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[bookmark: _Toc222683918]Abstract 
This study determines the efficiency of front office reception activities and service delivery in Maldron Hotel Newcastle with a special emphasize on answering the question on how reception practices determine guest experience and the overall service performance. The front office is commonly known as a sensitive area in the operations of the hotel since it is the first area that guests see, and it is an important part in creating first impressions, dealing with the clients and the coordination of the services. As the competitive environment in the hospitality industry is increasingly becoming more competitive, maintenance of high degree of operational efficiency and service quality is crucial to guaranteeing guest satisfaction and sustainability of organisational success. The current research will then be directed toward researching the functional role of the front office, service quality measurements based on the existing theoretical frameworks, and its effect on the guest satisfaction and also the areas where they can be enhanced.
The research methodology will be a qualitative case study, which relies on secondary data sources, including academic literature, industry reports, organisational information and publicly available reviews of the guests. Thematic analysis is applied to establish the trends and information related to the front office operational efficiency, dimension of service quality, guest experience and operational problems. The SERVQUAL model is applied as a guide with which to evaluate the quality of services against significant dimensions that encompass tangibles, reliability, responsiveness, assurance, and empathy. The front office activity is in sync with the goals of the organisation and the expectations of the guests as this method offers a holistic perspective of the front office activity.
The findings indicate that the front office functions of Maldron Hotel Newcastle tend to be good and the reception staffs are described to be more professional with good communication skills and aptitude to handle routine operations effectively. The visitors often perceive the reception setting as friendly, well furnished and this is an added advantage to the total experience that the guests undergo. The study shows that the quality of the services is largely comparable along the key dimensions particularly the staff responsiveness and staff empathy that are vital in the establishment of trust and satisfaction. However, it is also in the analysis that some challenges exist including the fact that there are some delays during the peak hours, that there is a need to meet the same service standards across the shifts and challenges associated with high occupation rates. These concerns indicate that operational performance will be facilitated by sustained improvement and appropriate workforce planning and strategic workforce utilization of technology.
The SWOT and PESTEL analysis are also used to examine the strength of the company internally and external forces that influences the front office operations. These evaluations indicate the existence of the opportunities to make the services more efficient with the assistance of digital applications, give more training to the staff, and make decisions based on the feedback of guests, and reflect the risk of increasing competition and shifting customer requirements. The conclusion of the paper is that the front office is currently doing well, yet proactive measures and continuous observations should be undertaken to guarantee that service quality is high and it will be capable of staying competitive. Overall, the research is a useful input to the deepen knowledge of front office management within the framework of a real hospitality facility and contains the practical recommendations of what kind of improvements should be made to the process of service delivery and the customer satisfaction. The inferences obtained can be applied in decision-making in the management of Maldron Hotel Newcastle, or have overall implications of improving operations in other hotel-reception settings.
Keywords: Front Office Operations; Service Quality; Guest Satisfaction; SERVQUAL; Hospitality Management
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[bookmark: _Toc222683919]Chapter 1: Introduction 
[bookmark: _Toc222683920]1.1 Background to the Study	
The front office reception is well known as the functional and symbolic centre of every hotel that functions as the main contact point between the guest and the organisation during the guest journey. Reception staff work is very important in terms of creating first impressions and determining the overall satisfaction of the guests because their role extends beyond handling the reservations and the check-ins and the check-outs to responding to the inquiries as well as addressing complaints (Zhang, Yu and Kim, 2024). In a more competitive hospitality setting, hotels need to guarantee that front office functions provide effective service and at the same time high level of professionalism, responsiveness, and individual care. Maldron Hotel Newcastle is a hotel which is based under the Dalata Hotel Group, and it is operating in a vibrant urban marketplace that is appealable to business and leisure travellers. As the expectations of the guests keep on changing, the effectiveness of the front office reception operations in enhancing the service quality and the experience of the guests remains crucial in ensuring that operational performance measures remain at highest standards and competitive edge (Zahidi, Kaluvilla and Mulla, 2024).
[bookmark: _Toc222683921]1.2 Problem Statement 	
Although the significance of front office operations is agreed upon, hotels usually experience problems like large number of guests, staff issues, communication failure and balancing efficiency and personalised services (Yang et al., 2024). In the online reviews and reports about the industry, one of the most common problems is mentioned in terms of waiting time, inconsistency in service performance, and discrepancies between the expectations and the real experiences of the guests. In the case of Maldron Hotel Newcastle, it is important to understand how the operations of the reception are conducted in reality and what aspects of the operation can be controlled in order to enhance the performance of operations (Xu et al., 2022). This is why the systematic analysis of front office reception work with the help of the appropriate theoretical frameworks and secondary data is necessary to determine its strong and weak sides and possibilities to improve the situation.
[bookmark: _Toc222683922]1.3 Research Aim	
The proposed study will provide an assessment of front office reception processes and quality of service delivery at Maldron Hotel Newcastle using a secondary research methodology, and it is expected that they will assess the effectiveness of operations and opportunities to improve the customer satisfaction.
[bookmark: _Toc222683923]1.4 Research Objectives	
· To analyze the functions and activities of front office reception in Maldron Hotel Newcastle.
· To evaluate quality of services based on the available models like SERVQUAL.
· To identify the relationship between front office reception operations and guest experience and satisfaction.
· To establish operational problems that influence reception performance.
· To provide recommendations to enhance service delivery and organizational efficiency.
