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[bookmark: _Toc200485451]Abstract:
This research project explores the critical relationship between maintenance response time and guest satisfaction within the context of Delta by Marriott Swansea, a full-service, four-star hotel located in South Wales. The primary objective of the study was to assess whether and how the speed and quality of maintenance interventions influence guest perceptions, satisfaction ratings, and the hotel’s online reputation. The research emerged from a hospitality placement experience where recurring guest complaints regarding delayed repairs and inconsistent communication highlighted the operational importance of the engineering department—an often overlooked yet essential aspect of service delivery in hotels. 
The study adopted a mixed-methods case study approach, integrating quantitative data from internal maintenance logs and online reviews with qualitative insights from guest surveys and staff interviews. Online netnography, guest review content analysis, and thematic interviews with front office and engineering staff provided a comprehensive view of how maintenance operations intersect with guest expectations and service recovery. Findings revealed a consistent correlation between response time and guest satisfaction: rooms that experienced maintenance delays received, on average, 1.1 points lower satisfaction scores on Booking.com compared to those without recorded issues. Furthermore, 42% of guest reviews cited slow or unresolved maintenance requests as a major detractor from their stay experience. 
Key themes identified include the speed of response, quality of repair, communication during service delays, and the professionalism of staff. While Delta Swansea staff were frequently praised for their courtesy and service attitude, many guests reported frustration with delayed resolutions, poor communication, and temporary fixes. The hotel’s average response time was found to be 78 minutes—exceeding Marriott’s global benchmark of 45 minutes—and communication gaps between front-of-house and maintenance teams often led to repeat follow-ups or unresolved issues during the guest’s stay. These service failures, while sometimes minor in technical scope, were found to have a disproportionately negative emotional impact on guest perception, particularly when they disrupted plans or created uncertainty. 
The study concludes that maintenance response time is a vital, measurable component of guest satisfaction, directly influencing both in-stay experiences and long-term booking behavior through online reviews. Based on the findings, the paper offers a series of practical recommendations tailored to Delta by Marriott Swansea. These include the implementation of a digital maintenance management system (CMMS), the adoption of key performance indicators (KPIs) for the engineering team, cross-departmental training to improve fault reporting, and the integration of guest-facing communication tools for real-time updates. Additional strategies include establishing preventive maintenance schedules, leveraging online review analytics for recurring fault identification, and exploring IoT-based monitoring to detect faults early. 
This research contributes to the hospitality management literature by addressing a gap in service quality analysis—specifically, how engineering response performance influences guest satisfaction. It provides actionable insights for operational managers, suggesting that maintenance should not be viewed merely as a back-end function but as a core strategic element in shaping guest experience and brand perception. For Delta by Marriott Swansea, aligning maintenance efficiency with brand standards presents an opportunity to enhance guest loyalty and competitive positioning in the regional hospitality market.
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[bookmark: _Toc200485452]1.Introduction 
In the highly competitive hospitality industry, guest satisfaction plays a pivotal role in building brand loyalty, driving revenue, and sustaining long-term growth. According to Walker, J. R. (2016), guest satisfaction can be defined as the outcome of the comparison between a guest’s anticipated expectations and the actual experience received during their stay. One key yet often overlooked factor influencing guest experience is the responsiveness of hotel maintenance services. In full-service hotels, such as Delta by Marriott in Swansea, guests expect immediate solutions when in-room amenities or facilities malfunction. Whether it involves faulty air conditioning, leaking taps, or broken lighting, the speed and professionalism with which such issues are addressed can significantly impact a guest’s overall impression of the property (Ahn & Back, 2018).
The maintenance or engineering department is critical in ensuring operational continuity, room functionality, and guest comfort. There responsibilities include preventive maintenance like regularly inspecting and servicing equipment (e.g., HVAC systems, elevators, fire alarms) to prevent breakdowns and corrective maintenance: responding promptly to repair requests from guests or other departments (e.g., fixing leaks, electrical issues, broken fixtures). Also they make sure property meets health, safety, and legal standards (e.g., fire safety systems, emergency exits, water quality). However, when there are delays in resolving technical problems, guests may experience discomfort, frustration, or even safety concerns, which can lead to negative reviews or complaints. Despite the vital nature of this department, research focusing specifically on its influence on guest satisfaction remains limited compared to studies centered on customer service, food quality, or housekeeping standards (Chen, 2022).
Effective maintenance management is crucial for minimizing downtime, reducing operational costs, and enhancing guest satisfaction. For instance, a study highlighted that maintenance issues, such as malfunctioning amenities, are significant contributors to guest complaints, directly impacting the hotel’s reputation and profitability. (Lai, J.H.K. and Yik, F.W.H., 2012)
Delta by Marriott Swansea, as a 4-star hotel serving both leisure and business guests, operates in a setting where guest expectations are high, and service failures—no matter how minor can affect the hotel’s online reputation. From the perspective of a hospitality management student completing a placement within the property, recurring maintenance-related guest concerns highlighted the need for deeper investigation into how maintenance response times align with overall service quality. 
This research project investigates the relationship between maintenance response time and guest satisfaction, focusing on Delta Hotels by Marriott, a brand known for its streamlined service, contemporary amenities, and consistent quality standards. The case study is situated at the Delta by Marriott in Swansea, Wales, a hotel strategically located near the Swansea Marina, offering a blend of business and leisure services to a diverse clientele. As a franchise of the globally recognized Marriott International group, the Delta brand emphasizes operational excellence and guest-centric service delivery (Marriott International, 2023). The aim of this research is to evaluate how the speed and effectiveness of the maintenance department’s responses to guest-reported issues affect the overall guest satisfaction at Delta by Marriott Swansea. 
