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Abstract
A particular case study-based focus has been made on the Novotel Birmingham Airport’s restaurant. The restaurant is part of a mid-range international hotel and has a diverse range of visitors, including travellers, tourists, and airline passengers. In this study, an aim has been taken to evaluate the impact of the current service quality of the restaurant on guest satisfaction rates. In Chapter 1, the background of the restaurant has been evaluated while also highlighting the operational challenges faced by the services in terms of creating a high-quality dining experience for guests. Thus, the analysis has been made on five dimensions of service quality, including responsiveness, reliability, empathy, assurance and tangibles. 
In Chapter 2, a highly comprehensive literature review has been conducted. In this review, the most recent and relevant studies have been critically analysed while generalising the topic of service quality and customer satisfaction in the hospitality industry. The literature identifies staff behaviour, food quality, ambience, and hygiene as key factors in proper guest satisfaction creation. The SERVQUAL Model has been used as a theoretical framework to align the service context with the satisfaction evaluation process. The review also highlights gaps in the existing literature regarding the need for a context-specific analysis and a wider research base. 
Chapter 3 outlines the overall methodological direction of this research. A secondary qualitative thematic analysis has been selected for the methodological data collection and analysis process. A factual analysis process has been prioritised due to the nature of the study is an analysis of customer experience. Thus, a pragmatist paradigm, deductive approach and descriptive design have been considered for creating a focused methodological direction. 
In Chapter 4, detailed findings and discussion of information have been considered through factual evaluation. A total of three themes has been developed that include evaluation of key factors of customer satisfaction, alignment of UK regulations and solutions for further improvement. These themes are developed in alignment with the research objectives and questions so that they can be answered in this section. Customer comments and third-party ratings of the restaurant have been analysed critically to ensure a detailed and context-specific analysis of the case. The discussion section is utilised to critically compare the data in the findings section with the literature review findings. Thus, a detailed valuation of the direction of the research has also been made, followed by an analysis of study implications and limitations. 
This research discusses the relationship between service quality and customer satisfaction in the restaurant of Novotel Birmingham Airport. It analyses five dimensions, namely, tangibility, reliability, responsiveness, assurance, and empathy, with the help of the SERVQUAL framework in order to define the gaps in the services and areas to improve them. The results indicate that the influence of responsiveness, empathy and personalised service on guest satisfaction is very high. Some of the recommendations made are staff training, technology integration, menu improvement, and improvement of ambience. As a measure to improve the total guest dining experience and maintain brand loyalty, the research points out that maintaining excellent service delivery and innovativeness are crucial.
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[bookmark: _Toc212483191]Chapter 1: Introduction
[bookmark: _Toc212483192]1.1 Research and Organisational Background
Novotel Birmingham Airport is a part of the Accor Hotels Group. It is a middle scale international hotel that thoroughly serves business travellers, airline passengers, and tourists at a time (Accor, 2025). Its onsite restaurant is very popular for its high-end guest experience, breakfast, lunch, and dinner facilities with various choice of cuisines. The restaurant plays a vital role in shaping customer perceptions, satisfaction, and loyalty. As it is an airport-based restaurant, it faces issues of a cultural gaps, services in limited time, and diverse customer expectations. 
[bookmark: _Toc212483193]1.2 Research Purpose
This research focuses on exploring the relationship between service quality and customer satisfaction in the restaurant at Novotel Birmingham Airport. The goal of this study is to find out the particular parts of the dine in and out experience. It helps to determine the customer's understanding, including the staff's behaviour, the quality of the food, the atmosphere, and the service quality (Adriatico et al., 2022). The research also will provide practical solutions by which the customer experience can be improved.
[bookmark: _Toc212483194]1.3 Problem Statement
Even though Novotel Birmingham Airport tries to uphold a high level of service, the restaurant struggles to provide a satisfying dining experience regularly. Likewise, the responses from the guests sometimes reveal that the performance of the restaurant is average at best, mentioning that the service is delayed, food quality varies, and there is a lack of staff engagement. Hence, these reasons may cause a reduction in customer satisfaction, negative comments, and a possible decrease in the hotel's loyal customers (Abdullah, Sufi and Kumar, 2022). Due to the increasing competition among the hotels around the airport and food outlets, it has become a necessity to assess the quality of service in a professional manner. 
[bookmark: _Toc212483195]1.4 Research Aim
The aim is to critically evaluate how service quality in the restaurant at Novotel Birmingham Airport influences customer satisfaction.
[bookmark: _Toc212483196]1.5 Research Objectives
	SMART
	Objective 1: Evaluate service quality standards
	Objective 2: Identify key factors influencing customer satisfaction
	Objective 3: Recommend strategies for improvement

	Specific
	Observe and measure restaurant service delivery against set standards.
	Determine elements (speed, menu, staff behaviour, ambience) shaping guest satisfaction.
	Suggest targeted solutions to enhance the guest dining experience.

	Measurable
	Use guest surveys, comment cards, and observation checklists.
	Collect at least 30 guest responses during placement.
	Provide 3–5 practical recommendations supported by findings.

	Achievable
	Can be done within the restaurant placement using existing tools.
	Data collection is possible through short surveys and daily observation.
	Recommendations based on real evidence from collected data.

	Realistic
	Aligns with the hotel's operational priorities and resources.
	Guests are accessible daily, making feedback realistic to obtain.
	Proposals will be feasible with current staffing and budget.

