available text, as consent and data privacy are pertinent hurdles to navigate in these analyses. While this is valuable in its own right, netnography affords the research additional perspective by providing unsolicited and deeper viewpoints about guest satisfaction that are outside the boundaries of the original, structured survey instrument.
This study employs a quantitative methodology; that is, the collection of numerical data and analysis of the data using statistical techniques (Cottrell, 2014). In this study, a quantitative approach is critical because quantitative research focuses on measuring various phenomena in a systematic and objective way, such as communication practices, emotional intelligence, and guest satisfaction (Collis and Hussey, 2014). Structured surveys will be used as the main means of collecting data from Delta Hotels by Marriott Swansea guests. Surveys are an effective method for gathering a large volume of responses (Bryman, 2008). 
The sample will comprise 50 guests from Delta Marriott Swansea. Each participant is chosen by random selection methods, which guarantees that each guest has the same chance of being selected (Saunders et al., 2012). Statistical methods are then used to analyse the gathered data to detect trends, correlations, and patterns. Used to summarise the responses descriptive statistics (mean, standard deviation, frequencies, etc.). The relationship between front office employees' emotional intelligence and guest satisfaction was analysed by inferential statistical tests in the form of regression analysis and correlation analysis (Cottrell, 2011). 
Particularly in this research ethical considerations are very important in the activity, to ensure the integrity of research and protect research participants' rights. All participants will provide informed consent, with an extensive understanding of the objectives, methods, and voluntary nature of the study (Saunders et al., 2012). Data will be securely stored to ensure both confidentiality and anonymity, and no personal identifiers will be used. Participants will also be free to withdraw at any time without consequence. This study will follow rules for equity, precision and principles for the use of data will be solely for the purposes of research (Cottrell, 2011).










[bookmark: _Toc190814950]4 Case Study Hotel Overview and Findings 
Delta Hotels by Marriott Swansea is a stylish hotel located in the Maritime Quarter, offering scenic views of Swansea Bay and the marina. The hotel features spacious accommodations equipped with plush bedding, large windows, flat-screen TVs, ample workstations, and complimentary Wi-Fi. Guests can enjoy dining at the on-site Cast Iron Bar & Grill, which offers fine views of the sea and marina. The hotel also provides 24-hour room service and houses six meeting rooms with expert catering and audiovisual resources (Delta Hotels Swansea, 2024). Delta Hotels by Marriott, a subsidiary of Marriott International, has expanded from its Canadian origins to over 125 locations worldwide, including the United States, Europe, Asia, and the Middle East. 
[image: Delta Hotels by Marriott Swansea, Swansea (updated prices 2025)]
[bookmark: _Toc190632455][bookmark: _Toc190814868]Figure 2: Delta Hotel by Marriott Swansea; Source: (Delta Hotels Swansea, 2024)
[bookmark: _Toc190814951]4.1 Case Study Hotel Overview
[bookmark: _Toc190814952]4.1.1 SWOT
Strengths: There are strengths in Delta Hotels by Marriott Swansea's prime location with stunning views across Swansea Bay and drawing leisure and business visitors. The hotel provides high-end services with modern equipment, a famous restaurant and upscale meeting rooms. The nationally recognised Marriott brand provides consistent standards and loyal patrons (Benzaghta, 2021).
Weakness: The hotel’s sometimes smaller scale could limit its function to host even larger themed groups or special events, limiting its appeal for specific clientele (Delta Hotels Swansea, 2024). Its location may also be inconvenient for guests planning to visit some of the city's main attractions in the city centre.
Opportunity: More opportunities exist for tourism within Swansea with its blossoming as a cultural and business destination catered for both domestic and international audience. Custom packages for corporate clients may make for an extra stream of income.
Threats: The market is competitive with the occurrence of other hotels in Swansea, particularly new developments creating competition in sharing the market. Discretionary travel and business bookings could also suffer from economic downturns (Benzaghta, 2021).
[bookmark: _Toc190814953]4.1.2 PEST
Political: Delta Hotels by Marriott Swansea is a hotel owned by Marriott International, which means it has to follow the hospitality regulations, safety requirements, and labor laws stipulated by the United Kingdom (Delta Hotels Swansea, 2024). Despite these risks, Wales is highly politically stable, making it a great place for business, while local government initiatives can help an emerging tourism and hospitality economy to flourish.
Economic: The hotel takes advantage of the boom in Swansea's economy, attracting both business and leisure visitors. Economic changes, including recessions or rising costs of living, could impact discretionary spending on travel. Nevertheless, a strong brand can potentially bolster and/or minimise some risks that may arise (Yüksel, 2012).
Social: The need for sustainable and eco-friendly practices in hospitality is becoming more common, which presents an opportunity for the hotel to provide these services. Moreover, the changing nature of travel preferences e.g. towards more local or regional tourism can open an avenue to a growing segment in the market (Delta Hotels Swansea, 2024).
Technological: The growing use of digital platforms and ability to book online increases guest ease. Moreover, adopting emerging technologies such as contactless check-ins and smart-room features can enhance guest experiences and improve operational efficiency (Yüksel, 2012).
[bookmark: _Toc190814954]4.1.3 Competitor Analysis 
Delta Hotels by Marriott Swansea faces competition from both local and international hotel chains in the Swansea area. Competitors include well-established names such as Mercure Swansea, The Marriott Hotel Swansea, and The Swansea Grand Hotel. In terms of price, Delta Hotels by Marriott Swansea is a mid to premium vary resort. The prices for its rooms are generally comparable to those of other higher-end locals like the Marriott Swansea, which offers the same level of service with a similarly hot location (Delta Hotels Swansea, 2024). But it also ought to be a bit more than a local boutique hotel, such as The Swansea Grand Hotel, which lures budget-conscious visitors looking for a modicum of comfort. In respect of quality, Marriot is known for its higher brandings which get a quality hotel with Delta Hotels by Marriott Swansea in terms of its restaurant, meeting spaces and facility styles (Delta Hotels Swansea, 2024). Others such as the Mercure Swansea offer much the same without the same level of luxury in terms of restaurants and conference faculties. All of which makes for a fun time through check-in to boarding gate, priced just right for where it sits among the airline food chain.
[bookmark: _Toc190814955]4.1.4 Reflective Account
When I was placed in Delta Hotels by Marriot Swansea, I noticed a recurring issue with guest satisfaction within the hotel Front Office department. However, there were numerous guest complaints regarding delays in service, particularly during high check-in times, and issues remaining unresolved. But I have seen some employees feel pressured to get the job done and their demeanor can change and, as a result, it reflects how the guests are treated. I witnessed the above and decided to research emotional intelligence of the front office staff and its impact on guest satisfaction.
[bookmark: _Toc190814956][bookmark: _Hlk190373533]4.2 Findings
[bookmark: _Toc190814957]4.2.1 Demographics Section
1. Age Group

