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An Investigation into Breakfast Service operations and their Influence on Perceived Service Quality and Guest Satisfaction in a Budget Hotel: A Case Study of Ibis London Stratford
[bookmark: _Toc222687404]Abstract
The aim of this report is to discuss breakfast satisfaction within the service encounter in a UK budget hotel sector setting. Primary evidence is sourced from one unit, Ibis London Stratford. Additional secondary research comes from published online reviews. Placement knowledge is also drawn upon to create a case study for the business. The issues found through research are highlighted and analyzed with reference to service quality and satisfaction literature. Finally, realistic recommendations are tailored to the brand and product volume to improve satisfaction within the budget hotel sector.
Negative comments appear to focus on the delivery of the breakfast concept, as opposed to the breakfast concept itself. Major pain points include temperature variance on hot food stations, lack of frequency of replenishment during peak times, queuing. overcrowding and easily detectable hygiene issues. Positive comments highlight value for money, location and inclusivity of breakfast within stay. However, when control of the buffet is lost during peak times, the positives of offering breakfast are somewhat negated.
Recommendations made are focused around facilitating better movement around the buffet, creating standardized procedures for replenishment and staffing with defined responsibility, implementing probes for temperature and visible staff control during peak times. These are backed up by pre-service procedures, fast table turn hygiene checks and waste management monitoring.



[bookmark: _Toc222687405]1. Introduction
[bookmark: _Toc222687406]1.1 Background and problem statement
Breakfast has been selected for several reasons; it is timely, high volume and transactional. In addition, guests spend part of their day having breakfast which makes it part of their daily routine. Breakfast services often fail publicly due to the large amount of guests accessing the service at the same time and place. Studies have also shown that breakfast can play an important role in influencing choice of hotel, guest satisfaction and repurchase intentions when marketed as value inclusive rather than à la carte (Leite-Pereira, Brandão and Costa, 2022).
The case study hotel is ibis London Stratford which caters for leisure guests, event guests and staycation business travellers. The hotel was chosen due to its proximity to Stratford transport interchanges and shopping centres. It falls into the budget hotel sector. Existing research has identified that when choosing budget hotels guests typically look for functional value, quick and efficient service (Nash, Thyne and Davies, 2006; Permatasari, Maghrifani and Wibowo, 2025). Guests are accepting of stripped-back services but don’t accept anything less than efficient, organised service.
Ensuring that budget-hotel breakfast delivery remains inexpensive yet reliable represents an operational challenge, particularly during peak service periods. This problem was derived from comments stating that the hotel’s breakfast is “hit or miss.” Comments on Tripadvisor, Google Travel, Booking.com, and Hotels.com all mentioned issues with warm foods not being hot, not having items during busy times, lines, and table service not clearing tables (Tripadvisor, 2026; Google Travel, 2026; Booking.com, 2026; Hotels.com, 2026). Positive reviews mention affordable prices, convenience, and having breakfast. However, negative reviews can leave the hotel open to online reputational damage (Sampaio and Régio, 2024; Cobanoglu, 2023). Therefore, my problem statement is that there are service delivery failures occurring at times of high demand due to staffing, restocking, cleaning procedures, and layout of the breakfast buffet. Placement experience at the property provides contextual insight into these operational dynamics and supports the relevance of this investigation.
[bookmark: _Toc222687407]1.2 Aim and objectives
The purpose of this research is to assess customer satisfaction with breakfast service delivery at Ibis London Stratford from secondary online review data. Additionally the results will be explained utilising service quality, satisfaction literature and operational recommendations will be provided.
Objectives are:
1. To identify recurring breakfast-related satisfiers and dissatisfiers in publicly available online reviews.
2. To categorise these issues thematically and relate them to service delivery factors such as temperature control, replenishment reliability, hygiene practices, and staff visibility.
3. To interpret findings through service quality and satisfaction theories, including SERVQUAL and attribute-based satisfaction models such as Kano, alongside food quality and labour pressure considerations.
4. To propose feasible and cost-effective recommendations suitable for a budget hotel breakfast operation.
[bookmark: _Toc222687408]1.3 Research Questions
1. How do guests perceive the breakfast service at the Ibis London Stratford?
2. Which themes contribute to satisfaction or dissatisfaction with the breakfast experience?
3. What operational improvements could enhance breakfast service delivery?
[bookmark: _Toc222687409]1.4 Structure of the report
Literature regarding service quality, satisfaction, breakfast as an influence on hotel choice and online review response as quality management are summarized in Chapter 2. Chapter 3 introduces the research methodology; case study design focusing on thematic analysis of secondary review data. The results are outlined in Chapter 4, followed by discussion situated within theory and current operational context of UK hotels in Chapter 5. Chapter 6 offers pragmatic suggestions followed by concluding remarks in Chapter 7.
[bookmark: _Toc222687410]

2. Literature review
[bookmark: _Toc222687411]2.1 Customer satisfaction and customer experience in hospitality
Breakfast functions as both a product and service shaped by coordination of replenishment, hygiene, and staff activity. It is strongly expectation-driven and widely identified as a factor influencing hotel choice and return intention among European guests (Leite-Pereira, Brandão and Costa, 2022). In budget hotels, breakfast is typically framed as part of the inclusive value proposition, increasing its perceived importance despite limited variety (Leite-Pereira, Brandão and Costa, 2022; Wąsowicz-Zaborek, 2023).
Industry perspectives describe breakfast as a “moment of truth” where presentation and freshness signal organisational competence, a view supported by review research highlighting breakfast alongside staff and cleanliness as a salient service attribute (Barten, 2022; Wąsowicz-Zaborek, 2023).
Operational pressures are partly inherent to buffet formats. While continental breakfast enables cost efficiency and speed, it creates replenishment, clearing, and seating bottlenecks during peak periods (Cox, 2024). Budget-hotel research further indicates that guests prioritise reliable functional performance, interpreting failures in basic elements as strong negative signals (Nash, Thyne and Davies, 2006). Consequently, standardised buffet models position reliability of delivery as a competitive indicator rather than menu breadth (Whitbread PLC, 2025; IBIS, 2025).
[bookmark: _Toc222687412]2.2 Service quality, customer experience, satisfaction, reputation
Guest feedback on breakfasts center around basic necessities, price sensitivity and shifting expectations. Physiologically, guests need breakfast. Reliable cleanliness standards can tie into feelings of safety and control (Maslow, 1943). From a budget standpoint, guests are usually operating from a transactional mindset and will accept reduced luxury as long as they feel capable operations and equitable treatment (which extends to health standards). Now more than ever with online reviews competing hotels can let you down in small ways that create massive fallout (Sampaio and Régio, 2024).
Hospitality research situates satisfaction within broader customer experience and digital reputation, with electronic word-of-mouth transforming individual encounters into public narratives (Sampaio and Régio, 2024). Physical environment and employee behaviour are key drivers, making breakfast particularly sensitive to reputational judgement due to the visibility of cleanliness, presentation, crowding, and staff responsiveness.
Service quality also relates to organisational performance. Research has shown improvements in service delivery have the potential to improve reputation and performance measures (Asgeirsson, Gudlaugsson and Jóhannesson, 2024). Small improvements in breakfast reliability and flow therefore may have an impact on review sentiment for budget hotels where themes mentioned in reviews relate to profitability and positioning within the competitive marketplace (Anagnostopoulou et al., 2020).
[bookmark: _Toc222687413]2.3 Attribute-based satisfaction and Kano logic
One lens through which breakfast performance can be analysed is the dissatisfier–satisfier asymmetry. Herzberg’s two-factor theory argues that hygiene factors can only avert negative employee attitudes, rather than drive satisfaction when present (Herzberg, 1966). Similarly, research on Kano-modeled reviews found that there are certain basics which, when missing from the consumer experience, cause significant dissatisfaction but which do not significantly contribute to satisfaction when present (Zhao et al., 2021). For breakfasts, hygiene factors include cleanliness, availability of mainstays, and temperature; performance factors include variety and speed of service. There may be some delighters that factor in as well, but basic mishaps will be much more noticeable at budget prices.
The digitisation of service also presents a trade-off between efficiency and hospitality. Many technologies that streamline tasks for staff are relatively inexpensive, including demand forecasting, digital ticklists, and automated prompts for reviews (Chen, Chuah and Balasubramanian, 2025). In a hotel environment like ibis London Stratford, there are multiple factors demanding staff’s attention at the same time during rush: restocking, cleaning, and assisting guests. Automation like a ticklist for restocking or logging the temperature of warm dishes may help with consistency, but from reviewing comments it seems these systems are often not used enough (if at all) or are not evident to guests. Kano-analysis helps break down this asymmetry, but is dependent on surveying guest perceptions and may miss some of the internal factors limiting consistency of each attribute.
[bookmark: _Toc222687414]2.4 The UK operational constraint set: labour scheduling and productivity pressure
Demand variability and wage inflation are restricting operators' flexibility in staffing breakfast (Piso, 2022). UK hoteliers generally find guests are concentrated in a 30 minute window, therefore small delays causes trays to go empty, lines to form and tables to stay dirty longer than desired. Reviews of ibis London Stratford echo this problem.