	Time-bound
	Complete evaluation by the midpoint of placement.
	Analyse factors by the third month of placement.
	Submit recommendations by the end of the placement project deadline.


Table 1: Research Objectives
[bookmark: _Toc212483197]1.6 Research Questions
· What benchmarks are used to measure service quality within the organisation?
· Which major elements contribute to shaping customer satisfaction levels?
· What strategic actions can be implemented to enhance overall service performance?
[bookmark: _Toc212483198]1.7 Research Rationale
The rationale for this study is based on the recognition of the pivotal role that the dining experience has in the general evaluation of a hotel and the creation of customer loyalty. Dining facilities in airport hotels have to deal with a different set of challenges in their operations, which include a rapid change of guests, a lack of time, and different cultural expectations (Talukder and Kumar, 2025). Therefore, an investigation of the quality of services in such a situation would enable one to understand those factors that lead to positive guest experiences. As a matter of fact, studying the restaurant at Novotel Birmingham Airport provides a convenient place where one can put into practice the theories of hospitality management. 
[bookmark: _Toc212483199]1.8 Research Significance 
The study is essential in both academic and practical terms. In the same way, it contributes knowledge about service quality and customer satisfaction in the hospitality and airport hotel sector (Bichler, Pikkemaat and Peters, 2021). In reality, the results could help the managers and the employees of the restaurant at Novotel Birmingham Airport to upgrade their performance, the quality of their services, and the satisfaction of their customers. 


[bookmark: _Toc212483200]Chapter 2: Literature Review
[bookmark: _Toc212483201]2.1 Introduction
This research is carried out to improve the guest dining experience at the airport. It is a study of the service quality and customer satisfaction. The paper dives deep into the main factors influencing the perceptions, assesses the existing service levels, and uses the SERVQUAL model to locate the holes. The results are targeted to deliver the practical suggestions that will upgrade the total dining experiences and the return of the customers.
[bookmark: _Toc212483202]2.2 Comprehensive Evaluation of Service Quality Standards in the Restaurant
Reliability is a feature of service quality, which the restaurant has through the capability to deliver meals on time and also maintain the quality of the food. However, it is mentioned that there are some delays during the rush hours of the restaurant (Abdullah, Sufi and Kumar, 2023). Responsiveness refers to the gesture of staff members to the needs of guests, including giving dietary advice, but it is a fact that the high turnover rate and time pressure are the reasons for the low efficiency. Assurance is extremely important since the staff's skills, their polite conduct, and the way they make the customer feel safe are among the factors that help to build the total hotel guest perception. Empathy is about personalised communication and the understanding of guests' needs, which can be varied because of the fast turnover of guests at an airport hotel. Tangibles, restaurant cleanliness, décor, comfortable seating, and the presentation of the meals are some factors that influence people’s first impressions and overall satisfaction (Ali et al., 2021). When they evaluate these factors, they see that the hotel has a lot of well-trained staff and a modern dining environment, but at the same time, it suffers from a lack of speed during peak periods and communication gaps. 
[bookmark: _Toc212483203]2.3 Identification and Analysis of Key Factors Influencing Customer Satisfaction
Satisfaction of customers at the restaurant in airports depends on a mix of both tangible and intangible elements that, together, define the customer dining experience. Quality of food, which is generally the most important factor and includes taste, freshness, and presentation besides the variety of the menu, is the main reason for the satisfaction of guests in an airport hotel, as they expect standards to be at least the same as in other international restaurants (Anu and Manorselvi, 2021). Customer service also greatly influences the level of satisfaction with the service delivery, which includes staff responsiveness, attentiveness, and the ability to handle special requests efficiently. In addition to the factors mentioned above, the ambience, which can be described by the lighting, seating arrangement, noise levels, and also the overall restaurant aesthetics, is what the customer perceives as the comfort and enjoyment of the meal. On the other hand, time management, especially the speed of service during a breakfast rush or an evening check-in, significantly influences the customers' satisfaction as airport guests are usually in a hurry and have a tight schedule (Talukder et al., 2023). The prices and the perceived value for money are the factors influencing customer satisfaction in a further stage, while customers decide whether they get the quality of food and service at a reasonable price. Moreover, hygiene and safety standards, which are very important, especially after the pandemic, are the main factors that help to improve the guest's trust in the restaurant. 
[bookmark: _Toc212483204]2.4 Strategic Recommendations to Enhance Guest Dining Experience
Elevating the dining experience of guests at airport restaurants is possible through the implementation of a blend of operational, staff-related and technology-driven strategies which, together, address the gaps in service quality and customer satisfaction that have been identified. Firstly, the introduction of well-planned staff training programs that focus on customer service, responsiveness, and cultural awareness will not only enhance the level of staff-customer interactions but also ensure that the same standards of service are maintained throughout different shifts (Wong et al., 2022). Improving the service through changes in the workflow, for example, during the busiest hours and pre-preparing the parts of the menu that are most requested, can not only shorten the waiting times for the guests but also increase the productivity of the staff to a greater degree. The use of technology can bring about efficient and easy restaurant operations. This is because digital ordering systems, table management apps, and customer feedback platforms give the management real-time access to service quality and thus, any deviations from the required standards can be corrected immediately. Menu innovation to the rescue of the hotel restaurant is a sure way to stay ahead of the competition, and this can be done by catering to customer preferences and dietary trends that inform the choice of new and relevant menus that ensure variety (Candra et al., 2023). A quality control system can be maintained to ensure that the food going to the guests is always of the same standard and the presentation is up to the mark. Small restaurant improvements like lighting, seating comfort, and updated decorations can go on a long which can help to get more valuable consumer satisfaction. 
[bookmark: _Toc212483205]2.5 Theoretical Analysis: SERVQUAL Model
[image: ]
Figure 1: SERVQUAL Model
Source: (Nautwima and Asa, 2022)
Parasuraman, Zeithaml, and Berry's SERVQUAL model is an elaborate system for measuring service quality through five dimensions, including reliability, responsiveness, assurance, empathy, and tangibles. The model is extremely helpful in the case of the Novotel Birmingham Airport restaurant to understand and elevate guest dining experiences. Reliability looks at the restaurant’s ability to provide a service that is not only fast but also accurate and of good quality, thereby, for example, ensuring both the prompt serving of the meal and the freshness of the food (Ismail et al., 2022). Responsiveness evaluates staff willingness and promptness in dealing with guest requests, offering dietary help or solving complaints in the shortest time possible. Assurance is about the staff's skills and the professional behaviour, thus trust and confidence in the diners are the results. Empathy is about personalising and giving the right attention to each customer, and this is very important in the airport environment, where guests may have certain expectations or be in a hurry. Finally, tangibles refer to the physical side of things, such as restaurant cleanliness, décor, comfortable seating, and food presentation, which are all factors that determine the quality of first impressions.
[bookmark: _Toc212483206]2.6 Conceptual Framework
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Figure 2: Conceptual Framework
Source: Self-Developed
[bookmark: _Toc212483207]2.7 Literature Gaps
Although a lot of research has been done on service quality and customer satisfaction in the hospitality sector, there is very little attention paid to the restaurants in airport hotels, which have different kinds of time-sensitive and high-turnover situations. Most of the studies have been done on hotel dining in general or on standalone restaurants, and thus, the effect of transient guests, cultural diversity, and operational pressures specific to airport settings is usually left out. Besides that, linking the SERVQUAL dimensions directly to guest loyalty and repeat visits in a measurable way in this context is something that has not been studied much either. 
[bookmark: _Toc212483208]2.8 Chapter Summary 
The chapter described the research background, purpose, problem statement, rationale, and significance. It analysed the service quality, as well as the factors influencing customer satisfaction and suggested the customer-related strategic changes. Besides, the theoretical investigation by means of the SERVQUAL model illuminated the practical side, whereas the uncovered themes in the literature pinpointed the necessity for specifically directed research in the airport hotel restaurants to enhance customer experiences.