[bookmark: _Toc222683924]1.5 Research Questions	
· How efficient are operations of front office reception at Maldron Hotel Newcastle?
· How good is the service of reception as per what the guests expect?
· What are the operational factors that affect guest satisfaction in front office?
· What measurements can be taken in order to improve service delivery and operational performance?
[bookmark: _Toc222683925]1.6 Structure of Dissertation
The dissertation is divided into five chapters. After this introduction, Chapter Two will provide a critical analysis of the existing literature on the front office operations, quality of services, and guest satisfaction. Chapter Three describes the methodology of the research, including the secondary case study approaches and approaches to data analysis. The theme of Chapter Four is findings and discussion which covers thematic analysis and strategic framework, e.g. SWOT, PESTEL. However, lastly, Chapter Five wraps up the research by providing a summary of some of the main findings and a recommendation on how the front office reception operations at Maldron Hotel Newcastle can be enhanced.


[bookmark: _Toc222683926]Chapter 2: Literature Review	
[bookmark: _Toc222683927]2.1 Role of Front Office in Hotel Operations	
It is widely understood that the front office department forms the core point of hotel operations, working as the main point of contact between the guests and the organisation in the entire lifecycle of a guest (Swagat Praharaj et al., 2025). The key functions it is committed to include reservations, check-in and check-out process, guest enquiries, complaint resolution, as well as communication with other departments such as housekeeping and food and beverage. Researchers point out that the front office sets the initial and final impression when using the hotel and this is what greatly affects the perception of the guests about the level of service and the level of professionalism of the organization (Štilić, Nicić and Puška, 2023). Having good front office operations gives good flows of communication and operation efficiency that is essential in creating continuous service experiences. Besides, the reception area helps generate revenues by offering upselling and cross-selling, which make it strategically important other than administrative functions. The front office performance is important as the hotel businesses become increasingly competitive, and the customer satisfaction and brand image are dependent on the performance of the front office (Sloan, Legrand and Chen, 2022).
[bookmark: _Toc222683928]2.2 Service Quality in Hospitality
Service quality is one of the key concepts in hospitality management which is the level of service provision that is below or above what customers expect of it. Hospitality services are intangible, heterogeneous, and created and consumed at the same time, unlike tangible products, which makes quality management more complicated (Singh, 2021). Researchers usually conceive service quality as the ratio of what is supposed to be offered in terms of service and how the perceived performance, implying that when the service performance is better than what is expected, positive perceptions arise. The quality of services is high with better customer experiences, high word-of mouth and better organisation performance. When applied to hotels, service quality takes into consideration both the functional aspects, i.e. efficiency and reliability, and the emotional one, i.e. empathy and personalised focus (Shan, 2022). The front office is also very critical in maintaining the consistency of the service as it is the main point of contact with the guests and therefore the training, communication, and service culture are very important (Shahbaz et al., 2024) .
[bookmark: _Toc222683929]2.3 Guest Satisfaction and Loyalty
Guest satisfaction is the rating of a service experience in terms of whether it was better than or equal to the expectation of the customers (Saydam, Arici and Koseoglu, 2022). Satisfaction in the context of hospitality literature is associated with repeating visits, giving positive reviews and recommendability to others as key aspects of loyalty behaviours. According to the researchers, satisfied customers will have a higher likelihood of attaching emotions to a hotel brand which will lead to profitability in the long term and competitive edge. The front office also plays a great role in improving the satisfaction of guests through efficient services, quick resolution of problems and being professional. Another area of focus, according to studies, is service recovery which is the capability to rectify the failure of services well which can serve to cement customer relationships when properly managed (Sann et al., 2022). 
[bookmark: _Toc222683930]2.4 Front Office Operational Challenges
The front office is a critical unit that has multiple operational issues that may impact on service delivery. Peaks can bring about high levels of guests which can cause a long waiting time and pressure on the staff which can cause inconsistency in the services (Sangpikul, 2022). Employee turnover and staffing shortage are frequent problems in the hospitality industry resulting in the lack of experienced teams and decreased reliability of services. Failure of communication between departments, especially reception and housekeeping, may result in delay in room preparation and dissatisfaction by the guests. Moreover, the necessity to strike a balance between efficiency and the personalised service poses a constant tension on the managers and employees. The front office management is further complicated by external forces like front office changing customer expectations and economic pressures. Knowledge of these challenges is critical in determining areas that operational improvement can be done to increase the performance of service (Samanta, Mathad and Kamath, 2026).
[bookmark: _Toc222683931]2.5 Technology in Front Office
The operations of front office have been enhanced by technological advancements that have enhanced efficiency, accuracy and convenience to the guests (Sakas et al., 2022). Property Management Systems (PMS) can help the hotel handle their reservations, billing, and guest information efficiently and minimize errors in administration and help departments to communicate real-time. Online check-in and mobile keys have also become popular as self-service technologies lately, implemented by guests in need of a quicker and more convenient experience. CRM tools enable hotels to gather guest data and analyse it to provide personalised services to their customers and tailored marketing to its clients. However, although technology increases the efficiency of the operations it needs staff training and investment by the organisation to be successful in its implementation (Prakash et al., 2022). Through the incorporation of digital solutions, it is essential that the personalised service guests anticipate in hospitality settings should be balanced with the interaction of human beings.