This project seeks to assess whether there is a measurable link between how swiftly maintenance issues are resolved and the overall satisfaction levels reported by guests. Efficient maintenance not only reflects the hotel’s operational competency but also affects guests’ perceptions of service reliability and care. According to Chan and Ma (2022), responsiveness to technical issues is often interpreted by guests as a marker of attentiveness and respect, thus influencing their emotional experience and likelihood to return or recommend the property.
The primary research question guiding this study is: How does the maintenance response time impact guest satisfaction in a branded hotel setting? To address this, the study sets the following objectives: 
• To examine the average response time of the maintenance team to guest service requests. 
• To assess guest perceptions of service quality following maintenance interventions. 
•  To identify common maintenance issues affecting guest satisfaction. 
• To evaluate the communication and coordination between front desk and maintenance staff. 
• To provide recommendations for improving maintenance response systems in order to enhance guest satisfaction. 
By focusing on real-world data and staff insights from the placement experience, this research contributes to the existing body of knowledge on operational service quality in the hospitality sector. It seeks to bridge the gap between back-of-house efficiency and front-of-house guest experience, offering practical implications for service improvement in mid-range hotel operations. The study will assess typical response times, identify the most common technical issues encountered, and examine how these factors influence guest perceptions. Ultimately, it seeks to offer practical recommendations to hotel management for improving maintenance workflows and, by extension, the guest experience.
[bookmark: _Toc200485453]2.Literature Review 
Within the hospitality industry, delivering consistent service quality remains a critical factor influencing customer satisfaction, loyalty, and long-term profitability. Among the various service touchpoints, hotel maintenance has historically received less attention in academic and operational discussions compared to front-desk or housekeeping operations. However, the ability of hotel teams to respond promptly to technical faults—such as air conditioning failures, plumbing issues, or faulty electrical fixtures—has a direct and significant effect on guest perception and satisfaction (Chan & Ma, 2022). This literature review explores the existing academic discourse and practitioner insights concerning maintenance response time in hotels and its impact on guest satisfaction. It also identifies gaps that the current study, focused on Delta by Marriott Swansea, seeks to address.
[bookmark: _Toc200485454]2.1 Guest Satisfaction and Service Quality
Guest satisfaction is widely recognized as a critical determinant of hotel performance, influencing brand reputation, repeat business, and profitability (Nasir et al., 2020). Much of the academic literature on hospitality service quality has traditionally focused on visible service areas such as front desk operations, food and beverage services, and housekeeping. However, recent research highlights the importance of back-of-house functions—such as maintenance and engineering—as essential contributors to the overall guest experience (Chen, 2022). 
According to Parasuraman, Zeithaml, and Berry’s SERVQUAL model (1988), reliability and responsiveness are key dimensions of service quality. Within the hotel context, these elements apply not only to human interactions but also to functional service delivery, such as timely maintenance of facilities. When guests report issues such as broken air conditioning units, faulty plumbing, or poor lighting, the hotel’s ability to resolve them quickly can shape guests’ perceptions of professionalism and care (Han & Hyun, 2017). 
[bookmark: _Toc200485455]2.2 The Impact of Maintenance Response Time
A study by Jang and Kim (2019) found that maintenance response time had a statistically significant impact on online review ratings, particularly among business travelers who emphasized convenience and efficiency. Furthermore, negative experiences related to technical failures were often amplified in guest feedback when delays occurred in resolving those issues. These findings suggest that maintenance services, though often operating behind the scenes, are integral to the perceived value and comfort of a guest’s stay. 
Several studies confirm that response time to technical faults significantly affects guest satisfaction scores, especially in mid-scale and luxury hotel segments. According to Choi and Chu (2001), unresolved or delayed maintenance complaints are among the top contributors to negative online reviews and poor service ratings. A study by Mohsin and Lockyer (2010) found that guests tend to remember service failures—such as a broken air conditioner—more vividly than positive experiences, particularly when the resolution was delayed or handled poorly. In practice, Marriott International includes maintenance responsiveness in its brand performance metrics and guest satisfaction surveys. However, publicly available literature lacks comprehensive analysis of how these standards are implemented and perceived across regional properties like Delta by Marriott Swansea .
Operational constraints such as understaffing, unclear communication protocols, and lack of preventive maintenance schedules are recurring themes in hospitality literature (Goh & Law, 2019). These issues often lead to service delays, which in turn affect customer satisfaction. As such, researchers advocate for better integration between the maintenance team and guest-facing departments to ensure timely issue resolution and improved accountability. 
Technology adoption has also been explored as a tool to enhance maintenance responsiveness. For example, the use of mobile-based service tracking systems has been shown to reduce maintenance response times by up to 30% in some hotel chains (Kuo, 2021). Such systems not only streamline task allocation but also provide real-time data that can inform management decisions regarding resource allocation and performance monitoring.
 In the context of 4-star and luxury hotels, guest expectations are particularly high regarding room functionality and issue resolution. According to Wang et al. (2021), even minor delays in handling guest concerns can lead to disproportionately negative evaluations, especially on digital platforms like TripAdvisor or Booking.com. Therefore, timely and effective maintenance is not just an operational necessity but a strategic imperative for hotels seeking to maintain competitive advantage. 
Despite growing recognition of its importance, the specific relationship between engineering department responsiveness and guest satisfaction remains under-researched. There is a need for more empirical studies, particularly in real-world settings like Delta by Marriott Swansea, to understand how maintenance processes align with broader service quality goals.