[bookmark: _Toc212483209]Chapter 3: Methodology
[bookmark: _5a74pmnyg54x][bookmark: _Toc212483210]3.1 Chapter introduction
Methodological evaluation helps in creating a structure and direction for the following data collection and evaluation process. In this case, a case-based evaluation of Novotel Birmingham Airport’s restaurant services has been analysed. Thus, a real-case-based findings management methodology has been used to align the process with the outcomes, using steps identified in Saunders’ research onion (Saunders, 2019). 
[image: ]
Figure 3: Saunders’ research onion
(Source: Saunders, 2019). 
[bookmark: _h937i6r99227][bookmark: _Toc212483211]3.2 Project paradigm
Methodological paradigm is used to create a specific direction of the research based on the data analysis needs. In this research, a pragmatist paradigm is used to emphasise the practical consequences in the cause-and-effect relationship between the mentioned restaurant’s services and customer satisfaction. Thus, the pragmatism paradigm has been used as a problem-solving tool for the project. 
[bookmark: _14fyewbrlo2r][bookmark: _Toc212483212]3.3 Project approach
Methodological approach accounts for the identification of specific tools and processes used in research to ensure obtaining the desired outcome (Reed et al., 2021). In this research, a deductive approach has been used to identify specific variables from a wide range of discussions and create concise and specific findings. Other approaches, like abductive and inductive approaches, are avoided to avoid the creation of any other argument not directly related to the research outcome. 
[bookmark: _r9xk9cmup3f3][bookmark: _Toc212483213]3.4 Project design
Methodological project design evaluation is the consideration of managing the process of arranging the data analysis process, to get the most relevant and valuable findings (Cheong et al. 2023). In this project, a descriptive project design has been used to identify the best aligned variables in the research and critically evaluate them to get the most appropriate findings. Other designs, such as co-relational, experimental or quasi-experimental designs, have not been used to avoid deviation from the discussion of the main topic. 
[bookmark: _aitxer67x2t4][bookmark: _Toc212483214]3.5 Data collection process
A secondary qualitative data collection consideration and related process have been implemented in this research. Thus, mainly most recent and relevant sources from Google Scholar and the University library will be used in this research, along with third-party and company websites for obtaining and analysing customer reviews. The Reviews will be critically evaluated, comparing with the findings from other scholarly secondary sources. An inclusion and exclusion criterion-based sampling will be used to collect the necessary data for further analysis. 
[bookmark: _apycte3j3e10][bookmark: _Toc212483215]3.6 Data analysis process
A secondary qualitative data analysis process is implemented in this research to align with the broader methodological needs and the aim, objectives and questions developed for the research. A secondary qualitative analysis can be either case-study-based or thematic analysis-based (Sandhiya and Bhuvaneswari, 2024). In this case, a thematic analysis process is used to answer the research objectives and questions through the themes. Furthermore, a critical discussion of the findings is also considered, comparing them with the previous findings of the literature review. Actuarial customer comments and rating data will be used to critically discuss claims and practices of the company with the service standards.
[bookmark: _mof5xb52678i][bookmark: _Toc212483216]3.7 Ethical consideration
Due to the implementation of a secondary qualitative discussion, a secondary research ethics will also be followed in the evaluation of the research. The Data Protection Act 2018 principles and the University's ethical research guidelines will be maintained while collecting, analysing and storing the data. No manipulation of the data will be considered, despite the desired outcome. Furthermore, the sources and the gathered data will be safely stored in the University cloud for further usability and relevance. 
[bookmark: _yr9df932djzo][bookmark: _Toc212483217]3.8 Chapter conclusion
In conclusion, it can be said that a secondary qualitative data analysis is best suited for this research due to time restrictions and financial constraints. Thus, aligning with the data collection and analysis requires a pragmatist paradigm, a deductive approach and a descriptive design has been chosen to answer the research objectives and questions. A detailed secondary research ethical consideration will also be followed to develop proper ethical outcomes. 
[bookmark: _s3z83i5mr9vs]