[bookmark: _Toc190632456][bookmark: _Toc190814869]Figure 3: Age Group
The age distribution shows that the majority of respondents fall within the 25-34 (42%) and 35-44 (40%) age groups which indicates a predominantly middle-aged demographic. Smaller proportions are in the 18-24 (4%), 45-54 (8%), and 55-64 (6%) categories.
2. Gender

[bookmark: _Toc190632457][bookmark: _Toc190814870]Figure 4: Gender
The gender distribution shows that the majority of respondents are male (54%) which is followed by female respondents (44%). A small percentage (2%) identified as other, indicating a primarily male and female demographic with minimal representation of other gender identities.
[bookmark: _Toc190814958]4.3.1 Role of emotional intelligence in handling guest complaints and unexpected service challenges at Delta Marriott Swansea
	Description
	Mean
	Standard Error
	Median
	Mode

	Relative importance of how quickly front office employees at Delta Marriott Swansea understand the nature of guests’ concerns during interactions.
	4.3
	0.143569652
	5
	5

	Relative importance of empathy displayed by the front office staff at Delta Marriott Swansea when handling guests’ complaints or concerns.
	3.98
	0.147052677
	4
	4

	Relative importance of the calm demeanour displayed by front office employees at Delta Marriott Swansea when handling unexpected service challenges.
	3.92
	0.136546322
	4
	4

	Relative importance of the understanding and emotional sensitivity demonstrated by front office staff at Delta Marriott Swansea when addressing guests’ concerns in case of a service failure.
	4.24
	0.149993197
	5
	5