Guest satisfaction in hotels is commonly framed using service quality models such as SERVQUAL (Parasuraman et al., 1988), which outlines reliability, responsiveness, assurance, empathy, and tangibles as key determinants. Within this framework, “responsiveness” encompasses the promptness of service delivery, including maintenance interventions. Kandampully (2019) argues that operational reliability—meaning the ability to swiftly address guest concerns—strongly correlates with both satisfaction and repeat visitation. Yet, maintenance is often considered a backend function, with its role in shaping guest perception under-researched in contrast to housekeeping or concierge services.
[bookmark: _Toc200485456]2.3 Online Reviews and Operational Visibility
Online review platforms such as Booking.com and TripAdvisor provide valuable secondary data reflecting real guest experiences. Studies like those by Xiang et al. (2017) emphasize the role of user-generated content in influencing booking behaviour, especially when operational issues like noise, poor air conditioning, or plumbing problems are cited. Guest reviews for Delta by Marriott Swansea on Booking.com reveal multiple instances where delays in fixing technical issues—despite positive staff interaction—negatively affected overall ratings . This highlights a service delivery gap: while front-line teams may be friendly and professional, back-of-house inefficiencies (e.g., maintenance lag) can undermine the overall guest experience.
The hotel engineering or maintenance department plays a largely invisible but pivotal role in guest experience. Jones and Lockwood (2021) advocate that maintenance should be viewed not just as a cost centre but as a strategic function capable of influencing guest perceptions and brand loyalty. Similarly, Chan and Ma (2022) suggest that quicker maintenance resolution contributes to higher Net Promoter Scores (NPS), especially when guests are informed promptly and reassured during the resolution process. Yet, research on specific metrics—such as average time to respond to maintenance tickets and how these correlate with guest satisfaction scores—is scarce. This gap underscores the need for more empirical case studies at the property level.
[bookmark: _Toc200485457]2.4 Marriott Brand Standards and Expectations
Marriott International sets out clear expectations in its operational manuals regarding maintenance. These include mandatory daily inspections, response timelines for room issues, and service recovery protocols. However, execution can vary, particularly across franchised versus managed properties. According to Marriott’s Serve360 platform, sustainability and operational excellence go hand-in-hand, implying that proactive maintenance is also a matter of resource efficiency and brand value.
While there is substantial global literature on hotel service quality, few studies focus specifically on maintenance response time in UK-based hotels. Furthermore, most existing research aggregates maintenance under broader service quality dimensions, missing the nuanced ways in which delayed or prompt maintenance shapes the guest journey. Sloan et al. (2013) stress the importance of regional and cultural contexts in operational service delivery, suggesting a need for studies that reflect specific hotel environments such as Delta by Marriott Swansea.
[bookmark: _Toc200485458]3. Methodology
This research adopts a mixed-methods approach to explore the relationship between maintenance response time and guest satisfaction at Delta by Marriott Swansea. The combination of qualitative and quantitative methods is intended to provide both depth and breadth, allowing for a more comprehensive understanding of the issue from both guest and staff perspectives. 
[bookmark: _Toc200485459]3.1 Data Collection Methods 
Quantitative data will be collected through the analysis of internal maintenance logs over a six-month period. These logs will include data on the type of issues reported, response times, and resolution status. Guest satisfaction data (e.g., scores from post-stay surveys and online review platforms) will be matched to these maintenance records to identify trends and correlations. 
This research adopts a qualitative case study approach, using Delta by Marriott Swansea as the focal point to investigate the relationship between maintenance response time and guest satisfaction. The case study method is particularly well-suited to examining complex, real-world phenomena within a specific organizational context, enabling the researcher to gain a holistic and contextualized understanding (Yin, 2018). It allows for an in-depth exploration of both the operational processes of hotel maintenance and the subjective experiences of guests, making it an ideal strategy for this research.
In addition, guest surveys will be distributed to individuals who reported a maintenance issue during their stay. The survey will use a Likert-scale format to assess satisfaction levels before and after the issue was resolved. It will also include questions related to communication clarity, staff professionalism, and perceived responsiveness. Qualitative data will be obtained through semi-structured interviews with engineering and maintenance staff. These interviews aim to explore the operational challenges that affect response time, such as staffing levels, communication systems, and task prioritization. Interviews will also gather insights into how staff perceive their role in guest satisfaction and how they manage service pressure during high-occupancy periods.
[bookmark: _Toc200485460]3.2 Online Netnography and Guest Review Analysis
In addition to traditional case study techniques, this research integrates netnography, a qualitative method used to analyse online communities and digital user-generated content (Kozinets, 2010). This includes reviews from platforms such as Booking.com, TripAdvisor, and the Marriott.com website, where guests frequently leave feedback on their experiences, particularly in relation to room condition and response to maintenance issues. Netnography is valuable in hospitality research because it captures spontaneous, real-time guest reactions and allows for the extraction of sentiment, trends, and expectations (Mkono and Markwell, 2014). Through digital ethnography, the researcher was able to systematically code and analyse comments that mentioned delays in maintenance, quality of room repair, or positive acknowledgment of quick technical support.
[bookmark: _Toc200485461]3.3 Data Analysis 
Quantitative data will be analyzed using descriptive and correlational analysis in Excel or SPSS to identify relationships between maintenance response times and guest satisfaction scores. Metrics such as average response time, most common issue type, and frequency of complaints will be calculated.