[bookmark: _Toc212483218]Chapter 4: Findings and Discussion
[bookmark: _w9plsd14ehjg][bookmark: _Toc212483219]4.1 Chapter introduction
In this chapter, the methods identified in the previous chapter have been thoroughly utilised to analyse data for identifying service quality and customer satisfaction at the Novotel Birmingham Airport restaurant. In this case, a secondary qualitative thematic analysis has been adopted as the main source of comparative evaluation and to analyse diverse guest perspectives through their own words. Thus, the main focus has been on considering a factual analysis of the found data and arriving at a specific conclusion regarding the matter. The themes used in the following are derived from the objectives and questions of the study to ensure higher quality management and a focused conclusion.
[bookmark: _bzez26m21vdc][bookmark: _Toc212483220]4.2 Secondary qualitative findings
[bookmark: _6nvovk1cel4n][bookmark: _Toc212483221]4.2.1 Key factors influencing customer satisfaction in the Novotel Birmingham Airport’s restaurant
Customer satisfaction in hotel-based restaurants is shaped by both tangible and intangible elements and through both product and service accountabilities. The third-party guest reviews of Novotel Birmingham Airport’s restaurant identify those factors like staff responsiveness, food quality, and ambience are central to creating a positive dining experience for the customers. The reviews are mostly positive, indicating that the hotel has good restaurant service, while the staff interactions are friendly. Furthermore, the restaurant has a clean environment, and the meals are also well-presented (Tripadvisor, 2024a; Tripadvisor, 2024b). In this context, the findings of Singgalen (2024) also indicate that the professionalism of the staff, cleanliness and the value of money obtained by the customers are the main determinants of their satisfaction in a hotel dining setting. The Novotel Birmingham Airport’s restaurant can provide these tangible and intangible satisfaction aspects to the customers and thus create a good customer satisfaction rating. 
[image: ]
Figure 4: Positive Customer review 1
(Source: Tripadvisor, 2024a)
Other than the positive reviews, a negative review has also been spotted in the third-party review disclosure. This review exposes critical gaps in the services regarding assurance and empathy. Furthermore, gaps have also been exposed regarding allergy awareness and food safety protocols, which are essential factors in delivering a good service (Tripadvisor, 2024b). Hygiene management is one of the most important aspects of a restaurant service, and failing to properly manage hygiene can lead to significant customer dissatisfaction.  The research identifies that customer trust in the restaurants is significantly dependent on a consistent and hygienic service quality. A good and consistent service quality, high maintenance and staff commitment regarding these practices can significantly improve customer satisfaction and loyalty to the services (Kumolu-Johnson, 2025). Thus, the Novotel Birmingham Airport’s restaurant must also improve its services in some areas to ensure better customer satisfaction and loyalty generation. 
[image: ]
Figure 5: Positive Customer review 2
(Tripadvisor, 2025)
The service quality of a restaurant is generally determined by the SERVQUAL dimensions, which include responsiveness, reliability, assurance, tangibility and empathy (Arli, Esch and Weaven, 2024). Inclusion of all these aspects in a restaurant service makes it compliant, effective and effective for managing customer satisfaction. For example, the reliability of a restaurant service is determined when the meals are delivered promptly and consistently. In this context indicates that in modern environments, personalised guest services significantly help build customer trust and loyalty in the service operations (Ali et al., 2021). The personalised services must reflect the SERVQUAL dimensions in the operations, to ensure high accountability and credibility of service. Based on the reviews, it can be said that Novotel’s restaurant can meet these expectations during off-peak hours. However, the same company struggles to provide the same services during peak operational periods. Thus, an immediate operational adjustment is needed in the company to help it become more relevant in all seasonal services. 
[image: ]
Figure 6: Negative Customer review 1
(Tripadvisor, 2024b)
[bookmark: _af7cje8ncjhp][bookmark: _Toc212483222]4.2.2 Alignment of the services at the Novotel Birmingham Airport’s restaurant with local service quality standards
For understanding the impact of the restaurant services of the Novotel Birmingham Airport on the customer satisfaction rates, it is also essential to understand whether the services align with local and international standards or not. Restaurant service quality in the UK service sector is compared against frameworks like ISO 9001 (Rusavska et al., 2025). Alternatively, food quality transparency management in the sector is evaluated with Natasha’s Law. Other than that, the industry itself sets out several expectations for hygiene, staff competence, and customer engagement practices (NQA, 2025). In this case, Novotel Birmingham Airport’s restaurant has strengths in managing tangible assets like cleanliness, décor, and food presentation. Thus, these practices can be consistent with the British Hospitality Association (Tripadvisor, 2024a). The guests love the ambience and visual appeal of the services and their plosive reviews supports this discussion. 
On a different note, the identified negative review suggests that the services currently have inconsistencies in terms of assurance and responsiveness accountabilities, which are two of the main dimensions of the SERVQUAL model (NQA, 2025). The negative review indicated that the restaurant staff has a lack of knowledge regarding allergy handling procedures. The staff is also unfamiliar with Natasha’s Law and related hygiene guidelines. As a result, an inconsistency was seen in the restaurant services regarding allergen labelling and staff awareness. These incidents are not aligned with UK hotel and hospitality regulations and also creates legal complications. Extensive and regular staff training is required to help the staff become aware of the legal boundaries and restrictions to ensure further compliance. As per Bulochova et al. (2024), both staff training and regulatory compliance management are essential practices in maintaining service quality in the restaurants. Thus, the Novote must consider implementing an immediate staff training procedure to ensure future compliance and effective staff management.