[bookmark: _Toc190632485][bookmark: _Toc190814881]Table 1: Role of emotional intelligence in handling guest complaints and unexpected service challenges
Relative importance of how quickly front office employees at Delta Marriott Swansea understand the nature of guests’ concerns during interactions indicates that respondents typically agree (close to 5 - Strongly Agree) that for front office employees, it is extremely necessary to obscure guests' concerns quickly (Average score 4.3). The standard error was low at 144, indicating agreement of perceptions, reflecting that most people know the high value of being able to understand something quickly. The median and mode values of 5 suggest that the majority of respondents strongly agreed with the importance of this factor.
Regarding relative importance of empathy displayed by the front office staff at Delta Marriott Swansea when handling guests’ complaints or concerns, what the mean score of 3.98 shows is that people as a whole seem to agree with this assertion but not as strongly as the first part, suggesting that they feel some degree of empathy should exist, but may not see it as a necessity to be happy. In an event, the standard error of 0147 is very small, indicating no much variability in responses, and both median and mode corresponding to the value of 4 indicate that most respondents agree or somewhat agree about the importance of empathy but there must be one less strong agreement, compared to the first aspect.
Relative importance of the calm demeanour displayed by front office employees at Delta Marriott Swansea when handling unexpected service challenges is rated a little less important, with a mean of 3.92. It implies a medium agreement (near 4) with the statement that keeping calm even in the face of service difficulties is important, but less so than the previous characters. The relatively small standard error of 0.137 indicates that responses are relatively consistent, and the median and mode values at 4 indicate that, while most respondents think this characteristic is important, it is not overwhelmingly so.The relatively small standard error of 0.137 indicates that responses are relatively consistent, and the median and mode values at 4 indicate that, while most respondents think this characteristic is important, it is not overwhelmingly so.
Regarding relative importance of the understanding and emotional sensitivity demonstrated by front office staff at Delta Marriott Swansea when addressing guests’ concerns in case of a service failure, it is the mean score of 4.24 which is the highest and indicate that the respondents strong opinion (close to 5) that emotional sensitivity and understanding are critical when redressing the complaint about service failure. The standard error provides low variability again with a value of 0.150, while the median and mode values of 5 imply that a majority of respondents strongly agree that these traits are pivotal in rectifying service failures and ensuring guest experience is positive.

[bookmark: _Toc190814959]4.3.2 Influence of Front Office Employees Emotional Intelligence on Guest Satisfaction at Delta Marriott Swansea
4.3.2.1 Correlation between employee’s emotional intelligence on guest satisfaction
	 
	Emotional Intelligence
	Guest Satisfaction

	Emotional Intelligence
	1
	

	Guest Satisfaction
	0.449411
	1


[bookmark: _Toc190632458][bookmark: _Toc190814871]Figure 5: Correlation
The correlation coefficient (0.449) indicates a moderate positive relationship between employees' emotional intelligence and guest satisfaction at Delta Marriott Swansea. This suggests that higher emotional intelligence among staff enhances guest satisfaction levels.
4.3.2.2 Regression of front office employee’s emotional intelligence and guest satisfaction
	SUMMARY OUTPUT
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	Regression Statistics
	
	
	
	
	
	
	

	Multiple R
	0.449411
	
	
	
	
	
	
	

	R Square
	0.20197
	
	
	
	
	
	
	

	Adjusted R Square
	0.185344
	
	
	
	
	
	
	

	Standard Error
	0.582662
	
	
	
	
	
	
	

	Observations
	50
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	ANOVA
	
	
	
	
	
	
	
	

	 
	df
	SS
	MS
	F
	Significance F
	
	
	

	Regression
	1
	4.124225
	4.124225
	12.14811
	0.00106
	
	
	

	Residual
	48
	16.29577
	0.339495
	
	
	
	
	

	Total
	49
	20.42
	 
	 
	 
	
	
	

	
	
	
	
	
	
	
	
	

	 
	Coefficients
	Standard Error
	t Stat
	P-value
	Lower 95%
	Upper 95%
	Lower 95.0%
	Upper 95.0%

	Intercept
	2.823944
	0.476579
	5.925452
	3.26E-07
	1.865718
	3.782169
	1.865718
	3.782169

	Emotional Intelligence
	0.426056
	0.12224
	3.485413
	0.00106
	0.180277
	0.671836
	0.180277
	0.671836




Regression analysis looks into the relationship of front office employees' emotional intelligence towards guest satisfaction for Delta Marriott Swansea. The value of Multiple R (0.449) suggests these variables are moderate positively correlated. The R Square (0.201) indicates that employees' emotional intelligence can account for approximately 20.2% of the variation in guest satisfaction. For this, Adjusted R Square (0.185) means moderate explanatory power. Model is significant statistically, as shown by ANOVA, with significance F= 0.00106. Holding all else constant, the coefficient for emotional intelligence (0.426) indicates that for every one unit increase in this variable, a one unit increase in guest satisfaction is obtained. This is statistically significant (p=0.00106), and well below the 0.05 threshold. Thus, the results highlight the importance of recognizing and developing emotional intelligence in employees at Delta Marriott Swansea through appropriate training, which can ultimately lead to increased guest satisfaction. The regression equation is:
Guest Satisfaction = 2.824 + 0.426(Emotional Intelligence)
This means that when emotional intelligence is zero, guest satisfaction is 2.824. For every 1-unit increase in emotional intelligence, guest satisfaction increases by 0.426 which indicates a positive impact of emotional intelligence on guest experience.
[bookmark: _Toc190814960]4.3.3 Strategies for improving emotional intelligence training among front office employees to enhance guest satisfaction and overall service quality at Delta Marriott Swansea
5.3.3.1 Relative importance of emotional intelligence training for front office employees at Delta Marriott Swansea to improve the management of guest interactions