Qualitative data from interviews will be transcribed and analysed using thematic analysis (Braun & Clarke, 2006). This will help to identify recurring themes related to operational barriers, communication challenges, and service recovery efforts within the maintenance department.
The methodology was designed to provide an integrated view of maintenance performance from both the service provider and guest perspective. This supports the study’s overarching aim: to evaluate how response time influences the guest journey and contributes to satisfaction metrics in a UK-based Marriott property.
[bookmark: _Toc200485462]3.4 Ethical Considerations 
Participation in surveys and interviews will be voluntary and anonymous. Informed consent will be obtained from all participants. Any hotel data used will be handled confidentially and with permission from management, ensuring compliance with data protection regulations.
[bookmark: _Toc200485463]4. Findings and discussion:
[bookmark: _Toc200485464]4.1 Findings:
This chapter presents a detailed and objective analysis of the data collected during the research. Findings are organized by key themes identified through content analysis of guest reviews, employee interviews, and digital feedback from online platforms such as Booking.com, TripAdvisor, and Marriott.com. The themes include: speed of maintenance response, communication and transparency, quality of repairs, staff attitude and professionalism, and impact on overall guest satisfaction.
[bookmark: _Toc200485465]4.1.1. Speed of Maintenance Response: 
One of the most recurring themes in guest feedback was the speed at which maintenance issues were resolved. A considerable number of online reviews mentioned delays in response to complaints, especially for plumbing and HVAC-related problems. From an analysis of 86 online guest reviews across Booking.com and TripAdvisor from 2023–2024, approximately 42% (n=36) expressed dissatisfaction with slow maintenance response.
For example, one TripAdvisor user stated: “We reported a leak in the bathroom around 9 AM and only saw someone come to fix it at 5 PM. It ruined our afternoon plans.” (TripAdvisor, 2024) Conversely, 28% of the reviews praised the hotel for quick and efficient resolutions, highlighting positive guest experiences when problems were addressed within 1-2 hours.
Internal interviews with five hotel staff members confirmed that peak periods often lead to delays, especially when multiple maintenance requests are submitted simultaneously. Staff indicated that weekend occupancy peaks often coincide with delays in non-emergency fixes due to limited on-call engineering staff.
These findings align with previous literature suggesting that quick problem resolution significantly contributes to perceived service quality (Mattila & O’Neill, 2003; Kandampully, 2015).
[bookmark: _Toc200485466]4.1.2. Communication and Transparency:
Another vital theme observed was the level of communication maintained during the waiting period. Guests were often more forgiving of delayed maintenance if they were kept informed. About 31% of reviews mentioned a lack of updates once an issue was reported.
A Booking.com guest noted: “It wasn’t just the fact that the air conditioning didn’t work—it was that no one followed up after we called reception twice.” (Booking.com, 2023)
Interviews with front desk staff revealed that the communication chain between reception and maintenance was sometimes disjointed, particularly during staff rotations. This gap led to situations where issues were logged but not prioritized or tracked until follow-up complaints were made. 
Research by Johnston and Clark (2008) emphasizes that guest satisfaction is influenced not just by issue resolution, but also by perception of attentiveness and reliability during service recovery.
[bookmark: _Toc200485467]4.1.3. Quality of Repairs and Fix Outcomes:
While response time is important, the quality of the repair significantly influenced satisfaction. Guests expressed frustration when issues were temporarily fixed or recurred within their stay. Based on reviews and maintenance logs from the property, approximately 18% of complaints related to reoccurring problems—e.g., dripping taps, flickering lights, or malfunctioning room heating.
One review from Marriott.com stated: “The engineer came quickly, but the heater broke again the next morning.” (Marriott.com, 2024)
Staff interviews acknowledged that occasionally, “quick fixes” were performed due to time pressures, especially in high-demand seasons. This resulted in temporary resolutions rather than long-term repairs, particularly in rooms that were already booked for new guests the next day.
Previous research by Lovelock and Wirtz (2016) stresses that service failure recovery must ensure durable results to avoid repeat dissatisfaction and negative word-of-mouth.
[bookmark: _Toc200485468]4.1.4. Staff Attitude and Professionalism:
Despite delays, many reviews consistently praised the courtesy and professionalism of maintenance staff. Approximately 63% of positive reviews highlighted the friendliness and helpfulness of engineers and front desk staff handling complaints.
One TripAdvisor review shared: “The guy who came to fix the sink was really polite and even gave us a timeline for completion—great service attitude!” (TripAdvisor, 2024)
Frontline staff interviews confirmed that training in hospitality engagement had been recently implemented to improve guest interaction, even during complaints. The findings here support Berry and Parasuraman’s (1991) theory that human interaction quality often mitigates the impact of service failures.
Moreover, the hotel’s internal employee satisfaction data showed that maintenance staff rated their own confidence in handling guest requests at 4.1/5 on average, suggesting a high level of morale and training investment.
[bookmark: _Toc200485469]4.1.5. Impact on Overall Guest Satisfaction and Review Scores:
Quantitative analysis of Booking.com scores revealed a pattern: rooms with reported maintenance issues, regardless of severity, were associated with overall satisfaction scores 1.1 points lower (average rating 7.0) than rooms with no recorded issues (average rating 8.1). This difference was statistically significant (p < 0.05) based on a sample of 132 reviews across a 12-month period.
This confirms literature from Xie and Chen (2014), who assert that even minor in-room maintenance failures can severely affect guest perception, especially in business or short-stay hotels.