As per the reviews, the restaurant staff has also been highly responsive during the off-peak hours. While some of the guests report efficient service management, other reviews indicate delays in responsiveness. This indicates an operational inefficiency in the overall services. According to the 2025 complex guide of Sovereign Water, the UK restaurants must ensure workforce efficiency and safety standards, especially in terms of time-sensitive operations (Dwight, 2025). In this context, Novotel’s restaurant-related performance during the off-peak hours aligns well with the expectations. However, there is also a presence of peak-time inconsistencies, which require attention and further regulatory alignment. 
[bookmark: _i6cvhzjd7l80][bookmark: _Toc212483223]4.2.3 Strategies for further improvement of the services at the Novotel Birmingham Airport
To manage the exciting drawbacks in the restaurant service operations, the Novotel Birmingham Airport must first identify the specific aspects of the drawbacks related to operational efficiency, staff competence, and guest-centric innovation. Then, addressing the aspects through proper theoretical understanding and practical application can help the company account for better service delivery. In a more specific context, Novotel can consider better staff development accountability by analysing the reviews and coming up with suitable solutions. One of the reviews indicates that there are gaps in responsiveness and allergy awareness among the staff (Tripadvisor, 2024b). As per the findings of Mehner, Rothenbusch and Kauffeld (2024), the implementation of structured training programs can help a company manage relevant skill gaps and ensure the creation of better services through the staff. Furthermore, Shiri et al. (2023) also highlight that the utilisation of a continuous training practice can help enhance staff confidence, even in high-pressure environments. Thus, staff training can improve the staff turnover rate of the Novotel Birmingham Airport restaurant. 
The issues with order delays in the restaurant can be solved by proper utilisation of hospitality technology in the restaurant’s order processing system. In this case, the utilisation of streamlined order processing systems can help automate some parts of the order management process and thus improve guest experience. Digital ordering systems, real-time feedback platforms and table management apps can reduce the overall wait time of the customers and improve the service accuracy (Shorbaji, Alalwan and Algharabat, 2025). Furthermore, the findings of Talukder et al. (2023) also suggest that the dining systems in the restaurants, which are enhanced by technological support, help boost customer satisfaction and revisit intentions. Novotel can use such tools in their restaurant operations to significantly boost productivity and customer service concerns even during the peak hours and thus, reduce the existing service gaps. 
[bookmark: _myud94wo5h29][bookmark: _Toc212483224]4.3 Discussion
The secondary qualitative findings of the study reveal that a good understanding of service quality and customer satisfaction concerns is essential for a restaurant to maintain relevance in the market while accounting for better customer satisfaction. Thus, the Novotel Birmingham Airport also require similar aspects of understanding to evaluate the root causes of the problems associated with customer dissatisfaction and ensure further quality management in the operations. In the discussion of the findings, the key aspects emerging from the detailed analysis of the case are as follows:
4.3.1 The Novotel Birmingham Airport restaurant showcases a mixed performance.
One of the most prominent discussions arising from the findings and previous studies is the need for staff responsiveness and assurance in the restaurant business. Consideration of better responsiveness and awareness creation can help the Novotel Birmingham Airport restaurant create better customer satisfaction. Some positive third-party reviews indicate that the services generally meet customer expectations and also showcase staff friendliness and attentiveness. However, it has also been found that these qualities are only seen in off-peak hours (Tripadvisor, 2024a; Tripadvisor, 2025). On the other hand, the previous discussion of Singgalen (2024) highlighted that staff professionalism and responsiveness are key drivers in terms of satisfying the hotel dining customers. Thus, Novotel have to further improve on these aspects to make sure that the customers also get better services during the peak hours. 
The findings also identify a negative review, indicating a serious gap in assurance. Issues related to the lack of allergy awareness among the staff were prominent as per the findings (Tripadvisor, 2024b). On a contradictory note, the literature-related discussion of Abdullah, Sufi, and Kumar (2022) indicated that reliability and empathy are essentially important in fostering guest loyalty and thus managing customer satisfaction. An inconsistency in staff knowledge and responsiveness can lead to customer dissatisfaction and reduced retention. Thus, the Novotel Birmingham Airport restaurant has to consider improving customer engagement by the staff during the peak hours through the implementation of related training practices. 
4.2.2 The Novotel Birmingham Airport restaurant has good ambience and tangible services.
The findings also indicate that tangible aspects like cleanliness, décor, and food presentation are essential in satisfying restaurant guests. These aspects positively contribute to first impressions and overall satisfaction of the customers. For the Novotel Birmingham Airport restaurant, the food presentation and decor have also satisfied the guests (Tripadvisor, 2024a; Tripadvisor, 2025). Critically analysing this aspect with the previously analysed literature of Ali et al. (2021) and Bichler, Pikkemaat, and Peters (2021), it can be said that ambience and visual appeal in restaurants play a good part in enhancing revisit intentions of the customers. Furthermore, Novotel’s restaurant service also succeeds in performing well in most of the tangible areas of quality associated with the SERVQUAL model (Arli, Esch, and Weaven, 2024). The modern design and clean environment of the restaurant meet the customer expectations as well as the UK hospitality standards. The alignment of the operations with the ISO 9001 benchmarks proves this aspect (Rusavska et al., 2025). Therefore, it can be said that the Novotel Birmingham Airport restaurant is already competent in some of the service quality management areas. 
Alternatively, the previous literature discussion also indicates that tangible aspects of quality alone cannot compensate for deficiencies in managing interpersonal services. In this context, Prabhakar and Gunasekeran (2025) have argued that tangible aspects of service must also be complemented by personalised services for providing a holistic customer experience. The findings section supports this view by indicating that while Novotel has a good internal ambience, gaps still exist in the positivity aspects, resulting in negative reviews.