[bookmark: _Toc190632459][bookmark: _Toc190814872]Figure 6: Relative importance of emotional intelligence training
The data shows that 83% (45% Agree, 38% Strongly Agree) of respondents recognise the importance of emotional intelligence training for front office employees at Delta Marriott Swansea in improving guest interactions. On the other hand, only 9% (3% Strongly Disagree, 6% Disagree) oppose it, while 8% remain neutral which highlights strong overall support for emotional intelligence training to enhance service quality.

4.3.3.2 Relative importance of regular emotional intelligence workshops in enhancing front office employees' ability to handle guest complaints at Delta Marriott Swansea

[bookmark: _Toc190632460][bookmark: _Toc190814873]Figure 7: Relative importance of regular emotional intelligence workshops
The data indicates that 83% (44% Agree, 39% Strongly Agree) of respondents believe regular emotional intelligence workshops are crucial for enhancing front office employees' ability to handle guest complaints at Delta Marriott Swansea. On the other hand, only 6% (2% Strongly Disagree, 4% Disagree) oppose it while 9% remain neutral and thus, reinforcing the strong need for such training initiatives.
4.3.3.3 Relative importance of different areas of emotional intelligence training that would most benefit front office employees at Delta Marriott Swansea
	Relative importance of different areas of emotional intelligence training that would most benefit front office employees at Delta Marriott Swansea
	Mean
	Standard Error
	Median
	Mode

	(a) Empathy
	4
	0.130931
	4
	5

	(b) Self-regulation
	2.86
	0.204061
	3
	2

	(c) Social skills and communication
	4.46
	0.099837
	5
	5

	(d) Conflict resolution
	3.94
	0.208806
	4
	4


[bookmark: _Toc190632486][bookmark: _Toc190814882]Table 2: Relative importance of different areas of emotional intelligence training
This discusses the importance of the analysis of emotional intelligence training areas for front office employees at Delta Marriott Swansea. Empathy has a mean score of 4, mode of 5. Empathy is highly regarded as an essential skill. This indicates that respondents believe strongly that front office employees must understand and empathise with guests’ emotions, particularly with respect to concerns or complaints. A low standard error (0.131) means consistent responses, which supports the importance of empathy to help improve guest satisfaction.
The mean score for self-regulation was significantly lower (2.86, mode = 2) suggesting there was a split in opinion concerning the importance of self-regulation. Other respondents recognise the role of humor in relieving stress and maintaining professionalism but it seems lower on their list of emotional intelligence priorities. It has a relatively higher standard error (0.204) indicating respondents differ in their views on necessity.
Mean and mode for most important area was social skills and communication with mean 4.46 and mode 5 This high rating also indicates the importance of strong communication skills for front office staff employees when interacting with guests, addressing problems, and facilitating smooth operations. Respondents overwhelmingly agree, with the lowest standard error (0.100) suggesting wide consensus regarding the statement that business communication (both internal and external) is a key aspect of service excellence.
Lastly, among the least important, conflict resolution received a mean score of 3.94 and a mode of 4. By nature, front office employees are often faced with challenging situations, and mastering conflict resolution can ultimately increase guest satisfaction. With a slightly larger standard error (0.209), it indicates that some variation of responses may exist but globally, it is agreed that service quality would significantly benefit from conflict resolution and training in it.


[bookmark: _Toc190814961]5 Discussion
[bookmark: _Toc190814962]5.1 Identification of the role of emotional intelligence in handling guest complaints and unexpected service challenges at Delta Marriott Swansea
These findings emphasise the importance of emotional intelligence while dealing with guest complaint and unexpected challenges in service at Delta Marriott Swansea. The speediness of front office employees' ability to understand guests' needs was felt to be the number one most important characteristic among all types of hotel guests. This indicates that prompt identification of problems is vital for successful problem solving and guest contentment. Empathy is also respected, but not as primary as understanding concerns, Wei said. They are well-aware of its value when it comes to guest interactions and how important it is to guarantee a positive experience, although consensus for its necessity is just a little lower. An ability to handle unexpected service challenges with poise is also important, but is considered slightly less vital. This suggests that professionalism and composure are valued, but definitely not the key ingredients in service recovery. Emotional attunement and insight in the face of service breakdowns rise to the top as prised attributes. Respondents feel very strongly that these traits are essential to make up for bad service and keep guests happy. It appears that each aspect of emotional intelligence has its role in service quality, but the ability to promptly understand concerns as well as show emotional sensitivity are more essential than other emotional competencies.