[bookmark: _Toc222683932]2.6 Theoretical Literature: SERVQUAL Model	
The SERVQUAL model is arguably among the most commonly applied models of measuring quality of services in the service and hospitality sector. The model was developed to determine the discrepancies between customer expectations and perceptions and has five dimensions including tangibles, reliability, responsiveness, assurance, and empathy (Poullas and Kakoulli, 2023). Tangibles are associated with the physical surroundings and looks of employees and reliability is associated with delivering the promised services in the actual way. Responsiveness is about the readiness to help customers in a timely manner, assurance is about competence and reliability of staff and empathy is about personalised and understanding of the needs of the guests. Researchers often use SERVQUAL to measure the front office performance as it also includes both functional and affective features of service performance. The model offers an ordered procedure on how service gaps can be identified and strategies to maximize on customer satisfaction can be formulated (Platko and Mikhailova, 2021). Nevertheless, other researchers have observed that SERVQUAL can be adapted depending on the context because customer expectations also differ in diverse cultural and organisational contexts.
[bookmark: _Toc222683933]2.7 Research Gaps and Justification	
Despite the extent of research on service quality and front office operations, there remain a number of gaps that highlight the need for further research (Pergelova et al., 2026). Most of the existing literature provides analysis on the luxury or international hotel chains where the relatively limited attention is paid to the mid-scale urban hotels which operate in a particular local market. Also, the past research tends to consider primary data like polls and interviews; an opportunity to investigate the insights gained based on secondary data like online reviews and reports of organisations. It is also necessary to consider the ways theoretical models such as SERVQUAL can be implemented into the actual operational conditions in order to find operational ways of improvement (Palazzo and Micozzi, 2024). The proposed study attempts to fill these gaps by considering Maldron Hotel Newcastle as a case study by means of secondary qualitative analysis to examine the front office operation and service quality. The theoretical approach to the study is complemented by the practical evidence and the study is expected to offer relevant insights that can aid in operational changes as well as in advancing the academic knowledge on front office management (Oskam and De Visser-Amundson, 2022).


[bookmark: _Toc222683934]Chapter 3: Methodology 
[bookmark: _Toc222683935]3.1 Research Philosophy	
The research philosophy adopted in this study is the interpretivism, which is suitable for exploring and understanding service quality and operational practices in a real-world hospitality environment (Olga, 2025). Interpretivism emphasizes understanding phenomena by subjective meaning and experience and not necessarily by numerical measurement. Given that the study aims to explore front office reception operations and guest perceptions based on secondary qualitative data (online reviews, industry reports, and academic literature), it follows that this philosophy will enable a more in-depth understanding of the way in which the service quality can be experienced and perceived (None Edwin Ramirez-Asís and Inès Gharbi, 2023). 
[bookmark: _Toc222683936]3.2 Research Design	
The study adopts a qualitative case study design, focusing on Maldron Hotel Newscastle as the case organization (Najeeb, 2024). The case study method is appropriate as it allows analysis of organizational setting and operational process. This design helps the purpose of the research of front office reception operations in a natural setting and the ability to analyze results with theoretical model (Najafi, 2024).
[bookmark: _Toc222683937]3.3 Data Sources	
The research uses secondary sources of data in order to get relevent information. These are scholarly journal articles and hospitality management books, industry reports, and published information regarding Maldron Hotel Newcastle (N Hezam, 2025). Moreover, online customer reviews of sites like TripAdvisor, Google Reviews and booking websites are also exploited to understand the perception of the customer regarding quality of front office service. Official websites and organisational documents are also taken into consideration in order to know how things are run and brands that are supposed to be followed. The fact that several secondary sources are used increases the volume of evidence and enables this research to triangulate the results to come up with a picture of the performance of the services (Milwood, Hartman-Caverly and Roehl, 2023).
[bookmark: _Toc222683938]3.4 Data Analysis Method	
The data analyzed using qualitative research method that is commonly referred as thematic analysis and it entails the identification, analysis, as well as interpretation of patterns in textual data (Michela Magliacani, 2023). It starts with an overview and familiarisation with the gathered data and proceed to code similar ideas associated with front office business, service quality, customer satisfaction, and operational issues. The results are discussed against the literature and theoretical frameworks especially the SERVQUAL model to assess the extent to which the reception operations are met by the guests (Meyer, 2022). The thematic analysis is suitable since it allows an opportunity to analyse qualitative data in a systematic and flexible manner.
[bookmark: _Toc222683939]3.5 Ethical Considerations
This study addresses the ethical considerations seriously in order to conduct responsible research. Because the research is based on secondary data that is publicly available, there are not many concerns regarding issues concerning the consent given by the participants, the given study makes sure that all the sources are credited and referenced to guarantee the academic validity of the research (Mehraliyev, Chan and Kirilenko, 2021). 	
[bookmark: _Toc222683940]3.6 Methodological Limitations	
The selected methodology offers a good amount of information, several drawbacks are to be admitted. Using secondary data implies that the researcher lacks access to internal operational data and employee views, which could restrict the level of analysis (Mbanaso, Abrahams and Okafor, 2023). The reviews posted online can be subjective and might capture the extreme experiences and not normal experiences of the service. Also, the case study is limited on one hotel, which is likely to limit the extent to which the results can be generalised to other settings. Irrespective of these shortcomings, the credibility of the analysis is enhanced by the multiple data sources and theoretical frameworks that is used and it guarantees that meaningful conclusions can be made (Mavlutova et al., 2022).