4.2.3 The Novotel Birmingham Airport restaurant also faces reliability and operational efficiency issues as challenges
In terms of reliability of the services, the findings from the guest posts and comments indicate that the restaurant has not been competent enough to deliver consistent and timely service. The guests had reported satisfactory service during quieter periods, but also reported delays and inefficiencies in the services during peak hours (Tripadvisor, 2024b). These incidents indicates that such issues are more common in airport restaurants. The restaurants constantly face time pressure due to busy schedule of the passengers and occasional increase in travel frequency. The previous literature also supports such arguments. For example, Talukder and Kumar (2025) identified that time-constrained service delivery is crucial in airport settings, as the customers often have tight schedules and do not have time to wait in the restaurant for a long time. Thus, the airport restaurants must manage their time more effectively to deliver a proper customer service can maintain satisfaction. 
Furthermore, the findings of Wong et al. (2022) and Shorbaji, Alalwan, and Algharabat (2025) also support the integration of smart technologies to enhance the reliability of the operations. In the recommendation part of the findings, it is also indicated that the inclusion of digital ordering systems and table management apps can reduce customer wait time and thus further strengthen customer trust in the operations. Furthermore, the inclusion of technology can reduce the gap between lean and peak-time operational efficiency, reducing the overall efficiency challenges faced by the restaurant in the market. 
4.2.4 The Novotel Birmingham Airport restaurant is in partial compliance with UK hotel and restaurant service standards
The findings also reveal that Novotel Birmingham Airport’s restaurant has partial alignment with the UK service quality standards. In terms of hygiene and ambience, the services are largely aligned to cater for a good customer satisfaction rate. The observational data utilised in the findings, along with the positive reviews found, indicate that the operations of the restaurant are aligned with ISO 9001 and British Hospitality Association benchmarks (Tripadvisor, 2024a; Tripadvisor, 2025). However, negative reviews regarding the services have also been found, indicating non-compliance with Natasha’s Law. Thus, there is a gap in regulation alignment and related management in the restaurant, which can be improved in the future. 
However, the continuation of such inconsistencies can impact the restaurant negatively in the long term. The findings of Olawuyi and Kleynhans (2025) from the previous literature indicated that regulatory compliance is non-negotiable in the hospitality sector, especially in high-risk environments like airport hotels. Thus, having gaps in regulatory compliance fulfilment can be proven significantly harmful for the future operations of the restaurant. Apart from this aspect, the Sovereign Water compliance guide (Dwight, 2025) also suggested the importance of workforce efficiency in time-sensitive operations like airport restaurants. Thus, Novotel also have to create a balance between their off-peak and peak time services to ensure managing a constant service and generate better customer experience. Thus, the company might have to include better scheduling and staff allocation to enhance its compliance management practices and customer satisfaction. 
4.2.5 Staff training, technological innovation and personalisation can be presented as solutions.
In the findings section, several possible solutions have also been proposed as strategies for improvement for the Novotel Birmingham Airport restaurant and its existing operations. Both the literature review and the findings indicate staff training as a solution for managing existing gaps in the restaurant services. Both Mehner, Rothenbusch, and Kauffeld (2024) and Shiri et al. (2023) indicate that considering continuous development can help with building competence and confidence among the staff. As a result, the overall performance of the services will also improve. Thus, both the guest feedback-based findings and the academic insights can be aligned in this context that improve staff through training and reduce the existing gaps in the restaurant.
Furthermore, relevant technological integration can also be considered as a key strategy for managing the exigent issues. In this case, the findings suggest the adoption of digital tools like digital booking systems to streamline service delivery. This argument can also be supported by the previous findings of Talukder et al. (2023) and Wong et al. (2022), where it is said that, seasonal changes in menus and decor can enhance both tangible assets and improve emotional engagement in the customers. Using tangible assets like restaurant management technologies, peak time issues in the restaurant can be solved easily, while improving customer satisfaction.
[bookmark: _yjm2e2c9ule7][bookmark: _Toc212483225]4.4 Implications and limitations
The study creates a specific context-based decision using the Novotel Birmingham Airport’s restaurant as a case study. The findings highlight the importance of hygiene compliance, staff training and technological integration in enhancing guest experiences in the restaurant. Thus, this study is particularly useful for the future management of the restaurant and can provide insights regarding how operations in airport restaurants can be better managed.
Despite all the critical evolution and specific contexts subjected, the research is still limited in terms of data quality usage. Only secondary qualitative data has been used in analysing the research findings, which limits the use of primary viewpoints. The performance of the restaurants is best evaluated from the experience of the customers. However, customer experience as primary data has not been used in this research as a support for the secondary data. Additionally, the findings of the study are highly context-specific and cannot easily be generalised for usage in other relevant research practices. 
[bookmark: _oqpsm2li15c0][bookmark: _Toc212483226]4.5 Chapter summary
[bookmark: _ks6bvquk7rm4]Summarising the findings and discussion section, it can be ensured that in a restaurant service, customer satisfaction and service quality are directly related to one another. For the Novotel Birmingham Airport’s restaurant, it is evident that they need to further improve their service quality and consistency to ensure a better customer satisfaction rate. The restaurant is currently competent in terms of creating an ambience and food presentation. However, there are still gaps regarding staff responsiveness, assurance, and allergy awareness issues in the operations. These issues can be mitigated by technological adaptation and staff training practices in the future.