In accordance with other sources, consistent staffing levels, training and workloads have also been found to be required to enable high-quality service (UKHospitality, 2024). Resources are also advised to prepare offerings as simply as possible to aid speed of service, and staff appropriately based on demand (Czajka, 2025). Standard work as a core component of Lean thinking also supports consistent output and lowering wasted motion through defined responsibilities, however being too efficient can backfire when demand exceeds estimates so some slack should be retained to absorb variability (Verdecia, Sacristán-Díaz and Garrido-Vega, 2022).
[bookmark: _Toc222687415]2.5 Sustainability and food systems in breakfast operations
Breakfast services have significant sustainability considerations: supply chains for food; food waste management; and kitchen operations can impact emissions and expenses. Buffets are especially prone to waste through unpredictability of guest numbers and perception of needing to provide over-abundance. Reducing food waste helps both sustainability targets and service reliability via improved forecasting and staggered refilling.
Staff commonly view sustainability initiatives as a pragmatic short-term solution for lowering hotels’ environmental impact where limited by building-level upgrades (Arup Group, 2021). As a result, breakfast is a potential leverage point for cost-conscious hotels: often particularly budget hotels because improved procurement diligence, portion size guidance, and waste management do not require large upfront investment.
Themes around sustainability were mentioned only infrequently in comments reviewed for ibis London Stratford, suggesting any initiatives are either behind the scenes or not well communicated. This risk can be perceptual as well: visible skimping is likely to be noticed as cutting costs. As such, waste reduction is likely more successful when rooted in forecasting and refill schedules than in skimping on buffet offerings during rush periods.
[bookmark: _Toc222687416]2.6 Online reviews as secondary data for breakfast service analysis
Online reviews constitute a relevant secondary data source as they influence expectations, booking decisions, and digital reputation (Cobanoglu, 2023). Academic research supports review content analysis as a quality management tool capable of identifying recurring service themes, including breakfast and staff behaviour (Wąsowicz-Zaborek, 2023), thereby justifying the use of review text as diagnostic evidence.
Review analytics also enable issue prioritisation by capturing evolving guest concerns. Studies indicate that review narratives reflect changing preferences and attribute importance, allowing translation into operational action (Yu et al., 2024; Soe and Punyachalard, 2025). This literature provides methodological grounding for a review-centred approach.
Breakfast is mentioned numerous times across channels and contexts, both good and bad reviews, supporting its inclusion in analysis. Review pack compiled (Appendix A) revealed themes including affordability/ generosity (R01, R06, R11), limited selection (R07, R21), cooked food quality (overcooked eggs R04, R09, R27), overcrowding (R10, R18), and equipment not working (coffee maker, cold hot food items R25). Examples such as these highlight utility of reviews as operational/process diagnostic evidence.
[bookmark: _Toc222687417]2.7 Operational constraints in the hotel sector: labour pressure and service delivery reliability
The hospitality industry competes within the UK's visitor economy and benchmarking performance, reputation and standards are therefore important. Policy evidence summarises the size of the sector but suggests visitor numbers may be affected by competition from other European holiday destinations who heavily invest in marketing themselves as tourist destinations (British Tourist Authority, 2025). In London this means increased expectations from guests and a heavier weighting on guest facing moments which affect satisfaction levels and your online reputation.
Breakfast may be a relatively short period within the day but is actually worth consideration as a key decision factor rather than an afterthought. Studies show breakfast to be consistently within the top 3 hotel decision factors and information about breakfast provided online can affect how important travellers perceive hotel attributes to be as well as their intention to return (Leite-Pereira, Brandão, and Costa, 2022). For budget hotels breakfast can help offset the lack of other facilities and contribute towards value perception if differentiated well but can harm customers perceived value for money if not executed well (Nash, Thyne and Davies, 2006; Permatasari, Maghrifani and Wibowo, 2025).
The following reports outline the industries economic and societal contribution but also highlight shifts in industry structure which affect both levels of competition and accommodation availability (UKHospitality, 2024; APPG for Hospitality and Tourism, 2023). The above will not have a direct impact on your breakfast offering but an increase in competition and squeeze on resource will have an impact on budget hotels operating environment. Ensuring your guests face the same level of service during all touchpoints will be key to securing good ratings and repeat customers.
[bookmark: _Toc222687418]2.8 Case study context – Ibis London Stratford breakfast expectations through a SERVQUAL lens
SERVQUAL defines service quality as the distance between consumer expectations and perceptions along dimensions like tangibles, reliability, responsiveness, assurance and empathy(Karim et al., 2020; Parasuraman et al., 1988). For buffets breakfasts, this means performance is assessed on factors like cleanliness and arrangement of tables (tangibles), availability of staples like milk/snacks, and hot holding capabilities (reliability), micro actions demonstrating staff are 'with' the customer and problems can be solved quickly(responsiveness), visible food safety efforts and labeling(appearance), and accommodations for dietary restrictions/families(empathy). Ibis London Stratford was chosen as they appear to have gaps along the dimensions of reliability and tangibles at peak breakfast time in their reviews. Because this brand operates on a standardized buffet, customers have fewer needs to be surprised/ delighted with and are focused on how well it is executed(IBIS, 2025). Literature around buffets and reviews of the above mentioned property repeatedly mention guests expect food to be at the correct temperature, isn't running out, there is low wait time, tables are cleared quickly, and staff are visibly controlling the situation(Wąsowicz-Zaborek, 2023; Zhao et al., 2021; Piso, 2022). Hotels can ensure they are meeting these needs by implementing low cost standard operating procedures during rush such as timed rounds to refill stations, monitor temperature, quickly clear tables, and demonstrate task division. This makes sense for value minded budget hotels because it ensures they are reliably providing fundamentals that contribute to guests feeling treated fairly.
[bookmark: _Toc222687419]

3. Methodology for the subsequent stages of the project
[bookmark: _Toc222687420]3.1 Research design and data sources
This project adopts a qualitative desk-based approach within a single case study design focusing on breakfast service operations at Ibis London Stratford. The empirical material is entirely secondary and comprises: (1) academic and professional literature on breakfast quality and operational efficiency; (2) publicly available brand and property information; and (3) online guest reviews referencing breakfast.
To enhance transparency and provide an audit trail, a screenshot-indexed review pack was compiled from Booking.com, Google Travel, Hotels.com and Tripadvisor. The dataset includes 37 reviews (R01–R37) summarised as paraphrased operational statements in Appendix A. Examples illustrate both positive and negative experiences, including perceptions of generous choice (R01), service delivery failure where breakfast was charged but not provided (R05), quality concerns such as powdery eggs and insufficient table clearing (R09), equipment-related issues including cold hot food or coffee machine malfunction (R25), and mixed narratives combining range satisfaction with execution concerns (R26–R27). These examples demonstrate the suitability of a context-sensitive case study approach (Yin, 2016).
A case study strategy is therefore fitting as the research questions seek to understand how breakfast outcomes materialize in a given operational context. Case studies can allow for detailed understanding of processes and interactions within a bounded context by utilizing multiple sources of evidence (Yin, 2016). Saunders, Lewis and Thornhill (2023) identify this research strategy as useful for explanatory research within business when the phenomenon of interest cannot be logically studied outside of context. For the current study, breakfast performance is determined by contextual factors unique to the interaction between physical space, equipment and materials, staffing schedules/trends, and responsiveness during rushes. Review corpus scraped from these platforms allows for naturally occurring guest impressions over time, while placement experience can provide insight into operational feasibility. All reviews were included if written in English, explicitly referenced breakfast, and were posted on menusaint.com as of February 2026. Insights gained from the placement were used only for contextual interpretation of operational feasibility and took no part in the identification of themes, coding decisions, or evaluation of review content. Therefore, the screenshot pack can be seen as an evidence log used to support claims made during thematic analysis while maintaining reviewer anonymity.
[bookmark: _Toc222687421]3.2 Analytical approach and quality assurance
Methodology: data will be analysed through qualitative thematic analysis of review prose via an explicit coding scheme. Initial codes were informed by review-content studies identifying common themes as dimensions of service quality. Breakfast will be coded as comprising multiple sub-themes (Wąsowicz-Zaborek, 2023). Additional codes specific to breakfast will include food quality (eg freshness, temperature, taste), availability and selection, service efficiency / crowding, cleanliness / hygiene indicators, responsiveness of staff members, value.
Trustworthiness: triangulation with themes derived from studies on breakfast choices will be used, as well as the operational challenges present in the UK that impact the guest experience (Leite-Pereira, Brandão and Costa, 2022; Czajka, 2025). This should reduce chances of reading into reviews without context and allows for_guest reviews to be seen concerning these challenges. Findings will be linked to themes present in literature on budget hotels to allow for some generalisations to other similar hotels (limited by similar staffing/hour limitations and floor space). A detailed code log was kept to try and increase dependability.
[bookmark: _Toc222687422]3.3 Ethical considerations and limitations
Risk to respondents. There is no ethical risk since data collection is limited to publicly accessible secondary data. Ethical approval was granted through the UWTSD Interim PG2–E1 public review analysis and placement based non-participant observations with no interview or collection of personal information procedure (https://www.uwtsd.ac.uk/other-forms-and-policies). Review analysis will be completed at an aggregated thematic level, removing usernames and other identifiable information. Verbatims are not used when they can be used to identify individuals. The analysis is focused on operational elements of breakfast service, not personal attributes of guests or employees.
Limitations. These include self-selection bias of respondents who complete reviews, language conventions specific to each platform, and inability to confirm claims made in reviews with internal performance data. These are acceptable limitations for a diagnosis of challenges and opportunities given the exploratory nature of the research. The purpose is not to assess population-level satisfaction.
[bookmark: _Toc222687423]