[bookmark: _Toc222683941]Chapter 4: Findings and Discussion	
[bookmark: _Toc222683942]4.1 Overview of Maldron Hotel Newcastle
Maldron Hotel Newcastle is Dalata Hotel Group and it belongs to the segment of the hospitality industry operating in the middle level segment and the hotel serves business and leisure travelers who visit the city (Malanga et al., 2021). The hotel is situated in a central city and it is in close proximity to transport routes, business and tourist destinations, which make it an attractive option in terms of targeting various segment of guests. The hotel has modern accommodation, restaurant, conference and guests services that are aimed at addressing modern requirements of comfort and efficiency. The reception desk has been recognized as an important part of the day to day running of the facility which is the first point of contact of guests during their stay. Task will involve handling of reservations, check-in and check-out process, answering of inquiries, coordination with housekeeping and addressing guest issues (Mahalakshmi and Bharath, 2025). The reception as the initial contact point of the hotel affects the first impressions of the guests towards the hotel and also plays a role in the overall service delivery. The knowledge of the functioning efficiency of the front office is informative to the organisational performance and satisfaction of the guests (Madden, 2021).
[bookmark: _Toc222683943]4.2 Findings	
[bookmark: _Toc222683944]4.2.1 Theme 1 Front Office Operational Efficiency
The studies of the secondary sources, such as guest reviews, organisational data, and industry insights, reveal that front office operations efficiency is rather important in forming the general impressions of the guests regarding the reception experience in Maldron Hotel Newcastle (Khoa, Hung and Brahmi, 2023). The fact that the check-in and the check-out process is smooth and efficient is often mentioned by many guests, which implies that the reception employees are well trained, and they can handle the routine and standard procedures with great efficiency. Proper management of arrivals, effective communication and well-organised working processes help in building of positive first impressions and in the hospitality environment, first impressions tend to affect satisfaction levels in general (Khatter, 2025).
The housekeeping and front office coordination also seem to enhance efficiency in operations especially in the timely preparation of rooms. When guests complain that they are served with rooms right on time, they tend to believe that this aspect is related to professionalism and best organisational practices (Khatter, 2023). Moreover, the capacity of reception personnel to perform several functions at the same time, i.e. answering calls, dealing with bookings and taking care of guests is evidence of operation level effectiveness that facilitates unhindrered service delivery.
The analysis however also demonstrates some inefficiencies at peak times especially when there are high numbers of guests or when there are high check-in and check out times (Khan et al., 2024). Other complaints that guests make include waiting time or slow service that can be attributed to the lack of staff, or sudden rise in demands, or the lack of ability to handle the requests of guests at the same time. These scenarios underscore the significance of planning workforce, queue management, and communication as a way of ensuring consistency in the services. Comprehensively, the results indicate that although the front office activities in Maldron Hotel Newcastle are typically effective and optimally controlled, there is an opportunity to further optimize the performance by enhancing scheduling and adopting supportive technologies as well as continuously developing the staff (Kelly, Peters and Farber, 2024). The reinforcement of these areas would have the effect of reducing the time wastage, the operational strain and maintaining high standard of service delivery, especially during peak times.
[bookmark: _Toc222683945]4.2.2 Theme 2 Service Quality Dimensions (SERVQUAL)
The service quality measurement of Maldron Hotel Newcastle through the SERVQUAL framework offers useful ideas about how the front office reception work is in line with the guest expectations in various aspects (Keča and Ivančić, 2022). On the tangibles, the guests often mention the professional look of the reception employees, cleanliness, order and modern design of the reception area as the key features. These physical attributes help in forming a good first impression and support the idea of professionalism and the attention to detail, which are necessary in a hospitality environment. Reliability is also seen through the capacity of the hotel to provide services correctly and consistently especially when doing reservations, taking payments and giving the right information to the guests (Kalnaovakul and Promsivapallop, 2022). Numerous reviews report that the check-in procedures are easy, and the service is reliable thus, the operations processes are usually well-organized. Another important strength is responsiveness, as the reception staff is often reported to be approachable, helpful and ready to give any answer to any question that was raised. Such readiness to help creates the feeling of efficiency and satisfaction of the guests (Kacprzak and Hensel, 2023).   
The assurance would be in the form of competence of the staff, confidence of the staff, and understanding of the hotel services, all of which forms a degree of trust and reassurance in the guests. Professional behavior and effective communication also enhance the trust of the guests in the type of services offered. Empathy is also observed in personalised interactions whereby; staffs are made to understand individual needs of the guest and have a willing attitude in serving them with a lot of care. This form of individual interaction boosts the emotional element of the guest experience (Jawabreh, Mahmoud and Ali, 2024). Nevertheless, the analysis also shows that there are sometimes discrepancies in service delivery, especially in busy times or in various shifts, which implies that ensuring consistency in the delivery of the same is a problem as well. In general, the results indicate that the quality of reception services is largely in line with the expectations of guests, but the training process, monitoring, and constant improvements are needed to maintain the quality of services at the same level and guarantee their high standards in the long run (Hua, Li and Zhang, 2023).