However, the findings of this study are consistent with what is stated in the literature regarding the positive influence of emotional intelligence (EI) on dealing with guest complaints and uneventful measures that occur during service in the hospitality sector, at Delta Marriott Swansea. Kilduff et al. (2010) under the significance of empathy to de-escalate challenging scenarios, mirroring the content of the study that reiterates the importance of empathy as they find themselves in the position of managing the guests’ complaints. With a focus also lying with the positive correlations between psychoticism as a trait and the aspects of stress management or self-regulation, as stated by Jung and Yoon (2016), this effectively reveals a key element of the study at hand, challenges in sterilization and how the importance of remaining calm through adversity is so crucial, combining this with a strength-led approach can prove critical. The also study aligned with finding of Magatef et al. (2019) highlight the importance of social skills and communication to address complaints. The research identifies the key to a positive guest experience as the ability to quickly comprehend and respond to guest concerns. Finally, aligning with the study’s emphasis on emotional sensitivity and understanding in dealing with service failures and achieving guest satisfaction, Lee and Zhao (2024) emphasise that flexibility is key when dealing with different types of guests and service-related challenges.

The results of the Delta Marriott Swansea study, of course, are not without a parallel in the literature on emotional intelligence (EI) in hospitality, but indeed there are some differences in the emphasis. The high level of importance indicated by the respondents in the way without delay front office employees could understand guests bounding problems meets with Kilduff et al., simply stated with some variants (2010) the importance of empathy, active listening. Yet while empathy was important, it was not considered as critical as understanding the concern, which marks a break from Kilduff et al. Amen to that, and am especially struck by r u a msg. The second output aligned with emotional sensitivity taking the highest rating, further supporting Jung and Yoon (2016) that self-regulation discussed being beneficial in stressful situations where employee with high emotional intelligence would use their emotions and solve obstacles without panic (Holmes et al., 2016). However, the literature highlights that low EI can worsen problems than in Duan et al. s (2025) conclusions concerning workers who have no self-regulation. In a similar vein, the study’s emphasis on composed affect in service challenges align with Magatef et al. (2019) and Lee and Zhao (2024) highlight the importance of social skills and flexibility (according to the study reported here, these features emerged as slightly less important than the emotional sensitivity that framed the social skills, but remained very much within the picture). On the other hand, employees with lower EI, according to Chin (2023), might not be able to communicate well, and this can escalate to a service failure.
[bookmark: _Toc190814963]5.2 Analysis the Influence of Front Office Employees Emotional Intelligence on Guest Satisfaction at Delta Marriott Swansea
As a result, a moderate positive relationship was found between front office personnel EI and guest satisfaction, which suggests that with improved emotional intelligence of front office employees also guest satisfaction improves. The relationship is confirmed by regression analysis, that shows emotional intelligence accounts for a significant portion of the variance in guest satisfaction. The findings reflect the statistical relevance of emotional intelligence to the guest experience, which is key for facilitating the relationship between staff and guests. Also, high emotional intelligence of front office workers is directly linked to guest satisfaction, indicating the necessity for training in this area. Broadly, the analysis concludes that emotional intelligence is a fundamental part of improving service quality and guest satisfaction in the hospitality industry, and should be a core focus of any development and training of staff members.