4. Findings
[bookmark: _Toc222687424]4.1 Evidence base and thematic logic
In this chapter, we provide the thematic results obtained from online guests’ reviews concerning breakfast service at ibis London Stratford. Themes identified are based on repetitive cues visible to guests that lead to satisfaction/dissatisfaction at breakfast buffet service at a budget hotel.. Data collected was obtained from Tripadvisor, Google Travel, Booking.com and Hotels.com, which are online platforms that influence guests’ pre-arrival expectations and can affect consumers’ future purchase behaviours after their stays (Tripadvisor, 2026; Google Travel, 2026; Booking.com, 2026; Hotels.com, 2026; Sampaio and Régio, 2024; Cobanoglu, 2023).
Thematic analysis was used as reviews are generally constructed around memorable aspects (negative or positive) of the consumer experience. (Wong, Rasoolimanesh, and Pahlevan Sharif, 2020; Yu et al., 2024). Research has also shown breakfast, employee behaviour, cleanliness and price to be common themes throughout reviews, therefore validating them as performance measures (Wąsowicz-Zaborek, 2023; Prasadja et al., 2025; Singgalen et al., 2025).
Results are provided using words rather than numbers due to the secondary nature of reviews and limitations that are implied with this type of research (Lauterwasser and Nedzhvetskaya, 2023). As such, we concentrate on determining guest visible service failures and strengths during a time-dependent meal occasion at a budget hotel (Leite-Pereira, Brandão, and Costa, 2022; Piso, 2022).
[bookmark: _Toc222687425]4.2 Theme overview
Breakfast comments across platforms can be segmented into 7 highly correlated topics: Food Temperature/Freshness; Food Availability/Running Out; Crowding/Waiting in Line; Cleanliness of Tables; Staff Presence/Awake; Feeling Charged; Consistency Across Shifts. This correlates with research modelling hotels through reviews that has found breakfast to be one of the easiest attributes for reviewers to base their ratings on due to its observability, repeatability, and ability to be compared to a guest’s expected level of service (Wąsowicz-Zaborek, 2023; Wąsowicz-Zaborek, 2024). Additionally, these topics directly correspond to research into asymmetric modelling of satisfaction/dissatisfaction. Guests have a baseline level of expectation when it comes to breakfast that if not met is likely to cause some degree of dissatisfaction. However, if those minimum requirements are met, breakfast is unlikely to cause a significant feeling of satisfaction (Zhao et al., 2021; Tager et al., 2021).
	Theme
	Typical keywords/phrases guests use
	Operational meaning

	Food temperature/freshness
	cold breakfast, lukewarm, dry eggs, stale
	hot-holding control, batch timing, temperature checks

	Availability/replenishment
	ran out, empty trays, nothing left, slow refill
	staged replenishment, buffer stock, peak replenishment rhythm

	Congestion/queueing
	long queue, crowded, no seating, too small
	flow design, seating turnover, peak role allocation

	Cleanliness/tangibles
	dirty tables, not cleared, messy, bins full
	rapid reset routine, visible hygiene control, cleaning micro-cycles

	Staff visibility/response
	no staff, hard to find, helpful staff, slow response
	floor control presence, task prioritisation at peak

	Value framing
	good value, not worth it, overpriced, included
	basics reliability as value multiplier


Table 1. Common breakfast-related review wording by theme (Ibis London Stratford; sources: Booking.com, Tripadvisor, Google Travel, Hotels.com; 2026). Note: examples are paraphrased for easier analysis.
[bookmark: _Toc222687426]4.3 Food temperature, freshness, product credibility
Temperature is a common theme amongst negative breakfast reviews with complaints often stating that food is served cold or stale (Tripadvisor, 2026; Google Travel, 2026). Temperature can be used as an assurance cue for buffets that show guests control of the food, uphold food safety, and have attentive employees (Restaurantware, 2025; Sangpikul, 2023).
The reviews show temperature and freshness is associated with more than flavor; they appear to demonstrate hotel operational failures. Even in low-price hotels where customers don't expect extravagant options, they still expect basics to at least be of safe food temperature, hot, and consistently restocked. Therefore, freshness and temperature are important cues customers use to determine a hotels' credibility (Permatasari, Maghrifani, and Wibowo, 2025; Ponteras, 2025; Barten, 2022; Cox, 2024). There are also positive reviews that customers have left, generally stating that there was enough variety and provided good value (Booking.com, 2026; Hotels.com, 2026).
[bookmark: _Toc222687427]4.4 Availability, replenishment, end-of-service experience
Theme two revolves around empty trays/busy control periods (Tripadvisor, 2026; Hotels.com, 2026). Interrupting the flow of movement at the buffet often causes frustration, when customers are required to wait for food or substitute selections (Zhao et al., 2021; Wąsowicz-Zaborek, 2023). Feelings of unfairness can also be created when buffet components are not equally available to everyone visiting the buffet, upholding their negative reviews (Yu et al., 2024; Soe and Punyachalard, 2025).
Reports also show customers value dependable consistency from value buffets when it comes to staple meals/drinks being consistently available over variety, with quicker restocking alleviating concerns (Permatasari, Maghrifani and Wibowo, 2025; Ponteras, 2025). Running out of food can also suggest to patrons there are limited kitchen resources with inadequate staff to both prepare food, monitor food and attend to customers in a limited time period (Piso, 2022; UKHospitality, 2024; Opus, 2024). Implementing micro-processes focused on movement can limit fluctuations when it comes to visible shortages if it can fit within current staffing constraints (Verdecia, Sacristán-Díaz and Garrido-Vega, 2022; Czajka, 2025).
[bookmark: _Toc222687428]4.5 Congestion, queueing, and buffet flow bottlenecks
Customers describe the experience of long lines during busy morning meal times (Google Travel, 2026; Booking.com, 2026). Reviews become negative when waiting is associated with slow table turn times, empty carts, or few available seats, leading guests to feel frantic instead of bustling (Tripadvisor, 2026; Hotels.com, 2026; Table 1).
In this narrative are themes of the breakfast service experiencing flows and bottlenecks (Leite-Pereira, Brandão, Costa, 2022; Chen, Chuah, Balasubramanian, 2025). Lines at stations create additional work and inconvenience for breakfast guests on a time schedule; remedies for this issue could be found in manipulating flow of guests and stationing staff throughout the service experience (Yu et al., 2024; Wong, Rasoolimanesh and Pahlevan Sharif, 2020; Czajka, 2025; Go Technology, 2024).
[bookmark: _Toc222687429]4.6 Cleanliness signals: tables, trays, and perceived hygiene control
Dirty tables are often blamed for breakfast failure. Dirty dishes left behind are signals customers associate with trust/hygiene (- TripAdvisor, 2026; - Google Travel, 2026; - Restaurantware, 2025; Sangpikul, 2023). Reviews rarely praise cleanliness because it's taken for granted and only recognized in its absence.
Evidence suggests guests remain sensitive to hygiene risk at buffets after pandemic restrictions lift (Sangpikul, 2023). Initiatives for productivity or food waste savings may exacerbate the issue if slower clearing times between tables lead guests to perceive staffing as inadequate (- World Sustainable Hospitality Alliance, 2024; - Hotrec - Hospitality Europe, 2023). Similarly, pressure on staff during busy times impacts ability to reset tables in a timely manner which can create overt hygiene mistakes (- Piso, 2022; - UKHospitality, 2024; Saito, Brozović and Baum, 2024; Rosemberg et al., 2025).
[bookmark: _Toc222687430]4.7 Staff visibility, responsiveness, service recovery
Comments often cite a lack of staff attention/responsiveness during breakfast service which may be an indication of staff visibility being reduced at busy times in areas customers frequent lessening our image of control (Booking.com, 2026; Tripadvisor, 2026; Asgeirsson, Gudlaugsson and Jóhannesson, 2024). Although some reviewers did mention friendliness and recovery was occurring, it seems the stress from low staffing levels and requirements to multitask limited staff ability to react quickly enough to prevent service failures from becoming negative complaints (Ghosh, 2022; Piso, 2022; Seyfi, Vo-Thanh and Zaman, 2024).
[bookmark: _Toc222687431]4.8 Value-for-money narratives and reputational leverage
There are also several mentions of value-for-money throughout the breakfast reviews. Some reviewers consider the breakfast service good value for a budget hotel. Others considered it bad value when experiencing crowds, empty food trays and temperature issues simultaneously (Hotels.com, 2026; Google Travel, 2026). Comments suggest that perceptions of value are based on experience vs cost alone. Reliability and consistent basic expectations were underlying themes defining value (Permatasari, Maghrifani and Wibowo, 2025; Ponteras, 2025).
Themes identified above align with literature showing review content relevance to business performance metrics like demand and ability to command prices (Anagnostopoulou et al., 2020; Asgeirsson, Gudlaugsson and Jóhannesson, 2024). Reviews also matter more for breakfast in London specifically because it is a repeat service that guests can easily compare across other budget brands (Whitbread PLC, 2025; IHG Hotels and Resorts, 2024; IBIS, 2025).
Overall, these themes suggest that breakfast services are important drivers of value for guests considering budget accommodation options and not an afterthought. Themes also demonstrate review analysis can function as a continuous performance assessment tool to direct improvement efforts (Cobanoglu, 2023; Soe and Punyachalard, 2025; Yu et al., 2024).
[bookmark: _Toc222687432]4.9 Cross-theme synthesis: the clustering of the themes in the narrative of the guests
Unsurprisingly these negative breakfast complaints do not stand alone. They occur in reviews as episodes involving congestion-queueing-empty trays-perceived cold food-difficulty finding staff-lower value (Tripadvisor, 2026; Booking.com, 2026). The grouping of negative attributes in this way bolsters our interpretation of reviews as quality management information. Customers consuming service experience it sequentially rather than through individual attributes (Wąsowicz-Zaborek, 2023; Prasadja et al., 2025; Singgalen et al., 2025).
A service quality lens would therefore focus on perceived reliability & responsiveness (visible through factors such as cleanliness and plating) (Wąsowicz-Zaborek, 2023; Asgeirsson, Gudlaugsson and Jóhannesson, 2024). However, research into attribute based satisfaction also demonstrates that gaps in basic expectations failings overwhelmingly dominate complaints (availability, cleanliness, queuing) rather than higher-level issues (variety, surprise) (Zhao et al., 2021; Tager et al., 2021).
The UK operating environment provides an intuitive reason why these complaint clusters occur. Higher labour pressures and the push for productivity means these systems have less buffer during busy periods making failure cascade more visible (Piso, 2022; UKHospitality, 2024; PwC, 2024). Similarly research on leaner service operations has shown that more explicit routines & role allocation can reduce failure without significant investment (Verdecia, Sacristán-Díaz and Garrido-Vega, 2022; Czajka, 2025; Go Technology, 2023).
This may also link to sustainability goals as batching-for-waste-reduction can lead to tighter controls on freshness but backfires if guests feel there isnt enough due to poor forecasting & communication (World Sustainable Hospitality Alliance, 2024; Arup Group, 2021; Hotrec - Hospitality Europe, 2023). Reviews therefore suggest that sustainable gains will be seen as a secondary effect of investing in consistent execution. By knowing you will always have something available and replenishing in stages.
[bookmark: _Toc222687433]4.10 Indications based on review evidence
Secondary evidence suggests that breakfast satisfaction at Ibis London Stratford depends more on operational performance under peak pressure than on menu breadth. Key negative triggers include cold hot items, depleted trays, congestion, visible hygiene lapses, and limited staff visibility, while positive narratives emphasise acceptable variety and perceived value. This pattern indicates that service performance is variable rather than consistently weak (Tripadvisor, 2026; Google Travel, 2026; Booking.com, 2026; Hotels.com, 2026).
These observations align with research on review-driven reputation, asymmetry in basic expectations, and operational fragility linked to labour and demand pressures (Sampaio and Régio, 2024; Anagnostopoulou et al., 2020; Zhao et al., 2021; Piso, 2022). They provide a foundation for the subsequent discussion, which interprets the themes through SERVQUAL and Kano perspectives alongside food quality control and labour constraint frameworks (Wąsowicz-Zaborek, 2023; Restaurantware, 2025; Czajka, 2025; UKHospitality, 2024).