[bookmark: _Toc222683946]4.2.3 Theme 3 Guest Experience and Satisfaction
The front office reception is an important factor in creating guest experience at Maldron Hotel Newcastle because the experience will determine how well the hotel is rated in terms of its service quality, professionalism, and general hospitality (Hu, Trivedi and Teichert, 2022). The secondary data analysis suggests that favourable feedbacks on guests often focus on how the reception staff are friendly and approachable, and their preference to help with enquiries and requests. Exceptional customer service delivery, effective communication and friendliness will make the guests feel at home and will be counted as a good experience, something that will have a positive impact on what they think about the hotel as a whole. Most of the visitors who have noted that they received a good reception also indicate that they are more satisfied with their experience during their stay, which shows the significance of front office job in creating customer impressions (Hendrawan et al., 2024). On the other hand, the negative experience is usually associated with waiting time, miscommunication or lack of response to demands particularly in the peak season. These problems prove that the level of operational pressures may directly affect the level of guest satisfaction and reactions. The results indicate that the reception is a significant touchpoint in which service experiences may negatively or positively affect the overall guest experience (Gursoy, Malodia and Dhir, 2022). Thus, the key attributes to positive guest experiences, trust, and repeat visits and positive word of mouth are to maintain steady service quality, empathy, and solve problems in time.
[bookmark: _Toc222683947]4.2.4 Theme 4	 Operational Challenges and Improvement Opportunities
The review shows that there are a number of operational issues that can affect the quality of front office reception in Maldron Hotel Newcastle. The fact that the level of occupancy and peak demand periods may place significant pressures on the staff, especially when it comes to check-in and check-out periods, may contribute to the increased risks of delays and inconsistencies in service delivery (Groer, Morrissey and Glatte, 2025). There might also be operational strain due to staffing issues and having to service a number of guests at once which could be a problem as it might lead to a decrease in service responsiveness and efficiency. Also, the ability to combine the necessity of quick service with the ability to interact with guests personally involves close collaboration, high communication levels, and the development of service skills, which is rather challenging to ensure throughout busy shifts. Simultaneously, the results also show the possible areas of improvement that would facilitate the performance of operations (Goya-Tocchetto, Kay and B. Keith Payne, 2024). The staff training programmes, especially service recovery and communication skills can be strengthened, which could enable the staff deal with difficult situations more efficiently. It is possible that the introduction of digital tools, including self-check-in systems or better-developed property management technologies, would ease the work and save time in the queue. The improvement of the interdepartmental coordination, in particular with housekeeping, can be another way to increase the flow of operations. The ongoing improvement can also be facilitated by constant monitoring of the guest comments in order to understand what problems appear regularly and guide the process of making strategic decisions so that the hotel could remain at the high standards of the services provided and enhance resilience (Ghani et al., 2022).
[bookmark: _Toc222683948]4.3 Discussion	
This section is a critical interpretation of findings on the basis of literature as well as theoretical framework especially on the effect of front office operations in Maldron Hotel Newcastle on service quality, guest satisfaction and operational performance (Ersoy, 2024). The discussion uses strategic analytical instruments such as SWOT and PESTEL to assess the internal capabilities and external forces, and speculates on the limitations of the methodological perspectives and future research perspectives. This section will make an attempt to give a more in-depth view of the nature of operational dynamics that define reception performance through a combination of empirical insights and theoretical perspectives (Ernst and Cochran, 2025).
[bookmark: _Toc222683949]4.3.1 SWOT Analysis
The SWOT analysis will provide a structured map of evaluating the internal opportunities and threats of the front office reception work in Maldron Hotel Newcastle, as well as an external opportunity and threat that would influence the service delivery and overall performance (El-Adly, Souiden and Khalid, 2024). The implementation of this framework will allow gaining a more comprehensive insight into how the operational capabilities are associated with the broader hospitality landscape and identifying the areas in which the strategic enhancement can be needed.
The strengths of the front office are the professionalism, friendliness, and service orientation of the reception staff that is always involved in creating positive experiences among the guests. The results show that the staff has a high level of operational competence with regards to routine work-day activities like check-in, check-out and answering the questions of the visitors (Dogru et al., 2023). The service culture seems to be customer-orientated and one that is supportive of the high guest satisfaction, since friendly communication and keen attentiveness towards the customers make the service rather welcoming. Moreover, proper coordination among the front office and other divisions, especially housekeeping, will improve the reliability of the services offered by the company as rooms will always be ready when needed and guest requests will be attended to efficiently (CPAJ Kimani, 2023). All these strengths enhance the purpose of the reception as a key touchpoint that can affect the reputation of the hotel and its perceived level of service.
Although these are good, there are various weaknesses that can be pointed out. There are occasional delays at peak times, thus indicating that there is no always interaction between staffing or schedules and the changes of demand, which can result in a longer wait time and lower responsiveness to service (Coker, 2022). The variations in delivering the services during the various shifts can also be a sign of the variation in the experience or effective communication by the staff. This has shown how important it is to be continuously trained and planning on the operations to ensure that the standards of service are consistent, especially in high occupancy seasons where the expectations of the guests are also high.
There are vast prospects of the improvement of the front office performance by implementing the technological solutions and the improvement of the processes (Choi et al., 2022). The electronic services introduction, such as mobile check-in system implementation or more advanced property management software, would simplify the work of the administration and reduce queues and make the organization more efficient. Service delivery can also be enhanced by investing in continued staff development especially on communication and service recovery skills (Cheng, 2014). As well, the systematic analysis of guest feedback could be used to allow the management to pinpoint recurring problems and introduce specific improvements, and the increasing demand toward personalised service creates the possibility to establish better rapport with the guests and earn their loyalty.