Reviews that mentioned a prompt and professional response often neutralized the negative sentiment, with phrases such as “wasn’t ideal, but handled well” indicating the success of recovery efforts.
The Marriott Global Guest Satisfaction Survey (GSS) targets a 15-minute acknowledgment and 45-minute resolution time for maintenance requests (Marriott International, 2023). Delta Swansea’s average resolution time, as recorded by internal logs, was found to be 78 minutes, with acknowledgment times averaging 22 minutes.
Although the hotel meets acknowledgment benchmarks in 67% of cases, it only meets the full resolution target in 41% of instances. This indicates a gap that may contribute to moderate satisfaction scores on platforms such as TripAdvisor (average 4.0/5) and Booking.com (7.8/10).
The findings clearly illustrate that maintenance response time is a critical component of the overall guest experience at Delta by Marriott Swansea. While staff professionalism and quick acknowledgment help mitigate the impact of delays, longer resolution times and inconsistent communication remain areas of concern. These gaps directly correlate with lower guest satisfaction scores and affect the hotel’s reputation and repeat business potential.
[bookmark: _Toc200485470]4.2 Discussion:
This chapter critically analyses and interprets the findings in light of existing literature, evaluating their relevance to the research objective: to examine how maintenance response time affects guest satisfaction at Delta by Marriott Swansea. The analysis explores the implications of these findings on hotel operations and guest loyalty, discusses the theoretical underpinnings, and reflects on limitations while offering direction for future research and operational improvements.
[bookmark: _Toc200485471]4.2.1. Interpreting Response Time as a Service Quality Indicator:
The research findings confirmed that timely maintenance response is a fundamental component of perceived service quality. Guests consistently rated their stay lower when maintenance issues were not addressed promptly—mirroring previous studies by Mattila and O’Neill (2003), who established that operational failures in room conditions significantly reduce satisfaction ratings. According to the SERVQUAL model (Parasuraman, Zeithaml & Berry, 1985), responsiveness is one of the five core dimensions of service quality, and the case study confirms this element’s vital role in shaping the guest experience at Delta Swansea.
Notably, the hotel’s average resolution time (78 minutes) exceeds Marriott’s global benchmark of 45 minutes (Marriott International, 2023), raising concerns about the hotel’s ability to deliver consistent brand-standard service. While minor maintenance issues may appear operational, their psychological effect on guests’ perceived value and trust in the brand is substantial, aligning with the arguments of Kandampully (2015) who emphasized that service recovery begins with time sensitivity.
[bookmark: _Toc200485472]4.2.2. Guest Expectations in the Era of Instant Gratification:
The hospitality sector operates within an increasingly guest-centric economy, where consumer expectations are heavily influenced by the immediacy and transparency enabled by digital platforms. Today’s hotel guests are no longer passive recipients of service; they are informed, connected, and often conditioned by experiences with real-time communication in other industries such as retail, aviation, and on-demand services. As a result, hotels are under growing pressure to deliver swift, seamless, and proactive service across all touchpoints—including maintenance responses, which have traditionally operated in the background of guest experience.
Research by Noone and McGuire (2013) supports this shift, asserting that modern hotel guests demand not only comfort and functionality but also rapid resolution of service issues, particularly when those issues affect the quality of in-room experience. Guests now expect to be kept informed throughout the service journey—whether that involves confirming receipt of a maintenance request or providing estimated times for resolution. In this context, responsiveness is not limited to speed, but also encompasses clear and consistent communication. This aligns with the classic findings of Berry, Zeithaml and Parasuraman (1994), who argued that service failure becomes significantly more damaging when guests feel disregarded or left in uncertainty. The psychological impact of being ignored, even momentarily, can outweigh the actual inconvenience of the technical fault, leading to disproportionate dissatisfaction.
At Delta by Marriott Swansea, research findings from both guest reviews and internal staff interviews revealed that many negative experiences stemmed not solely from the technical fault itself, but from the lack of communication during the resolution process. In several instances, guests noted having to follow up multiple times on unresolved issues or receiving no acknowledgment after reporting a problem. This communication gap reflects a disconnect between the maintenance department and the front office, where fault reports are logged but not always tracked or updated in real-time. For a brand like Marriott, which promises consistent service delivery across its global portfolio, such operational silos risk undermining brand loyalty and online reputation.
To bridge this gap, the integration of AI-based service tracking systems presents a compelling solution. These technologies can automate notifications to both staff and guests, offering real-time updates on maintenance request statuses and reducing the uncertainty that often triggers dissatisfaction. Ivanov and Webster (2019) highlight the growing use of service automation and artificial intelligence in hotels, noting that such systems not only improve operational efficiency but also enhance the perceived reliability of the service experience. By ensuring that every maintenance request is acknowledged promptly and tracked through to completion—with updates sent to the guest at each stage—hotels can transform what would otherwise be a service failure into an opportunity for service recovery and guest reassurance.
[bookmark: _Toc200485473]4.2.3. Role of Human Interaction and Emotional Recovery:
Despite the operational shortcomings, findings revealed that guest dissatisfaction was sometimes mitigated by positive personal interactions. As highlighted by Berry and Parasuraman (1991), a well-handled interpersonal exchange can transform a negative experience into a loyalty-building moment. Guests at Delta Swansea praised the politeness and professionalism of the maintenance and front desk staff, reinforcing the concept of “emotional recovery” introduced by McColl-Kennedy et al. (2009). This aligns with Bowen and Ford’s (2004) human resources view of service delivery, which stresses the importance of empowering frontline staff with autonomy and empathy-based training. Thus, while speed remains critical, service quality also depends on how the issue is handled from an emotional perspective.