[bookmark: _Toc222687434]5. Discussion
This chapter interprets the findings through service quality and satisfaction frameworks, with attention to the operational realities of a UK budget hotel breakfast. The purpose is to explain why the identified issues generate strong dissatisfaction, what mechanisms link operational execution to customer perception, and how these dynamics affect reputation.
[bookmark: _Toc222687435]5.1 Interpreting themes through service quality dimensions
Service quality frameworks are relevant because dissatisfaction centres on execution rather than product design. SERVQUAL-based analysis highlights gaps between expectations and operational delivery, including those linked to managerial perception and frontline performance (Saleh and Ryan, 1991). The findings align with dimensions that guests evaluate rapidly within breakfast environments.
Tangibles emerge as a primary dimension. Guests interpret buffet presentation, layout, cleanliness, and table reset as visible indicators of organisational control. Reports of messy spaces and uncleared tables therefore signal immediate quality and trust concerns (Hotels.com, 2025; Google Travel, 2025). In buffet contexts, tangibles extend beyond comfort to influence perceived hygiene reliability.
Reliability forms a second core dimension. Empty trays and delayed replenishment are interpreted as inconsistent delivery of a promised service. Within budget breakfast settings, expectations focus on continuous availability of staple items rather than premium differentiation. When items deplete prematurely or replenishment slows, guests infer weak operational control (Tripadvisor, 2026; Tripadvisor, 2015). The limited recovery window typical of breakfast further amplifies these effects.
Responsiveness represents a third dimension closely linked to staff visibility. In buffet systems, responsiveness includes proactive micro-actions such as tray monitoring, surface cleaning, and immediate replenishment. Review narratives suggest these behaviours are insufficiently visible despite staff presence elsewhere (Tripadvisor, 2015). The absence of perceived responsiveness increases frustration, whereas visible micro-interventions can mitigate negative interpretations.
[bookmark: _Toc222687436]5.2 Kano-style logic: why these failures create disproportionate dissatisfaction
Attribute-based satisfaction logic explains why recurring breakfast failures dominate overall evaluation, extending the dissatisfier–satisfier asymmetry outlined in Section 2.3. Kano categorisation indicates that certain attributes function as basic expectations: their presence is taken for granted, yet their absence produces disproportionate dissatisfaction. In this context, appropriate food temperature, table cleanliness, and continuous availability of staple items operate as must-be attributes, strongly shaping guest judgement when compromised (Tripadvisor, 2026; Hotels.com, 2025; Google Travel, 2025).
Performance attributes, including perceived variety, service speed, and value alignment, influence satisfaction more gradually and reflect the operational consistency implied by the ibis breakfast proposition (IBIS, 2025). Review narratives suggest that acceptance of the offer is conditional; once basic attributes fail, performance elements cannot compensate. Guests may recognise value yet still express negative evaluations when breakfast appears cold, depleted, or disorganised (Tripadvisor, 2026; Hotels.com, 2025).
This pattern reinforces the primacy of operational discipline over menu expansion. Increasing variety can intensify complexity and replenishment pressure, whereas stabilising basic attributes offers greater satisfaction gains within budget service contexts.
[bookmark: _Toc222687437]5.3 Food quality theory in practice: temperature, freshness cues, and perceived safety
Food quality in hotels is assessed through sensory cues and perceived safety, with temperature acting as a key indicator due to its immediate observability. Lukewarm hot items reduce palatability, signal weak process control, and may raise concerns about holding time. Regardless of actual safety, guest perception remains decisive; therefore, reports of cold breakfast items reflect a gap between expected and perceived quality (Tripadvisor, 2026). In buffet systems, temperature control relies on equipment capability, batch sizing, replenishment rhythm, and monitoring, meaning that failure in any element can result in perceived quality decline.
Temperature problems recorded in ibis London Stratford seem to relate with comments pertaining to peak demand pressures - delays and batch wait inflate opportunity for sensory gaps to occur. This confirms validity of SERVQUAL reliability issues and Kano must-be logic (ideal temperature range is considered a threshold item, not an attractive item). This means that temperature control can be perceived as both a means of managing food quality and signalling competency; problems surrounding temperature influence diner's overarching perceptions of breakfast legitimacy.
[bookmark: _Toc222687438]5.4 Labour pressure and operational constraints in UK hotels
One reason for these continued failures is due to staff pressure and controlled occupancy staffing models. Hotel rosters are dictated by fluctuations in demand and the need to manage labour costs resulting in busy times with little opportunity to recover (Piso, 2022). Breakfast service creates a spike in demand over a short period of time where teams are expected to replenish, clear tables/bowls, clean, interact with guests and prepare food. As there are fewer team members than tasks needing to be completed at one time, this leaves more opportunity for errors to occur that are noticeable by guests.
I do not mean to make excuses for these failures however; it helps explain why they seem to occur frequently as mentioned in my analysis. Keeping items clean and stocked requires ongoing small tasks. So if one task falls behind, there will be knock-on effects of empty trays, queues and general feelings of uncleanliness. There’s also something known as prosocial rule violation. This is when employees purposefully break from set standards to provide guest service. During times of high stress and work intensity, it’s likely this behaviour decreases over time and teams are forced to take shortcuts guests view as a lack of control. (Ghosh, 2022).
[bookmark: _Toc222687439]5.5 Placement-informed breakfast routines at ibis London Stratford and their effectiveness
Breakfast dispatch at ibis London Stratford emerges as choreographed through scalable micro-routines, made less robust at times of peak demand. Observation helped unpack this routine in three steps.
Setup: Availability of tables, crockery and buffet layouts meeting the expected standard by opening (tables wiped clean etc.). Dependency on punctuality increases where early service windows are factored into guests’ day (e.g. 06:30 highlighted in R24). 
Flow: Throughput periods see high volumes of task-switching between replenishment; clearing; customer interaction; troubleshooting equipment failures etc. Reviews mention feelings of congestion and lack of space during peak periods (R10, R18) which coincide with comments around the quality of cooked items e.g. scrambled eggs arriving powdery/smashed (R04, R09, R21, R27). Episodes here exposed underlying demands of reliability, tangibles and responsiveness described previously and demonstrate how temporal compression during peaks introduces squeeze points into a routine.
Conclusion: Replenishment towards the end of service slots may tighten further to avoid waste. Guests may interpret lack of availability as shortages. Reviews mentioning extended opening times (R32–R33) were in the minority, with complaints more focused on inability to meet reliable demand at busy times rather than closing too early.
Did the routine work? This routine copes with average demand periods well, mentioned favourably by reviewers who find choice acceptable and value reasonable (R01, R06, R11, R16, R22, R28). However, when demand peaks the protection of this routine is lost as replenishment activity and clearing/hygiene touchpoints begin to fight for time – labour capacity. Missing was a clearly enacted floor-control role and cadence to the service routine, acting to avoid trays and tables hitting these failure points. Whilst my observational placement grants useful context into the ‘how’, my interpretation is limited by perspective on the operation floor and lack of internal performance data.
Benchmarking: Many budget and midscale peers bolster peak-period robustness by separation of roles i.e. floor host, replenisher, back-of-house runner. These roles naturally reduce cognitive-switching during peaks and can heighten moments of guest-facing control. The ibis methodology appears loosely akin to a pooled-role operating model – efficient, yet operationally vulnerable. Framing the recommendations later in this review around role-definition, time-boxed replenishment and streamlined table-clear routines over extending menu breadth conceptually maps to gaps in SERVQUAL reliability & Kano must-be’s – the protection of this routine acts as the lubricant between labour design and breakfast quality.
[bookmark: _Toc222687440]5.6 Online reviews as an amplifier: reputation risk from repeatable failures
One way reviews exacerbate the problem is by giving particular emphasis to failures at breakfast. Review descriptions tend to be detailed and easily searchable, allowing guests to quickly see if similar issues came up during their stay. Budget accommodations are especially prone to this, as guests use reviews to determine if the hotel offers good value for money. In other words, mentions of cold breakfast items, running out of food, and unclean conditions erode the reliability of the hotel's operations. Looking at ibis London Stratford again, many of these reviews come in clusters around times when breakfast was particularly bad.
It should be noted that there are good reviews about the value as well. Some guests feel that they still got good value for money despite issues with breakfast. This means that negative reviews can get shared amongst generally positive ones (Hotels.com, 2025). This can be thought of as an aspect of electronic word-of-mouth; one instance of poor service may not doom a hotel's reputation, but repeated mistakes, especially when they're so elementary, start to build up.
As such, elements of the hotel that are able to be fixed should be addressed. Things like proper temperature control, not running out of items, and ensuring cleanliness can be easily solved. Collectively, the Discussion findings indicate that breakfast reliability functions as a reputational multiplier in budget hotel contexts, linking SERVQUAL performance gaps, Kano must-be failures, and labour-related operational fragility within the ibis breakfast system.
[bookmark: _Toc222687441]5.7 What the discussion implies for management priorities
The combined framework interpretation produces a clear priority order:
1. Stabilise basic attributes first: hot holding, hygiene, continuous availability.
2. Relieve congestion by pacing the space and managing traffic flow, instead of diversifying the menu.
3. Make staff more visually present to signal quick responsiveness, reducing guest frustration.
4. Maintaining a sense of value by presenting a controlled, predictable operation.
These priorities align with budget-hotel realities. They do not require high capital expenditure. They require disciplined routines, simple controls, and clearer role allocation during the breakfast window.