Nevertheless, external threats are also applicable to the front office that should be handled with care (Chen and Ling, 2025). The growing competition in the market of hospitality in Newcastle puts the hotels under pressure to constantly enhance the quality of the offered services and distinguish themselves. The growing expectations of the customers, which online reviews and industry standards lead to, imply that even the smallest service gaps may affect the reputation adversely. The staffing decision and resource allocation may be influenced by economic pressures such as the increasing labour and operating cost, which may impact service delivery. In addition, the reputational risks are enhanced by the visibility of online review platforms, since negative feedback can easily form the image in the minds of the population (Castillo-Picón et al., 2024). All in all, the SWOT analysis demonstrates the need to adopt proactive approaches to maximize on strengths, deal with weaknesses, capitalize on opportunities, and overcome the external threats to maintain a competitive advantage.
[bookmark: _Toc222683950]4.3.2 PESTEL Analysis
PESTEL framework is an extensive frame that will be used to analyze the external environment that affects front office activities and service delivery at Maldron Hotel Newcastle (Bergmann, 2023). Through the study of political, economic, social, technological, environmental and legal factors, one can come to know how the wider macro-environmental forces influence the operations practice and strategic decision making at the hotel.
Politically, government policies regarding tourism development, employment laws, and health and safety standards at the workplace contribute to a great extent to the working environment of the hotels (Beketov et al., 2022). The policies relating to personnel employment standards, minimum wage, and protocols relating to health and safety directly influence the number of staff, training levels, and operations related to the front office staffing. These policies must be adhered to not just to escape the legal consequences, but also as a means of protecting the organisation in terms of credibility as well as providing a secure working environment to the guests as well as the employees (Barimov, 2025).
Such economic forces as inflation, travel demand variations, and the increase in labour and operating expenses can play a major role in the performance of front offices. Uncertainty in the economy may result in reduced budgets thus it can impact staffing, investment in training and adoption of new technologies (Ayvaz-Çavdaroğlu, Iyanna and Foster, 2024). High occupancy rates during high seasons can create strain on the front office staff whereas economic depression can cause a decrease in the number of guests and affect the stability of the revenue. Consequently, the competent cost management and dynamic workforce planning play a significant role in the sustenance of the quality of service.
The hospitality industry is growing to demand social trends in the guest expectations. Contemporary travellers want hassle-free, customized service that is facilitated by effective service delivery (Anwar, Kumar and Manoharan, 2025). The front office staff also needs to display high performance in terms of communication, cultural awareness and emotional intelligent in order to address the cultural diversity of the guests. The increased significance of online reviews and social media makes the necessity of the uniformity of the service even greater because the impressions of the guests are extensively distributed and might affect the future choice of the booking (Amissah, Blankson-Stiles-Ocran and Mensah, 2021).
Innovations in technology keep changing the front office, with the introduction of technology like digital check-in, automated booking tools, and data analytics tools that aid in the provision of personalised services (Almeyda-Ibáñez and George, 2017). These are technologies that provide possibilities to be more efficient, lessen the time spent on waiting, and provide more accuracy. Nonetheless, their implementation is only possible through continuous investment and staff education, and change management to make sure that technological solutions are used to supplement, but not replace human interaction.
Legal aspects, especially data protection and privacy laws and consumer rights, should be well addressed by managing information about the guest and transparent service delivery. Observation of the legal requirements is crucial in preserving trust, privacy of sensitive information, and ensuring that the organisation is not subjected to reputational and financial damages (Aksoy et al., 2022). In general, the PESTEL analysis reveals that the external environmental factors pose both a threat and an opportunity, and there is a need to use adaptive strategies and implement proactive management in the front office operations.
[bookmark: _Toc222683951]4.3.3 Limitations of Secondary Qualitative Analysis	
Although the employment of the secondary qualitative data offers useful information on the perception of the guests and the performance of the operations, there is a set of limitations that need to be admitted (Ajayi, 2025). The use of sources that are publicly available, including online reviews, can be biased because the people who post their comments tend to reflect extreme experiences as opposed to average service experiences. This could influence the representativeness of the results. Moreover, it cannot have direct data, e.g., interviews with staff or management, which restricts the possibility to learn more about the processes inside the organisation, decision-making, and organisational culture. This analysis is thus based on the secondary evidences but not the primary views and thus the interpretation might lack depth (A Dale, 2025).
The other weakness is associated with subjectivity of thematic analysis where interpretation of the researcher contributes towards determining the patterns and themes (Keča and Ivančić, 2022). Even though there is an attempt to be objective and systematic, the bias in interpretation may be present to some extent. Also, the narrowness of the environmental scope (only one case study) could restrict the transferability of the results to the other hotels or settings. Nevertheless, these restriction will not diminish the validity of the study because of the multiplicity of data sources, triangulation, and the presence of well-developed theoretical frameworks that allow making significant conclusions (Singh, 2021).
[bookmark: _Toc222683952]4.3.4 Directions for Future Research	
The next research may develop this work by introducing primary data collection techniques to obtain more comprehensive information about the front office work. The conversations with the management and reception personnel would provide a better insight into the operational problems, service strategies, and organisational culture (Xu et al., 2022). More systematic satisfaction and expectation measurement could also be offered by guest survey. Larger studies that examined several hotels across various market segments would be helpful to determine the best practices and it would be a wider perspective on front office management. A longitudinal study that evaluates how things have changed would also contribute to the existing knowledge on how operational improvements affect the outcomes of the services (Sloan, Legrand and Chen, 2022).