The results of the analysis identified the impact of emotional intelligence (EI) of front office staff on guest satisfaction at Delta Marriott Swansea are in line with some important literature. For front office employees, emotional intelligence has emerged as one of the critical leadership skills needed for the hospitality sector, as it enhances guest satisfaction via effective communication skills, demonstrating empathy skills and handling complaints effectively. It indicated a slight positive correlation between emotional intelligence and guest satisfaction confirming the perception of Lam et al. (2021), which indicate that employees with elevated EI have a superior ability to listen and exhibit empathy, and therefore better attend to guests' needs. According to Kuri et al. (2021), this could ensure more personalised service, as a staff with higher EI would be able to read the emotional cues from their guests and thereby tailor their responses as necessary. (2025). Furthermore, the regression analysis in the study also indicates their significant impact on guest satisfaction, which is similar to Ananta’s (2022) findings that highlights the significance of EI in solving conflicts. Highly emotionally intelligent employees can settle tensions, more efficiently manage complaints, and stop problems from blowing up into bigger issues, thus improving guest satisfaction. Low EI employees, on the other hand, may find it difficult to empathise which leads to frustrations and unresolved conflicts, hampering guest experience (Lam et al., 2022). (2021) and Prentice (2023). The analysis further aligns with the call for rapport and trust-building emphasised earlier (Chin) (2023). Elevated EI allows employees to build healthy relationships with guests as with any other relationships this leads to repeat visits and recommendation from the guests to their associates. This ties in with the findings of Delta Marriott Swansea, where the development of emotional intelligence plays a key part in providing guests with appropriate experiences and, subsequently, improved satisfaction. On the other hand, those with low EI may find it hard to establish a relationship leading to bad experiences for the guests (Magatef et al. (2019). In conclusion, the study complements the existing literature on the importance of emotional intelligence for guest satisfaction, but also underscores the importance of effective training programs to teach and develop these skills among hospitality professionals.

In many ways, the analysis of emotional intelligence (EI) and the impact on guest satisfaction at Delta Marriott Swansea confirms the literature in so far as EI being a contributory factor to at least some measure of improved guest satisfaction, but at times the analysis diverges from some of the area that are covered in the literature. The research reveals a significant and moderate positive correlation between EI and guests’ satisfaction, which implies that a higher EI definitely contributes positively to the guests’ experiences. This is consistent with the work of Lam et al. (2021) that distinguishes those with high EI tend to improve communication and interpersonal skills, allowing to understanding and responding effectively to guests. But you can also find some opposing perspectives in the literature. Prentice (2023) cites low-EI workers' overall struggle to identify guest needs and communicate effectively, which can cause frustration. Though this demonstrates a potential downside of low EI, the study does not further inform such extreme:  Ineffective communication and frustration, with an overriding emphasis on how positive the trend is with employees with high EI. The study further identifies the importance of emotional intelligence in conflict resolution and increasing guest satisfaction, supporting Ananta (2022) in indicating that EI would help in dealing with guest complaints by alleviating the tension. Well-trained high EI employees can ensure that guests feel heard and valued, and prevent conflicts from escalating. Conversely, Lam et al. (2021), as those with low EI may further aggravate tensions as a result of their inability to manage emotion. The study does not know how many ways the conflict escalated as a result of low EI, but embraces high EI as an example of a positive effort. However, this disparity indicates that although the study is beneficial in highlighting the positives of EI, it will potentially fail to account for any negatives associated with low EI. In addition, Kuri et al. (2025) suggests that high EI enables employees to create personalised experiences, adjusting interactions according to emotional signals given by guests. While the study does not expressly look at this particular facet of emotional intelligence — such as responding to subtle emotional cues, it is consistent with the broader premise that high EI leads to greater satisfaction at the guest level. Importantly, although the study stresses the importance of targeted training programs to foster EI, it does not delve into the intricacies discussed in the literature, such as the association of low EI with guest perceptions of emotional neglect, highlighted by Lee and Zhao (2024). In addition, the findings of the study related to the management of stress are consistent with those of Duan et al. (2025) — high EI assists employees in coping with stressful scenarios so that guest experience remains positive. But the study fails to engage with the potential downside raised by Kilduff et al. (2010), employees with low EI might not cope well with stress and this might adversely affect their relationship with guests. 
[bookmark: _Toc190814964]5.3 Recommendation of strategies for improving emotional intelligence training among front office employees to enhance guest satisfaction and overall service quality at Delta Marriott Swansea
The data clearly demonstrates that the clients at Delta Marriott Swansea, particularly front office employees, overwhelmingly agree with the need for EI training to enhance guest interactions and service experiences. Regular EI workshops are a must for improving employees' handling of guest complaints, and there is strong agreement on this among the respondents. To ensure that you are training your lessons in EI, keep in mind that empathy is the most critical skill in that context; it helps employees understand what guests are going through and how to react to their feelings appropriately. Social skills and communication also prove to be major priorities, indicating the growing importance of guest relations and the need for clear, positive interactions. Self-regulation, on the other hand, is less emphasised, suggesting a mixed attitude towards the importance of self-regulation, relative to other EI components. Element of caretaking (which is often enabled through the use of empathy and communication). In conclusion, the results indicate that above all, EI training programs should emphasise empathy, communication, and conflict resolution to improve front office employees' performance and service quality.