[bookmark: _Toc200485474]4.2.4. Temporary Fixes and Perceptions of Competence:
One of the most revealing insights from the case study of Delta by Marriott Swansea concerns the negative impact of temporary fixes and reoccurring technical issues on guest satisfaction. While initial responsiveness to a maintenance request is important, the long-term effectiveness of the resolution carries greater weight in shaping the guest’s perception of operational competence and brand reliability. The research findings indicated that guests were equally—if not more—dissatisfied when problems such as leaking taps or malfunctioning air-conditioning units were addressed with short-term solutions that ultimately failed, leading to repeated disruptions during their stay.
This phenomenon supports the argument by Lovelock and Wirtz (2016), who contend that failed service recovery—particularly when it involves superficial or incomplete repairs—results in a “double failure” that compounds guest dissatisfaction. Rather than restoring confidence, these temporary fixes communicate a lack of professionalism or attention to detail. Guests interpret repeated service interruptions as indicative of broader systemic inefficiencies, thereby eroding their trust in the hotel’s operational standards.
At Delta Swansea, temporary plumbing and HVAC repairs emerged as recurring themes in both guest reviews and staff interviews. Some maintenance staff admitted to applying provisional fixes during high-occupancy periods due to time constraints or limited resources, especially when full repairs required downtime in rooms that were already booked. While this may be an operational necessity, it places the guest experience at risk and contributes to service inconsistency, which is particularly damaging in a branded property where guests expect a uniform standard of quality.
This issue points toward underlying structural weaknesses—namely, insufficient investment in preventive maintenance programs and inadequate staffing flexibility during peak periods. The case study aligns with research by Xie and Chen (2014), who found that reoccurring maintenance failures significantly diminish perceived brand reliability and are disproportionately reflected in online reviews, especially on platforms such as TripAdvisor and Booking.com. In today’s digital-first hospitality market, where electronic word-of-mouth (eWOM) influences a substantial portion of booking decisions, repeated technical faults—even when initially addressed—can lead to a cascade of negative feedback that impacts both reputation and revenue.
To address this challenge, Delta Swansea must shift from a reactive to a proactive maintenance strategy, investing in both long-term repairs and capacity planning. Allocating resources toward predictive maintenance technologies—such as IoT-enabled sensors for HVAC monitoring—and scheduling non-urgent repairs during low-occupancy periods can significantly reduce the occurrence of repeat issues. Additionally, empowering maintenance staff with the tools, time, and authority to implement lasting solutions rather than temporary patches will enhance service quality and reinforce guest trust.
[bookmark: _Toc200485475]4.2.5. Link to Online Reputation and Booking Behavior:
An essential implication of these findings is the link between maintenance response time and online guest reviews. As Buhalis and Law (2008) emphasize, electronic word-of-mouth (eWOM) has a direct effect on booking decisions and brand image. The statistical pattern observed—where rooms with maintenance complaints received 1.1-point lower satisfaction scores—demonstrates a quantifiable impact on the hotel’s reputation. he Delta Swansea case further illustrates that platforms like Booking.com and TripAdvisor amplify the consequences of operational flaws. Thus, even minor failures in response time can become long-term reputational liabilities unless recovery processes are robust and transparent (Torres, Adler & Behnke, 2014).
4.2.6. Implications for Brand Compliance and Franchise Standards:
Delta by Marriott, as a branded franchise, operates under Marriott’s global standards. Marriott’s “Brilliant Basics” program emphasizes consistency in essential guest services, including room quality and service responsiveness (Marriott International, 2023). Failure to meet these benchmarks risks brand audits and guest dissatisfaction across all Delta properties. This highlights the managerial implication that maintenance KPIs must be tracked not only for internal improvement but also for brand compliance. As suggested by O’Neill and Mattila (2010), performance metrics tied to brand expectations can drive strategic resource allocation, particularly in maintenance staffing and technology investment.
4.2.7. Strategic Response and Future Operational Improvements:
The research underscores several strategic opportunities for Delta Swansea. Firstly, integrating mobile maintenance tracking tools can streamline request prioritization and reduce communication delays (Law, Buhalis & Cobanoglu, 2014). Secondly, predictive maintenance using AI tools can help identify and resolve common issues before guests notice them—aligned with smart hotel trends discussed by Ivanov and Webster (2019). Operational changes should also consider scheduling engineering staff during high-demand periods to avoid delayed resolutions. Staff training programs on empathetic communication during service failures can further mitigate negative guest sentiment. These measures reflect the broader shift in hospitality towards proactive service design, as discussed by Pine and Gilmore (1999) in the experience economy model.
While the research provides valuable insights, several limitations must be acknowledged. First, the findings are based on a single case study, which may not generalize across all Delta properties or Marriott brands. Second, reliance on online guest reviews introduces the risk of selection bias, as guests with extreme experiences (positive or negative) are more likely to leave feedback (Vermeulen & Seegers, 2009). Additionally, internal data on response times were drawn from staff-reported logs, which may lack full accuracy or consistency. Interviews with staff were also limited in scope and number, potentially omitting perspectives from night-shift or seasonal employees. Despite these limitations, the case study remains a critical window into the intersection of maintenance operations and guest experience.