Also, to be done in the future, the influence of new technologies, including artificial intelligence and self-service systems, on guest experience and roles in the staff could be considered. The correlation between employee wellbeing and service quality can be also investigated, and potentially, it will yield some interesting information, as working in a front office can be quite exhausting. By filling these gaps, the future research can add to the overall picture of the front office functioning and help to work out the strategies that will improve the quality of the services provided and the performance of the organisations (Mavlutova et al., 2022).


[bookmark: _Toc222683953]Chapter 5: Conclusion and Recommendations	
[bookmark: _Toc222683954]5.1 Conclusion
This study aimed at assessing the quality of front office reception activities and service in Maldron Hotel Newcastle through a secondary qualitative research design. The study was designed to investigate the effectiveness of front office in its operational function, evaluate service quality by using predetermined frameworks, examine the role of reception interactions in the satisfaction level of a guest, and identify opperational challenges and opportunities to improve the situation (Velaoras et al., 2025). The study offers a holistic view of determinants of front office performance in a competitive hospitality setting by examining secondary sources like the academic literature, industry insights, and guest feedback thereof.
The results indicate that the front office reception serves a key role in the provision of quality service and overall perception of the hotel by the guests. The reception, being the first point of contact, affects the first impressions and determines the tone of the experience of the guest (Sakas et al., 2022). It has been shown that the a high level of operational efficiency is observed, and staff members are competent in their tasks connected with the work with check-in and check-out procedures, control of guest queries, and interaction with other departments. Efficient communication and workflow also lead to a seamless service delivery and thus the significance of well-organised functioning practices in keeping the guests satisfied.
The analysis of the service quality through SERVQUAL demonstrated that the hotel has good results in the most important dimensions, such as tangibles, reliability, responsiveness, assurance, and empathy (Malanga et al., 2021). The reception atmosphere is often perceived by the guests as professional and friendly, and employees are regarded as well-educated and helpful. This is enhanced by the fact that front office employees are able to give relevant information and answer queries in good time which makes them feel trusted and reliable. Service is also increased by empathetic interactions through which staff exhibit their attentiveness and awareness of the needs of the guest. Nevertheless, the analysis indicates as well that the consistency throughout the various shifts and control of service delivery during peak hours are also areas that can be optimized with some gains (Kacprzak and Hensel, 2023).
The guest experience and satisfaction turned out to be closely related to the reception quality of the interaction. The positive experiences of meeting friendly and helpful employees help develop positive impressions of the hotel and raise the chances of returning and positive word-of-mouth (Choi et al., 2022). On the other hand, operation problems like waiting time or poor communication can impact negatively on the perception of the guests hence the significance of constant monitoring and active control. The results validate the notion that the front office operation does not only assist in administrative duties, but is also strategic in establishing customer relationship and reputation of the organisation.
There were also a number of operational challenges that were found to affect front office performance which were identified by the study (Anwar, Kumar and Manoharan, 2025). The large occupancy rates and demand variation may pressurize the staff and this may cause delays or irregularity in service delivery. Employees and work limitations, as well as the necessity to focus on both efficiency and personalised service, remain as a constant challenge to the management. These results are consistent with the available literature that highlights the intricacy of handling the quality of services in the dynamic hospitality setting. To resolve these issues, there is a need to have an effective workforce planning, continuous training, and utilization of technology that is used to simplify procedures and assist the staffs perform better (A Dale, 2025).
The SWOT and PESTEL strategic analysis presented an additional understanding of internal and external forces that influence the front office operations. The internal strengths, including the professionalism of the staff and the customer-centered culture, facilitate the achievement of the positive service results, and weaknesses associated with pressure on the peak-time performance are regarded as the area of the improvement (Keča and Ivančić, 2022). On the outside, the technological changes and the changing demands of the customers and the economy determine the priority of operations and affect service delivery. As the analysis shows, the high standards of service provision involve the necessity of internal operational excellence and the ability to change depending on the environmental conditions.
Along with the insights that have been formed, the study recognizes limitations that can be attributed to the use of secondary data (Dogru et al., 2023). The dependence on the publicly available information and the reviews made by guests might not be sufficient to reflect the complexity of the internal processes and the view of the employees. Also, the investigation of one case study constrains the generalisation of the results. However, the analysis has the strength of using many data sources and theoretical frameworks to give the analysis that credibility and has a meaningful base in making conclusions.
In general, the study concludes that front office reception operations, in general Maldron Hotel Newcastle are fairly effective in terms of providing quality service and helping to engage in positive guest experiences (Barimov, 2025). The reception staff are well versed in interpersonal discipline and operational effectiveness that lead to customer satisfaction and the enhancement of the image of the hotel. The competitive environment that the hospitality industry operates in is, however, dynamic and as such, continuous improvement is a necessary aspect of the industry to ensure that a company remains competitive. Increasing the level of operational efficiency at the peak times, maintaining the level of service standards and use of technological solutions would further reinforce the performance.