[bookmark: _Toc212483227]Chapter 5: Conclusion 
[bookmark: _Toc212483228]5.1 Conclusion of Key Findings
This study determines that service quality has a final influence on the entire dining experience of the customers, which then impacts future satisfaction, loyalty and formation of brand value. The results highlight that providing consistent service, staff behaviour, food quality, and ambient comfort are critical towards the rate of customer satisfaction in the hospitality industry, particularly in an airport hotel atmosphere where convenience, efficiency and high-quality customer experience influence customer expectations. The evaluation of secondary information revealed the fact that the guests of Novotel Birmingham Airport appreciate such dimensions of quality as timely service, professional staff and personal attention as essential and critical to them. The SERVQUAL model offered a practical theoretical framework that allowed for evaluating service gaps in five dimensions that took centre stage in the framework, such as tangibility, reliability, responsiveness, assurance, and empathy. The findings showed that the Novotel restaurant is doing well in terms of tangibles and reliability, although such dimensions as responsiveness and empathy continue to be improved. Tourists are getting used to faster service on special requests, authentic contact, and personalisation beyond what is offered by normal hospitality.
Another crucial satisfaction determinant became food quality. Visitors enjoyed the reliability of the quality of the served menu, and the range of it, but the feedback indicated that freshness, food presentation, and dietary inclusivity (such as vegan or gluten-free food) could be improved to enhance the food experience. The emotional satisfaction and memory are greatly affected by the sensory aspect of food, which is taste, smell, and visual appeal, which supports the conclusion that culinary excellence should be complemented with service excellence to create an experience for the guest in its entirety. Furthermore, it was determined that the dining environment (ambience, cleanliness, lighting, and level of noise) has a direct relationship with the perception of comfort and satisfaction. The physical atmosphere can significantly influence the mood and contentment in an airport hotel setting, where the traveller tends to feel fatigued or time-starved. Hence,​‍​‌‍​‍‌ it becomes an essential subject to keep the establishment in a peaceful, hospitable, and clean setting. 
Therefore, these technological interventions are useful in operational innovation in the service sector. However, it can also be stressed that technological improvements do not take the place of the human touch that makes up authentic hospitality but are its complements. As a manager, it is essential to engage in constant training of the staff in terms of communication, emotional intelligence, and problem-solving. Empowered and valued employees are more likely to provide guests with excellent service, thus having a direct impact on guest satisfaction. The presence of a service excellence culture, which is supported by effective leadership and well-developed performance standards, will make the quality of the services consistent regardless of the shifts and circumstances. The restaurant of Novotel Birmingham Airport is in a good position to reinforce its competitive advantage by means of strategic improvement of its service quality dimensions. The restaurant can establish personalised experiences that become memorable and, therefore, result in loyalty, positive word of mouth, and repeat visits by streamlining operations in line with the expectations of guests, investing in staff development, enhancing responsiveness, and using technology to create the most memorable experiences. A constant focus on customer response, active service development, and focus on hospitality quality will eventually guarantee that the meal experience at Novotel Birmingham Airport remains beyond the expectations of guests and reveals itself as a part of the global brand image of quality and comfort.
[bookmark: _Toc212483229]5.2 Research Limitations
The study was also bound by the fact that it was only conducted in one restaurant within the Novotel Birmingham Airport, and this does not aid in generalising the results to other hotels or restaurant environments. The number of guests sampled to give feedback and the number of staff sampled to be interviewed were relatively low, thus restricting the reliability of the statistics. Also, a time period was taken, and data were recorded in a specific time period. Thus, seasonal variations or changes in management practices were not measured. The research also counted on self-reported customer perceptions, which can be subject to bias as a result of individual preferences or expectations. Finally, extraneous factors like the reason for travelling or the time of flights may have impacted the dining satisfaction response of the guests.
[bookmark: _Toc212483230]5.3 Future Scope 
Future studies may broaden the study to various branches of Novotel or other hotels in airport locations to enable a comparative analysis and more generalisation. Quantitative approaches like regression analysis may be used in identifying stronger relationships between the dimensions of service quality and customer satisfaction. The effects of overtime service improvement on repeat visits and brand loyalty could also be investigated using longitudinal studies. Furthermore, the role of emergent technologies like AI-powered personalisation or self-service kiosks in improving the dining experiences may be involved in future studies. Last, the analysis of the cultural and demographic diversities of international travellers might have added more insights into the varied expectations of different guests and ways of satisfaction.