[bookmark: _Toc222687442]6. Recommendations
Recommendations below are aimed at the breakfast operation of a value hotel where staffing levels are limited and peak time is known. Each recommendation speaks to a failure theme outlined in the findings and focuses on inexpensive operational changes specific to ibis London Stratford. Since queuing at the buffet was a common theme in the findings, alterations to buffet flow were implemented.
[bookmark: _Toc222687443]6.1 Buffet flow redesign
To address congestion and queue clustering observed in review narratives, buffet layout adjustments should prioritise clearer guest flow and reduced decision bottlenecks.
· Restructure the buffet, where spatially feasible, into a one-way flow: plates and utensils first, followed by cold foods, hot foods, and beverages.
· Separate high-demand items to minimise congestion. Bread, pastries, and toaster stations should be positioned away from the hot-food line to avoid a single pressure point.
· Introduce clear visual signage guiding the sequence, reducing guest hesitation and crowding at choice points.
· Where space permits, duplicate high-demand touchpoints such as hot drinks or toaster stations to distribute traffic more evenly.
These changes are grounded in fundamental service design principles that aim to optimise visibility of progress and minimise experienced wait times. By redesigning flow in ibis London Stratford to increase transparency - where physical space constraints exist and peak congestion is foreseeable - we can increase feelings of control, decrease frustration due to crowding, and indirectly improve replenishment & hygiene standards by lessening the pressure of crowds on staff members.
6.2 [bookmark: _Toc222687444]Replenishment Schedule and Accountabilities
In order to mitigate the reliability gaps (dry-lines/visible depletion) mentioned within the case narratives, replenishment activity must transition from being reactionary behaviour, to protected activity.

· Schedule set replenishment times for high-volume products (every 7-10min) throughout rush hours to avoid visible depletion
· Assign individual accountability for hot-line replenishment, cold/bakery replenishment, and dining-area reset to minimise cross-task switching during rushes.
· Establish a visual checklist indicating the minimum quantity of products per tray before replenishment occurs.
· Pre-stage empty trays ahead of rush hours so replenishment consists of quick-exchange rather than build from scratch.
These countermeasures tackle concepts of standard work while helping to eliminate SERVQUAL Reliability gaps we discovered within the ibis London Stratford case. As mentioned previously, visible depletion was one of the failure determinants due to the use of pooled-role working. By protecting the workflow of replenishment, guest-perceived shortages can be eliminated while stabilising front-line employee workflows and ensuring a continually stocked buffet.
[bookmark: _Toc222687445]6.3 Temperature logs and hot-holding controls
In order to eliminate repeated perceptions of items served cold, temperature control should be institutionalized as a standardized control process.
· Schedule regular checks of critical temps of hot items to ensure temperatures at set intervals of service.
· Log to a simple log sheet located at the pass for accountability.
· Scale batch sizes and frequency of replenishment if repeatedly not reaching desired temp instead of lengthening holding times.
· Focus on fewer items that can be consistently hot versus a wider array served sometimes cold.
Temperature control is a basic quality control tool that addresses the SERVQUAL dimensions of reliability and the Kano basics/must-haves that were revealed in the ibis London Stratford report. Establishing consistent temperatures will help increase customer confidence, eliminate negative sensory signals and show customers that there is a process in place to control temp during the busiest breakfast times.
[bookmark: _Toc222687446]6.4 Staff positioning, visible responsiveness
To address perceived absence of staff and responsiveness gaps, breakfast operations should prioritise visible floor control during peak periods.
· Position one staff member at a central, highly visible location facing both the buffet and dining area during peak service.
· This job definition should be floor-control rather than task-production orientated (checking empty trays, spillages, guest indecision, micro-failures etc.)
· It allows highly visible preventative micro-action and gives subconscious cues of organisational control prior to guest enquiry.
Implementing a floor-control role within ibis London Stratford will improve perceived levels of SERVQUAL responsiveness and reassurance cues where pooled-role working has diluted guest-facing supervision. Higher visibility will alleviate frustration, improve failure recovery times for micro-failures and have a positive knock on effect for hygiene, replenishment and flow management through environmental scanning. 
[bookmark: _Toc222687447]6.5 Pre-Service Routine
Developing opening consistency will help you to minimise opening day disappointments.
• Map out your pre-opening activities – typically 30–45 minutes before service starts. This should include equipment and tray setups, signing/checking and preparation of cleaning materials.
• Pre-load popular items (pastries, bread, utensils, cups, milk, juices) so you have ample stock to meet early rushes.
• Start food heateditors up before customers arrive so they are already at the right temperature.
For hotels such as ibis London Stratford which opens before peak transport flow begin, consistent openings are key to ensuring time critical customers aren’t inconvenienced. Creating a consistent way to prepare for service aligns with lean ready positions while also reinforcing SERVQUAL dimensions of reliability by minimising stock-out, temperature deltas, and observable wait times.
[bookmark: _Toc222687448]6.6 Hygiene checklist and rapid reset cycle
Actions must be taken to visibly recover from cleanliness mistakes and table turnaround issues. Hygiene procedures should focus on speed, visibility, and accessibility.
• Create a timed table reset cycle where tables are cleaned and wiped as soon as guests leave, floors are spot cleaned, and trash levels are monitored.
• Add a simple hygiene checklist with timestamps when the restaurant is most busy to promote accountability and protect the system.
• Maintain cleaning supplies in the breakfast area to allow servers to quickly reset the table without having to exit the dining room.
At ibis London Stratford, slow table clearing was caused by crowding and pooled-role responsibility. Creating a hygiene cycle will improve their SERVQUAL tangibles and help regain trust in cleanliness.
[bookmark: _Toc222687449]6.7 Waste reduction without harming availability
Make waste reduction decisions based on forecasting and cascade replenishment to manage sustainability without compromising reliability perceptions.
• Monitor consumption and waste for one week to understand both top waste items and items susceptible to running out.
• Achieve waste reduction by managing batch size and cascade replenishment instead of reducing buffet lines.
• Manage production based on anticipated occupancy and historical group-booking trends to better meet demand.
• Cascade trays by slowly removing trays from service while maintaining desired availability levels.
Cascade replenishment in ibis London Stratford will help them lower waste while still meeting guests’ reliability requirements.
[bookmark: _Toc222687450]6.8 Practical KPI set for monitoring
Ensuring continued gains and day-to-day reliability, operational KPI's that tie back to our failure themes should be tracked specifically for breakfast. Some examples include: 
• "Missed" breakfasts/ empty-trays seen 
• Percentage of time hot breakfast items meet temperature standards (see logs)
• Time to replenish an empty staple item 
• Time to visibly reset a table during rush
• Sentiment analysis of breakfast mentions on key channels
For ibis London Stratford, these KPI's help turn repeat failures that guests see into operational metrics we can track. By narrowing down on some KPI's we can hold the team accountable for refill and cleaning cycles and identify problems with reliability before guests notice.
[bookmark: _Toc222687451]6.9 Implementation practicality – effort, cost, timescale
Recommendations were further ranked for implementation based on short-, medium-, and long-term time frames with respect to required effort and expense. This allows prioritization for achievable implementations. 
• Short-term (0–4 weeks, little expense): Create schedules for replenishment; Identifyroles during peak times; Mark positions for staff during peaks; Create simple temperature documentation sheet; and Standardize hustle stations resetting.
• Medium-term (1–3 months, little-to-moderate expense): Rearrange buffet to eliminate congestion; Add passing stations if space allows; Implement basic flow lines; and Create staging area at back of line for quick refreshments.
• Long-term (3–12 months, moderate expense): Evaluate staffing during busiest breakfast periods; Increase hot-holding capacity if necessary; and Implement lightweight electronic cues or checklists.
In the ibis London Stratford context, where operational fragility arises primarily from routine protection rather than infrastructure limitations, most improvements rely on process standardisation and role clarity rather than capital expenditure. Staged implementation supports continuous improvement while allowing physical adjustments to be justified through anticipated gains in review sentiment, reduced service recovery workload, and greater consistency in breakfast delivery.
[bookmark: _Toc222687452]

