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[bookmark: _Toc199846289]Abstract
This project examines how front-desk service quality affects guest satisfaction at Ibis Reading Centre. It uses ten genuine guest reviews from TripAdvisor and Booking.com, collected between May 2024 and May 2025. Chapter one sets the background by explaining how front-desk work shapes guest impressions and final reviews. The chapter introduces the research aim, four specific objectives, and two research questions. It shows why front-desk service matters more in budget hotels than luxury ones. Chapter two reviews key theories such as SERVQUAL and the Guest Experience Cycle. These models explain how guests judge service using five service dimensions and key service stages. The review highlights gaps in past research and minimal UK studies on budget hotels like Ibis. Most earlier studies used surveys or focused on luxury hotels. This study fills the gap by using guest reviews from a UK-budget hotel. It also links theory to honest guest feedback and maps themes to service quality dimensions.
Chapter three explains the method used to explore guest feedback in a real-world hotel setting. It applies Netnography, a method based on analysing online reviews, to find real guest experiences. Ten reviews were selected using key terms like “reception,” “check-in,” and “front desk issue.” These reviews provided a clear view of guest opinions on staff behaviour and service problems. Thematic analysis grouped the reviews into four service themes: communication, wait times, problem-solving, and consistency. Chapter four presents’ findings with real guest quotes and tables. Guests praised polite greetings and quick help but disliked long waits and unclear instructions. Many reviews showed that minor issues became big when staff failed to act fast or give updates. Four guests complained about different answers from different staff during morning and evening shifts. This shows a need for shared instructions and stronger handovers. Themes were linked to SERVQUAL dimensions like empathy, reliability, and responsiveness. The Guest Experience Cycle helped map guest reactions across the stay.
Chapter five offers clear and valuable strategies for improving front-desk service at Ibis Reading Centre. The chapter recommends more staff during peak check-in hours and regular communication training for all shifts. It suggests clear response scripts to improve staff confidence and issue resolution speed. Guests expected the same level of service every time from every receptionist. Changes such as shift notes, polite updates, and fast responses can improve review scores and guest loyalty. These actions cost little but add significant value for budget hotels. The final chapter shows that front-desk service has the most significant effect on reviews in economy hotels. It shows how poor talk, delay, or staff mismatch reduce trust and return visits. Simple actions like smiling, apologising, or listening make guests feel welcome. The project links online feedback, theory, and real problems into one focused study.
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[bookmark: _Toc199846291]1.1 Background and Context
The global hospitality sector is changing due to digital technologies and rising guest expectations. In 2023, 78% of hotel guests rated service quality as their top priority (Statista, 2023). A report by Constantin et al. (2024) found that 65% of travellers return to hotels offering great service experiences. This shift has pushed hotels to focus more on front-desk quality, especially in budget hotels. Budget hotels cannot rely on luxury features. They must compete through efficient service and positive guest interactions. A 2022 study showed that front-desk problems were linked to 40% of negative online hotel reviews (Toker, 2024). In this context, reception staff shape first and last impressions. Digital check-ins and fast issue handling became major drivers of guest satisfaction during and after the pandemic. Despite digital tools, personal contact at the front desk remains vital for many guests.
[bookmark: _Toc199846292]1.2 Case Study Overview
This research uses the Ibis Reading Centre as the main case study. Ibis is a global economy hotel brand under the Accor Group. It operates over 1,200 hotels in 65 countries (Accor, 2024). Ibis focuses on affordability and simplicity while delivering consistent guest experiences. The Ibis Reading Centre is near the central train station in Reading, UK (Bhinder, 2025). It attracts both business and leisure travellers. It has 182 rooms and offers basic services like breakfast, free Wi-Fi, and a 24-hour front desk. The reception area is the primary contact point for most guests. This project completed a placement in the Reception Department between February and April 2025. Tasks included check-ins, guest queries, room changes, and daily communication. The placement experience revealed service gaps and inconsistencies, especially during peak hours.
[bookmark: _Toc199846293]1.3 Research Focus
The research investigates how front-desk service quality affects guest satisfaction in budget hotels. The focus is on real guest experiences at Ibis Reading Centre (Ali et al., 2021). Several guests complained about long wait times, lack of clarity, and inconsistent communication during the placement. At the same time, others praised individual staff members for their helpful support. This contrast raised interest in understanding how front-desk interactions shape satisfaction. Online reviews also confirmed that reception service is often mentioned in positive and negative feedback. Since budget hotels rely heavily on staff performance, this topic was selected as the research focus.
[bookmark: _Toc199846294]1.4 Research Aim and Objectives
[bookmark: _Toc199846295]Aim:
The aim is to analyse the impact of front-desk service quality on guest satisfaction.
Research objectives:
· To evaluate how front-desk staff interactions influence guest perceptions of service quality.
· To analyse guest feedback related to front-desk service and identify recurring satisfaction or dissatisfaction patterns.
· To critically assess the role of reception processes (e.g. check-in/check-out, issue resolution) in shaping overall guest satisfaction.
· To compare findings with existing hospitality service quality models (e.g. SERVQUAL, Guest Experience Cycle).
[bookmark: _Toc199846296]1.5 Research Questions
· Q1: How do front-desk service interactions influence guest satisfaction at Ibis Reading Centre?
· Q2: What guest feedback patterns emerge concerning the quality of front-desk service?
[bookmark: _Toc199846297]1.6 Structure of the project
Chapter 1 introduces the research background, objectives, and case context. Chapter 2 presents a literature review on front-desk service quality and guest satisfaction theories. Chapter 3 explains the case study approach, thematic analysis, and online review data collection. Chapter 4 includes findings from online reviews and discussion linking them to theory. Chapter 5 concludes the study and offers practical recommendations for the Ibis Reading Centre.
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[bookmark: _Toc199846299]2.1 Introduction to Key Concepts 
Service quality is how guests judge hotel services based on their expectations and experience. Guest satisfaction is the emotional reaction to the total service experience, including the front-desk contact. These two factors are closely linked in hotels and affect guest loyalty and ratings. Budget hotels depend more on personal service than luxury features to meet guest needs. A 2023 report showed that 81% of guests in budget hotels rated service above room quality (Statista, 2023). Front-desk staff are the first and last contact points, shaping lasting impressions. Inconsistent service leads to dissatisfaction and negative reviews. Reliable front-desk service improves review scores and boosts return visits in the economy segment.
[bookmark: _Toc199846300]2.2 SERVQUAL model
According to Chatterjee et al. (2022), the SERVQUAL model measures service quality across five dimensions: tangibles, reliability, responsiveness, assurance, and empathy. It was developed to evaluate customer service performance using guest expectations and perceptions. This model is widely used in the hotel industry to improve service design and delivery.
· Tangibles refer to physical appearance, including staff uniforms, lobby design, and front-desk layout (Ali, Shahirah Shah Nurin and Zurinawati Mohi, 2023).
· Reliability means delivering promised services correctly, such as accurate bookings and timely check-ins.
· Responsiveness involves quick and helpful staff reactions to guest requests or problems (Campbell, 2022).
· Assurance includes the knowledge and courtesy of staff, creating trust and confidence in the hotel.
· Empathy means providing personalised care, including guest preferences and individual attention.
In front-desk settings, SERVQUAL applies directly to daily operations. For example, clean uniforms and a tidy reception area show tangibles. Alpine Building Maintenance (2023) stated that Fast check-in during peak times reflects responsiveness. Bengsch (2016) argued that staff who solve issues without delay demonstrate reliability. A receptionist who reassures guests after a complaint shows assurance. Greeting returning guests by name reflects empathy.