[bookmark: _Toc190814965]6 Conclusion and Recommendations/Practical strategies
[bookmark: _Toc190814966]6.1 Conclusion
· How does emotional intelligence help front office employees handle guest complaints and unexpected service challenges effectively?
Front office staff can also use emotional intelligence to help them manage guest complaints and unexpected service problems, since being able to really understand and manage your own emotions, as well as those of others, helps you do your job better. It aids in quickly identifying the type of a guest’s concern, responding empathetically and staying calm when things escalate. The result is emotional sensitivity, which creates a good rapport, where staff can rectify any issues and guests feel acknowledged. Employees, who handle their emotions properly, help reduce conflicts and create a better experience for the guests.
· What is the impact of front office employees' emotional intelligence on guest satisfaction at Delta Marriott Swansea?
The emotional intelligence of front office employees at Delta Marriott Swansea has a positive impact on guest satisfaction. An employee with great emotional intelligence can recognise their own feelings and those of the guests to create a more effective and strong experience in any event. Such prowess adds to their ability to respond to relevant guest needs and concerns resulting in the overall positive guest experience. Thus, guest satisfaction improves when employees are emotionally intelligent, and emotional sensitivity combined with proper adjustments is needed to provide a good service experience and to make guests feel important and considered.
· What strategies can be implemented to enhance emotional intelligence training for front office employees to improve guest satisfaction and service quality?
It should do more to train front office employees on empathy, communication and conflict resolution. Workshops and interactive trainings can be regularly conducted to build these aspects. Training in empathy can enable employees to more fully appreciate and identify with guests and adapt more sensitively and effectively to complaints and concerns. Workshops on effective communication skills from verbal to non-verbal aspects can help hoteliers understand their guests much better, have seamless interactions, and build a rapport seamlessly. Moreover, conflict resolution training is even involved with equipping the employees with tools to handle and become a solution to guests’ problems, thus leading to an overall improvement in guests satisfaction level with quality of service.
[bookmark: _Toc190814967]6.2 Recommendations/Practical strategies
In light of the findings and insights, few recommendations can be made in context to improve overall performance and to optimise the operation in the Front Office department during the placement period in Delta Marriott Swansea. The recommendations that follow are organised according to the themes of the research findings, focusing on emotional intelligence, staff training, and communication practices.
Strengthen Emotional Intelligence Training for Front Office Employees
The results provide evidence of the contribution of emotional intelligence to enhancing the way service departments manage guest issues. Management of Delta Marriott Swansea should primarily focus on enhancing the emotional quotient or intelligence of its front office staff in order to improve its guests’ interactions.
Regular Emotional Intelligence Workshops: The researcher recommends implementing regular workshops that concentrate on building essential emotional intelligence capabilities like empathizing, accessing self-regulating strategies, as well as social skills. The workshops can make employees sensitive to emotional aspects of guest complaints and the need to be empathetic. These workshops should also give staff strategies for executing when things don't go right professionally with poise and grace.
Targeted Emotional Intelligence Training Modules: As empathy and communication ranked highly, training should be mirror out-focused to address these. Training on active listening, understanding guest emotions, and clear communication can take the experience for guests with issues or complaints a long way.
Promote Empathy and Social Skills in Front Office Interactions
Findings of the research show that guests place great importance on the front office staff being empathetic and having social skills. A large part of the respondents agrees that communication skills are critical in managing guests in hospitality industry.
Strengthen Empathy Development in Training: Empathy is key for improving guest satisfaction, so its place in training programs should be better defined and expanded. Role-playing scenarios and case studies where someone utilises guest complaints and difficult situations can be highly effective ways to instill empathy and understanding in front office personnel.
Regular Communication Training: Social skills and communication were mentioned as important concepts by most of the respondents. Such training has to include verbal and non-verbal communication and conflict resolution and customer care.
Integrate Emotional Intelligence into Recruitment and Performance Management
Since emotional intelligence has been shown to positively correlate with guest satisfaction, it makes sense to include it in recruitment processes and performance evaluations. 
Emotional Intelligence Assessments During Recruitment: Delta Marriott Swansea should add emotional intelligence assessments as a part of the hiring process especially for front office employees. This way it will choose the candidates who are emotionally strong candidate and will have better interaction with the guest.
Performance Reviews Based on Emotional Intelligence Metrics: Emotional intelligence should also become part of the performance review process. Finally, assess employee performance in guest interactions regularly, especially in situations when high guest emotions are involved (e.g., through complaints). It helps identify potential skill gaps and development opportunities.
Improve Front Office Employees' Ability to Handle Service Failures
The research indicates that service failures handled by front office employees with emotional sensitivity and understanding are critical to maintaining guest satisfaction. Emotionally intelligent responses are crucial in managing any unexpected service challenges, and the results indicate that this trait is significantly connected to the ability to deal with such circumstances effectively.
Formulate Specific Strategies for Service Failure Management: Front office staff can use strategies to manage the service failure and prevent dissatisfaction of the guests. Training should guide staff on how to remain cool, calm and collected, communicate with the guest and give reparation options that not only solve the specifics but also reinforce the hotel brand values.
Introduce Service Recovery Protocols: Beyond training employees in emotional intelligence, the hotel should implement clear service recovery protocols that allow employees to troubleshoot any issues quickly. By providing a set of guidelines for how service disruption should be handled, employees are empowered to respond confidently, and in concert with the hotel service standards.
Encourage Team Building and Stress Management
Especially in high-pressure situations with complaints or busy check in, front office staff needs help managing stress and maintaining a positive work environment.
Implement Team-Building Activities: Space for team-building activities can foster collaboration and ease stress levels in your busy schedule. When you cultivate a collaborative team culture, employees can build confidence and feel better equipped to tackle problems together.
Stress Management Workshops: It is important to ensure that emotional intelligence is not lost during high-pressure scenarios, the hotel should conduct stress management workshops for front office employees. They can impart techniques for coping with stress, staying calm, and succeeding under pressure.
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Objective 1: To Identify the role of emotional intelligence in handling guest complaints and unexpected service challenges at Delta Marriott Swansea. 
1. When I interact with front office employees, I feel they are quick to understand the nature of my concerns.
(1 - Strongly Disagree, 5 - Strongly Agree)
2. The front office staff at Delta Marriott Swansea displays empathy when handling my complaints or concerns.
(1 - Strongly Disagree, 5 - Strongly Agree)
3. Front office employees at Delta Marriott Swansea maintain a calm demeanor when faced with unexpected service challenges.
(1 - Strongly Disagree, 5 - Strongly Agree)
4. In case of a service failure, the front office staff demonstrates understanding of my emotions and addresses my concerns appropriately.
(1 - Strongly Disagree, 5 - Strongly Agree)
To analyse the Influence of Front Office Employees Emotional Intelligence on Guest Satisfaction at Delta Marriott Swansea
Emotional Intelligence
5. How effectively do front office employees at Delta Marriott Swansea recognize and understand your emotional state during interactions?
(1 - Not at all effectively, 5 - Very effectively)
6. How well do front office employees manage their own emotions in high-stress situations, such as handling guest complaints or service challenges?
(1 - Not well at all, 5 - Very well)
7. To what extent do front office employees demonstrate empathy by understanding your needs and providing personalized service?
(1 - Not at all, 5 - Very much)
Guest Satisfaction
8. I am satisfied with the way front office employees at Delta Marriott Swansea engage with me and make me feel welcome.
(1 - Strongly Disagree, 5 - Strongly Agree)
Front office employees at Delta Marriott Swansea communicate with me effectively and clearly.
(1 - Strongly Disagree, 5 - Strongly Agree)
9. How satisfied are you with the level of understanding shown by front office employees regarding your preferences and needs during your stay?
(1 - Very Dissatisfied, 5 - Very Satisfied)