7. Conclusion
Background & Objectives: Breakfast experience research was conducted within a UK budget hotel in ibis London Stratford through secondary thematic analysis of publicly available online customer reviews complemented by placement informed observation of the breakfast service process. Review analysis revealed that due to its prominence, time sensitivity, and opportunity to become publicly documented online reviews breakfast is subject to reputational risk that can dramatically shape quality perception and revisit decisions (Leite-Pereira, Brandão, and Costa, 2022; Sampaio and Régio, 2024; Cobanoglu, 2023).
Methods: Through which dimensions do breakfast customers perceive quality? Conclusion: Customers assess breakfast service quality by its performance consistency rather than assortment of options available. Common complaints surfaced around temperature fluctuations, availability or running out, crowding, perceived cleanliness, and lack of staff visible control. While these factors are considered fundamental criteria, attribute-level research supports that gaps in fundamental needs cause significant dissatisfaction while consistent performance only drives marginal satisfaction (Zhao et al., 2021; Tager et al., 2021). Further supporting value-based theory, consumers accept low-cost offerings but are sensitive to inconsistent performance against fundamental needs (Nash, Thyne, and Davies, 2006; Permatasari, Maghrifani, and Wibowo, 2025).
In service quality terms these complaints can be mapped to tangibles (cleanliness, table setup), reliability (run out, temperature), and responsiveness (staff interaction, lines). This can be compared to literature highlighting relationships between service quality, reputation, and organizational performance specifically within hotel industries (Anagnostopoulou et al., 2020; Asgeirsson, Gudlaugsson and Jóhannesson, 2024). Streamlined offerings at peak times are fragile routines that allow for very public hotel reputation damage.
Discussion: Findings are paralleled by the high-risk UK breakfast context. Demand fluctuations and labour stress leave less margin for error during these times increasing likelihood of headaches spillover if processes aren’t institutionalised and protected (Piso, 2022; UKHospitality, 2024; Czajka, 2025). Literature also supports use of low-touch technology and sustainability initiatives to increase operational reliability and decrease waste such as demand forecasting and inventory management (Chen, Chuah, and Balasubramanian, 2025; Go Technology, 2024; World Sustainable Hospitality Alliance, 2024; Arup Group, 2021).

Conclusion: Limitations of this research include secondary data from reviews and personal observation was used rather than internal performance data or staff interviews. Therefore, no quantification of how often complaints occurred or underlying causes can be known. Future studies could incorporate systematic review sampling and analysis of changes after implementations using operational metrics like temperature checks, #of empty trays, and time in line (Lauterwasser and Nedzhvetskaya, 2023; Yu et al., 2024; Soe and Punyachalard, 2025). Customer satisfaction with breakfast can be most improved by protecting and ensuring reliability in the guest experience through management of flow and replenishment, temperature, hygiene standards, and staff presence. 
[bookmark: _Toc222687453]
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[bookmark: _Toc222687455]Appendix A: Review screenshot evidence log (ibis London Stratford; R01–R37)
Note: Entries below are paraphrased from screenshot evidence. Screenshots were captured from Booking.com, Google Travel, Hotels.com and Tripadvisor and indexed as R01–R37. Personal identifiers are not used in the report text.
R01 (Booking.com; reviewed 13 Feb 2026; stay Jan 2026): Positive – breakfast described as generous (hot and cold items), staff helpful.
R02 (Booking.com; reviewed 03 Feb 2026; stay Feb 2026): Positive – breakfast choice described as excellent.
R03 (Booking.com; reviewed 31 Jan 2026): Positive – breakfast described as great; staff described positively.
R04 (Booking.com; reviewed 29 Jan 2026; stay Jan 2026): Negative cue – scrambled eggs described as powdery (quality execution failure in cooked items).
R05 (Booking.com; reviewed 09 Jan 2026; stay Jan 2026): Negative – complaint that breakfast was charged but not provided (service delivery failure at boundary/entitlement level).
R06 (Google Travel; relative timestamp shown in screenshot): Positive – standardised ibis expectations met; breakfast choice described as good; location convenience noted.
R07 (Google Travel; relative timestamp shown in screenshot): Mixed –location praised; breakfast selection described as lacking over a longer stay.
R08 (Google Travel; relative timestamp shown in screenshot): Negative – breakfast described as not great; other negatives include noise/location feel.
R09 (Google Travel; relative timestamp shown in screenshot): Strong negative –slow/low-attention service cues; scrambled eggs described as overdone/powdery; table clearing described as poor (tangibles + responsiveness failure).
R10 (Google Travel; relative timestamp shown in screenshot): Mixed – breakfast described as good, but eating area described as too small when busy (congestion/space constraint).
R11 (Google Travel; relative timestamp shown in screenshot): Positive – breakfast buffet described as delicious and plentiful; calm atmosphere cues.
R12 (Google/Trip.com referenced within screenshot): Mixed – breakfast described as fairly good; request for more vegetarian hot options; staff described as friendly/helpful.
R13 (Google Travel; relative timestamp shown in screenshot): Mixed – breakfast described as reasonable; request for more vegetarian cooked options (offer breadth/expectation gap).
R14 (Hotels.com; 21 Sept 2025; 8/10): Positive – staff friendly; breakfast food described as nice.
R15 (Hotels.com; 25 Apr 2025; 10/10): Positive – nice breakfast; overall positive stay.
R16 (Hotels.com; 04 Jan 2026; 8/10): Positive – very good breakfast; staff friendly; location good.
R17 (Hotels.com; 12 Oct 2025; 10/10): Positive – breakfast described as having wide variety.
R18 (Hotels.com; 19 Oct 2025; 6/10): Negative – breakfast area needs improvement; sausages criticised; bacon burnt; eggs criticised (product quality + process/space issues).
R19 (Hotels.com; 29 Jun 2025; 8/10): Neutral-to-positive – breakfast described as adequate buffet; staff helpful; value noted.
R20 (Hotels.com; 30 Jun 2024; 10/10): Positive – breakfast described as well presented.
R21 (Hotels.com; 06 Jan 2026; 6/10): Mixed – breakfast described as fine but basic choice; scrambled eggs criticised as very dry (quality execution issue).
R22 (Hotels.com; 09 Oct 2023; 10/10): Positive – breakfast buffet described as excellent.
R23 (Hotels.com; 06 Sept 2025; 4/10): Mixed – staff/service criticised; breakfast singled out as superb; note of limited choice (breakfast as compensator against wider dissatisfaction).
R24 (Hotels.com; 08 Dec 2024; 8/10): Positive – hotel praised as clean; breakfast start time (06:30) noted as useful for early schedules (operational timing detail).
R25 (Hotels.com; 02 Feb 2025; 8/10): Negative – breakfast described as very poor; coffee machine problems; hot food perceived as cold; sauces missing (equipment + temperature control + completeness).