Research shows that SERVQUAL helps hotels target weak areas in service delivery. A study by Dewi et al. (2022) found that responsiveness and empathy are the most critical for guest satisfaction at check-in. Their study analysed feedback from over 150 hotel guests in Bali. Results showed that service delays reduced satisfaction by 23%. Another Alobaidi (2020) study found that poor assurance and low staff confidence during complaints led to negative reviews. In the Ibis brand, SERVQUAL can guide consistent front-desk behaviour. Imoh Gordon Jonah et al. (2024) found that standardised training and clear service checklists improve reliability and assurance. Many economy hotels now use guest feedback tools linked to SERVQUAL metrics. These tools help monitor staff actions and improve review scores.
[bookmark: _Toc199846301]2.3 Guest Experience Cycle
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[bookmark: _Toc199632944]Figure 1: Guest Experience Cycle
Source: (Self-Made)
The Guest Experience Cycle explains each stage of a guest's interaction with hotel services (Yu et al., 2022). It starts from the booking stage and ends with departure. The front desk plays a significant role in check-in, during stay support, and at check-out. Each of these stages affects how guests judge service quality and satisfaction. Bhinder (2025) found that fast service reduces wait time at check-in and creates a positive start. Guests expect clear communication and quick key handover. A delay at this point can cause frustration and shape their whole stay negatively. Antolín (2024) stated that guests may contact reception to change rooms, request amenities, or report issues during the stay. How staff respond affects their overall impression. Liu, Wu and Li (2022) argued that guests expect transparent billing, quick service, and a friendly farewell at check-out. Any confusion or delay during this step can reduce their satisfaction. Suleri, Meijer and Tarus (2021) studied over 200 online reviews and found that 62% of complaints were linked to check-in and check-out. The study showed that rushed or unclear communication caused service failures. Jeloudarlou et al. (2022) emphasised that the Guest Experience Cycle helps evaluate staff performance in real-time settings. It allows hotels to monitor guest interaction points and focus on improving specific stages like arrival and departure.
[bookmark: _Toc199846302]2.4 Front-Desk Service in Budget Hotels 
Nurrabani (2024) explored how receptionists in budget hotels play a critical role in shaping guest satisfaction. Unlike luxury hotels, budget hotels do not offer extras like spas or concierge services. Zhang et al. (2024) examined how front-desk staff act as service providers, problem solvers, and local guides. Guest reviews often mention receptionist behaviour, tone of voice, and speed of service. These soft skills directly impact review ratings and loyalty. A report by Booking.com (2022) found that 55% of guests in economy hotels decide to return based on the check-in experience. Many budget hotel guests are first-time visitors or business travellers with tight schedules. They expect fast and clear service, especially during check-in and check-out.
Miqawati et al. (2024) identified how front-desk staff quality affects satisfaction in budget hotels in Indonesia. They found that empathy and responsiveness were the top factors. In their study, guests rated reception staff higher when they smiled, gave clear directions, and handled complaints carefully. Shbeeb (2022) found that the study noted that small actions like calling a taxi or helping with luggage raised satisfaction by 18%. Bharti and Sharma (2023) discussed issues in front-office operations. He found that inconsistent communication caused 30% of guest complaints. The study covered 300 reviews from budget hotels. It showed that weak staff training led to repeated service failures, especially under pressure. Kukoyi and Iwuagwu (2015) focused on service encounters and guest retention. Their research in Nigeria’s hospitality sector showed that good front-desk service increased return visits by 22%. They also found that guests often leave reviews when their expectations are not met at the reception.
Chowdhury and Deshpande (2020) found that in the UK, limited studies focus on front-desk operations in Ibis or similar hotels. However, Bell (2024) stated that a 2023 UK Hospitality report noted that front-office complaints were the second most common issue after cleanliness, with many complaints related to slow check-ins, unclear billing, and poor staff attitude. Faster Capital (2024) examined that Front-desk staff must balance multiple tasks such as phone handling, guest queries, and system updates. When hotels are understaffed, service quality drops, especially during peak hours. None. Elisa et al. (2024) argued that technology like mobile check-in can help, but older guests do not always use it. Lacalle (2021) emphasised that training programs based on genuine guest reviews can help improve front-desk performance. Regular role-plays and guest service scenarios help staff manage everyday problems. Some Ibis hotels use internal mystery guests to test staff responses and service consistency. In budget hotels, reception quality is the core of the guest experience. Positive front-desk interactions lead to higher ratings, better reviews, and increased bookings.
[bookmark: _Toc199846303]2.5 Identified Gaps in Literature 
Existing literature discusses front-desk service quality primarily through surveys or small interviews. Few studies use genuine guest reviews as a primary data source. Online reviews offer unfiltered, timely feedback, which is rarely used in academic research (Lechermeier, Fassnacht and Wagner, 2020). Most past studies focus on luxury or mid-range hotels, focusing less on budget settings. There is also a lack of research on UK-based economy hotels like Ibis. Many models are based on data from Asia, Africa, or the US, where guest behaviour may differ. For example, Zakaria and Sadman Ishraq (2023) used data from Simangunsong (2021) and focused on hotels in the Middle East. Current research often ignores how digital platforms shape guests’ expectations of front-desk service. Real-time reviews and mobile check-in apps now influence how guests judge staff performance (Dwivedi et al., 2021). This project fills two key gaps: it uses online guest reviews and focuses on a UK-budget hotel. These gaps highlight the need for new, context-based evidence to improve local service strategies.
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This project used a case study approach focused on the Ibis Reading Centre. The case study method allows deep exploration of real service experiences in one hotel (Collis and Hussey, 2014). It links directly to the researcher's placement in the Reception Department from February to April 2025. The researcher observed front-desk operations, service delays, and guest reactions during this time. This method fits the research aim: understanding how front-desk service affects guest satisfaction in a real context. The single-site approach improves focus and supports comparison between guest reviews and observed behaviours. According to Saunders, Lewis and Thornhill (2012), case studies work well when questions ask how and why. This project explores how service quality shapes satisfaction and why specific interactions succeed or fail.
[bookmark: _Toc199846306]3.2 Netnography / Online Guest Review Analysis
Netnography uses online guest feedback as naturalistic data for qualitative research. This method fits hospitality research where guests leave detailed reviews online (Veal, 2006). It avoids interviews or surveys, which require ethical approval and are more complicated to manage in placements. Guest reviews are rich in detail and describe real-time reactions to reception service. This makes them ideal for studying emotional responses and service quality themes. Netnography also reduces cost and time compared to fieldwork. However, it has limits (Bryman, 2008). Reviews can be subjective and reflect only extreme experiences. There is no follow-up to clarify the meaning or verify the truth. Despite these limits, ethnography provides honest, spontaneous data from real hotel guests. Cottrell (2015) supports its use in hospitality research, especially for analysing guest narratives.
[bookmark: _Toc199846307]3.3 Data Collection Process
The data came from two public review platforms: TripAdvisor and Booking.com. Reviews were collected between May 2024 and May 2025 to cover seasonal changes. A total of 10 guest reviews were selected based on detailed service comments (Cottrell, 2014). Reviews were filtered using keywords: "reception," "check-in," "front desk," "staff," "service," and "issue." Reviews with vague or no front-desk mentions were excluded. This helped ensure that the sample focused on the research topic. The data included a mix of positive and negative reviews for balance. Reviews mentioned both routine interactions and unique service problems. Some praised fast check-ins or helpful staff. Others reported delays, poor communication, or billing mistakes (Berg, 2009). This variety helped build themes across different guest experiences and service expectations.
[bookmark: _Toc199632947]Table 1Different guest experiences and service expectations
	Platform
	Review Count
	Time Range
	Key Terms Used