This discussion reinforces that maintenance response time is not just an operational metric—it is a pivotal determinant of guest satisfaction and hotel reputation. At Delta by Marriott Swansea, while staff professionalism and recovery efforts are strong, systemic issues related to communication delays and temporary fixes undermine guest trust. By aligning operational improvements with technological innovation, brand compliance, and emotional intelligence, the hotel can transform service failures into opportunities for enhancing guest loyalty and brand perception. The implications extend beyond the individual property, offering valuable insights for hospitality operators across Marriott’s portfolio and the wider hotel industry.
[bookmark: _Toc200485476]5. Conclusion and recommendations:
[bookmark: _Toc200485477]5.1 Conclusion:
This concluding chapter summaries the major findings of the study and reflects on the implications of maintenance response time for guest satisfaction within the context of Delta by Marriott Swansea. The research explored how the speed, quality, and communication of maintenance interventions influence guest perceptions, experience ratings, and loyalty. Drawing from both primary data (guest reviews, staff interviews, internal documentation) and established literature, this conclusion reaffirms the critical role that maintenance services play in shaping operational effectiveness and customer satisfaction in the hospitality industry.
The core aim of this study was to investigate the extent to which maintenance response time affects guest satisfaction at Delta by Marriott Swansea. A case study methodology was adopted to generate an in-depth understanding of guest feedback, internal operational dynamics, and employee perspectives. The analysis was structured around key themes: response speed, communication, repair quality, staff professionalism, and guest satisfaction impact.
This research was motivated by the increasing importance of operational efficiency and service recovery strategies in maintaining competitive advantage in the hospitality sector (Lovelock & Wirtz, 2016; Kandampully, 2015). The findings contribute to a better understanding of how a frequently overlooked operational element—engineering response—can significantly affect the overall guest experience.
[bookmark: _Toc200485478]5.1.1. Key Findings and Their Significance:
· Response Time Directly Impacts Satisfaction:
The study found a clear and consistent correlation between response time to maintenance issues and guest satisfaction ratings. Guests whose problems were resolved within a short timeframe reported higher satisfaction and greater likelihood to recommend the hotel. This supports prior findings by Mattila and O’Neill (2003), who emphasized timely service as a key determinant of satisfaction in hotel environments. Delta Swansea’s average maintenance response time of 78 minutes exceeded Marriott’s internal target of 45 minutes (Marriott International, 2023), reflecting a gap that directly influenced guest reviews, some of which reported ruined experiences due to delayed resolutions.
· Communication is as Crucial as Resolution:
Guests were more likely to overlook delays when staff communicated clearly, showed empathy, and provided accurate time estimates. The importance of communication in service recovery is widely supported by service quality models such as SERVQUAL (Parasuraman, Zeithaml & Berry, 1985), which emphasize reliability and responsiveness.
The failure to communicate effectively—highlighted in 31% of guest complaints—suggests a breakdown between front-of-house and engineering operations. This failure undermines guest confidence even when the final outcome is satisfactory, consistent with Berry et al. (1994), who emphasized the emotional dimension of service recovery.
· Temporary Fixes Erode Trust:
Another critical finding was the dissatisfaction associated with superficial or repeat repairs. Several guests noted that problems, such as leaking taps or faulty heating, reappeared during their stay. This aligns with Lovelock and Wirtz (2016), who argue that service recovery must not only be prompt but also permanent to maintain guest loyalty. This trend also highlighted a resource limitation at Delta Swansea—where engineering staff faced pressure during peak times and prioritized temporary fixes over lasting solutions.
· Staff Professionalism Mitigates Negative Experiences:
The research also revealed that despite some operational shortfalls, staff professionalism had a mitigating effect on guest dissatisfaction. Guests praised the friendliness, attitude, and efforts of both engineering and reception staff. As argued by Bowen and Ford (2004), human factors in service delivery significantly shape service recovery outcomes and guest loyalty. This supports the hotel’s ongoing investment in staff training and empowerment, which emerged in interviews as a consistent area of strength. The role of interpersonal service quality remains crucial in hospitality, where emotional connections often outweigh transactional efficiency (McColl-Kennedy et al., 2009).
· Online Reputation and Booking Behaviour Maintenance:
Related issues not only impacted immediate guest satisfaction but also influenced the hotel’s public reputation. Rooms with maintenance complaints were associated with an average of 1.1 lower guest satisfaction score, a finding that reflects the growing power of online reviews in shaping consumer decision-making (Buhalis & Law, 2008).
This effect is long-lasting, as negative reviews continue to influence future bookings, especially in digital-first decision-making environments. As Torres, Adler, and Behnke (2014) suggest, effective service recovery can turn negative experiences into positive endorsements—but only when handled well.
[bookmark: _Toc200485479]5.1.2. Implications for Hotel Operations:
The findings of this research provide clear direction for hotel managers, particularly in the areas of operations, guest services, and quality assurance. Specifically: 
• Operational Planning: Maintenance staff schedules should be aligned with occupancy forecasts to prevent delayed responses during high-demand periods.
 • Technology Integration: Digital platforms for maintenance tracking and guest communication (e.g., real-time request updates) can close the communication gap and increase transparency. 
• Preventive Maintenance: Long-term investment in infrastructure and scheduled checks can reduce the frequency of guest-reported issues and free up resources for emergency fixes. 
• Staff Training: Soft-skill training and empowerment strategies can enhance guest interactions, particularly when dealing with service failures or delays.
These measures reflect the industry’s growing recognition that operational performance is central to guest satisfaction, brand compliance, and overall financial success (O’Neill & Mattila, 2010).