R26 (Tripadvisor; review timestamp shown; date of stay Jan 2026): Positive – breakfast described as excellent range; minor critique that scrambled eggs were very firm (quality nuance).
R27 (Tripadvisor; Jan 2026; date of stay Jan 2026): Strong negative – breakfast described as cold/disappointing; multiple cooked items described as dry/lukewarm; busy conditions noted (peak-load execution failure).
R28 (Tripadvisor; Dec 2025; date of stay Dec 2025): Positive – breakfast spread described as amazing.
R29 (Tripadvisor; Mar 2025; date of stay Mar 2025): Negative – full English described as poor/minimal; missing items noted; bacon overcooked; sausages low quality (offer completeness + product quality).
R30 (Tripadvisor; Jul 2025; date of stay Jun 2025): Negative – claims breakfast marketing pictures do not match reality (expectation gap/reputation risk).
R31 (Tripadvisor; Feb 2025; date of stay Feb 2025): Positive – breakfast described as delicious with many options.
R32 (Tripadvisor; Sep 2024; date of stay Aug 2024): Positive – breakfast noted as running until lunchtime on a bank holiday; good selection; dining area located near reception but not perceived as problematic.
R33 (Tripadvisor; Sep 2024; date of stay Aug 2024): Positive – breakfast described as brilliant, plenty of hot/cold choice; service noted as running until midday (time-pressure reduction).
R34 (Tripadvisor; Aug 2024; date of stay Aug 2024): Positive – breakfast enjoyed; vegan breakfast request accommodated (empathy/responsiveness cue).
R35 (Tripadvisor; Aug 2024; date of stay Aug 2024): Positive – breakfast described positively (e.g., juices/food).
R36 (Tripadvisor; Aug 2024; date of stay Aug 2024): Positive – breakfast described as continental with cooked meats/cheese plus pastries/yogurts/fruit (offer description detail).
R37 (Tripadvisor; Aug 2024; date of stay Aug 2024): Mixed – breakfasts described as good but range could be wider; cleanliness/safety cues noted positively.
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Trip.com Member
Q 5 4,/5

(not a bad thing to air out the room when the weather is mild). Breakfast was fairly good
although more vegetarian hot food options would be welcome. Staff friendly and helpful. There
is a Nandos right underneath the hotel and a Morrisons

More reviews on Trip.com
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Trig Member
Q 5 3,7/5

when | arrived, so the room was very cold and took some time to warm up, since it was
freezing outside. Breakfast was reasonable, although would have been good to have more
vegetarian cooked options (such as veggie sausages, mushrooms).

More reviews on Trip.com
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8/10 Very good
215ept 2025

Staff were really friendly. hotel felt secure and food was nice at breakfast. Bed was comfy however carpet and bathroom
felt a bittired in places.

I8 Koren, 1-nignt trip
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8/10 Very good

Vincent
Solo traveller
4.Jan 2026

© Liked: cleaniness, amenities, property conditions & facilties
Very good breakfast. Friendly staff. Good location

Stayed 1 ight in Jan 2026 - Verified review ©
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10/10 Exceptional

25 Apr 2025

Had a lovely trip lovely room nice breakfast altogether lovely stay
B8 Mark. 1-night trip
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10/10 Exceptional

Mernan
12 0ct 2025

@ Uiked: cleaniiness. staff & service, property condtions & faciies

The hotel was clean and the staff were super friendly and helpful. | was having a bit of a headache when | came in and
the staff at reception picked up on that and made me feel 5o at home with genuine concern. The room was clean.
sheets, towels et absolutely loved the bathroom plus the price is very competitive. Breakfast had a wide variety of
options. This Ibis s excellent value for money and going forward. | will be lodging there whenever | visit Stratford

Stayed 1 might in Oct 2025 - Verified review O
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6/10 Good

Stephen

19 Oct 2025

Provide a better area for breakfast. Sausages were awful bacon burnt scrambled eggs didn't taste of anything area
was messy

Stayed 2 nights in Oct 2025 - Verified review ©
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8/10 Very good

Sian
Travelled with partner
29 Jun 2025

@ Uiked: cleaniiness. staff & service, property condtions & facities room comfort
Good hotel

The hotel is in a reasonable location for Stratford station and shopping malls. The room was comfortable - clean with a
good shower/bathroom. Breakfast was an adequate buffet. Staff were friendly and helpful. Good value for money.

Stayed 2 ights in Jun 2025 - Veritied review ©
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10/10 Exceptional

Margaret
Travelled with family
30 Jun 2024

@ Uiked: cleaniiness. staff & service, property condtions & faciies

Hotel very convenient for the Abba Arena. The staff were very welcoming and the breakfast was well presented and
enjoyable

Stayed 1 ight in Jun 2024 - Verified review ©
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6/10 Good

Akosua
Solo traveller
6 Jan 2026

© ukea: cleaniiness

There was no soundproofing in my room so | could hear the people next door playing music and chatting most of the
night. The hotel wasn't very busy and | was on the 3rd floor, 5o 'm not sure why | had to be right next door to them. |
didn't really see much staff presence during my stay and wasn't sure how to communicate with reception when in my
room. The lift didn't work properly. It seemed to get stuck on certain floors, with the lift doors staying wide open. |
ended up going up and down five flights of stairs multiple times. This would be a major issue for those unable to use
the stairs. Fix it ASAPII Breakfast was fine, but the choice was quite basic. The scrambled eggs were awful and very dry
and crumbly! The guacamole was a nice touch and full of flavour though. The room was clean, but it was a bit weird
that Ibis doesn't provide bath mats as standard. | didn't realise that until | was about to have a shower and so had to
use my hand towel instead. Not ideal. Overall. it was an ok stay for a night since my boiler at home wasn't working and
I needed somewhere close by to sleep. Would | recommend the hotel to others? I'm not sure, it would depend on how
reasonable the nightly rates were for what you get

See less

Stayed 1 ight in Jan 2026 - Verified review ©
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10/10 Excep!

Douglas
Travelled with family
90ct 2023

nal

@ Uked: leaniiness,staff & service. property conditions & faciites. room comfort
Overnight trip

Ihad booked this hotel for an overnight trip to London. The hotel was good, the room was spacious and clean. The
breakfast buffet was excellent

Stayed 1 might in Oct 2023+ Verified review O
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4/10 Fair
Adrian

Business traveller
6 Sept 2025

© uiked: room comfort

© Disiked: staff & service
I'd go back, but only if the last option!

I get t's a relatively cheap hotel, but so much of wrong. Some staff have a poor attitude to everything and dont want
to be there or listen to guests. One evening member of staff excellent but didn't get his name. He should be single out
for some praise Food is poor quality - except breakfast which was superb. No one understands the conceit of starter
and main. Later arrives as you're eating your (limited choice) of starter! Careful touching the irons - there's an ironing
room. not one brought to your room - they leak everywhere and spit limescale crud on your clothes if you try to use
steam. Saving grace is cost and location

See less

Stayed 2 ightsin Sep 2025 - Verified review ©
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8/10 Very good

alan
Travelled with family
8 Dec 2024

@ Uked: leaniiness,staff & service. property conditions & faciites. room comfort
Good stay

We really like the Ibis at Stratford. non pretentious and clean. The breakfast is served at 6:30am which is great when
‘we have swimming competition in LAC. The only downside is that the windows are not thick enough and in some
rooms you can hear the noise. They should have ear plugs in every room. not as/if needed because you might find
needing them in the middle of the night!

Stayed 1 night in Dec 2024 - Verified review ©
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8/10 Very good

Karen
Travelled with partner
2Feb 2025

@ Uiked: cleaniiness. property conditions & facites, room comort

Arrived early. hotel were asking us to pay again, even though paid in advance, got reception to re check. Room
comfortable Breakfast very poor, coffee machine not working very well, hot food was cold, no sauces available

Stayed 1 mignt in Feb 2025 -+ Verfied review O
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Mark D wrote a review Feb 1
Poole, United Kingdom « 393 contributions * 123 helpful votes

00000
Great overnight stay

Very good, nice room, modern hotel, good value especially considering the location over night £75,
get a discount by joining and using the Accor app. Room was very quiet, good staff. Breakfast £10.50
was excellent range, although scrambled eggs very firm. Only bedside table and plug on one side of
bed. Very clean.

Date of stay: January 2026
Trip type: Traveled as a couple.
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colemen wrote a review Jan 2026
west midlands » 483 contributions » 303 helpful votes

00000

Ok for one night.....but cold breakfast !

Stayed here while attending the nearby ABBA show. On arrival staff were friendly and informative.
Room ok, expected Ibis standard with huge shower in the pod bathroom. Few worn out bits of decor
and a couple of very strange bedside lights hanging on loops of wire (I joked that | might garrotte
myself in my sleep - very odd).

Breakfast was disappointing. Good selection of cooked food but scrambled eggs were dry and ice
cold. Bacon dry and hard. Sausage dry and Luke warm. Beans hot and nice and thick !. It was pretty
busy with guests but strange to get such a poor display of food.

Locati

00000

Sleep Quality

000

Date of stay: January 2026
Trip type: Traveled as a couple.
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jar P wrote a review Dec 2025
1 contribution

00000
Amazing experience

**Simply the Best! 5 Stars!*™

My experience at IBIS London Stratford was outstanding! Everything was top-notch from start to
finish.

The room was pristine and very comfortable. The breakfast spread was absolutely amazing - so
many delicious options! Service was excellent across the board, with all staff being super friendly
and helpful. And the restaurant had fantastic food options for every taste.