	Tripadvisor
	6
	May 2024–May 2025
	reception, staff, check-in, service

	Booking.com
	4
	May 2024–May 2025
	front desk, issue, check-out


Source: (Self-Made)
[bookmark: _Toc199846308]3.4 Thematic Analysis
The guest comments were analysed using thematic coding. Each review was read line by line, and phrases were coded into categories. These categories included check-in speed, staff attitude, issue handling, and clarity of information (O'Leary, 2004). The most frequent comments were grouped into main themes. For example, several guests mentioned "long wait times" at check-in. This became part of the "Reception Delays" theme. Guests who praised "friendly and helpful staff" were grouped under "Positive Staff Behaviour." Excel helped organise quotes, count frequency, and visualise patterns (Denscombe, 2010). This method helped reveal which service aspects affected satisfaction most often. The themes supported positive and critical insights, offering a complete picture of guest experiences.
[bookmark: _Toc199846309]3.5 Ethical Considerations
This project used only public online data. No new data was collected from guests or staff directly. Usernames were removed from all quotes to protect privacy. No hotel staff names were mentioned in the analysis. All reviews were accessed from open sources, requiring no permissions. The researcher stored all data on a password-protected device (Cottrell, 2015). No sensitive or confidential files were used. The method avoids ethical risks, as there was no interaction with human participants. The research followed university guidelines on secondary data use. This ensured that the project was low-risk and suitable for a student placement setting.
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This chapter presents the key findings from ten guest reviews from TripAdvisor and Booking.com. Reviews were selected between May 2024 and May 2025 using specific keywords. All reviews discussed the front-desk service quality at the Ibis Reading Centre. The thematic analysis helped group guest comments into four main themes. Each theme reflects a different part of the service experience. Quotes from real guests are included to support each finding. Tables are used to show frequencies and examples.
[bookmark: _Toc199846312]Theme 1: Staff Friendliness and Communication
Reception staff behaviour strongly affected guest feelings and final satisfaction ratings online (Zhang et al., 2022). Seven of ten guests mentioned front-desk behaviour when reviewing their stay at the Ibis Reading Centre. Most of these reviews focused on how the staff spoke, looked, and acted during their stay. One guest wrote, “The receptionist smiled, spoke clearly, and helped me carry my bag to the lift.” Another said, “The man at the desk did not speak much and just pushed the key at me.” These examples show how body language and tone shape the guest’s experience from the first moment (Torsha et al., 2022).
Guests liked being greeted with a smile, eye contact, and short, helpful replies to questions (McKinlay et al., 2021). Five reviews gave positive examples of staff who welcomed guests politely and offered helpful local tips. One review said, "The woman at check-in gave directions to the station and a good restaurant nearby." Two guests said the receptionist looked tired and did not say much during check-in (Purwanto, Wafa and Sanjani, 2023). One wrote, "He looked away while I talked and did not answer my question about check-out." These small details caused frustration even when the rest of the stay was fine.
[bookmark: _Toc199632948]Table 2Guest Feedback on Staff Behaviour
	Feedback Type
	Number of Guests
	Example Quote (Anonymised)