[bookmark: _Toc212483231]Chapter 6: Recommendations 
As per the result of this research, various suggestions are made to improve the guest dining experience and increase the satisfaction of customers in the restaurant overall at Novotel Birmingham Airport. 
Enhancing Service Responsiveness and Efficiency: The speed and the responsiveness of service are also the key aspects that require enhancement. Since a good percentage of customers in a hotel in an airport are business travellers or passengers with limited time, prompt service delivery is of utmost importance. The restaurant ought to use a table-management system with a digital order platform whereby the staff can access the waiting time to make the maximum use of the tables (Marković et al., 2021). The use of tablets or QR-code menus can help expedite the placement of orders and reduce the workload of the staff. In addition, the employees can be cross-trained to take up more than one position during peak seasons, as this will guarantee that the guests are attended to promptly. Perceived responsiveness and reliability can be further increased with a formal escalation procedure for special requests or complaints.
Improving Personalisation and Empathy: Customers are becoming more demanding regarding personalised services and emotional connection with the service staff. In order to create empathy, staff-training programmes must focus on emotional intelligence, cultural competence, and proactive communication. Employees can be advised to study and adopt the use of the name of the guest, remember the preferences of regular customers, and give them polite gestures like free drinks or desserts during special occasions (Bucic, 2021). Guest Experience Log may be kept in order to capture preferences and feedback, and then staff will be able to adjust interactions in accordance. The management must also foster a culture where the employees feel free to make impulsive, on-the-spot decisions that will lead to improved guest satisfaction, like making meal substitutions or giving them priority service.
[image: ]
Figure: Empathy
Source: (Paudel et al., 2024)
Enhancing Food Quality and Diversity of Menus: Despite the fact that the restaurant of Novotel currently offers an acceptable level of food quality, competitive viability implies consistent improvement. Taste and authenticity may be enhanced by teaming up with local suppliers to obtain fresh and local products. The innovation of the menu ought to take into consideration various preferences on diets such as vegan, vegetarian, gluten-free, and low-calorie diets. Consistency and innovation can be ensured through a regular menu audit and a tasting session with the chefs and the guests (Ma et al., 2023). Moreover, presentation of foods is a critical factor in the perception of their customers. Therefore, chefs need to be trained in modern presentation methods that will enhance their visual appearance. A feedback loop that is specific to food items will help to identify the areas of improvement more precisely.
Improving the Golden Age of Sensations and Materials: The physical milieu of the restaurant has a great impact on the experience of the guest. Low-key lighting, modern decor, ergonomic seating, and soothing background music are but a few of the improvements that can be made in a restaurant to make it more inviting and relaxing to eat at. Sound insulation and scent branding will alleviate stress and increase comfort in the context of an airport location (Youssef and Spence, 2023). Audit of maintenance and cleanliness should be done on a periodic basis to maintain hygiene and visual appeal. Furthermore, the possibility of a seasonal thematic area decoration or live-cooking stand may help to enhance the interest and make the restaurant stand out among others.
The use of Technology in Service Innovation: Technology in the dining process can be integrated to increase convenience and efficiency of operations. Customer interactions can be made simpler by the deployment of a mobile application or other digital platform to facilitate reservations, pre-ordering and feedback. Artificially intelligent tools can use the information about guests to suggest a menu based on their previous preferences, thus providing a personal experience (Ismail et al., 2022). The immediate feedback can be collected and the service recovered through real-time satisfaction surveys that are administered by digital kiosks or mobile prompts. However, the management has to be careful that technology supplements do not replace human service, so the hospitality will not be as cold and artificial.
Ongoing Employee Training and Inspirations: Workers are the key to the service quality. Training and motivational programmes should also be introduced in order to develop communication, teamwork and problem-solving skills. Morale and retention can be improved by recognition programmes for employees, the employee of the month, feedback-based awards, career development programmes, and many more (Liu et al., 2022). Regular customer care and product knowledge refresher workshops can be used to ensure that the employees maintain a high performance standard. Promoting the culture of appreciation and service pride encourages employees to give guest success stories at every meeting.
[image: ]
Figure: Employee Training and Inspiration Process
Source: (Ogbeide, 2021)
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Poor restaurant experience
Restaurant allergy procedure inadequate.

Was
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Excellent restaurant meal, fantastic service.

Review of Novotel Birmingham Airport
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Excellent meal in restaurant, exceeded our expectations by far. Osama was a perfect waiter, efficient,
friendly, polite and just what one wants in a restaurant. Food was delicious. And Abdul was also so kind
tome. Very pleased all round and recommended.
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Date of stay: February 2024

Trip type: Travelled as a couple.
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“This reviewis the subjective opinion of a Tripadvisor member and ot of Tripadvisor LLC. Tripadvisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.

Abul Sahnat, Guest Services / Front Office at Novotel Birmingham Airport, responded to this review
Responded 3 Feb 2024

1 appreciate all of your positive comments. We are overjoyed to learn that your lunch at our
restaurant was outstanding and that the service went above and beyond your expectations.
Osama and Abdul are happy to have made a good impression by offering prompt, courteous, and
kind service. Knowing that the food was great is wonderful.

We value your advice very much. We hope to have the pleasure of serving you once more in the
future and generating many more enjoyable dining experiences.