Highly recommend - you won't be disappointed!
Read less A

Date of stay: December 2025
Trip type: Traveled with family
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Nick T wrote a review Mar 2025
18 contributions

00000
Very poor standard Full English Breakfast. Not much Full about it.

Room smelt of smoke as if it used to be a smokers room. The breakfast had no fried eggs, no beans,
the bacon was overcooked and the sausages were low quality. To be honest they seemed to have
done the minimum to avoid calling it a continental only breakfast. The continental breakfast was
good enough.

Insider tip: The entrance to the Hotel is around the corner and a little hard to find.

Date of stay: March 2025
Trip type: Traveled solo
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magnus wrote a review Jul 2025
Kungsangen, Sweden » 1 contribution
00000
So there...
Amediocre hotel with disengaged staff who did everything to milk time. The pictures of the breakfast
do not reflect reality.

The location is good if you want to see West Ham or a gig at the London Stadium.
Alot of sirens at night as this is a pretty tough area many addicts and non-Europeans are seen.

Date of stay: June 2025
Trip type: Traveled with friends
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Adam A wrote a review Feb 2025

1 contribution

it to fa

yin the area

Ihad a chance to have a dinner in the hotel and the food that was given was fresh flavourful. Also
had a chance to have the breakfast which was also delicious and there was allot of option to
choose from the location is close to the train station and the shopping centre

Sleep Quality

Date of stay: February 2025
rip type: Traveled with friends
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Donna S wrote a review Sep 2024 .

2 contributions

0000
Cheap and cheerful

Small hotel welcoming, one person manning the 24 hr reception at any time .

Breakfast was on till lunchtime over the bank holiday (not sure if that runs as a permanent fixture)
and was a good selection of full English, cereals , fruit yogurt and small selection of pastries . We did
find it odd that the dining area is basically in the reception area but it doesnt effect you dining
because it didn't appear to get busy.

Read more v

Date of stay: August 2024
Trip type: Traveled as a couple.
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WhiteNorthWales wrote a review Sep 2024
North Wales « 1 contributions « 10 helpful votes

00000

ice but eat out at night

The room was clean and nice and airy. Bed and pillows were really hard.

We had an evening meal there as it was quicker than finding somewhere - it was dreadful neither of
us ate it. Breakfast however was brilliant lots
Of choice of hot or cold and plenty of it and it went on until 12Noon so no rush.

Perfectly situated for ABBA Voyage which is what we went there for.

Date of stay: August 2024
Trip type: Traveled with friends
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O Bwrote areview Aug 2024
1 contribution

00000

One night comfortable

Comfortable stay and we enjoyed the breakfast and the atmosphere. The staff were friendly and
looked after us. We will deffo come back to this hotel. It's a cosy atmosphere and the stay overall
was very comfortable @. They accommodated our vegan breakfast request as well

Date of stay: August 2024
Trip type: Traveled as a couple.
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Simone T wrote a review Aug 2024
Limana, Italy + 13 contributions « 5 helpful votes
00000
Nice experience
The hotel is located in a very good position, Just 5 min walking from Stratford station. The room is
clean and quiet and the access is by a magnetic card. Breakfast full of delicious juices and food for

different palats, except the coffe that it wasn't good. Cordial personell, they give you a present
when you check-out.

Date of stay: August 2024
Trip type: Traveled as a couple.
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a’ Jo D wrote a review Aug 2024 .
Buxton, United Kingdom 18 contributions « 2 helpful votes

0000
Lovely hotel in perfect spot for visiting ABBA and other attractions on London

Lovely hotel very well situated to visit London. We decided to come here because we wanted to go
to the ABBA voyage and we were also going to Wembley. Stratford is well linked by the tube and
there is a direct tube from Wembley. The hotel was clean and the staff were friendly. The breakfast
was great. All you can eat and a very varied selection of different foods from the usual cooked
breakfast to continental with cooked meats and cheese. Croissants and pastries yogurts and fruit.
The room was comfy but the shower was different although very good. It was a pod in the corner of
the room. The light in the bathroom was great for doing make up. Tea and coffee were provided and
there was a charging point for devices. Towels were changed every day. The price was good given
that it was @ bank holiday. Could find any where cheaper. Will be searching out the IBis brand again
on our next trip

Read less A

Date of stay: August 2024
Trip type: Traveled with family
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Aneta S wrote a review Aug 2024

1 contribution

00000

Exactly like the description

The staffis very friendly and helpful. Our rooms were cleaned daily. We also had delicious
breakfasts, the range could be a bit wider though. However, the whole area is safe and quite clean.
There are also bus, train and underground stations in the vicinity. I'd book this hotel again, so | can
happily recommend this hotel for your stay.

Value

Cleanl
[ L]

Date of stay: August 2024
Trip type: Traveled with friends
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Reviewed: 3 February 2026

Myers
8 United Kingdom
35 e
Fdpveres

Room by Ibis

© 1 asked for a quiet room but | was woken up on 2 nights
out of the 30

© The location was good and the staff were friendly.
There was an excellent choice for breakfast.

Stayed in February 2026
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Reviewed: 13 February 2026

“A Convenient, Comfortable Hotel”

e trip

2 nights

© There was nothing.

© We liked everything- the room was generous. Our
requests for extra pillows provided. The bed was very
comfortable. Breakfast was generous with hot and cold
food. Staff were helpful when required. Bathroom a bit
basic and small, but for  few days that's fine. Location to
centre was excellent.

Stayed in January 2026
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Reviewed: 31 January 2026

“Great breakfast and pleasant staff."

/e Room with One Doubl

© The room did have rather a smell of drains when we
arrived, and the heater was very noisy when on max.

‘Othenwise their was coffee tea and 2 kettle and the room
was good.

© The room was spacious and clean.
Stayed in January 2026
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Reviewed: 29 January 2026
Good

ure rip [R- Family with young children

" Submitted via mobile

© Scrambled eggs at the breakfast buffet were powdery.
Eggs are my favourite breakfast food.

© staff, 24/7 restaurant, easy check in and out.

Stayed in January 2026
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Reviewed: 9 January 2026
Shah

B8 United Kingdom ‘Good

iz

" Leisure trip [R- Solo raveller oom by b
" stayed 2 nights [R- Submitted via mobit

© They take charges for services but wasn't given breakfast.
© it was comfortable and good with good price

Stayed in January 2026
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Martin Legau
3 months ago here: G Google 4/5

(Translated by Google) | got what | expected from a standardized Ibis, good confort and
breakfast choice. The hotel is a 10min walk away from the well connected Stratford
transport hub. Going into London and around is direct. The big plus, on Friday and Saturday
nights, Central tube line goes up to Stratford non-stop.

(0riginal)

1 got what | expected from a standardized Ibis, good confort and breakfast choice. The
hotel is a 10min walk away from the well connected Stratford transport hub. Going into
London and around is direct. The big plus, on Friday and Saturday nights, Central tube line
goes up to Stratford non-stop.

Rooms 40 Service 40 Location 4,0 .
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Christin Ziesch

2 months ago here: G Google 5/5
(Translated by Google) The location of the hotel is great; in 30 minutes you can be in the
middle of things... we spent a week there and noticed that the breakfast selection was a bit
lacking.

(0riginal)

Die Lage des Hotels ist super, in 30min ist man mitten drin.
da merkt man, dass etwas Auswahl beim Fruhstuck fehit.

‘waren eine Woche dort,

Rooms 50 Service 40 Location 50
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‘Adam Davies
one year ago here: G Google 3/5

Business | Solo traveler

(Translated by Google) Basic rooms. The reception area and bar are merged so t's a bit
odd. The location is ok but a bit sketchy. Breakfast wasn't great and noisy outside of rooms
(0riginal)

Basic rooms. The reception area and bar are merged so its a bit odd. The location is ok but
a bit sketchy. Breakfast wasn't great and noisy outside of rooms

Rooms 40 Service 30 Location 3,0 .
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Stephen Howard 2/5

3years ago here: G Google

Pair

(Translated by Google) When we got there the staff took ages to come out from the office
tothe front desk they were all on their phones and talking. The food is terrible the
scrambled eggs were overdone to the point that it was like powder and tasted like
chestnuts. I came down to get a coffee an hour later and the food I'd eaten was still on the
table probably cos they were too busy on their phones to notice.

(0riginal)

When we got there the staff took ages to come out from the office to the front desk they
were all on their phones and talking. The food is terrible the scrambled eggs were
overdone to the point that it was like powder and tasted like chestnuts. | came down to
geta coffee an hour later and the food I eaten was still on the table probably cos they
were too busy on their phones to notice.

Rooms 40 Service 1,0 Location 2,0
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Peter Ball
§ 6 years here: G Google 4/5

(Translated by Google) A great budget hotel with comfortable beds and a really unique
bathroom. The breakfast is good but with do many people it eating area is too small. A

short walk from Westfield centre" and tubes

(0riginal)

‘A great budget hotel with comfortable beds and a really unique bathroom. The breakfast is
good but with do many people it eating area s too small. A short walk from Westfield

centre" and tubes ...
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EditK.T.
4 months ago here: @ TrustYou & 4,5/5

‘We had a great time. The room was clean, comfortable, with coffee and tea making f
‘The breakfast buffet was delicious and plentiful, soft music was played. Overall, a very
pleasant place.

Visiting time: September 2025