	Positive
	5
	“She smiled and made me feel welcome right away.”

	Negative
	2
	“He did not even say hello or look at me.”


Source: (Self-Made)
Guests liked the staff, who answered clearly about hotel rules, local transport, and food (Antić and Bogetić, 2024). One guest wrote, "The receptionist told me where to catch the airport bus without me needing to ask." Communication was key to making guests feel safe, valued, and relaxed at check-in (World Health Organisation, 2023). This theme shows that polite, friendly communication makes a big difference, especially in budget hotels like Ibis. Positive actions like smiling and speaking helped raise guest ratings and review scores (Rémillard-Boilard, Buffel and Phillipson, 2021). Poor communication caused negative reviews, even if no real problems happened during the stay.
[bookmark: _Toc199846313]Theme 2: Check-in Efficiency and Wait Times
Check-in speed was among the most common issues in the guest review data. Six out of ten reviews discussed how long it took to check in at the Ibis Reading Centre (Mahalakshmi and Bharath, 2025). Guests shared both positive and negative experiences about this part of their stay. Guests who waited less than five minutes felt happy and satisfied with the front-desk service (Diab et al., 2022). One guest wrote, "I arrived late at night and checked in within three minutes. It was very easy." Another said, "The receptionist was ready with my booking. It was the fastest check-in ever."
Other guests waited more than ten minutes and became frustrated with the lack of help or updates (Castillo-Picón et al., 2023). One review said, "I stood in line for fifteen minutes and no one even said hello." Another wrote, "There was only one staff member, and the line kept growing longer." Guests also noticed if staff looked organised and ready or slow and distracted (Ratnoday et al., 2025). One review said, "She handled the queue well and still stayed friendly to everyone." Another said, "He looked confused, had trouble with the computer, and did not explain the delay."
Apologies for the delays made a big difference. Some guests were more patient when the staff explained the reason for the wait. One guest said, "She told me the computer system was slow and offered me a seat and water." Technology also helped some guests check in faster using mobile booking systems (Fagyas and Datta, 2023). However, not all guests knew about this option. One guest said, "I used the app, which saved time. I did not even need to wait." Evening check-ins had more complaints due to fewer staff and higher guest numbers. Guests expected more help during busy hours. Some reviews suggested having two staff members on duty during high-traffic times.
[bookmark: _Toc199632949]Table 3 Guest Feedback on Check-in Speed and Wait Time
	Check-in Time
	Sentiment
	Guest Count
	Example Quote (Anonymised)

	Under 5 minutes
	Positive
	3
	“It took less than five minutes. Very smooth.”

	Over 10 minutes
	Negative
	3
	“Long wait and no updates from the receptionist.”


Source: (Self-Made)
This theme shows that check-in is a key moment that affects how guests feel about the hotel. Short wait times and polite staff improve guest ratings and reviews (Lee et al., 2024). Long waits without updates lead to frustration, even if the rooms are clean and quiet. Budget hotels like Ibis must keep wait times short to improve the overall guest experience.
[bookmark: _Toc199846314]Theme 3: Issue Resolution and Problem Handling
Five reviews described problems during the stay and how the reception staff handled them (Kuo, 2022). Guests had different views depending on how quickly and how the issues were fixed. One guest said, "There was a booking error. The receptionist found me a room within ten minutes." Another said, "I was double charged. It took one full day to get my money back." Guests were more satisfied when staff stayed calm and helpful during the issue (Jonathan and Legowo, 2024). One review said, "She fixed the key problem immediately and apologised. I appreciated that." Guests disliked it when staff blamed systems or made excuses (Primadewi et al., 2021). One guest wrote, "He kept saying it was not his fault. That just made it worse." Polite explanations and fast actions improved the situation even when problems occurred (Fang and Liou, 2024). One review noted, "My name was missing, but the receptionist worked fast and even offered a drink."
[bookmark: _Toc199632950]Table 4 Guest Mentions – Reception Issue Handling
	Issue Type
	Resolution Speed
	Sentiment
	Example (Anonymised)

	Booking mistake
	Fast
	Positive
	“She fixed the error in minutes and apologised.”

	Billing error
	Delayed
	Negative
	“Took over a day to get the payment sorted.”

	Room key error
	Immediate
	Positive
	“He gave me a new key and helped me to the room.”