To sum up, as observed in this paper, front office operations are strategically significant to the hospitality industry (Aksoy et al., 2022). The research indicates the necessity of continuous assessment and responsive management due to the connection between the operational practices and services quality and satisfaction of the guests. The obtained insights allow to rely on the enhancement of the front office functioning and contribute to the success of the hotel in the long-term, as well as develop a bigger picture of the role of the reception operations in the service outcomes within the modern hospitality environment (A Dale, 2025).	
[bookmark: _Toc222683955]5.2 Recommendations and Practical Strategies
According to the results of this research, there are some useful recommendations made to improve the ability of front office reception and quality of services of the Maldron Hotel Newcastle (Poullas and Kakoulli, 2023). These suggestions are aimed at enhancing the efficiency of operations, building the capacity of the staff, capitalising technology, and making the entire guest experience better. These strategies can assist in the process of ongoing improvement and assist the hotel to sustain high service standards in a competitive environment.
[bookmark: _Toc222683956]5.2.1 Improve check-in efficiency 
The efficiency of checking in should be enhanced to augment the first impressions, and minimizing waiting time, especially during the peak periods. The hotel might consider the existing check in processes and pinpoint areas of bottlenecks and streamline process. The practice of queue management, like hiring more employees during the high season or establishing express check-in services to frequent clients, can achieve faster service. Online booking or digital forms can also be used to reduce the administrative functions in the reception desk by conducting pre-arrival communication (Khoa, Hung and Brahmi, 2023). A well-defined and properly organized front office might be one of the factors to ensure the efficient functioning of the hotel and reduce the number of delays during the check-in process. This will help the hotel to increase guest satisfaction and decrease the operational stress on employees by focusing on the effective check-in procedures.
[bookmark: _Toc222683957]5.2.2 Staff training programs
Constant employee training is essential to ensure the quality of services is always high and contributes to the professional growth of employees (Kelly, Peters and Farber, 2024). The training programmes must be based on communication skills, cultural awareness, conflict management and service recovery methods so that the staff can be trained to manage the different needs of guests. Consistency of service standards and different shifts can be reinforced through regular refresher training. Moreover, training about stress work and working in a team can help to maintain the wellbeing of the employees and enhance the overall performance when the season is crowded. Promoting the spirit of learning and feedback can enable employees to own service delivery and help in organisational development (Dogru et al., 2023) t.
[bookmark: _Toc222683958]5.2.3 Use guest feedback analytics
The systematic review of guest feedback may serve as important data on the service performance and may reveal the areas, which need enhancement. The hotel might also institute systematic procedures of going through online reviews, surveys and internal feedbacks to gather recurrent problems or trends (Platko and Mikhailova, 2021). Feedback analytics tools would assist the management in tracking the level of guest satisfaction and assess the usefulness of bettering service delivery in the long run. Providing feedback to front office staff may also facilitate awareness and a sense of continuous improvement through rewarding good performance and dealing with areas of concern. A data-driven approach will give the hotel the opportunity to make wise decisions which will result in better service delivery and customer experience (Xu et al., 2022).
[bookmark: _Toc222683959]5.2.4 Enhance communication
The front office must establish a good communication channel with other departments especially the housekeeping and maintenance department to help in smooth functioning of the restaurant and minimize delays in service provision. As a way of enhancing communication flow, the hotel can incorporate frequent briefings, collective online platforms, or real-time updates to enhance coordination (Sann et al., 2022). Effective internal communication can also contribute to making sure that employees are aware of the availability of rooms, preferences of guests and changes in operations to minimize possible misunderstanding. Also, improved information communication, active updates, and personal communication with guests can help increase their satisfaction and develop trust. The reinforcement of communication practices can hence reinforce efficiency of operations and good guest experiences.
[bookmark: _Toc222683960]5.2.5 Introduce digital tools
The use of digital technologies can have substantial prospects to be more efficient, as well as deliver better services. Introducing administrative tools like mobile check-in, online concierge services, or computerized messaging systems can facilitate the administrative processes and shorten the waiting time at the reception (Najeeb, 2024). The improvement of the property management systems can help to manage the data better and enhance the coordination of the departments. Personalised services are also possible with the help of digital solutions, which allow employees to access guest preferences and history. It should be noted, though, that technology must be able to supplement human interaction and not to substitute it, personalised service being one of the most common requirements in the hospitality industry. Staff should be given relevant training and support to achieve the maximum benefits of integration with technology (Singh, 2021).
[bookmark: _Toc222683961]5.2.6 Service recovery strategies
Effective service recovery plans should be developed to ensure that when problems with the services occur, the guests are satisfied. The front office employees should be enabled by the hotel to act quickly on complaints by giving them clear directions and power to address issues effectively (Sakas et al., 2022). The negative experiences can be transformed into the positive ones by training the staff to be active listeners with empathy and providing the relevant solutions. Continuous improvement can also be enhanced through the establishment of a systematic way of recording and analysing complaints to help in establishing the cause of service failures. The trust and commitment to customer care can be strengthened by proactive follow-up of guests following the fix of the problem. The hotel would be able to increase the number of guests who become loyal and save the reputation by improving service recovery practices (Khatter, 2025).
Overall, these recommendations show that the work of the front office should be optimised and taken in the whole through improvement of the staff, adoption of technologies, and effective communication. The following feasible plans can support the Maldron Hotel Newcastle to enhance the standard of operational output and service delivery quality, and responsiveness to the dynamic needs of the customers. Continuous evaluation and repositioning will play an important role in sustaining the gains and competitive advantage in hospitality industry (Cheng, 2014).
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