In conclusion, this study demonstrates that maintenance response time is a vital determinant of guest satisfaction within the hotel sector. It impacts not only the in-stay experience but also long-term brand perception and booking behavior. Delta by Marriott Swansea exemplifies how delays and communication breakdowns in maintenance can compromise otherwise strong hospitality offerings. Nevertheless, the hotel also illustrates the power of professional staff and service recovery to salvage guest relationships when things go wrong. For hotel managers, the lesson is clear: treat maintenance not as a back-end operation but as a core component of service quality and guest satisfaction strategy.
[bookmark: _Toc200485480]5.2 Recommendations:
Based on the findings and analysis of the case study at Delta by Marriott Swansea, several evidence-based and experience-informed recommendations are presented to enhance maintenance response efficiency and thereby improve overall guest satisfaction. These recommendations are designed with practical applicability, organizational capacity, and the strategic priorities of a branded property under Marriott International in mind.
[bookmark: _Toc200485481]5.2.1. Implement a Digital Maintenance Management System (CMMS):
One of the core issues identified in the findings was the inconsistency and delay in responding to maintenance requests. A cloud-based Computerized Maintenance Management System (CMMS) can streamline the tracking, delegation, and completion of maintenance tasks. The system should allow frontline staff and guests (via the Marriott Bonvoy app) to log faults immediately, generating real-time alerts to the maintenance department.
A study by Zhang et al. (2020) highlights that CMMS systems in hotels can reduce average resolution time by up to 40%, improving operational efficiency and guest perception of responsiveness. Integration with mobile devices ensures that maintenance technicians receive job alerts on the go, reducing the risk of communication bottlenecks.
[bookmark: _Toc200485482]5.2.2. Introduce Key Performance Indicators (KPIs) for Maintenance Staff:
Establishing performance metrics such as Average Response Time (ART), Time to Completion (TTC), and Guest Satisfaction Post-Repair will help quantify maintenance performance. These KPIs should be monitored monthly and included in departmental reviews.
In Marriott properties globally, the use of KPI-driven performance reviews has proven effective in aligning team accountability with service delivery standards (Marriott International, 2023). Encouraging competition among engineering teams through leaderboards or recognition schemes may further enhance responsiveness.
[bookmark: _Toc200485483]5.2.3. Enhance Training and Cross-Departmental Communication:
The placement experience at Delta Swansea highlighted the gap between housekeeping and maintenance teams regarding fault reporting. Housekeeping often identifies faults (e.g. broken lamps, AC issues) first, yet delays occur due to inefficient reporting mechanisms.
Cross-training and briefings that clarify fault escalation procedures can enhance interdepartmental synergy. As Solnet et al. (2019) affirm, collaborative training improves service delivery by promoting ownership and shared responsibility for guest satisfaction.
[bookmark: _Toc200485484]5.2.4. Establish a Dedicated Preventive Maintenance Schedule:
Reactive maintenance dominates at Delta Swansea, which increases guest complaints and system downtime. Implementing a robust Preventive Maintenance (PM) strategy reduces long-term costs and enhances the reliability of facilities.
According to Ali et al. (2018), hotels that proactively conduct PM experience fewer breakdowns, which directly correlates with positive online reviews. Marriott’s Global Maintenance Standards recommend PM cycles based on room occupancy levels, equipment usage, and seasonal demand.
[bookmark: _Toc200485485]5.2.5. Leverage Guest Feedback for Service Recovery:
Guest feedback on TripAdvisor and Booking.com identified specific recurring maintenance issues, such as faulty air-conditioning and leaking fixtures. These reviews should be mined for insights, with data integrated into the CMMS to track recurrence rates.
Hotels such as Hilton and Accor employ text-mining tools to extract themes from guest reviews and align maintenance priorities accordingly (Kim & Park, 2021). Delta Swansea should similarly develop a monthly review report that aggregates maintenance-related complaints and maps them against resolution records.
[bookmark: _Toc200485486]5.2.6. Adopt Smart Sensors and IoT Monitoring:
To address hidden or slow-developing issues like water leaks, temperature imbalances, or power outages, smart sensors and Internet of Things (IoT) monitoring tools should be installed in guest rooms and critical infrastructure areas.
Marriott Bonvoy’s innovation pilot in select UK properties showed that IoT-based fault detection cut water-related guest complaints by 35% over six months (Hospitality Net, 2022). Although an upfront investment is needed, ROI is measurable in guest retention and reduced emergency repair costs.
[bookmark: _Toc200485487]5.2.7. Create a Guest-Facing Real-Time Fault Reporting Feature:
Adding a simple feature on the in-room TV, room phone, or mobile app where guests can report maintenance issues directly and receive updates improves transparency and control over service expectations.
According to Tsang and Hsu (2017), guests appreciate acknowledgment and progress updates even more than rapid resolution, as it reduces uncertainty. Delta Swansea can integrate this through existing Marriott platforms at minimal added cost.
[bookmark: _Toc200485488]5.2.8. Institutionalize a Feedback Loop Between Maintenance and Front Office:
Feedback from maintenance teams regarding root causes of recurrent faults should be shared with front-office staff, enabling them to manage guest expectations more effectively and offer proactive compensation or room moves when necessary.
As demonstrated by Baker and Magnini (2020), involving non-maintenance departments in understanding facilities-related issues fosters empathy and facilitates smoother service recovery.
Collectively, these recommendations offer a strategic and operational blueprint for Delta by Marriott Swansea to reduce maintenance response times, improve interdepartmental efficiency, and elevate the guest experience. Implementing digital tools, preventive strategies, and structured communication loops will not only enhance guest satisfaction but also align the property with Marriott’s global service excellence standards.
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