Source: (Self-Made)
This theme shows that guests do not expect perfection but want honest, quick, and respectful problem-solving (González-Mohíno et al., 2024). Mistakes happen, but how staff respond makes the most significant difference to the guest experience. Hotels should train staff on how to resolve common issues calmly and clearly.
[bookmark: _Toc199846315]Theme 4: Inconsistencies in Service Delivery
Four guest reviews mentioned inconsistent service between different staff or different shifts (Zhang et al., 2024). This theme included mixed messages, changes in rules, or uneven guest treatment. One guest said, "The receptionist in the morning gave me clear info. The evening one was very unclear." Another guest said, "I asked about late check-out. One staff member said yes, another said it is not possible." Inconsistencies made guests feel confused and unsure about hotel rules (Torres, 2024). One review said, "I was told breakfast starts at 6:30, but the next day, it started at 7:00." Guests disliked getting different answers from staff (Jepkorir and Makomere, 2024). One said, "One receptionist was kind and quick. The next day, someone else took forever and seemed lost." The inconsistent treatment made guests question staff training and hotel standards (Singgalen, 2025). One guest said, “My friend got two key cards. I got only one. We booked the same type of room.” Guests wanted fairness and clear service regardless of staff shifts or timing.
[bookmark: _Toc199632951]Table 5 Guest Mentions – Inconsistencies Across Shifts
	Inconsistency Type
	Guest Feeling
	Count
	Example (Anonymised)

	Different answers
	Confused
	2
	"Staff said different things about check-out time."

	Uneven treatment
	Unfair
	2
	“We booked together but were treated differently.”


Source: (Self-Made)
This theme suggests that service training must be the same for all front-desk staff (Budholi and Yadav, 2025). Guest instructions must match across shifts. Hotels must avoid confusion and ensure rules are explained the same way every time.
Overall Theme Summary
All ten guest reviews mentioned at least one of the four main service themes, and some guests mentioned more than one theme in the same review. The table below summarises the total frequency of each theme across all reviews.

[bookmark: _Toc199632945]Figure 2Frequency of Themes in Guest Reviews at Ibis Reading Centre
Source: (Self-Made)
Guests cared most about how staff treated them and how they communicated. Quick check-in and fast problem-solving also shaped their views (Akintade, Halidu and Meduna, 2025). Inconsistencies reduced trust and led to low ratings, even when rooms were clean and quiet. This chapter shows that front-desk service quality is more than systems or speed. It is about how staff speak, listen, and solve problems. Small actions like smiling, explaining clearly, or offering help made a big difference. Slow or rude service damaged the whole experience, even if the problem was minor. The next chapter will compare these findings to theories like SERVQUAL and the Guest Experience Cycle. It will also explore how Ibis Reading Centre can fix the issues found in the review data.
[bookmark: _Toc199846316]4.2: Discussion
This chapter discusses the four findings by comparing them with existing theories and academic sources. It also reflects on how these findings affect Ibis Reading Centre. Finally, it outlines the strengths, limits, and value of this research for budget hotels.
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[bookmark: _Toc199846318]Staff Friendliness and Communication
This theme matched strongly with previous literature on service quality in front-office operations. Diab et al. (2022) found that friendliness and clear speech increase guest satisfaction by 25% in budget hotels. Five out of ten Ibis reviews praised front-desk staff for being helpful and polite. Guests preferred staff who smiled, explained things and listened carefully. Akintade et al. (2025) argued that guests care more about attitude than hotel facilities. This was also true at Ibis Reading Centre, where polite greetings and small help improved review ratings. Negative reviews linked to poor communication also match global data. Booking.com (2022) noted that unclear speech and no eye contact lower ratings by up to 35%.
[bookmark: _Toc199846319]Check-in Efficiency and Wait Times
Check-in speed is a key part of the Guest Experience Cycle. Most Ibis guests mentioned wait times in their feedback. According to Statista (2023), 62% of hotel guests expect check-in to take under five minutes. Reviews in this study showed similar expectations. Fast check-ins led to good reviews, while long waits caused frustration. Accor (2024) stated that service delays reduce satisfaction even when other services are good. Three Ibis reviews showed that staff gave no updates during delays. This matches Ali and Mohi's (2023) research on poor front-office communication during peak hours.
[bookmark: _Toc199846320]Issue Resolution and Problem Handling
How staff handle problems shapes how guests judge the whole stay. This aligns with SERVQUAL’s “Responsiveness” and “Assurance” dimensions. TripAdvisor (2018) found that quick problem resolution increased repeat bookings by 22%. At Ibis, guests praised receptionists who fixed mistakes fast and offered apologies. One guest mentioned receiving a drink after a booking issue. This action added empathy and helped fix the experience. Budholi and Yadav (2025) noted that guests value fast, honest help over system perfection. Delayed fixes, like billing errors taking a day, led to negative reviews. Staff who avoided blame and stayed calm were rated higher.
[bookmark: _Toc199846321]Inconsistencies in Service Delivery
Inconsistent messages across staff shifts lowered guest trust and created confusion. Four Ibis guests reported this issue. González-Mohíno et al. (2024) found that inconsistent answers confused 30% of budget hotel complaints. One guest said, “The evening staff told me something different from the morning receptionist.” SERVQUAL’s “Reliability” dimension includes delivering correct and consistent service. Imoh Gordon Jonah et al. (2024) linked inconsistent service to poor staff training or unclear hotel rules. Guests disliked not knowing what to expect at different times. This also shows gaps in shift handovers and team communication at the hotel.
[bookmark: _Toc199846322]Mapping Themes to SERVQUAL Dimensions

[bookmark: _Toc199632946]Figure 3 Mapping of Themes to SERVQUAL Dimensions
Source: (Self-Made)
The SERVQUAL model helps measure how guests view service performance. The five SERVQUAL dimensions are Tangibles, Reliability, Responsiveness, Assurance, and Empathy. Each finding from Ibis reviews can be linked to one or more of these dimensions. The table below shows the connections clearly.
[bookmark: _Toc199632952]Table 6 Mapping Themes to SERVQUAL Dimensions
	Theme
	SERVQUAL Dimensions