To propose strategies for improving emotional intelligence training among front office employees to enhance guest satisfaction and overall service quality at Delta Marriott Swansea.
10. I believe that front office employees would benefit from training in emotional intelligence to better manage guest interactions.
(1 - Strongly Disagree, 5 - Strongly Agree)
11. In your opinion, would regular emotional intelligence workshops improve front office employees’ ability to handle guest complaints?
(1 - Strongly Disagree, 5 - Strongly Agree)
In your opinion, which of the following areas of emotional intelligence training would benefit front office employees the most?
(a) Empathy
(b) Self-regulation
(c) Social skills and communication
(d) Conflict resolution
(e) All of the above


1 Introduction


2 Literature Review


3 Research Methodology


4 Case Study Hotel Overview and Findings


5 Discussion


6 Conclusion and Recommendations/Practical Strategies


Age Group


18-24	25-34	35-44	45-54	55-64	4	42	40	8	6	

Gender


Male	Female	Other	54	44	2	

Relative importance of emotional intelligence training 


Strongly Disagree	 Disagree	Neutral	Agree	Strongly Agree	3	6	8	45	38	

Relative importance of regular emotional intelligence workshops 


Strongly Disagree	 Disagree	Neutral	Agree	Strongly Agree	2	4	9	44	39	
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