	Staff Friendliness and Communication
	Assurance, Empathy

	Check-in Efficiency and Wait Times
	Responsiveness, Reliability

	Issue Resolution and Problem Handling
	Responsiveness, Assurance, Empathy

	Inconsistencies in Service Delivery
	Reliability, Assurance


Source: (Self-Made)
This mapping shows that “Responsiveness” and “Assurance” were the most important for guests at the Ibis Reading Centre (Jepkorir and Makomere, 2024). Guests cared about staff being quick and confident while handling tasks and problems. "Empathy" also matters during stressful moments, mainly when errors occur. "Tangibles" like lobby design were not mentioned in the reviews. Guests focused more on behaviour than the environment.
[bookmark: _Toc199846323]Guest Experience Cycle Reflection
The Guest Experience Cycle includes check-in, stay, and check-out stages. Most reviews focused on the first and last stages. Seven guests mentioned reception behaviour during check-in. Check-in was often the first impression and shaped the mood for the entire stay. Delays and poor service here led to negative experiences (Jonathan and Legowo, 2024). Staff who explained things helped reduce confusion and improve guest comfort. Three guests reported helpful instructions about breakfast times or Wi-Fi passwords. Only a few reviews mentioned in-stay support, such as fixing room keys or helping with requests. However, those moments also shaped satisfaction. Guests felt more comfortable when staff responded quickly to requests. At check-out, some guests faced confusion due to rule changes or different instructions (Mahalakshmi and Bharath, 2025). This shows the need for clear, consistent service throughout the guest journey.
The Guest Experience Cycle helps hotels focus on critical touchpoints. For Ibis, improving the check-in and check-out processes could raise satisfaction scores. Clear, standardised scripts and shift handovers could reduce confusion between staff teams.
[bookmark: _Toc199846324]Implications for Ibis Reading Centre
The findings show clear actions Ibis Reading Centre can take to improve guest experience and reviews. First, check-in speed must improve during peak times. Three reviews reported waiting over ten minutes with no staff update. According to Statista (2023), 62% of guests expect check-in in under five minutes.
Adding a second staff member during evening hours could reduce delays and improve guest mood. Guests also want clear updates when delays happen. One Ibis guest said, “No one told us what was going on for ten minutes.” Staff should always explain the reasons for delays to reduce frustration (Miqawati et al., 2024).
Second, staff communication must be friendly and clear. Guests liked it when the receptionists smiled and gave directions. Five reviews praised small actions like eye contact and simple instructions. Training in tone and body language can improve guest comfort and satisfaction.
Third, issue resolution must be faster and more helpful. One Ibis guest waited 24 hours to fix a billing error. Another guest received help in ten minutes and left a five-star review. Staff must act fast, give updates, and say sorry when problems happen (Tripadvisor, 2018).
Fourth, service must be consistent between morning and evening shifts. Four reviews showed that guests got different answers from different staff members. Shift handovers should include guest updates, service notes, and transparent information sharing.
[bookmark: _Toc199632953]Table 7 Key Improvement Areas for Ibis Reading Centre
	Area
	Action Needed

	Check-in Speed
	Add extra staff during peak hours.

	Staff Behaviour
	Train for polite communication.

	Problem Handling
	Give fast and precise solutions.

	Shift Consistency
	Improve the shift handover process.


Source: (Self-Made)
These changes will help Ibis Reading Centre improve guest trust, review scores, and long-term guest loyalty.
[bookmark: _Toc199846325]Impact on Reviews, Loyalty, and Bookings
Guest reviews directly shape how future guests view the Ibis Reading Centre online. Poor front-desk service reduces satisfaction even if other hotel services are acceptable. In this study, 7 out of 10 reviews discussed how staff behaviour changed the guest experience.
Zhang et al. (2024) reported that hotels with strong front-desk reviews received 40% more monthly bookings. At Ibis, one guest praised a receptionist who gave directions and smiled. Another wrote that poor service at check-in ruined their entire stay. This shows that front-desk behaviour plays a key role in guest decision-making.
Fast check-in also influenced guest booking decisions. Statista (2023) stated that 62% of guests expect check-in within five minutes. At Ibis, guests who waited more than ten minutes gave low scores, regardless of room quality. Booking.com (2022) said that 68% of travellers read at least five reviews before booking a hotel.
Guests are more loyal when service is friendly, fast, and consistent across shifts. (Tripadvisor, 2018) found that fast issue resolution increased return rates by 22% in budget hotels. At Ibis, guests who received quick help said they would return. Improving front-desk service can help Ibis raise review scores, attract more bookings, and build customer loyalty.
[bookmark: _Toc199846326]Critical Reflection and Research Limitations
This research used only secondary data from public review sites. No guests or staff were contacted directly. This method had both strengths and limitations (Parkash and Shukla, 2023). It saved time, avoided ethical risks, and gave access to honest guest opinions. Reviews were not influenced by researcher presence or interview bias.
However, secondary data has limits. First, the guest comments may reflect extreme cases, either very good or very bad. Second, there was no way to ask follow-up questions to understand the reasons behind comments (Pujiati, Nainggolan and Sarwoko, 2025). Third, online reviews may leave out important background details, such as room type, staff workload, or guest behaviour.
This study also focused on one hotel. The findings may not apply to all Ibis locations or other budget hotels. Guest expectations and staff behaviour may differ in larger cities or other countries. While the case study offered deep insights, its general use is limited. Still, the clear patterns seen in the reviews provide valuable lessons for similar hotels.
[bookmark: _Toc199846327]Contribution to Knowledge and Practice
This research adds to the current knowledge in two main ways. First, it shows how secondary online data can reveal real guest experiences in budget hotels. Many past studies used surveys or staff interviews (Purwanto, Wafa and Sanjani, 2023). This project used genuine guest reviews to show the impact of front-desk service quality. Second, the research fills a gap in UK-based Ibis hotel studies. Earlier research was done in Asia or Africa. This study looked at a specific UK hotel using up-to-date online data from real guests. It also showed how guest comments match key models like SERVQUAL and the Guest Experience Cycle. For practice, the findings offer direct actions. Staff need more training in communication, problem-solving, and shift consistency (Rémillard-Boilard, Buffel and Phillipson, 2021). Managers can track guest feedback more closely and create monthly review-based targets. These steps can help improve ratings, loyalty, and guest happiness.
[bookmark: _Toc199846328]5. Conclusion and Recommendations
[bookmark: _Toc199846329]5.1 Conclusion
[bookmark: _Toc199846330]5.1.1 Restating the Aim and Objectives
The main aim of this research was to explore how front-desk service affects guest satisfaction. The research focused on the Ibis Reading Centre, using guest reviews and placement observations. The project used four objectives to achieve this aim clearly and systematically. The first objective was to assess how front-desk staff interactions influence guest service quality perceptions. The second objective was to analyse guest reviews for satisfaction or dissatisfaction patterns. The third objective was to evaluate how reception processes like check-in and issue handling shape satisfaction. The final objective was to compare guest experiences with models like SERVQUAL and the Guest Experience Cycle. All four objectives were met using qualitative secondary data from ten guest reviews and practical placement insights. The research showed how key themes like staff behaviour and wait times affect guest opinions.
[bookmark: _Toc199846331]5.1.2 Summary of Key Findings
The findings section grouped guest reviews into four strong and clear themes. Each theme revealed unique patterns related to guest satisfaction and service quality. The first theme was staff friendliness and communication. Seven reviews mentioned that staff behaviour shaped guest trust and hotel ratings. Guests gave higher scores when staff smiled, made eye contact, and offered help (Singgalen, 2025).
In contrast, poor tone, no eye contact, or lack of answers caused negative reviews. The second theme was check-in efficiency and wait times: Six reviews discussed wait times and their impact on the guest experience. Three guests praised fast check-ins under five minutes. Three others complained about waiting more than ten minutes without updates. Check-in speed affected guest mood and final ratings.
The third theme was issue resolution and problem handling. Five reviews described problems like room key errors or double charges. Guests praised staff who acted fast and explained things clearly (Suleri, Meijer and Tarus, 2021). One guest got a billing error fixed within ten minutes and left a five-star review. Another guest waited over 24 hours for a solution and gave a low score. The fourth theme was inconsistencies in service delivery. Four guests received different answers from the morning and evening staff. This inconsistency created confusion, especially about check-out times and service rules. Guests want transparent and fair service regardless of who is working. The findings also showed that all themes connect to SERVQUAL dimensions like responsiveness, reliability, and empathy. Each theme also reflects stages from the Guest Experience Cycle. Guest satisfaction was shaped during check-in, stay, and check-out based on staff performance.
[bookmark: _Toc199846332]5.1.3 Contribution to Hospitality Practice
The research makes several valuable contributions to hospitality management practice, especially for economy hotels like Ibis. It provides real-life examples of how front-desk service affects guest ratings and future bookings. These examples were not based on theory alone but came directly from guest feedback and practical placement observation. First, the findings show that fast, friendly, and consistent front-desk service improves guest experience and ratings. Managers should train staff to use eye contact, speak clearly, and smile. Small actions like giving directions or saying sorry make a big difference. Second, the findings suggest that wait times during check-in affect guest loyalty. Staff should constantly update guests when delays happen (Torres, 2024). Adding a second receptionist during busy periods can reduce waiting and improve guest mood. Third, the research highlights the need for quick and polite issue resolution. Staff must be trained to stay calm, act fast, and never blame systems. A clear script for common problems can help staff handle guest issues quickly and professionally. Fourth, the project found that inconsistent service across shifts leads to poor ratings. Staff handovers must include daily updates, guest details, and service notes. Managers should create a simple checklist for staff to follow at the end of each shift.
The table below lists key service problems and related solutions based on the research findings.
[bookmark: _Toc199632954]Table 8 Practical Recommendations Based on Findings
	Service Issue
	Suggested Practice Improvement

	Long check-in waits
	Add staff during peak hours; give real-time updates.

	Poor staff communication
	Provide training on tone, speech, and guest handling.

	Delayed problem-solving
	Use scripts and role-plays for faster resolution.

	Inconsistent information
	Improve the shift handover process and shared documents.


Source: (Self-Made)
By following these straightforward steps, Ibis Reading Centre can improve its review scores, booking numbers, and guest loyalty.
[bookmark: _Toc199846333]5.1.4 Value of Placement Experience in Framing Research
The placement experience at Ibis Reading Centre added substantial value to the research process. The researcher worked in the Reception Department between February and April 2025. This real-life exposure helped identify patterns, behaviours, and challenges that shaped the research questions. For example, the researcher noticed long wait times at the front desk during busy hours (Torsha et al., 2022). Staff often did not give updates to waiting guests. This observation led to the second theme on check-in speed and guest frustration. This project also saw how different receptionists handled guest problems. Some used calm, clear words and helped guests feel heard. Others avoided eye contact, gave short replies, or blamed the system. These patterns matched what real guests shared in online reviews. The placement also showed gaps in team communication. One receptionist gave check-out at 11:00 am, but another said noon. This inconsistency was also reported by online guests, confirming the fourth theme. The placement made it easier to choose the right data sources, review platforms, and keywords. It also helped the researcher code reviews with a deeper understanding of daily hotel operations. This hands-on insight supported strong theme development during the data analysis stage. Finally, the placement showed how small staff actions affect significant business outcomes. A short smile or apology changed how guests felt about the hotel. Seeing this impact helped the researcher reflect on the real meaning of front-desk service quality.
[bookmark: _Toc199846334]5.2 Recommendations and Practical Strategies
This section provides specific, research-based suggestions for Ibis Reading Centre and the wider hospitality industry. All recommendations are drawn directly from the findings and linked to the SERVQUAL model and guest feedback.
[bookmark: _Toc199846335]5.2.1 Operational Suggestions for Ibis Reading Centre
1. Introduce Express Check-In Options
Long wait times reduced guest satisfaction in 3 out of 10 reviews analysed for this study. Statista (2023) found that 62% of guests expect check-in to take under five minutes. Ibis should introduce express check-in options to reduce queue pressure during peak hours. Express check-in kiosks and mobile apps can cut face-to-face check-in time by over 40% (Booking.com, 2022). One guest at the Ibis said, “I waited fifteen minutes, and no one spoke to me the entire time.” Adding express options would solve this issue and improve review ratings.
2. Add a Second Receptionist During Busy Periods
Evening shift complaints showed that only one receptionist was often not enough during busy check-in hours. Adding a second staff member from 5:00 pm to 8:00 pm could reduce delays and frustration. This change would reduce the average wait time and improve service coverage. One guest said, “There were four guests in line, and only one person working.” Staffing must match demand to maintain good service.
3. Standardise the Problem-Solving Process
Five reviews showed that slow or unclear responses to problems lowered guest trust. The hotel should create a simple step-by-step guide for solving common front-desk problems. Each guide should include polite phrases, clear instructions, and the expected time to fix the issue. For example, a room key failure should be fixed in five minutes with a full apology. A delayed refund should be explained with a receipt and follow-up contact details. This guide should be printed at the front desk and used during new staff training.
4. Train All Staff in Guest Communication
Seven reviews mentioned that staff tone, speech, and body language shaped guest mood and trust. Staff should be trained in short, polite speech and helpful listening. Training should use short scripts with common phrases like “I understand,” “I’m sorry for the delay,” or “Let me help you.” Role-plays and feedback should be used weekly to build confidence and consistency. Polite communication improved guest reviews even when problems occurred. One guest said, “She stayed calm, explained clearly, and fixed everything in ten minutes.”
5. Improve Shift Handovers and Internal Communication
Four reviews showed that inconsistent information across shifts created confusion and disappointment. Staff should write daily handover notes at the end of each shift. These notes should include any guest complaints, delays, late check-outs, or special requests. The next shift must read and sign this handover to confirm understanding. A whiteboard or digital logbook could be used to track these handovers and avoid service gaps.
[bookmark: _Toc199846336]5.2.2 Wider Industry Recommendations
The Ibis case study offers several lessons for wider hospitality practice, especially for budget and mid-range hotels.
1. Monitor Guest Reviews to Improve Service Quality
Hotels should analyse online reviews weekly to identify service gaps and highlight the best-performing staff. Tools like ReviewPro or TrustYou can collect and sort feedback by department and issue type. Managers should create a monthly report that shows trends in guest satisfaction scores using SERVQUAL dimensions. These reports help target weak areas and reduce repeated service failures. One study showed that hotels with active review monitoring improved satisfaction scores by 17% in six months (Shbeeb, 2022).
2. Align Front-Desk KPIs with SERVQUAL Dimensions
Key performance indicators (KPIs) should match the five SERVQUAL dimensions: Tangibles, Reliability, Responsiveness, Assurance, and Empathy. For example, “Responsiveness” can be measured using average check-in time and issue resolution speed. “Empathy” can be tracked using guest quotes that mention kindness, helpfulness, or polite language. Staff can be rewarded based on these KPIs every month.
[bookmark: _Toc199632955]Table 9 Example Front-Desk KPIs Based on SERVQUAL
	SERVQUAL Dimension
	KPI Example
	Measurement Tool

	Responsiveness
	Average check-in time
	Daily check-in log

	Assurance
	Booking accuracy
	Guest complaint report

	Empathy
	Number of guest compliments
	Online reviews, surveys

	Reliability
	Consistency in shift handovers
	Internal staff checklist


Source: (Self-Made)
This table helps hotels create fair and measurable ways to evaluate front-desk performance using real guest data.
3. Build Service Recovery Plans for Common Failures
Hotels should create recovery plans for the most common guest complaints, such as late check-in, billing errors, or noise issues. These plans should include who will respond, what will be offered (e.g. a discount or apology), and how fast it should be solved. Service recovery is often more important than service perfection. One review noted, “The receptionist said sorry and offered a free drink. That saved the whole stay.”
Hotels that solve problems fast keep more loyal guests and improve booking numbers.
4. Share Guest Feedback Across Teams
Reviews often mention staff names or specific times. Feedback should be shared in team meetings to highlight good service or fix weak areas. Sharing real guest words helps staff understand the emotional side of hospitality. One review said, “He smiled and gave directions. That made me feel at home in five seconds.” Each department can learn from guest feedback and work together to improve the guest experience.
The recommendations in this section are based on honest feedback, academic theory, and industry best practice. They focus on areas that matter most to budget hotel guests: speed, politeness, honesty, and consistency. Ibis Reading Centre can raise guest trust and scores by improving check-in speed, communication, problem-solving, and shift handovers. Industry-wide, hotels can gain more bookings and loyalty by aligning daily operations with guest feedback and SERVQUAL dimensions. These actions require low cost but bring high returns through repeat guests and better online visibility.
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Frequency of Themes in Guest Reviews at Ibis Reading Centre

Staff Friendliness and Communication	
Number of Mentions (out of 10 reviews)	7	Check-in Efficiency and Wait Times	
Number of Mentions (out of 10 reviews)	6	Issue Resolution and Problem Handling	
Number of Mentions (out of 10 reviews)	5	Inconsistencies in Service Delivery	
Number of Mentions (out of 10 reviews)	4	



Mapping of Themes to SERVQUAL Dimensions

Staff Friendliness and Communication	
Responsiveness	Reliability	Empathy	Assurance	Tangibles	0	0	1	1	0	Check-in Efficiency and Wait Times	
Responsiveness	Reliability	Empathy	Assurance	Tangibles	1	1	0	0	0	Issue Resolution and Problem Handling	
Responsiveness	Reliability	Empathy	Assurance	Tangibles	1	0	1	1	0	Inconsistencies in Service Delivery	Responsiveness	Reliability	Empathy	Assurance	Tangibles	0	1	0	1	0	
Alignment (1= Yes, 0= No)
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